Fixing Broken Content Access: A Design-Led Solution
Stuart:
Broken links in online learning aren't just a minor inconvenience. They can disrupt the entire student experience on a module. In the first presentation of TM252, around one third of students were unable to easily access key materials in block one. 
The issue wasn't the content itself, but the enrolment process. Students were given a link to the enrolment page and simple instructions to follow, but these students didn't use the link or follow the instructions and enrolled on versions of the classes not linked to in the module materials. As a result, links appeared broken, students became frustrated and tutors saw a sharp rise in support requests. 
So, I reframed the problem. Rather than seeing this as a failure to follow instructions, I approached it as a design issue and introduced two simple low-cost interventions. I began by redesigning the enrolment guidance and instead of simply linking to the enrolment page, I created a clear step-by-step illustrated guide, making it easier for students to follow the process, choose the correct class, and avoid common mistakes. Then I developed an enrolment checker tool for tutors, bringing together data from multiple sources, allowing tutors to quickly confirm whether a student was enrolled correctly. 
The impact was immediate, access issues decreased, support queries dropped and tutors were able to respond more quickly and confidently. We also saw a 2.3 percent improvement in retention during the first nine weeks relative to the first presentation. 
This highlights a key principle. Small design focused changes can have a big impact and because these approaches are simple and adaptable, they can be applied anywhere that external platforms or multi-step enrolment processes are used.
