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Open Digital Badge Service - BadgEd
Service Description
The BadgEd service has been created to establish, support and grow a University of Edinburgh Open Digital badges experience for staff, students and learners.  Digital badges offer a way to recognise verified extra-curricular skills and achievements and a secure way to share them. They enable badge earners to securely share a wider range of verifiable learning and professional achievements across different platforms, including social media, employability websites, CVs and portfolios. The BadgEd service provides dedicated resource and relevant business processes to provide expertise, consultancy, advise and support to end users. 
 
This Service Level Description outlines what will be provided by Information Services to members of the institution who wish to use the service, along with the responsibilities of users of the service.

Information Services share good practice related to the service both internally and externally within the academic community via blogs, wikis, social media, internal events and conference participation. 

Service Features
[bookmark: _Toc482986266] 
· Provision of open digital badges via the BadgEd platform (Parchment Digital Badges).
· Management of the open digital badge style guide.
· Training on technical and pedagogical aspects of the service.
· BadgEd consultancy in collaboration with Champion and Governance groups.
· Promotion and awareness raising of the Service to the University of Edinburgh community.
· Open Digital Badges Analytics.
· Managing the open digital badge governance process.
· Ongoing service improvement.
· Guidance and training guides

Related Services
The BadgEd service relies upon a number of other advice and consultancy services, including:

· Help and Support
· Graphic Design
· Learning and Teaching Technologies
· Learning Design Service
· Online Course Production
· Short Courses Platform Service
· Open Educational Resources
· Virtual Learning Environments

[bookmark: _Toc482987887]Please refer to the individual service descriptions for further information.
Service Level

Information Services Responsibilities

Information Services will respond to enquiries about all our services within five working days, often sooner. 
 
In the first instance we may direct you to our online support and guidance materials which can be accessed instantly through the online course production website.   

ISG will provide system administrations of the BadgEd platform, assigning user roles, creating issuer spaces and managing the platform in accordance with institutional requirements and supplier recommendations.  ISG will ensure that the service is staffed to appropriate levels.

ISG will also run regular training and events to raise awareness and support BadgEd. These will be advertised through events booking and existing communication channels such as champions and Governance groups and will be available to book online. Where waiting lists exist, we will review the demand and either offer a place on the next event or schedule an additional event.  

[bookmark: _Toc482986267][bookmark: _Toc482987888]Service Eligibility
The service is provided on a centrally supported basis and is available for University of Edinburgh staff to develop credentials. Badges can be issued to staff, students or learners for the primary purpose of recognising non- or extra-curricular skills, achievement and competencies gained whilst working or studying at the University of Edinburgh. 

In some cases, there may be a cost to the school or business unit for new badges. This may be where exceptionally large volumes of badges are expected to be issued and these cannot be accommodated within the current licenses, or for bespoke courses where the University has been contracted to deliver on behalf of an external organisation. Costing will be based on pre-approved price bands based on number of earners. 
[bookmark: _Toc482986268][bookmark: _Toc482987889]Access to the service
The University has procured the services of Canvas Credentials (previously known as Badgr) as the platform provider. The BadgEd catalogue will expand as new digital badges are approved and created. Schools or service groups that will issue badges will advertise badge information and access locally. The service is provisioned and accessed by local Badge Champions, a Governance Group and then Badge Earners, each with different access points.

Badge Champions
Staff (new to the service): can contact Helpline or local badge champions (located within schools/departments). Information sessions are also available for staff to book onto via People and Money to understand the service and if it will meet their needs.

Champions provide local expertise on the use of badges, training, best practice and support to staff that are new to or already use the service. Champions will receive training on the platform and the pedagogy behind completing a Badge request form to ensure that all badges demonstrate quality and value to both the institution and the earner. Champions are required to agree to Terms of Reference for the role prior to accessing Canvas Credentials.  They are the primary local contact point for any queries and support including coordinating and managing badge request, creation, issuing and devolving access for local contacts to the platform.

[bookmark: _Int_s5DCHNBC]Champions can also speak to service leads within LTW who are subject matter experts on all aspects of the service.

Helpline will escalate queries to EDE.

