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The Centre for International Health (CIH) at Curtin University of Tech-
nology delivers its postgraduate courses primarily via flexible delivery mode.
This study aimed to determine the necessity, practicality and effectiveness
of implementing virtual online face-to-face communication between stu-
dents and their tutor. Two units were used as case exemplars for this study.
Both units promoted virtual face-to-face communication through Skype or
MSN during the teaching semester, in addition to email support. The tutor
recorded her experience throughout the semester, including students’ de-
tails, duration of contact and difficulties encountered. Students’ experien-
ces were assessed using an online survey, with a hyperlink sent to students’
preferred email addresses. Demographic data were collated to allow for an
investigation of their effect on student perception and uptake of services.
The survey explored student perception of current services and communic-
ation, their experience of flexible delivery mode, and their uptake of and
experience of virtual online face-to-face communication. Results indicated
most students were satisied with email communication, but they believe ad-
ditional support services and opportunities for communication would en-
hance their learning experience. The experience of those who communic-
ated through Skype was generally positive, and they reported a higher level
of engagement. There is support for further implementation, as the service
would likely be utilised by a small proportion of students (those who feel
isolated or are dissatisfied with email communication), which would create
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a manageable increase in the tutor’s workload. For students located outside
Australia, this provides a financially viable alternative to international tele-
phone communication.

There are issues surrounding the economic sustainability of the current
methodology used in the provision of traditional higher education, and the
flexible mode of delivery has received interest from institutions as a more
viable alternative (Bridgland & Blanchard, 2001). Additionally, non-tradi-
tional modes of study that grant students control over their learning exper-
ience are attractive to the ever-diversifying student body (Elison-Bowers et
al, 2008; Leach & Walker, 2000). Although flexible delivery commonly ap-
peals to international students and dispersed population, it is increasingly
preferred by students who live close to their university campus, as it
provides them the opportunity to learn at a time and place of their choice
(Bridgland & Blanchard, 2001). Research has found both similarities and
differences between those who did and did not study through the flexible
delivery mode; in terms of characteristics, levels of satisfaction and inter-
action, and learning experience (Elison-Bowers et al, 2008; Richardson &
Price, 2003). The literature recommends that universities look to future
technologies, and the provision of various learning options, to ensure they
do not disadvantage any group of students (Bonk & King, 1998; Leach &
Walker, 2000).

Higher Education and Flexible Delrvery

Higher Education has traditionally entailed hundreds of students sitting in
a lecture hall for several hours each week, spending additional time at on-
campus libraries and joining an array of student organisations. Today, this
is supplemented with students who may never visit a university campus, but
complete their entire program of study through flexible delivery and inter-
act with their educators almost exclusively through Computer Mediated
Communication (CMC) (Richardson & Price, 2003). Computer Mediated
Communication was originally designed to increase connectivity (Hiltz &
Turoff, 1985) and has grown to include synchronous chat and computer con-
ference systems, email, newsgroups, support networks, bulletin boards and
homepages (Khan, 2005), and more recently, social network sites such as
‘MySpace’ and ‘Facebook’ (Ellison, Steinfeld & Lampe, 2007).

The flexible delivery of Higher Education is a changing paradigm and in-
fluenced by educators, students and technology (Muirhead & Betz, 2005).
Early examples of flexible delivery were in Europe (1856) and America (1873),
where educators and students exchanged learning materials via post
(McKenzie, Christensen & Rigby, 1968; Simonson, Smaldino, Albright &
Zvacek, 2000). Flexible delivery has evolved to include a variety of modes,
from those similar to the late 19th century, to exclusively online learning.
Taylor (1995; 2000) summarised some characteristics of flexible delivery
that he believed affect the quality of teaching and learning. Flexibility of
time, place and pace of learning characterised earlier models. Interactive de-
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livery was then prioritised over flexibility, and it was not until the flexible
learning model that flexibility and interactive delivery were brought togeth-
er (Taylor, 1995; 2000). The model of flexible delivery offered in Higher
Education today offers students a combination of internet-based access to
online resources and CMC. Flexible delivery creates an opportunity for a
change in the role of educators; from providers of information to facilitat-
ors of the learning experience (Berge, 2007; Nichols & Gardner, 2002).

Key advantages of flexible delivery are student control over the time,
pace and place of their learning (Bridgland & Blanchard, 2001). While this is
benficial, some of the issues associated with flexible delivery are the lack of
organisational support at faculty and/or institutional level; requirements for
additional resources and minimal or nonexistent face-to-face communica-
tion (Nichols & Gardner, 2002). This study sought to explore the interac-
tion between tutor and students facilitated by CMC and its influence on the
teaching and learning experience.

