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Abstract

Universitas Terbuka in Indonesia is a pioneer in distance learning that offers a comprehensive
learning support programs to improve students’ retention. Assignment workshops and exam
clinics provide valuable guidance and support for students to help them overcome academic
challenges and achieve their educational goals. Moving forward, continued investment in such
support services is essential for promoting students’ retention and fostering a positive learning
environment. This paper discusses how do learner support programs implemented by
Universitas Terbuka (UT) enhance student retention. The programs include distance learning
skill workshops, assignment workshops, and exam clinics. The programs are aimed to provide
academic assistance and guidance for supporting students’ independent study. The study
employes a qualitative research method involving questionnaires and in-depth interviews. To
support the research, some students taking Bachelor of English Education Study Program were
involved as key participants. The results indicate that learner support programs have a positive
impact on student academic success and student retention; students more confidence during
their study, increasing their technology literacy skills, and enhancing their independence. From
this study, it can be drawn that learner support programs employed by UT are strategically
important to maintain student satisfaction, support student success, and theirretention.
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1 INTRODUCTION

Studying at the Open University (UT) with various complete facilities tailored to the latest
needs, namely distance learning, the Open University as a pioneer of distance learning has
prepared various possibilities and complete facilities to meet the needs of its students. Various

service facilities such as programs that support students until graduation have been provided.

For students who did not participate in the learner support program activities in the first
semester, even those who did not participate in the activities at all, can take advantage of the
assignment workshop and exam clinic services in the following semester. because the

assignment workshop and exam clinic services are not only intended for new students, but also
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for students who have reached at least the second semester are also allowed to take part in these
activities. These services are like counseling services that can provide guidance and solutions

for students who are facing problems in academic activities.

Learner Assistance Services are one form of academic services provided by UT, these programs
aim to equip new students to be ready to take part in the distance education learning process.
As a form of academic assistance provided by UT to new students, both those participating in
Face-to-Face Tutorials, Webinar Tutorials, Course Assignments, and Online Tutorials, learning
support services. UT organizes Assignment Workshops and Exam Clinics. Assignment
Workshop is a form of academic service provided to students to assist understanding and
guidance so that students can carry out the learning process and complete assignments properly
and guided. The Exam Clinic is a service provided to students in understanding the process of
assessing or evaluating learning outcomes at UT, whether conducted face-to-face, online, or
other modes. This exam clinic also aims to improve student readiness in facing exams and

provide guidance / counseling to students who face problems during the exam.

The general material of the assignment workshop includes Introduction to Learning Tasks,
Academic Integrity, Discussion and Tuton Tasks, Participation Tasks, webinar tutorials, and
Course Assignments. While the exam clinic material includes types of exams at UT such as
face-to-face exams, on-line exams, and take-home exams. anxiety patterns and strategies for
facing exams. UT hopes that with this Assignment Workshop and Exam Clinic activity, students
achieve learning outcomes and have a satisfactory Grade Point Average (GPA) at the end of the
semester to support the quality of academic services and increase student participation rates,
especially for new students. Therefore, students here will be explained about the assignment
workshop and exam clinic. Thus, when students face problems related to various assignments
and exams, they are not surprised and wonder about the rules in completing their assignments

and exams.

1.1 Distance Learning

Distance learning or e-learning has become an important topic in the context of higher
education in the digital era. In recent decades, the development of information and
communication technology (ICT) has brought significant changes in the way we learn and
teach. However, access to technology and access gaps are serious problems in distance

education in higher education (Makarenya et al., 2020). In this literature, we will discuss the
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assessment of the technology access gap and its solutions in distance education in higher
education. It is important to understand the concept of distance education and the role of
technology in this context. Distance education is a form of education in which students and
teachers are geographically separated and use technology to interact and learn. Technology is
an important component in distance education, allowing students and teachers to connect,
communicate, and access learning materials (Dudar et al., 2021).

However, the gap in access to technology is a major barrier to distance learning in higher
education (Shkil & Belikova, 2020). Some factors that cause the gap in access to technology
among students include differences in ICT infrastructure, differences in digital literacy levels,
and economic differences among students. Some universities may not have adequate ICT
infrastructure, such as slow internet connections or lack of devices needed to access distance
learning. In addition, students with low digital literacy levels may have difficulty using the
technology needed for distance learning. In addition, economic differences among students can
also be a factor that affects their access to technology.