Governance Group
The Governance Group acts as a review and approval group for Open Digital Badge creation requests at the University of Edinburgh. They ensure our Open Digital Badges meet the agreed guidance and good practice and provide feedback where needed. The role acts as a quality assurance checkpoint before badges are added to the public facing web catalogue and issued to earners. Support is provided via Educational Design and Engagement and support requests are escalated via a dedicated Teams channel and/or Helpline.

Badge Earners
Earners are issued badges by the issuing school/department by the Badge Champion. They will receive an email from the noreply@eu.badgr.com which details how to download and manage their badge. The BadgEd Service webpage  has additional information in a variety of formats for earners on how to use and share their badge along with their backpack and managing badges. If users have support requests they can access IS Helpline via this page and it will be escalated to EDE.

The public BadgEd catalogue can be accessed directly via the Canvas Credentials page.
Service Availability
· First line service support is available 24/7.
· Advice and consultancy and more specialist support is available Monday – Friday 0900 – 1700.
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[bookmark: _Toc482987890]Service Support
As with many of the services provided by Information Services, support is often provided through a combination of ISG and local IT / eLearning staff and also by the Digital Badge Champions and Governance members. As the overall service provider Information Services may always be contacted by staff about any aspect of the service.
 
Information Services makes available user guides, FAQs and self-help documentation online at on the BadgEd (Open Digital Badges) service pages.

This information will be kept up to date as services are developed.

All requests for assistance that cannot be resolved by using online materials should be logged with the IS Helpline.

Calls can be logged 24/7 and simple queries are typically resolved by IS Helpline. Depending on the complexity, severity or nature of the issue, a tiered service model is in place however:

	
	Team
	Hours of operation

	1st line:
	IS Helpline
	Is Helpline Hours

	2nd line:
	IS LTW EDE
	Monday to Friday 09:00-17:00

	3rd line:
	IS LTW DLAM
	Monday to Friday 09:00-17:00



Information Services will contribute to events, committee meetings, steering groups, policy development and other activities as required, across the institution, to ensure that the service is signposted/discussed where appropriate. 

Information Services will invest to ensure that staff supporting the service are appropriately knowledgeable through training, participation in relevant professional fora, regular engagement with research, and professional accreditation where relevant.

Service Accessibility and Equality
Written resources are available in alternative format on request, as indicated on each resource. Resources are all available online.

All video outputs will be created with manually checked subtitles. Transcripts can be made available on request. 

Centrally provisioned training can be held in Argyle House where the rooms are installed with hearing loops, and a height-adjustable desk is available in each.

An Equality Impact Assessment (EqIA) for BadgEd service has been completed and is available on the following web page Published Assessments. 

[bookmark: _Toc482986270][bookmark: _Toc482987891]Consultancy and Training
Information Services will:
 
· Provide face to face and online training and support, where appropriate, on the technical and pedagogical aspects of the BadgEd Service. This will include recommendations of the use of all tools by developing original material to give relevant Edinburgh context, and curating material provided by suppliers and other external bodies. Such training will typically be advertised via the Digital Skills programme (bookable via People and Money as it is designed for staff). It may be possible, where resources allow, to minimally customise these courses, or to have them run within specific Schools at pre-arranged times. See the Digital Skills and Training  service for more detail. 

· The service support pages on the IS website provide guidance and support to users earning a badge and a dedicated SharePoint site has been created to provide training and support information for school or department based Subject Matter Experts. 

· Contribute to events, committee meetings, steering groups, policy development and other activities as required, across the institution, to ensure that the service is signposted and discussed where appropriate.    
· [bookmark: _Toc482986271]Offer advice and support on effective practice, including for any specialist requirements. 
[bookmark: _Toc482987892]Service Maintenance
Information Services will ensure that all services remain on supported and up to date versions of application software and underlying infrastructure and proactively resolve ongoing service issues. This will at times require short periods of service unavailability. 

All planned maintenance outages will be advertised at least 2 weeks in advance of work where possible. 

Maintenance outages will be advertised on the IS Service Alerts pages and additionally communicated to the relevant user groups via Teams and/or email.

Information Services will manage licensing of services where relevant, and track and report on usage of services.


Service Targets
The service aims for all email queries to receive a response from a staff member within two working days. 