Higher Education Students

Students’ needs, their educator’s style and institutional support, can impact
on their learning experience (Bridgland & Blanchard, 2001; Khan, 2005;
Richardson & Price, 2003). Institutions with a large number of students
from lower socio-economic backgrounds and a highly diverse student pop-
ulation find it more challenging to enhance the learning experience (Yorke
et al, 2005). An increasingly diverse student body may require universities to
shift from an ‘integration approach’ (integrating students into a particular
academic culture) toward a more learner-centred ‘adaptation approach’,
where institutions adapt their administrative and academic cultures to meet
the various learning patterns, abilities and interests of a heterogeneous stu-
dent body (Zepke et al, 2005).

Research consistently shows that student characteristics such as gender,
age, cultural background and academic ability, can significantly impact per-
formance on measures relating to academic achievement (Yorke et al,
2005). Student characteristics influence the learning needs and uptake of
services provided. For example, age has been shown to influence use of
Web Course Tools (WebCT) and use of WebCT can affect performance
(Hoskins & van Hoof, 2005). Generally, female students have also been
shown to have superior learning outcomes to male students (Yorke et al,
2005). Variables such as cultural background, previous educational experi-
ence and current circumstances affect the level of support and contact de-
sired by students (Frank, Toland & Schenk, 2004; Simpson, 2000) and edu-
cators should provide appropriate support for all students (Hiltz & Johnson,
1990; Smith & Smith, 1999).

The literature recommends research into developing online environ-
ments that not only enhance learning outcomes, but also appeal to a diverse
student population (Leach & Walker, 2000). Kember (2007) argues for
further research; in particular, explorations of combining online courses
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with face-to-face communication to enhance students’ learning experience.
There is support for systems that emphasise pedagogy over technology
(Bonk & King, 1998; Bridgland & Blanchard, 2001) as technological en-
hancements do not automatically transfer to improvements in students’
learning experience (Kember, 2007). As many students, particularly those
studying through flexible delivery mode, may have time, financial and per-
sonal constraints limiting their ability to adapt to change; new technologies
imposed should contribute to positive outcomes rather than additional
challenges (Elison-Bowers et al, 2008). Thus, it is imperative that support
strategies be trialled prior to implementation to determine their practicality
and feasibility, particularly from the student perspective (Nichols & Gard-
ner, 2002).

The current study

The Centre for International Health (CIH) at Curtin University of Techno-
logy has been recognised for demonstrating a consistently outstanding per-
formance in teaching and learning. Student feedback, in addition to other
measures, indicated that they exhibit best practice in flexible delivery. Ac-
cording to figures from the 2007 Curtin Annual Student Satisfaction Sur-
vey, students studying through flexible delivery mode are satisfied with ser-
vices overall (CASS, 2008). The current study gave students the opportunity
to provide CIH with recommendations for improvements to existing ser-
vices or additional services, such as CMC tools. For CIH staff to continue
to meet the needs of students and exhibit best practice in flexible delivery,
it is important they support innovative measures such as CMC.

As CIH caters primarily to those studying through flexible delivery
mode, they should be aware of students’ perceptions of current support in
order to determine future initiatives. The current atmosphere in the High-
er Education sector, technological developments, and the advancement of
CIH are substantial drivers for research like this. This research sought to
determine the necessity, practicality and effectiveness of implementing vir-
tual online face-to-face communication between individual postgraduate
students and their tutor. The authors were also interested in students’ up-
take, perceptions, and experience of this mode of communication; particu-
larly in terms of their learning experience. This study has the potential to in-
form the application of CMC in Higher Education and enhance the teach-
ing and learning experience of educators and students.

Method

This study was conducted over a 14-week semester from July to November
2008. The sample chosen for participation were students enrolled in two
units offered via flexible delivery mode by CIH. These two units were selec-
ted as they generally have reasonable enrolment rates. Although this was
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not a large sample, virtual online face-to-face communication requires in-
vestigation before broad implementation, as it may not be practical or desir-
able for students or educators. Therefore, this sample was considered suffi-
cient for an exemplar case study.

