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Devel opi ng an English course for i n-service librarians : the advantages of dended learni ng

Matilde FONTANI N

Abstract

This paper describes the way a workpl ace language learning experience could be nade most effective by
being deliveredina dended node; the experience it is based uponis a coursel whichtook placeinltay a the
Li brary of the Uhiversity of Padua inthe first nmonths of 2007 and it a ned at teaching work-related English
tothe librarians of the university library system

National context and previous experiences

Frst of dl, it woul d be usefu to understand the general situationin whichthis project was brought about.
Initayinrecent years there has been a steady de mand for English courses on the librarians’ side, as proved
by many surveys led by various A B (Italian Library Association) regional chapters (Associazione Italiana
Bibliaeche, Scily, 2001, 2004). Alarge part of Italian in-service librarians dd actually study English as a
foreign language a high school or a the Uhiversity, unfortunately, since then most of them have had few
opportunitiesto practise English a work therefore they feel i nexperienced whenit cones to giving non-ltalian
speakers the sane qualified assistance they g ve those who speak their language.

Further nore, librarians wshto be nore confident when communicating with foreign libraries and vendors,
andto be able totake advantage of the infor mation circulating onthe irternet and through e-resources, which
is nostlyin English

The growth of foreign residents inthe country, whose nunber grewfrom1, 356,590 in 2001 to 2 670,514
in 2006 (ISTAT, 2007), dong wththe spread of EU(European Lhion) nobility programmes for students and
teaching staff (e ¢ Easnus, Socrates, Tenpus), have greatlyincreasedthe rate of foreign readers using bath
acade mic and public libraries.

Besides, the irternet and the developnent of e-resources offer a huge armount of infor mation mnostly
availablein English For al these reasons, duringthe past years the A B(ltadian Library Association) has often
or ganised courses focused on English for librarians.

This kind of activity should be incl uded in English for Special Purposes (ESP), awi dely studied branch of
English teaching yet nat much attertion has been dedicated tothis particuar field ESP courses focus on
busi ness, legal or travel English but a the ti ne there was nat any literature in Englishfor librarians, therefore
the success of the course depended much upon the teacher’s background and planning

During the teacher’s previous experiences the courses had al ways been organised as two-day se ninars:
generally A B courses fdlow this schedule therefore it had been decided to cortinue wth this tine
organisation, which anyway allowedto create a cdlaborative environment and tosti mul ate the partid pants to
put in practice what they were learning Their response had been enthusiastic, but one of the nain concerns
was that little would remain of those two days once the librarians gat back totheir daily work unless they
were i mnediatel y faced wth a problemrequiring that ki nd of expertise.

Therefore, fromthe third edition on the course had beenintegrated wtha fdlowup, generaly via e- nail,
where the participants were askedto prepare a description of their library services usi ng the language they had
learned during the se ninar.

This sduion gave better results, but still there was to struggle bet ween the li mited ti ne that could be
reserved for in-service training and the long ti ne and practice required for effective language learning
Further nore, evenif e- mail learning proved to be effective, still it is “one-di nensional”, whereas learning is
mostly enhanced when the mi nd is engaged wth multi nedia naterias (Dale 1951), and the benefits of the
use of multi nediainlanguage learning have long been proved beyond any doubt.

Course organisation
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Ans weringthe sane needthat was felt a a national level, the Lhiversity of Padua CAB ( Uhi versity Library
Centre) decided to organise a course wth si mlar aims for a group of their inservice librarians; since the
teacher had been working on si milar courses duringthe previous six years, she was askedto prepare alesson
plan

The sd ution proposed to sol ve the proble m of coping learning needs with working ti ne was to plan a
blended learning experience. The course woul d be stretched over a longer period of ti ne and broken upinto
three two-day workshops followed each by about four weeks’ dstart learning and a final day to drawthe
conclusions. This schedule offered the double advantage of reducing the impact of the course on the
participants’ workingti ne and tostretchthe delivery of the contents over alonger period, thus leavi ng peopl e
the ti ne to consdidate the materias presented

As the partidpants vere al enployed a the sane Uhiversity, though in different libraries, the schedule
was very carefuly planned in order to avoi d the absence of a great nunber of librarians onthe busiest days of
the week, andthe calendar was known well inadvance.