Service Development
Information Services will work with internal stakeholders to ensure that institutional requirements for the service are captured through a variety of consultation methods including user groups, ad-hoc focus groups, institutional working groups, and compilation of support and consultancy feedback.
 
The BadgEd platform (Canvas Credentials) is provided by the external supplier Instructure. Information Services will seek to influence the suppliers through sitting on product advisory boards and collaborating with other institutions via user groups.

Information Service will develop service improvement plans, maintain wish-lists and information about known problems, and publish a service roadmap.

[bookmark: _Toc482986272][bookmark: _Toc482987893]Service Accessibility
The service accessibility statement is published and available on the service webpages. 

Feedback and Escalation
The service welcomes feedback from our user community. ISG run user groups to ensure that feedback is gathered and acted upon. 

· For current projects underway the first point of contact for any issues is the Project Manager. 
· All other issues and feedback with the service should be logged via IS Helpline is.helpline@ed.ac.uk as described in the Service Support section above. Information Services pro-actively use information from support calls to measure whether we are delivering a quality service.

In exceptional cases, where an issue has not been resolved satisfactorily or requires further escalation, the following process should be used.

Stage 1: Contact IS Helpline for an initial status update on the issue, quoting your UniDesk reference number. 
Stage 2: Where the response is unsatisfactory or further escalation is required, contact the Service Operations Manager, quoting your UniDesk reference number. 
Stage 3: If an issue requires further escalation, it will then be escalated to the Service Owner. 

Service Owner: Stuart Nicol (stuart.nicol@ed.ac.uk) 
Service Operations Manager: Fiona Buckland (Fiona.buckland@ed.ac.uk), Myles Blaney (myles.blaney@ed.ac.uk).

[bookmark: _Toc482986273][bookmark: _Toc482987894]User Responsibilities
Users are expected to use the service for its intended purpose as recommended by published support documentation, and in accordance with any supplementary advice and guidance provided by Information Services.

Users’ responsibilities typically fall into the following areas:

· Design and develop badges with clear assessment criteria which demonstrate transferable and applicable skills for earners.
· Ensure that badges have clear earning criteria which is transparent and equitable for all earners.
· Reviewing badge requests and provide feedback to continually improve and enhance the badge portfolio.
· Develop and contribute to the community of practice to support and promote the service within the institution.
· Access and maintain the public BadgEd catalogue, including updating badge records in line with good practice guidance and feedback to maintain the reputation of the University of Edinburgh.
· Adding an awarded open digital badge to a personal badge backpack.
· Creation and management of open digital badges on the platform.
· Issuing open digital badges to earners.
· Requesting an open digital badge.
· Review badges that they own on an annual basis to ensure relevancy and accuracy.
· Subscribing to communication channels (for example Teams channels) and reviewing service updates.
· Communication with potential open digital badge earners about the use of the service.
· Adherence to relevant style guides and documented standards and processes.

Users are expected to provide feedback on the system, report issues to local open digital badge SMEs or IS Helpline, and input into future development plans.

Users are expected to assist with user acceptance testing to ensure that a representative and realistic set of use cases are tested as part of product development.


Applicable Policies
This service is delivered in accordance with the following University policies:

· Accessible and Inclusive Learning Policy 
· Learning and Teaching Strategy 
· Programme and Course Approval Policy
· Open Educational Resources Policy 
· Taught Assessment Regulations
· University Computing Regulations
· Information Security Policy
· IT Account Expiry Policy
 
We may be able to provide additional support for large-scale strategic learning and teaching initiatives and tailored versions of training courses where resources permit.
 
All premium services are charged on a time and materials basis at the standard ISG day rate. Quotes will be provided in advance of agreeing any work.

Change Log
9 December 2024
· Version 0.5 revised following feedback from Stuart Nicol
6 November 2024
· Version 0.4 revised following feedback from Nikki Stuart.
12 Aug 2024
· Version 0.3 revised links post feedback from Fiona Buckland.
5 Aug 2024
· Version 0.2 Fiona Buckland reviewed and added comments
15 May 2023
· Version 0.1 is first version released on the ISG website.






If you require this document in another format, please contact the Open Digital Badges Team via IS Helpline.


	
	
	