In the first week of semester, the tutor emailed students to promote
CMC as an alternative mode of communication. Students were asked to or-
ganise a mutually convenient date and time with the tutor before they at-
tempted to ‘chat’ via Skype or MSN. A one-page summary of the study, out-
lining its aims, objectives and methodology, was provided to all students en-
rolled in the two units. This summary stated that the opinions and informa-
tion provided by participants would be kept strictly confidential and that in-
formation used in the final report would be presented in such a way that the
source could not be identified. Students were informed they had the right to
withdraw from the study at any time. The contact details of the researchers
were provided in case students had questions or concerns with the research.

The enrolled students were sent a link to a questionnaire on the Sur-
veyMonkey website in their penultimate week of semester. To minimise the
time taken to complete the survey, the majority of questions were categor-
ical. However, many questions also included an optional freeform response
to allow students to provide additional information. The content of the on-
line questionnaire is presented as Appendix 1.

The survey explored student perception of current services and com-
munication, their experience of flexible delivery mode; and their uptake of
and experience of virtual online face-to-face communication. Demograph-
ic data were collated to allow for an investigation of their effect on student
perception and uptake of services, such as sex, age, country of residence,
previous and current studies. In addition to the student survey, the tutor
also kept a record throughout semester of the number of students who re-
quested an appointment, the time spent with each student, and issues en-
countered. SPSS software was used to analyse the frequencies and a themat-
ic analysis was conducted on the qualitative responses.

This study had the approval of Curtin University of Technology Human
Research Ethics Committee (HR CIH 5-2008).

Results

Thirty-one students responded to the questionnaire, of a possible 42, giving
a response rate of 74%. The majority of students surveyed were female, liv-
ing in Australia and identified as having an Australian background (26 of 31
students). Their ages ranged from 20 to 55. Eighty-one percent (IN=25) were
older than 25 and 48% (IN=15) were older than 35 years of age. Eighty-sev-
en percent (N=27) of the respondents worked in paid employment. Table 1
provides a summary of the characteristics of the participants.
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Table 1: Summary of Student Characteristics

Percentages represent the proportion of students that responded to the survey, of the

total number of students enrolled.

Variable Number of respondents Number who used CMC
Gender

Male N=s5 (12 %) N=o
Female N=26 (62 %) N=4
Age Groups

20-29 N=12 N=2
30-39 =7 N=2
40-49 N=10 N=o
50+ N=2 N=o
Course enrolled

International health N-=15 (100 %) N=3
Nursing N=16 (52 %) N=1
Country of Residence

Australia N=27 N=1
Europe N=1 N=1
Asia N=1 N=1
Pacific region N=2 N=1
Employment

Part-Time N=17 N=2
Full- Time N=10 N=2

‘When asked the reasons for not making use of the additional communica-
tion offered, seven students reported their lack of a camera and/or micro-
phone, and three indicated their slow internet speed. Four students (13%),
three of whom were aged 47 and above, reported they were uncomfort-
able with the technology. However, 16 students (52%) indicated they had no
need for the additional CMC as they were satisfied with the current com-
munication and support services provided by Curtin University and CIH.
Three students responded that they did not know that CMC was offered.
As only 4 of the 31 (13%) students utilised the CMC, the sample was too
small to determine any relationship between students’ characteristics such
as age or cultural background, and their uptake of the tool offered.

The results of the students’ experience with CMC and the potential use
of CMC are summarised in Table 2.
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Table 2: Summary of Student Experience

Strongly| Agree | Neither | Disagree| Strongly| N/A | No
Agree agree Disagree response
nor

disagree

I believe this 3(10%) |4@3%) |9(29%) |1(3%) 1 (3%) 10 3 (10%)
communication (32%)
affected my learning
experience in a
positive way

I believe this 3(1o%) |1(3%) 9(29%) |3@o%) |1(3%) 11 (35%) | 3 (10%)

communication

better prepared me
for the assignments
I believe this 2(6%) [3@0%) |8(26%) |3@o%) | 1(3%) 11 (35%) | 3 (10%)

communication

assisted with the
learning outcomes of
the unit

I would like this 4(3%) |12(39%) |516%) |1(3%) 1(3%) 5(16%) |3 @0%)
opportunity for

communication made
available in other
units

I would use additional| 3 (10%) |8 (26%) 8 (26%) |413%) |[1(3%) |4 (3%) |3(10%)
modes of
communication, such
as online face-to-face
communication via
Skype or MSN, if
they were available in

other units

Seven students agreed this communication enhanced their learning exper-
ience. Although a high proportion of respondents indicated that the ques-
tions related to the learning experience and learning outcomes did not apply
to them or they responded neither agree nor disagree, there was support for
implementation of this communication. Sixteen (52%) of students indicated
they would like CMC such as Skype or MSN to be made available in other
units and 11 (35%) said they would use such communication if offered.

