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INTRODUCTION:
UNDERSTANDING
THE ROLE OF AN
OER SUPPORT
FORM

In the rapidly evolving
l a n d s c a p e  o f
e d u c a t i o n ,  O p e n
Educational  Resources
(OER)  have  emerged
as  a  v i ta l  t oo l  f o r
m a k i n g  l e a r n i n g
accessible,  affordable,
a n d  a d a p t a b l e .
Whether  you  are  an
educator  curat ing
mater ia ls  for  your
classroom,  a  student
searching  for  f ree
t e x t b o o k s ,  o r  a n

a d m i n i s t r a t o r
overseeing  a  district-
wide OER initiative, the
ab i l i ty  to  request
timely  and  accurate
support  is  essential.
This  is  where  an  Oer
S u p p o r t  F o r m
Example  Bul lets
framework  becomes
i n v a l u a b l e .  B y
organizing  common
requests,  issues,  and
inquiries  into  clear,
s cannab le  bu l l e t
points, institutions and
OER  platforms  can
s t r e a m l i n e  t h e i r
support  processes,
reduce response times,
and  improve  user
satisfaction.
This  article  explores
the  anatomy  of  an
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effective  OER  support
form, provides detailed
example  bullets  for
v a r i o u s  s u p p o r t
scenarios, and explains
how  these  structured
elements enhance both
the  user  experience
and  the  efficiency  of
s u p p o r t  t e a m s .
W h e t h e r  y o u  a r e
bui lding  a  support
system from scratch or
refining  an  existing
one,  understanding
h o w  t o  c r a f t  a n d
deploy  Oer  Support
F o r m  E x a m p l e
Bullets  will  help  you
create a resource that
is  both  user-friendly
and  operat ional ly
effective.

WHAT IS AN OER
SUPPORT FORM?

An OER support form is
a structured online tool
that  allows  users  to
submit requests, report
i s s u e s ,  o r  a s k
questions  related  to

Open  Educat ional
Resources .  These
forms  are  typically
hosted on institutional
w e b s i t e s ,  O E R
r e p o s i t o r i e s ,  o r
learning  management
systems. They serve as
the primary channel for
users  to  communicate
with  support  teams
about  problems  such
a s  b r o k e n  l i n k s ,
licensing  questions,
accessibility  concerns,
o r  g u i d a n c e  o n
resource adaptation.
The  effectiveness  of
such  a  form  depends
heavily on how well  it
captures  the  user's
needs. Vague or open-
ended forms often lead
t o  i n c o m p l e t e
information,  requiring
mult iple  fol low-up
emails  and  delaying
resolution. By contrast,
a  form  built  around
we l l - c ra f t ed  Oer
S u p p o r t  F o r m
Example  Bul lets
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provides  users  with
clear prompts, guiding
them  to  specify  the
exact  nature  of  their
request.  This  reduces
ambiguity,  speeds  up
triage,  and  ensures
that  support  staff have
the  details  they  need
from the outset.

KEY COMPONENTS
OF AN OER
SUPPORT FORM

Before  div ing  into
example  bullets,  it  is
helpful  to  understand
the typical structure of
an  OER support  form.
While  forms  vary  by
organization,  most
include  the  following
core  sections:

User
Information:
Name, email
address, role
(educator,
student,
administrator,
librarian), and

institution.
Resource
Details: Title,
URL, author, or
identifier of the
OER in question.
Category of
Request:
General inquiry,
technical issue,
licensing
question,
accessibility
concern, or
content error.
Description of
the Issue: A
free-text field
where users can
elaborate, often
guided by
bulleted
prompts.
Priority Level:
Low, medium,
high, or urgent.
File
Attachments:
Option to upload
screenshots,
documents, or
other relevant
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files.

Within  each  of  these
sections, Oer Support
F o r m  E x a m p l e
Bullets can be used to
clarify  expectations
a n d  s t a n d a r d i z e
r e s p o n s e s .  F o r
i n s t a n c e ,  u n d e r
"Description  of  the
Issue,"  a  set  of  bullet
points  might  ask  the
user to specify whether
t h e  p r o b l e m  i s  a
b r o k e n  l i n k ,  a
formatting  error,  or  a
factual inaccuracy.