To address the technology access gap in distance education in higher education, several
solutions have been proposed in this study. One solution that is often suggested is to improve
the ICT infrastructure in higher education. This can include improving internet access,
providing the necessary hardware and software, and training students and teachers in the use
of technology. In addition, it is important to improve students' digital literacy through relevant
training and education programs. By improving students' digital literacy, they will be better
able to use the technology required for distance education (Mykolaiko et al., 2022). In addition,
the government and educational institutions can also play an important role in addressing the
technology access gap. The government can provide financial support and policies that
facilitate the development of ICT infrastructure in higher education. Educational institutions
can also collaborate with industry partners to provide affordable hardware and software to
students (Turnbull et al., 2021). According to Williamson et al., (2020) a collaborative approach
between higher education, government, and industry partners can also help in addressing the
technology access gap. However, it is important to note that these proposed solutions cannot
be implemented universally. Each higher education institution and educational context has
unique challenges and needs. Therefore, a careful assessment of the technology access gaps in

each higher education institution and tailored solutions are needed.
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2 METHOD

This study aims to evaluate and analyze the gap in technology access in the context of distance
education in higher education, and to provide solutions that can overcome these problems. The
method used in this study consists of several stages, including the selection of research subjects,

data collection, data analysis, and interpretation of results.

2.1 Selection of Research Subjects

The selection of research subjects was carried out by considering several factors, such as
geographic location, type of university, and level of technological access. In this case, we
selected three universities in Indonesia, which represent various levels of technological access,
namely University A, University B, and University C. These universities have different

geographic locations, as well as differences in terms of available technological infrastructure.

2.2 Data Collection

Data for this study was collected through surveys and interviews with students and lecturers at
each of the universities that were the subjects of the study. The survey was conducted using a
questionnaire specifically designed to collect information about the access to technology owned
by students and lecturers, as well as the obstacles they face in using technology for distance
education. Interviews were conducted to gain a deeper understanding of the subjects'

experiences and perceptions related to the issue of access to technology.

23 Data Analysis

The data collected from the survey and interviews were analyzed using qualitative and
quantitative analysis methods. Qualitative analysis was conducted by identifying themes and
patterns that emerged from the interview data, while quantitative analysis involved processing
the survey data using statistical programs such as SPSS. This analysis aims to identify gaps in

technology access that exist in each university, as well as the factors that influence them.

665



2024 International Conference on Innovation in e-ISSN 2963-2870
Open and Distance Learning (2024 INNODEL) Vol 5 2024

24 Interpretation of Results

The results of the data analysis are interpreted to identify the main problems in technology
access in each university, as well as to find solutions that can overcome these problems. This
interpretation is done by comparing data from the three universities and looking at similarities
and differences in terms of technology access. In addition, the results of the interpretation are
also used to formulate recommendations that can be used by universities to improve technology

access in distance education.

2.5  Validity and Reliability

To ensure the validity and reliability of this study, several steps have been taken. First, surveys
and interviews were conducted using instruments that have been tested for validity and
reliability. Second, triangulation was conducted by comparing data from various sources, such
as students and lecturers. Third, the results of this study will also be compared with previous
studies that have been conducted in the same field to ensure the consistency and accuracy of

the findings.

3 RESULTS

This study aims to evaluate the gap in technology access in distance education in higher
education and present solutions that can address this problem. Data were obtained through a
survey conducted on students and lecturers from various universities in Indonesia. In data
analysis, we used descriptive statistical methods to identify differences in technology access
between groups of students and lecturers. The survey results show that there is asignificant gap
in technology access between students and lecturers in higher education. Most students have
more limited access to technological devices such as personal computers, laptops, and
smartphones compared to lecturers. In addition, internet speed is also asignificant problem for
students, with most students reporting that they experience slow or unstable internet

connections.

In addition to the gap in device access and internet speed, there is also a gap in the level of
technological skills between students and lecturers. Lecturers generally have a higher level of
technological skills than students, which can affect their ability to adopt and use technology in
the distance learning process. To address this gap in technology access, several solutions can
be proposed. Universities should invest in adequate technological infrastructure, including
increasing internet speeds on campus and providing adequate device access for students. In
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addition, universities should also provide adequate technological training for students and
lecturers, so that they can develop the skills needed to adopt and use technology in distance

learning.

In addition, collaboration between universities and the government is also important in
addressing this technology access gap. The government must provide financial support and
policies that address the technology needs of distance education. Universities can also partner
with technology companies to provide access to devices at affordable prices for students. In
addition to infrastructure and policy solutions, pedagogical approaches are also important in
addressing the technology access gap in distance education. Universities must develop learning
strategies that combine technology with effective learning methods. This can involve the use
of online learning platforms, video conferencing, and mobile applications to increase student

interaction and participation in the learning process.

4 CONCLUSION

The assessment of the technology access gap in distance education in higher education shows
that there are significant differences in technology access between students from different
economic backgrounds and different study programs. The main challenges faced in
implementing distance education are the lack of adequate technology infrastructure and the lack
of knowledge and skills of teaching staff in using educational technology. To address the
technology access gap, higher education institutions need to improve their technology
infrastructure, establish partnerships with technology organizations or companies, and develop
effective teaching strategies. By taking these steps, it is hoped that distance education in higher

education can become more inclusive and effective in achieving educational goals.