Students were also given the opportunity to comment on their experi-
ence of flexible delivery mode and CMC. The four students who used the
communication offered found it to be a positive experience. For example,
one student commented:
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“The tutor was very responsive to email communication, which meant that 1 did
most of my communicating with ber through that. I used Skype to ask specific ques-
tions that were a bit complicated and bard to explain over email.” {Student living
in Asia, aged 30}

Another student commented: “Great to have verbal contact with tutor and
also face to face. I could really understand the information she was giving me”. [Stu-
dent living in the Pacific region, aged 33}

This study intended to trial CMC and provide insight into students’ ex-
perience of their course, and many of the students commented favourably.
Their positive experience was best exemplified by the comment made by a
student living in Europe:

“I feel that during my distance education study with Curtin that I have had more
contact with my tutors than I did during my undergraduate degree that 1 did intern-
ally (at a different university). 1 have found that Curtin bas offered good communic-
ation methods (email, telephone and Skype) and I am very bappy with the way my
course is provided.” [Post graduate student in International Health}]

The tutor estimated her time managing both units to be approximately
50 hours for the semester, not including time spent marking assignments.
This comprised a welcome email, and telephone and email communication
with students throughout the semester. Her time spent implementing
Skype and MSN communication totalled three hours over the semester, in-
dicating that the addition of this CMC did not increase her teaching work-
load significantly. The tutor also indicated that when addressing complex
questions she preferred MSN/Skype (if available to students) or telephone
communication, as she found email more time consuming,

Discussion

This study provided an exemplar case study of the practicality and effective-
ness of offering virtual online face-to-face communication to post-graduate
students studying via flexible delivery mode. Four (13%) of the 42 enrolled
students used the CMC offered, and 16 (52%) indicated they would like to
see similar communication offered in other units, and for Curtin University
and CIH to continue to provide quality support services. The following dis-
cussion is not intended to be definitive, as the limitations of the sample size
and sampling must be taken into account. However, the results can be con-
sidered indicative of the population of post-graduate Health Sciences stu-
dents

The tutor considers the advantages of offering such communication, and
her own and the students’ experience of the communication outweigh the
minimal additional time required to implement the tool. Some of the barri-
ers to the implementation of this tool in other units could be resolved with
increased support around its uptake; some students indicated they would
use CMC with assistance. Despite repeated emails and announcements on
WebCT, there were students who did not use CMC as they did not know it
was available, so wider promotion would be necessary.

68



DISCUSSION

Similar studies done on undergraduate students have had a higher level
of uptake, so it may be that older post-graduate students are less inclined to
adopt new technology. None of the students who accessed CMC were older
than 35, so age may have been a confounding variable. The current group of
undergraduate students is more inclined to trial, even seek new technolo-
gies and alternate methods of communication, and as they move into post-
graduate study, they may expect a variety of forms of CMC with their tutor,
creating a greater demand for tools such as Skype.

Internet speed and not having a camera or microphone were also repor-
ted as reasons for students not utilising the service. Consideration should be
given to groups of students who will not be supported by this communica-
tion. The benefits of offering CMC are reduced if remote and/or technolo-
gically limited locations further disadvantage students, leading to increased
feelings of isolation, and a diminished, rather than enhanced learning exper-
ience (Bates, 20053).

Although some students gave their lack of equipment as reason for not
using CMC, 16 (52%) said they had no need for this form of communication.
This may have been due to their having previously completed a tertiary qual-
ification, or because they already felt well supported by the university. As
the majority of students who did not access CMC live in Australia, and
three of the four students who accessed the service live overseas, our find-
ings support those of Ludwig-Hardman and Dunlap (2003), who found isol-
ation influences the level of support desired by students. The cost of a local
call within Australia may be minimal and the convenience of picking up the
phone to contact the tutor may explain why there was less uptake of this
CMC by students who live in Australia. In contrast, the cost of an interna-
tional call may be prohibitive and the use of Skype and MSN, which does
not incur additional financial cost, may be a more attractive option of com-
munication for students who live overseas.