Anot her poirt to overcone was that the partid pants had been chosen onthe basis of their rdes and needs,
and had nat taken any language test. Gonsequertly, there were dfferent levels of understandi ng and speaki ng:
the levels ranged froml ower irter nediate to advanced

It vas decidedto start wth aface-to-face workshop: previous experiences had demonstrated that thisis a
good wayto create a collaborative environnent, where the teacher has the responsibilityto present sti mul ating
materias andto keepthe discussionlively. H/she actsas the catal yst of the learning process, whichis centred
on the student andis based on cdlaboration anong students.

The nost difficult part of the teacher’s job was to stimulate the participation and interaction of the less
advanced students, while a the sane ti ne keepingtothe syilabus and restrai ningthose who were nore skilled
and rore communi cative from dom nating the conversation

It was easy to decide to deliver part of the content ina conventional dassroom the question was howto
meke the intervening periods as collaborative and fruitfu as the classroomactivity, also considering the fact
that the teacher conputer skills included using the most common soft ware prograns, but no programm ng
ability and very little it n.

The learning nanage nent syste m( LIVB)

The tod which nade this project feasible was the Mbodle platfor m which a the ti ne the Uhiversity of
Padua e-learning unit had already devel oped, and was already being used for nany ather courses.

Moodle is an open source learning nanage ment system (LIVB), based on sound pedagogical principles,
which was nostly devel oped in acade nic context. ALMS could also be described as alearning environnent
used nainly for e-learning and blended learning

It is opentoregistered users and offers many dfferent functions, ranging from course nanagenent to
monitoring students’ activities; it can be used as a repository for course nateria, bu it aso offers the
possi hilityto devel op foruns, wkis, quizzes, surveys and a her irteractivein-built activities, wthout any need
for particuar conputer skills.

The mai nadvantage of such anenvironnent isthat it isself-contai ned and all the above descri bed functi ons
are seantesslyirnegrated on the sane plafor m thus creating the feeling of being ina dassroom—though a
virtual one.

Moodle is nat the only LIMS available nowadays; nany athers could have been used bath open source
(such as ETutor, QGardine, eFont and so on) and comnercialy devel oped (such as Backboard eCollege,
Learncometc.); inthis specific situation no eval uation survey was led prior to the adoption of Mbodle.
Basically, it was used because it was already available, it presented the needed features, and it was offered
along wthtechnical support. Yet thetod proved al ong the courseto be well designedto neet the requirenents
of such alearning experience, and the fact that it has its roats in an acade mc context and that it is supported
by a dynamc comnunity made it easier to use.

Nevertheless, many of its activities are designed for acade mc teaching and were not usedinths context,
as it vas decided not to take final tests or to mark the participants’ work the focus of the eval uation was
elsewhere, asit wll be explai ned further on



Sone technical problens actually did arise during the course, but the e-learning unit was there to sdve
them

One of the challenges was todevel op a seaness mode to propose audi o narrationthat could be irtegrated
inoaforumpost, exercisetext or ather placesinthe patfor m In Mvodleit is possibletorepl ace every link
toan np3 file by a snall np3 player realized in flash This seened to be the best chaice; unfortunately,
some np3 files processed this way sounded too fast. The proble m was inthe frequency rate of the np3
codification whichthe flashmp3 player is unable torecognize. Therefore, the Elearning Saff used atool
totranscode the audio into a supported frequency rate. A the same ti ne, the size of the audio files was
reduced by encodingthem wth alower hit rate yet maintainingthe sane sound quality.

Anot her proble m was that some of the participants started to experience various problens wth wkis and
other tools that dd nat seemto work properly; it turned out that the reason was they had inadvertertly
changed a fewparaneters intheir personal profile Once the cause of the problens was discovered it was
easy tofind a sd ution yet it took sone ti ne to anal yse the situation (Fontanin and Svab, 2007).

The sduion of these problens required expertise and conpetence that the teacher dd nat have.
Not wit hstandi ng the technical support, one of the activities the learners felt less at ease with was the wki,
which is supported by a very basic ht nh editor; as the learners were al very familiar wth advanced word
processing, they were nat easily satisfied wththe text rendition and used advanced for matting nodes which
caused visualization problens; in a fuure experience it would be advisable to devate nore tine to wki
i nstruction

Course @ ns

The ai ns of the course were na onl ythe above nentioned —that istoteachlibrariansto hel pforei gn visitors
findtheir vayinthelibrary —the CAB also wshedtoenable librarians toi nprove their speaki ng and writing
skills in view of their participation inirternational conferences, their cortributions toirternational journals
andthe preparation of EU prgect proposals. Putting forwar dthese requests, the custoner asked the teacher to
elaborate alesson plan

Each one of the dfferent issues coul d easily have been the subject for a separate course: it vas na easyto
organise the conterts so as to provide neaningful lessons; onthe aher hand it was aso necessarytoirntegrate
eachissue wththe a her ones.