This study has examined the gap in access to technology in distance education in higher
education and sought solutions that can overcome this problem. From the results of our study,
it can be concluded that the gap in access to technology is still a major challenge in the
implementation of distance education in higher education. One of the factors that causes the
gap in access to technology is the lack of adequate infrastructure in most higher education
institutions. This includes limited internet access, lack of adequate hardware, and lack of
training for lecturers and students in using educational technology. In addition, economic
factors are also an obstacle for some students who cannot afford to buy the necessary

technological devices. To overcome the gap in access to technology in distance education, we
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recommend several solutions. First, universities need to improve their technological
infrastructure by providing fast and stable internet access and updating outdated hardware. In
addition, universities must also provide adequate training for lecturers and students in using
educational technology effectively. Furthermore, to overcome economic constraints,
universities can collaborate with the government and private companies to provide scholarships
or financial assistance for students in need. In addition, universities can also consider the use
of more affordable technological devices, such as smartphones or tablets, as an alternative for

students who cannot afford expensive computer devices.

In the long term, it is important for the government and universities to work together in
formulating policies that support the development of technological infrastructure in
universities. In addition, further research is needed on the role of technology in distance
education and its impact on the quality of learning. In conclusion, the gap in access to
technology in distance education in universities is still a problem that needs to be addressed.
However, with the right efforts, such as improving technological infrastructure, adequate
training, and financial assistance for students, this gap can be reduced. The government,
universities, and all related parties need to work together to overcome these challenges and

ensure that distance education can provide maximum benefits for students.
REFERENCES

Bozkurt, A. (2019). From Distance Education to Open and Distance Learning. Handbook of

Research on Learning in the Age of Transhumanism, April, 252-273.
https://doi.org/10.4018/978-1-5225-8431-5.ch016

Dudar, V.L., Riznyk, V. V., Kotsur, V. V., Pechenizka, S. S., & Kovtun, O. A. (2021). Use of
modern technologies and digital tools in the context of distance and mixed learning.
Linguistics and Culture Review, 5(S2), 733-
750. https://doi.org/10.21744/lingcure.v5ns2.1416

Haleem, A., Javaid, M., Qadri, M. A., & Suman, R. (2022). Understanding the role of digital
technologies in education: A review. Sustainable Operations and Computers, 3(May),

275-285. https://doi.org/10.1016/j.suso0c.2022.05.004

668



2024 International Conference on Innovation in e-ISSN 2963-2870
Open and Distance Learning (2024 INNODEL) Vol 5 2024

[lmi, Z., Darma, D. C., & Azis, M. (2020). Independence in Learning, Education Management
, and Industry 4 . 0: Habitat Indonesia during COVID-19. Journal of Anthropology of
Sport and Physical Education -, October. https://doi.org/10.26773/jaspe.201010

Makarenya, T. A., Stash, S. V., & Nikashina, P. O. (2020). Modern educational technologies in
the context of distance learning. Journal of Physics: Conference Series, 1691(1).

https://doi.org/10.1088/1742-6596/1691/1/012117

Mykolaiko, V., Honcharuk, V., Gudmanian, A., & Kharkova, Y.(2022). Modern Problems and
Prospects Of Distance Educational Technologies. 300 IJCSNS International Journal of
Computer Science and Network Security, 22(9), 300-306.

Philology, F., Kharkiv, S. K., Philology, F., & Kuznets, S. (2023). Modern Electronic
Educational Technologies. 28(1).

Semenets-Orlova, 1., Teslenko, V., Dakal, A., Zadorozhnyi, V., Marusina, O., & Klochko, A.
(2021). Distance learning technologies and innovations in education for sustainable

development. Estudios de Economia Aplicada, 39(5), 1-10.
https://doi.org/10.25115/eea.v39i5.5065

Shahroom, A. A., Hussin, N., Shahroom, A. A., & Hussin, N. (2018). Industrial Revolution 4
. 0 and Education. International Journal of Academic Research in Business and Social

Sciences, 8(9), 314-319. https:/doi.org/10.6007/IJARBSS/v8-i9/4593

Shkil, T., & Belikova, T. (2020). Organization of distance learning on the base of information
and digital technologies. E3S Web of Conferences,
210.
https://doi.org/10.1051/e3sconf/202021018008

Turnbull, D., Chugh, R., & Luck, J. (2021). Transitioning to E-Learning during the COVID-
19 pandemic: How have Higher Education Institutions responded to the challenge?
Education and Information Technologies, 26(5), 6401-6419.
https://doi.org/10.1007/s10639-021-10633-w

669



2024 International Conference on Innovation in e-ISSN 2963-2870
Open and Distance Learning (2024 INNODEL) Vol 5 2024

Williamson, B., Eynon, R., & Potter, J. (2020). Pandemic politics, pedagogies and practices:
digital technologies and distance education during the coronavirus emergency.
Learning, Media and  Technology, 45(2), 107-114.
https://doi.org/10.1080/17439884.2020.1761641

670



2024 International Conference on Innovation in e-ISSN 2963-2870
Open and Distance Learning (2024 INNODEL) Vol 5 2024

671