Face-to-face communication has the advantage of both verbal and non-
verbal signals, providing multiple opportunities for clarification of meaning;
whereas forms of CMC such as email do not provide the same set of signals
(DeVito, 2008). Several students commented that CMC was useful for
questions that were not suited to email. Collis and Moonen (2007) argue
blended courses are best, with face-to-face contact provided at least once;
they assert seeing and hearing educators facilitates students’ interpretation
of subsequent written feedback. Real time or synchronous CMC is im-
portant for interaction between educators and non campus-based students
(Shih, Hung, Ma & Jin, 2007). Although only four students used the com-
munication, seven indicated it had positively affected their learning exper-
ience, suggesting that the use and availability of a service can improve the
students’ experience.

The study aimed to assess students’ uptake, perceptions and experience
of CMC. As only a few students made use of CMC, this could be perceived
as an unnecessary service to offer, and confirmation that Curtin University
and CIH are meeting the needs of students. However, CMC’s practicality
and effectiveness as a communication tool are reflected in the positive ex-
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perience of the tutor and students who used it. It may be that the necessity
of such a tool is of less importance than its potential to enhance the learning
experience of students. Although this study is unable to provide evidence
that this form of CMC will improve student learning, it has demonstrated
that students have positive learning experiences when well supported and
provided with adequate opportunities for communication with their tutor.

Although many students did not require CMC, some students may have
been more inclined to use it had they owned the necessary equipment.
Further implementation might involve requiring students to purchase a
headset, as is the case for students studying a Graduate Diploma of Mid-
wifery, which has a blended teaching approach (Morrow, Phillips & Beth-
une, 2007). A couple of the students gave their reason for not using CMC as
their uneasiness with the technology, so a manual that explains step-by-step
how to use Skype, MSN or similar software should be provided to students
to facilitate their use.

Future studies could target the students’ response to different tutors.
Some tutors may be less equipped to ensure student experience of CMC is
positive. Academic staff are often encouraged, rather than supported, to im-
plement CMC (Barber & Wilkinson, 2005). This study focused on the stu-
dent experience of CMC, but further research could explore the impact of
staff development on both tutors’ and students’ experience of CMC.

Conclusion

This case exemplar indicates that CMC can be practically and effectively
implemented to improve the level of engagement between a tutor and post-
graduate students. In this study, few students chose to utilise the CMC but
those who did, had a positive experience. Students indicated they would use
this service if they needed to and they considered it potentially useful to en-
hance their learning experience.
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Appendix 1: Questionnaire

This research project aims to investigate the learning experience of students
studying at Curtin University through flexible delivery mode. All students
enrolled in Research and Evaluation in International Health and Topics in
International Health are being asked to complete a short questionnaire, pri-
or to the conclusion of Semester Two. The survey should take no more than
ten minutes to complete.

Any information will be treated in the strictest confidence. No identify-
ing data will be included in the final report unless the respondent has given
permission. All collected information will be carefully secured at all times
by the researcher. Raw data will only be accessed by Kate Thomson and re-
search assistants who may be involved in the data analysis. The tutor and
unit coordinator will not have access to this data.

http://www.surveymonkey.com/MySurvey_EditPage.aspx?sm=zU40f-
sFMFOsRxjoNeW 41ANpD2JKMQxpARmnDcoUIZxqY 9E7%2b%:2b-
GHinCQkeooaKRd8V8pPdFSZOSp W Blugc4twbhx2xVzg46p6SqxOijG-
xz%2bQ%3d& TB_iframe=true&height=475&width=650

*1. Which unit(s) are you enrolled in?*

* Research and Evaluation in International Health
* Topics in International Health
* Both REIH and Topics

*2. Are you?

¢ Male

¢ Female

*3. How old are you?*

*4. Are you an International Student?

* Yes
¢ No
¢ Idonotknow

*5. What culture or ethnicity do you identify with? For example, Asian-In-
dian or Chinese-Australian.

1.Questions marked with an asterisk were compulsory

2.Question 3 allowed a freeform response
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*6. Where do you live?

¢ Australia

* Asia

* Europe

* America

e Africa

* Other (please specify)

*7. What is the highest level of education you have completed??
*8. In which degree are you enrolled?

*9. Are you currently employed?

*10. Would you consider this?

¢ Full-time

¢ Part-time

¢ Casual

* Voluntary

* Other (please specify)

*11. What is your main occupation?*
*12. How do you usually access the internet?

* Personal-I have a connection to the internet at home

* Business-I use the computer where I work to access the internet

* Casual-I use Internet cafes, or borrow friends' computers to access the
internet

* Other (please specify)

*13. What kind of internet connection is this?