The cortent could be dvided inthree nmain nodules, which corresponded tothe learning goals:

1  “Thelibrary web site”, where the ter mnol ogy used to describe the library and its services to
foreign users was irtroduced and the nost effective ways to communicate to on the irternet were
debated

2 “Participating to irternational conferences/events”, where sinmulations of conference
presertations were irtroduced as well as an anal ysis of howto answer a call for papers and howto
write an abstract.

3 “Preparing EU progects and witing academc papers/articles”, where the stress was on
acade mc English witing and onthe readi ng and understanding of EU prgject guidelines.

The three nodules were nat treated separately, but continuouslyirntegrated so astorepeat and practise what
had already been preserted therefore alarge anount of naterial had been prepared beforehand and upl caded
onthe platfor m it was used to focus on particular aspects accordingtothe participants’ response.

The teacher prepared a pathtofdlowandthe tininginthe naterial presentation depended upon the way
the partid pants responded; this flexibility also nade it possible totailar the course tothe learners’ language
level. Wienever those with a lower language conpetence showed that they had dfficuty in fdlowng the
debates, a guided activity — such as a multiple choice or afill inthe gaps exercise — was irntroduced to hel p
the mfaniliarize with newvocabulary; since the gafor mfunctioned as a course repositary, the naterial was
al vays a hand



No final examnation was held the course dd nat intend to assess the i mprove nent of the partic pants; on
the ather hand their language level had nat even been tested beforehand Being an in-service learning
experience, its aim was to teach new ter minology and to nake practice in order to nake learners nore
confident; neasuring their perfor nance accordingto absol ute val ues was beyond the scope.

Course description

The Learning Minage ment Systemwas, first of al, used as arepository to download the prirted naterial
the students needed for the wor kshop. Before the first meeting students had been enrdled and were asked to
downl oad and print out the handouts they woul d have needed duringthe lessons, sothey hadti ne toreadthem
and think about what was goi ngto be discussed

On the veryfirst morning a proper irtroduction of the platfor mand its uilities was gven by a ne mber of
the Uni versity e-learning staff.

Fromthat nonent on the LIMS built upthe environnent in whichthe partid pants coul d fdlowt heir course,
bot h during the face-t o-face workshops, supported by the facilitat or’s encourage ment, and duringthe distance-
learning break It seantessly irtegrated the naterials presented — word, pdf, videos and audio files —and the
actimvities —exercises, wkis, foruns.

The workshops were heldin aroomwth anirnternet-connected PG and sone of the hours were spert ina
fuly-equipped conputer lab, where each of the partidpants coud work on a PC and do listening and
conprehension activities. This way the naterials uploaded on the patform were a ways available for
discussi on aso during face-to-face wor kshops.

The teacher chose what naterias/language to present and how and the first workshop was nostly spent
i ntroduci ng the vocabul ary to speak about lilbrary and library services which is functional tothe construction
of a veb site

Muich ti ne was spent doing structured exercises toget her, so astotry and sti mulate the participantstotal k
about their work experience, andto nake conparisons with aher libraries — whichwere irtroduced by readi ng
their web sites and listening toreal podcasts, as those produced by the Leeds Uhiversity Library, whose use
had been authorised bath by the Uhiversity Librarianand by the fir mresponsible for their production (Leeds
Uni versity Library, 2007).

An effective way to present audio nateria was toinclude it irto a fill-inthe-gaps test, and thus create a
conprehension activity, these, by the way, tuned out inthe final survey to be among the activities learners
mostly appreciaed and during whichthey felt nost invol ved

The partici pants were asked to describe their own libraries, their services and facilities, and the librarian’s
job therefarethey coul d activatetheir previous English skills by neans of their workpl ace experience. During
the fdlow ng dstance-learning period students were asked to anal yse a series of lilbrary web sites according
tocriteria g ven bytheteacher, andtosharetheir views inaforum This adivityledto anirteresting dscussi on;
by anal yzing ather libraries’ sites, they were able to critically think about the usability of their own and to
discuss about the nost effective ways to communicate library services.

