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Abstract

Introduction: Numerous universities and educational institutions, particularly following the
onset of the COVID-19 pandemic, have implemented e-learning systems. The Academic
Center for Education, Culture and Research (ACECR) of Isfahan serves as an exemplar of
an institution that consistently utilizes e-learning services. This research endeavors to assess
the quality of the Isfahan ACECR e-learning platform by employing the WebQual instrument
and integrating the methodologies of the Kano model and the Importance-Performance

Analysis matrix.

Methodology: This research was applied in nature and conducted using a survey method.
The statistical population comprised 231 students aged 18 and above, enrolled in the ACECR
of Isfahan e-learning platform, across the educational fields of medicine, humanities, English
language, and non-English language disciplines. The sampling method employed was
stratified random sampling, where learners were selected from classes based on their
educational groups. Cochran's formula was utilized to determine the sample size, which was
estimated to be 144 individuals. The data collection tool employed in this research was the
WebQual questionnaire, which comprises four dimensions: usability, information quality,
interaction quality, and overall impact, with a total of 23 items, based on the WebQual4
questionnaire by Barnes and Vidgen (2002). To incorporate the Kano model and the
importance-performance analysis matrix, the items of the WebQual tool were replicated in
two separate questionnaires. These questionnaires aimed to assess the importance-
performance relationship and identify the items that significantly influence learner
satisfaction. The validity of the questionnaire was assessed using formal validity. To achieve
this, the questionnaire was provided to faculty members of the University of Isfahan, who
were asked to review each item and provide feedback. Based on their input, modifications
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were made to ensure the validity of the instrument. To determine the reliability coefficient of
the questionnaire, Cronbach's alpha was calculated. This was done by administering an online
questionnaire to a sample of 30 students from the research population, resulting in a
Cronbach's alpha coefficient of 0.935. The Kolmogorov-Smirnov test was employed to assess
the normality of the data. Descriptive and analytical statistical methods, including mean,
frequency percentage, and geometric mean, were used to summarize and analyze the data.
Findings: The analysis of the Kano model, based on the WebQual items, revealed that most
of the features related to the ACECR system were classified under the category of one-
dimensional needs. The following items were identified as part of the one-dimensional needs
group: "providing information with appropriate details by the system," "creating a sense of
security for users accessing the system,”" "enabling communication between professors,
learners, experts, and other stakeholders through the system," "facilitating easy
communication with professors, learners, experts, and other stakeholders through the
system,"” "instilling confidence in receiving the desired service as promised by the system,"”
"ease of learning to operate the system," "ease of using the system," and "providing accurate
information by the system." Additionally, the following items from the essential needs group
of the Kano model were identified as critical: "providing valid information by the system,"
"providing appropriate and relevant information by the system,” "providing understandable
information by the system," and "ensuring the security of the user's personal information by
the system." According to the results of the Kano model, failure to meet these essential needs
leads to dissatisfaction among learners. In the analysis of the Importance-Performance
Matrix, 7 out of 23 WebQual items were placed in the first quadrant, indicating that these
items require further attention and are therefore considered essential. Additionally, 7 items
from the WebQual questionnaire were positioned in the second quadrant of the Importance-
Performance Matrix. This placement indicates that both the importance and performance of
these items were acknowledged by the learners, and they were satisfied with these features
in the system. Four items were located in the third quadrant, suggesting they have low
priority. Finally, 5 items were positioned in the fourth quadrant. While these items are of low
importance, they exhibit high performance from the learners' perspective, yet they contribute
to a waste of resources.

Discussion & conclusion: Both models identified the "overall effect" dimension as a side
and attractive need. The results of each WebQual dimension, analyzed through the Kano
model, further revealed that the "usability" and "interaction quality" dimensions fall under
the category of one-dimensional needs for learners. This means that failure to meet the items
within these dimensions leads to dissatisfaction, while their complete and appropriate
fulfillment results in learner satisfaction with the system's activities. According to the
findings, both of these dimensions are placed in the second quadrant of the Importance-
Performance Matrix. This positioning indicates that, in addition to being highly important to
learners, the ACECR system also performed well in relation to these WebQual dimensions.
On the other hand, the "quality of information" dimension, categorized as an essential
requirement, plays a critical role in learner satisfaction. If the items related to this dimension
are not fulfilled, dissatisfaction with the system's services increases. This dimension is placed
in the first quadrant of the Importance-Performance Matrix, indicating that, despite its high
importance to learners, it does not currently meet their expectations. Therefore, immediate
improvements in performance are necessary. Finally, the "overall effect” dimension, which
is categorized as an attractive need in the Kano model, is situated in the third quadrant of the
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Importance-Performance Matrix. While it is not considered highly important from the
learners' perspective, the results suggest that enhancing the performance of this dimension
can significantly increase learner satisfaction with the quality of service provided by the
ACECR system.

Originality: E-learning in Iran, particularly within ACECR, has a relatively short history.
As such, there is an ongoing need for continuous evaluation of these systems to enhance
service quality, improve productivity, and retain as well as attract users. Among the various
methods used to assess users' perceptions of a website, the WebQual model is widely
recognized. Additionally, to better understand users' demands and needs, the Importance-
Performance Analysis Matrix and the Kano model are useful tools for measuring customer
satisfaction with services. In this research, these three models have been applied in
combination 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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