* 28.8Kbps modem

* 56 Kbps modem

+ IDSN

* Cable modem

+ DSL

* Trorbetter

* Idonot know

* Otbher (please specify)

3.Questions 7 and 8 required a response from a drop down menu

4.Question 11 allowed a freeform response
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*14. Did you use the Computer Mediated Communication (ie Skype or
MSN) offered in this unit?

* Yes
¢ No

*15A. Please tell us why you chose to use this form of communication; was it
to ask about

* Assignment 1

* Assignment 2

* The take home exam
* The readings

* The unit outline

* Referencing

* An extension

* Other (please specify)

*15B. Please explain why you chose not to use this form of communication
(you can select as many options as are appropriate for you)

¢ There is a time difference

¢ I don't have a camera

* I don't have a microphone

* My internet is too slow

* I was uncomfortable with the technology
¢ Ididn't need to

* Other (please specify)

*17. Please indicate whether you agree or disagree with the following set of
statement’ :

* I believe this communication affected my learning experience in a posit-
ive way

* I believe this communication better prepared me for the assignments

* I believe this communication assisted with the learning outcomes of the
unit

* I would like this opportunity for communication made available in other
units

¢ I would use additional modes of communication, such as online face-to-
face communication via Skype or MSN, if they were available in other
units

5. These questions required a response using Likert scales, from Strongly Agree to
Strongly Disagree, with an N/A option. See Table 2 for detail.
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http://www.surveymonkey.com/QuestionBuilderFrame.aspx?sm=2U40f-
sFMFOsRxjoNeW 41ANpD2JKMQxpARrnnDcgUIZwse HdG1%2b-
grKvtODgHLofoay9sSBOG%2{%2bwbR W oEhyvbMdV Xjnetfyp454-
FrHXhosOa8%3d& TB_iframe=true&height=*&width=725

18. Please use the space below to comment on the aspects of this commu-
nication that you enjoyed and have helped you learn®

19. Please use the space below to recommend improvements to this form of
communication

20. Please use the space below for recommendations or suggestions for im-
proving any aspect of your learning experience at Curtin University

21. Are there any other comments you would like to make?

javascript:void(null);http://www.surveymonkey.com/QuestionBuilder-
Frame.aspx?sm=2U4O0fsFMFOsRxjoNeW41ANpD2JKMQxpARrn-
nDcgUIZyQEauknecQ6hN7xVXBSAjoOPZH6w71tGL%2b8gk CZZI-
xsmdoQ16%2fovsnraoS9%2fzbOipmuqOEnrighgQsNL84ImfVpht-
3bJr8MLKAKDKmxci6rwNZ7sQRbyH2%2bgf%:2foray998%3d&
TB_iframe=true&height=*&width=700http://www.surveymonkey.com/
MySurvey_EditPage.aspx?sm=zU4OfsFMFOsRxjoNe W 41ANpD2JKM-
QxpARrnnDcoUIZyQWyQ%:2bkfg6btt LAmjLdsZx YEQW SczEmVDv-
%2£y%2fpE2wN60g3pBaiENQVreiQhiR8YsM%3d& TB_iframes=true-
&height=475&width=650

Thank you

Thank you for taking the time to complete this survey. When the research
has been completed, you will be provided with a one page summary of res-
ults.

If you have any questions or concerns, please do not hesitate to contact
those listed on the information sheet.

javascript:void(null);http://www.surveymonkey.com/QuestionBuilder-
Frame.aspx?sm=2U4O0fsFMFOsRxjoNeW 41ANpD2JKMQxpARrnnDc9-
UIZxPGFWUBOSscUCzSbAf2HZIV]iTu2VTDpEsbgg71fwxKiDLQO-
mUTejqXk4B%2bTF81YYaRtOwZpwoXDQ%2fgEC%2fe7QKy%2{3R-
q7yHKm45PsoRogMBEEUwyr1QgiNp68k4i%2foJPEc%3d& TB_iframe=-
true&height=*&width=700http://www.surveymonkey.com/MySurvey_Edit
Page.aspx?sm=2U40fsFMFOsRxjoNe W 41ANpD2JKMQxpARrnnDcg-
UIZw41uxCZAaGtk7%2{IKZ6aHIc YytlS2cH3TvNjySYmxb]5f1dhNCL6-
qnX%2£c%3d& TB_iframe=true&height=475&width=650

6.Questions 18-21 allowed freeform responses
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