It vas crucia to applythe newskills toreal situations, therefore the partic pants were asked -in group or
one a ati me- toanswer questions nade by hypat hetical users, to prepare basic nmaps totheir libraries and so
on.

Anot her activity usedto enhance online partic pationwas the g ossary nodule: thistod was very useful to
sti mulate the learners to gve short definitions of words and concepts related tothe library world They were
continuousl y encouraged to wite wthout worrying about grammar and syntax, yet, as the g ossary ertries
coul d be validated by the teacher before being made visibe for everybody, they actually obtained relevant
feedback and coul dlearn fromtheir mstakes.

The skillsto be learned were denonstrated directly duringthe face-to-face lessons by t he teacher speaki ng,
by reading printed and online nateria, by listeningtolibrary podcasts and a her audio and video naterial, as
for exanple Youtube videos about library and librarians.

In addition the teacher asked the learners to workin groups and prepare a visual map where they wereto
try and organise a series of concepts regardng electronic resources that had e nerged during the face-to-face
debates. Each group was later asked to present the reasons why they had nade certain choices tothe a hers.



As the ideas they had expressed were drectly linked to their professional experience, their motivation in
supporting their point of view was high; therefore the debate ensuing fromthe presentations was very lively.

The class experience built up the basis to continue to work collaborativel y online: the issue was tofindthe
right todls.

For this reason, in addition to witing for the above-mentioned foruns, participants were asked to start
writing cdlaboratively ina wki, whose ai m was to becore a tenplate for a very basic web page for dl
uni versity libraries.

A ong wththe rest, sone work on grammar and syntax and nore common nistakes, bahin spoken and
written English was carried out along wth anirtroductiontothe principles of Acade mc English witing

As soon as certainrequirements seened to have been net, and the particpants denonstrated to be aware
of certainissues about witten English they were asked to cdlaborativel y wite a paper on g ven subjects, one
for each group. The introductiontothistask was g ven during a face-to-face class, sothat the teacher was able
toanswer their questions and clearly define the task For the preparation of the paper, the students were asked
toread up sone literature, and they were supposedto work on wkis and use forumns for any ki nd of discussi on

The teacher used the forums to break the witing task wth specific deadlines, asking the participants to
conplete a certain part of the paper by a certain date, thus helping themto find the tine to wite
not wit hstandi ng their daily tasks.

The ai m of this activity was nat that of preparing perfect artides, but rather that of sti milating the
production of witten language a a higher standard than they were usedtg thus i nproving bat h vocabul ary
use and thought organisation in anat her language.

Students’ feedback contributed to evaluating the course perfor nance and to shaping its syilabus. A
guestionnaire was proposed after the first workshop, and t wo surveys after the third The for ner ai ned at a
more in-depth understandi ng of the librarians’ experience and to check the correspondence of the course wth
their expectations, the latter were focused on eval uati ng particu ar aspects of their learning experience.

The results of the first one were usedtotail ar the schedul e tothe partici pants’ needs and expectations. The
amount of material uploaded on the learning management system nade it easy for the teacher to fdlow a
flexi e schedule in response to the feedback the participants were giving to each activity, neant nat as a
structured feedback but as the irterest they showed during the face-to-face activities and the response
monitored through the learning platfor m which nakes it easy to check the nunber of logs for each activity,
the nunber of forumposts and comnents about it and thus eval uate what they find nore inva ving

One of the concrete results of this course was atenplate which could be used by dl of the Uhiversity of
Padua libraries to prepare an essertial web page; it was witten cdlaboratively on the wki, fdlowng the
anal ysis of aher library web sites and dass discussions.

Further nore, al the participants prepared a wki gui de for their own libraries: insome cases these were just
draftstobe neant as English practice, but sone guides were actually prirted and afewexisting English gui des
were i nproved

The prgject alsoledto group presentations of papers on dfferent subjects andthe simul ati on of a conference
inanirnernational setting

Teachi ng approach and feedback

Inorder to pdan a workplace courseit is necessaryto keepin mindthe ai ns —that isthe contert whichisto
be delivered — and the partici pants’ characteristics. An in-service learner chooses to atend a course if she/ he
feelsinvd ved andif thisis nat the case dropouts will ensue after the beginning of the course.

