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Abstract

Background and objectives: Many universities and educational institutions, especially after
the coronavirus pandemic launched e-learning systems. One of these institutes that
continuously uses e-learning services is the Academic Center for Education, Culture and
Research (ACECR) of Isfahan. The Present research has been conducted with the aim of
evaluating the quality of Isfahan ACECR e-learning platform using the WebQual instrument
and the integrated approach of the Kano model and the Matrix of importance-performance
analysis.

Methodology: This research was practical in terms of purpose and descriptive — survey type
in terms of the execution method. The statistical population of the research included 231
students over 18 years old in ACECR of Isfahan e-learning platform in the educational groups
of medicine, humanities, English language and non-English language. The sampling method
for the current research is stratified random sampling in which learners were chosen in a class
based on their educational groups. Cochran's formula was used to determine the sample size,
estimated to be 144 people. The data collection tool was the WebQual questionnaire which
has 4 dimensions of usability, information quality, interaction quality, and overall impact in
23 items based on the WebQual4 questionnaire of Barnes and Vidgen (2002). In order to take
advantage of the Kano model and the importance-performance analysis matrix, the items of
the WebQual tool are repeated in 2 separate questionnaires to check the importance-
performance and determine the items that are effective in the satisfaction of the learners.
Formal validity was used to assess the validity of the questionnaire. Hence, the questionnaire
was given to the University of Isfahans' faculty members. They were asked for their opinion
on each question and after receiving their opinions, modifications were applied to confirm
the validity. To determine the reliability coefficient of the questionnaire in this research,
Cronbach's alpha was used. It was measured by distributing an online questionnaire among
30 students from the research sample. Cronbach's alpha was determined as 0.935.
Kolmogorov-Smirnov test was used to check the normality of the data. The statistical
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methods such as mean, frequency percentage, and geometric mean were used to describe and
analyze the data.

Findings: The analysis of the Kano model based on the WebQual items showed that most of
the items related to the features of the ACECR system were placed in the category of one-
dimensional needs. The items "providing information with appropriate details by the system",
"creating a sense of security in the user to access the system", "possibility of communicating
professors, learners, experts and other stakeholders through the system", "ease of
communicating with professors, learners, experts and other stakeholders through the system”,
"inducing a sense of confidence to receive the desired service in accordance with what was
promised by the system", "ease of learning to work with the system"”, "ease of using the
system" and "providing accurate information by the system" from the one-dimensional needs
group of the Kano table and the items "providing valid information by the system",
"providing appropriate and relevant information by the system™, "providing understandable
information by the system"” and “inducing a sense of security in maintaining the user's
personal information by the system" from the group the essential needs of the Kano table
were identified as important, and according to the results of the Kano model, if they are not
met, they cause dissatisfaction among learners. In the analysis of the importance-performance
Matrix, 7 items out of 23 WebQual items were placed in the first quarter, and need more
attention; therefore, they are considered essential items. Also, 7 items of WebQual were
placed in the second quarter of the matrix, which shows that their importance and
performance were considered by the learners and they were satisfied with these items in the
system, and 4 items were located in the third quarter, which have low priority, and finally 5
items were placed in the fourth quarter, which, while being of low importance, have a high
performance from the point of view of the learners but they lead to a waste of resources.
Discussion and conclusion: Both models introduced the "overall effect” dimension as a side
and attractive need. The results of each of the dimensions of WebQual based on the Kano
model also show that the "usability" and "interaction quality" dimensions are in the group of
one-dimensional needs of the learners, in the sense that the non-fulfillment of the items of
these dimensions causes their dissatisfaction, and on the contrary, the fulfillment of their
completeness and appropriateness makes the learners satisfied with the activities of the
system. According to the findings, both mentioned dimensions are placed in the second
quarter of the matrix, which means that in addition to their high importance for learners,
ACECR also had a high performance regarding these WebQual dimensions. On the other
hand, the "quality of information™ dimension, which is presented as an essential requirement
and if the items related to this dimension are not met, the dissatisfaction of the learners with
the system services will increase, is placed in the first quarter of the importance-performance
matrix, that is, contrary to its high importance for learners, but it does not match their
expectations. Hence, performance improvement needs to be done immediately. Finally,
considering that the "overall effect" dimension is in the attractive needs group of the Kano
model and the third quarter of the importance-performance matrix, it is not very important
from the learners' point of view. Still, according to the results obtained, if attention is paid to
the promotion of the performance of this dimension, the learners' satisfaction with the service
quality of the ACECR system increases.

Originality: E-learning in Iran and especially in ACECR has a short history, therefore the
need for continuous evaluation of these systems in order to improve the quality of services,
increase productivity and retain and attract customers is always felt. Among the widely used
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methods to evaluate users' understanding of the website, the WebQual model can be
mentioned, and in order to understand the demands and needs of users, the importance-
performance analysis matrix and the Kano model can be mentioned to measure customer
satisfaction with library services. These 3 models have been used in combination in this
research to evaluate different aspects of the ACECR system.

Keywords: Quality of services, Electronic learning, WebQual, Kano model, Matrix
Performance-importance analysis, Academic Center for Education, Culture and Research
(ACECR)
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