WHY BULLET
POINTS ARE
EFFECTIVE IN
SUPPORT FORMS

Bullet points are more
than just  a  formatting
preference; they are a
cognitive  tool  that
i m p r o v e s
comprehension  and
c o m p l e t e n e s s .
R e s e a r c h  i n  u s e r
experience  design

shows that people scan
web  content  in  an  F-
s h a p e d  p a t t e r n ,
reading  headings  and
bullet  points  more
thoroughly than dense
paragraphs.  By  using
Oer  Support  Form
Example Bullets, you
a c h i e v e  s e v e r a l
important  goals:

Clarity: Bullets
break down
complex
requests into
manageable,
single-concept
items. Users can
quickly identify
which bullet
applies to their
situation.
Completeness:
A list of example
bullets reminds
users of details
they might
otherwise
overlook, such as
the browser
version or the
specific page
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where an error
occurred.
Consistency:
When support
forms use
standardized
bullets, the
incoming
requests are
more uniform,
making it easier
for support
teams to
categorize and
prioritize them.
Efficiency:
Users spend less
time formulating
their request,
and support staff
spend less time
clarifying it. This
shortens the
overall resolution
cycle.

EXAMPLES OF OER
SUPPORT FORM
BULLETS FOR
DIFFERENT

SCENARIOS

To  illustrate  how  Oer
S u p p o r t  F o r m
Example Bullets  can
be applied in practice,
consider  the  following
scenarios.  Each set  of
bullets  is  designed  to
b e  u s e d  w i t h i n  a
support  form,  guiding
the  user  to  provide
specific,  actionable
information.

Scenario
1:
Reporting
a Broken
Link or
Access
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Issue
W h e n  a  u s e r
encounters  a  broken
link  or  cannot  access
an  OER,  the  support
form  should  prompt
them to provide details
that  help  the  team
locate  and  fix  the
prob lem  qu i ck l y .
Example bullets for this
section might include:

The exact URL or
page where the
broken link
appears.
The URL that is
not working or
the error
message
displayed.
The date and
time when the
issue was first
noticed.
The browser and
operating system
you are using.
Whether the
issue occurs on a

specific device or
network.
Any steps you
have already
taken to resolve
the issue.

These  bullets  ensure
that the support team
has  the  techn ica l
context  needed  to
r e p r o d u c e  a n d
diagnose  the  problem
without  addit ional
b a c k - a n d - f o r t h
communication.

Scenario
2:
Requestin
g
Licensing
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or
Copyright
Clarificati

on
OER  often  operate
u n d e r  C r e a t i v e
Commons  or  other
open  l icenses,  but
users  may  be  unsure
about how to properly
attribute a resource or
whether  they  can
modify  it.  A  support
f o r m  a d d r e s s i n g
licensing  questions
could  include  these
example  bullets:

The full title and
author of the
resource in
question.
The specific
license type
indicated on the
resource (e.g.,
CC BY, CC BY-SA,

CC0).
How you intend
to use the
resource (e.g., in
a classroom, on a
public website, in
a commercial
product).
Whether you
plan to modify,
remix, or
translate the
resource.
Any attribution
guidelines you
have already
followed or are
unsure about.
Whether you
need written
permission
beyond what the
license allows.

By structuring the form
around  these  bullets,
users  can  articulate
their  licensing  needs
precisely,  and  support
staff  can  provide
accurate  guidance
without  guessing  the
user’s  intent.
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Scenario
3:
Reporting
a Content
Error or
Inaccurac
y
Even carefully  curated
O E R  m a y  c o n t a i n
typographical  errors,
outdated  statistics,  or
factual  inaccuracies.
When  users  report
s u c h  i s s u e s ,  t h e
support  form  should
capture  the  location
and nature of the error.
Example bullets for this
scenario include:

The exact text or
image that
contains the

error.
The page
number, section
heading, or URL
where the error
appears.
A description of
what is incorrect
and what the
correct
information
should be.
Your source for
the correct
information, if
applicable.
Whether the
error is isolated
or appears in
multiple places.
Your preferred
method of being
notified about
the resolution.

Using  these  bullets
helps the support team
verify  the  error  and
make  cor rect ions
efficiently,  maintaining
the  credibi l ity  and
reliability  of  the  OER
collection.
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Scenario
4:
Requestin
g
Accessibil
ity
Improve
ments
Accessibility  is  a  core
principle  of  OER,  but
some  resources  may
not  fu l ly  meet  the
needs  of  all  users.  A
s u p p o r t  f o r m  f o r
accessibility  requests
c a n  u s e  e x a m p l e
bullets  l ike  these:

The specific
resource or file
for which you are

requesting an
accessibility
improvement.
The type of
accessibility
barrier you have
encountered
(e.g., missing alt
text, poor color
contrast, lack of
captions,
incompatible
screen reader).
The assistive
technology you
are using,
including the
version number.
Whether the
issue prevents
you from fully
accessing the
content or is a
partial barrier.
Any alternative
formats that
would be helpful
(e.g., PDF, EPUB,
audio, large
print).
Whether you are
willing to assist
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in testing the
improved
version.