For the learner tofeel involved, the content presertedinthis course was based on everyday reality and on
a probl e m based approach:

Many current instructional nmodels suggest that the most effective learning environnents are those that are
probl e mbased andinvol ve the student infour distinct phases of learning: (1) activation of prior experience,
(2 deronstration of skills, (3) application of skills, and (4) irtegration of these skills into real world
actimuities. [. . .] Michinstructional practice concentrates primarily on phase 2 and ignores the aher phases
inthis cycle of learning ( Mrrill, 2002).



Merrill applied these principles tothe anal ysis of various e-learning instructional prograns, al of which
proved to have put into practice sone of these principles. Not wthstanding their differences, the nodels he
anal yses share the stress they lay on the rde of evaluation in planning An instructional programcannot be
si mpl'y planned on a ank page and delivered eval uation and tests needto be carried out cortinuously, so as
to facilitae a constant revision process. This way it can be possible totailor the gdanned instruction tothe
participants’ needs.

Inthe course described here there was a continuous effort to do so hence to cdlect feedback fromthe
learners, which was easy to gather thanks tothe LMS tods. Frst, the participants were asked tofill in a
questionnaire prepared by the teacher whose ai ns were to get to knowtheir background, their professional
inerests andto cdlect their first i npressions onthe workshop.

It tuned out that they were quite satisfied wth the course, which had succeeded in neeting their
expectations and answering their needs.

Towards the end of the course two surveys were selected anmong Mbodle in-built series, which basically
belong to three cathegories: COLLES (Constructivist (n-Line Learning Environment Survey), ATTLS
( Atitudes to Thinking and Learning Survey) and Gritical Incidents (investigating relevant episodes). Inthis
course the first andthe third kind were gven The COLLES s:

[ .] aset of 24 statements that asks students about the relevance of the course, provides opportunities for
reflection and i rteractivity, provi des peer and tuor support, and facilitates irterpretation These factors are
based on social constructivist theory [ .} the actual COLLES survey asks themhowthey are interacting
curently[ .]

The Qitical Incidents survey asks students to consider recent events and answer questions about their
relationshiptothose everts (Cole, 2005, p 188).

The results of the COLLES survey de nonstrate that the participants were satisfied wththe course (F gure
1). However, through careful exam nation of the answers, it appears dear that the nodel can be i nproved

The highest ratings are gventorelevance, yet looking in detail a the answers it seens that the content
deliveredis nore relevant to professional and personal irterests thanto professional practice though a good
nunber declaredthat they were actually learning howtoi nprove their professional practice

If less relevance to professional practice has been perceived at sone point, this could be because nat all
partid pants hadthe sane wor ki ngtasks and experience, therefore sone of the mwere boundto be less inval ved
at sone ti me, depending upon the specificissue.

Tut or support obtai nedthe hi ghest rate, and alsoirterpretation - that is, understanding and bei ng underst cod
- israted quite high

On the aher hand, peer support and interactivity touch the lower points —though the lower val ues still
reached the “soneti nes” level. This could nean that peoplelike to listen and to be exposed tolanguage nore
than they like to express the nsel ves, but asothat they should be nore sti mulated to do sa The course coul d
be i nproved by breaking it upirto smaller activities and making it nmore necessary to communicate anong
peers.



Course perception

Almast Always ctual
Often -
Somatimes
Seldom -
Almaost Mever

Relevance Reflective Thinking Interactivity Tutor Support Peer Support Interpretation

Interactivity could also be enhanced by preparing nore activities which i nply planni ng and eval uation, as
these proved to sti mulate critical thinking and discussion anong peers.

The critical incidents survey revealedthat people greatly appreciatedthe activities seanessly upl caded on
the platfor m as they felt nost invd ved as learners when doing them This is especiallytrue for the listeni ng
conprehensi on exercises, which were rated as the nost invol ving activity by 50 per cert of the respondents.

Learners also showed a great appreciaion for the LIMS as a whole, which for some of them was a new
experience. They all seermedto be quite satisfied wththe forumactivity. nost of the mdeclaredthat the others’
posts were hel pful, interactive, sti mulating

Actions which they found puzzling or confusing were admttedy connected with the scarce habit of
wor ki ng wththis kind of tools. This coul d bei nproved infuure courses by naking alonger and nore detail ed
inroduction tothe LM before starting Nevertheless, everybody was able to work satisfactorily wth the
foruns.

On the whole, they felt nost dstanced when the issues treated — even during face-to-face sessions — were
less drectly connectedtotheir specificjoh

The tods used, al ong wththe teacher’sirnteraction contributedto buil dng up alearni ng community, where
the learning though sti milated by the teacher, was student-centred and based on irteractivity and
cdlaboration These librarians had been working for yearsinthe same system though in different libraries, so
basically they knew each other quite well. Yet they had dfferent conpetences and working experience
according totheir tasks: inthis environment they were able to learn from each other and devel op different
bonds. To put it inthe words of one of the partid parts:

| gat to know ny colleagues dfferently. you hardy get a dimpse of their “nentality” when you just sit and
listentothemduring a course, but when you have to wite extensivel y about sonething (e.g a paper) ...
you really get to know one’s strengths and li nits ...

On the whole it could be saidthat the course succeeded in creating a community: athough these people
already made up a workplace comnunity, herethey net ina dfferent environnent and gat to knoweach a her
inadfferent vay. They devel oped a set of hahits, rues and standards for communi cating whi ch were dfferent
fromthose they used intheir everyday practice.

Duringthe distance learning phases peopl e had conpl ete freedo mof chaice inti ne and space, they had the
chance to do and re-do exercises and to check the materia discussedin cass. They were also ableto actively
put in practice what they had learnt duringthe workshops.



This a mosphere greatly increased the course effectiveness conpared wth traditional language teachi ng,
because the partid pants learrnt fromeach aher as well as fromthe teacher. Wat nakes e-learning and d ended
learning dfferent is nat the technol ogy used initself, but rather the fact that the teachingis based upon sharing
and callaboration Ina successful e-learning experience, the sumof the know edge circu ainginthe course is
superiar tothe sumof the know edge of the partid parts.

One year later a dfferent questionnaire was sub nittedtothe learners. The ai mof this enquiry was to cdlect
their i npressions on their improve nents after one year, andto cdlect data onthe use to whichthey had put
the conpetence acquired during the course.

Less than half of themsent their answers, yet the results collected showed that in their perception their
language conpetence had actually i nproved after the course. Anyway, when asked to distinguish bet ween
library and general English, the dfference they natice is small. Frobably, this happens because, adong wth
library English the course i mproved their fluency and their confidence. Onthe ather hand, they also declare
to have increased the use of professional resources in English and that their library vocabul ary has wdened

In general, they declared that they nanaged to apply what they learned: sone edited their library gui des,
others corrected their library webpage, but the najority did not participate nore than before inirternational
events, bath because their tasks were locally centred and because the funding was low Anyway, since the
course took place there have been changes inthe Lhiversity Library nanage nent, and this could have neant
a shift instrategy and priorities.

Concl usion

A successfu learning experience is carefuly planned by keepingin mind what has to be taught, to whom
and for what ai n3. The blended Il earni ng experience focuses nore onthe cdlaborative aspects of learningthan
onthe unidrectional delivery of infor nati on/skills onthe teacher’s side. In ather words, the instructional goals
are being achieved in a dfferent vay.

The use of an L5 influencedthe way the traditional contents were communicated. Infact, after theintia
stage where the teacher irtroduced newlanguage and vocabulary, and pointed out some common probl e ns,
the course went onin a collaborative environment, where the partidpants were asked to sdve problens
workingin wkis or inforurrs. This way, they were ableto activate their existing know edge andto apply the
new know edge de nonstrated by the teacher and favour itsintegration The feedback —though nat collected
inastructured way —all owedthe teacher to constartlyreshape the course and tail or it tosuit the nost pressing
needs which energed during the learning process.

Interaction is nost i nportant when teaching a foreign language, in fact peer support, as well as tutor
support, encourages to practise what is bei ng learned: the collaborative di mate contributedto naki ng lessons
more lively and nore related to work experience. The fact that the learning experience was stretched over a
longer period of ti e nade it possibletoacquire newconpetence andto build up onit.

The blended learning nmodel can be nost successfulyappliedto workplace learning, asinthis settingit is
easier tofind people motivatedtolearn bythe proxi nity of the issues totheir working experience; onthe o her
hand insuch an environnent learners needto be sti nulatedto criticallythink at ahi gher level than dail ytasks
and chores, andthe use of online asynchronous tools can greatly favour the integration of what is beinglearned
with practical i nprove nents of the service.
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