These bullets empower
users to describe their
needs in a way that is
a c t i o n a b l e  f o r
a c c e s s i b i l i t y
specialists, fostering an
inclusive  learning
environment.

Scenario
5:
Seeking
Guidance
on
Adapting
or

Remixing
OER
Educators  often  want
to customize OER to fit
the i r  cur r i cu lum,
teaching style, or local
context.  A  support
form  for  adaptation
guidance could include
these example bullets:

The title and
license of the
original OER you
plan to adapt.
A brief
description of the
changes you
intend to make.
Whether you
plan to share
your adapted
version publicly
or keep it within
your institution.
Whether you
need technical
assistance with
editing tools or
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platforms.
Whether you are
looking for
design templates
or formatting
guidelines.
Any copyright or
attribution
concerns you
have about the
adapted work.

By  prompting  users
with these bullets, the
support  team can offer
tai lored  advice  on
licensing  compliance,
technical  workflows,
and best  practices for
attribution.

BEST PRACTICES
FOR DESIGNING
OER SUPPORT
FORMS WITH
EXAMPLE BULLETS

I n t e g r a t i n g  O e r
S u p p o r t  F o r m
Example Bullets  into
your  support  form  is
not simply a matter of
listing  possible  issues.

T o  m a x i m i z e
effectiveness,  consider
the  following  design
principles:

Keep
Bullets
Concise
and
Actionabl
e
Each  bul let  should
prompt a single,  clear
piece  of  information.
A v o i d  c o m p o u n d
b u l l e t s  t h a t  a s k
multiple  questions  at
once.  For  example,
instead of "List the URL
a n d  t h e  e r r o r
message,"  use  two
separate  bullets:  one
for the URL and one for
the  error  message.
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This  reduces cognitive
load and increases the
likelihood  that  users
will  respond  fully.

Use
Condition
al Logic
to
Reduce
Overwhel
m
N o t  e v e r y  b u l l e t
applies  to  every  user.
Modern  form  builders
allow  you  to  show  or
hide  sets  of  bullets
based  on  the  user's
previous selections. For
instance,  i f  a  user
selects  "Licensing
Ques t i on "  f r om  a
dropdown  menu,  the

form can  display  only
the  licensing-related
bullets. This keeps the
form  manageable  and
prevents  users  from
being  distracted  by
irrelevant  options.

Provide
Examples
Within
the
Bullets
Themselv
es
Where possible, embed
brief examples directly
in  the bullet  text.  For
instance:

The resource title
(e.g.,
"Introduction to
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Biology - Chapter
3").
The type of issue
(e.g., "broken
link," "formatting
error," "factual
inaccuracy").

T h i s  t e c h n i q u e ,
somet imes  ca l led
" i n l i n e  e x a m p l e
bullets,"  gives users a
concrete  model  for
t h e i r  r e s p o n s e ,
reducing  uncertainty
and  encou rag ing
specificity.

Test Your
Bullets
with Real
Users
Before  launching  a
support form, test the
bullet  points  with  a
small  group  of  actual
u s e r s .  O b s e r v e

w h e t h e r  t h e y
unde r s tand  each
bullet,  whether  they
c a n  r e s p o n d
a c c u r a t e l y ,  a n d
whether  any  bullets
are  consistently  left
b l a n k .  U s e  t h i s
feedback  to  refine  the
language,  order,  and
selection  of  bullets.
I t e ra t i ve  t e s t i ng
ensures that your Oer
S u p p o r t  F o r m
Example Bullets truly
serve the user's needs
rather  than  just  the
s u p p o r t  t e a m ' s
preferences.

Align
Bullets
with Your
Support



14

14 Oer Support Form Example
Bullets

2023-01-21

Workflow
T h e  i n f o r m a t i o n
requested  by  your
bullets  should  map
directly  to  the  fields  in
your  ticketing  system
or  support  dashboard.
If  your  team  triages
requests  by  category,
priority,  and  resource
ID,  then  your  bullets
should explicitly ask for
those  elements.  This

alignment  reduces
manual data entry and
allows  support  staff  to
route  requests  more
quickly.

HOW TO USE OER
SUPPORT FORM
EXAMPLE BULLETS
EFFECTIVELY

O n c e  y o u  h a v e
developed a set of Oer
S u p p o r t  F o r m
Example Bullets,  the
next step is


