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ABSTRACT

This study aimed to test the overall satisfaction of the beneficiary students with the quality of e-learning
service at King Khalid University in the Kingdom of Saudi Arabia. The Corona pandemic has cast a
shadow over the entire educational scene and pushed about (193) countries from Countries of the world
until April 10, 2020 AD to completely close their educational institutions and move towards e-learning.
The Saudi experience in the field of e-learning is a pioneering experience, and all higher education
institutions in Saudi Arabia offer some of their educational courses through complete, or integrated, e-
learning. More specifically, this study investigates "the effect of the variables of an e-learning service
quality dimensions, which include six dimensions, namely: (content, technology, user interface,
evaluation, security, and communication), on the overall student satisfaction variable as a dependent
variable. The descriptive and analytical approach was used in this study, and a total of 729 copies of a
questionnaire were obtained for the analysis representing the study population that consisted of all
students at King Khalid University. This study relied on the process of statistical analysis of data on
choosing the Partial Least Squares Structural Equation Modeling (PLS-SEM) to test the relationships
between the variables, for the purpose of testing the quality of the model and the quality of measurements,
as well as in the phase of testing the study hypotheses. The statistical analysis program (SmartPLS
(v.3.29), was used. The results obtained from the analysis provided support for the theoretical model of
the study. The results of the study confirmed the existence of a statistically significant impact between the
dimensions of communication, safety, content, technology, user interface and the dependent variable
overall student satisfaction, while the evaluation dimension did not achieve a significant impact
relationship on student satisfaction. Based on the results of the study, the theoretical and practical
implications of the results of the study were discussed, in addition to providing recommendations and
suggestions for future studies.
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Ay b g SN ailail) 3 agnlad e gl O QIS @) e (Kranzow,et. al, 2013) e JS X5 ey 2013)
e pgmd aliad) I eagan Gl i GO (ol Liapll o)) LalS asld AT e cdoadatll malnll (B agilig agly (I (s250m
(Al-Adwan & Smedley, 2012) 4wy crald Gus Bl doast e oyl Sigag - at)haind duadlal) 52b) by alal)
oo RS el ) gt (e (g S platll sy cailga e waad) o wadl) L)l g peds (i DU of
Jelgadl slebe Da o DUl Liny 55 A SN) i idll abes o comy audes cpmiaidl L) (s5iess (553 DU
1A (DUl Ly e aigall Jalsall aal (e 35 5KV alatll Aadd adke (g0 Gyl A climel 88 aady L Liayl) 13gd Al
.(Dalati & Alchach, 2018) ) adeil) Cliscsia lislsl a3 aganyss (36 o an
(A Al daals

n i) mgiadl all e dikie dasale lof A b iy 2)49A/0/1 8 Alieus Aaala€ AL Ll daals i
Ry ohad Saals cld dllal daals e ceis (hitps: //www.kku.edu.sa/ar/portfolio/5139) .duagaul) duyall dSleall
DUl (8 laadiy Lad (VY +)5 &S (Y9) e (seign cdullhy Wila (09£30) gai Y404 e\.dl daalall O 2ae alug
& o(https://www.kku.edu.sa/ar Ml cllall desls adse ) dabidall juse dihie Glbilae B )it LalS) e () £)
https: //www.kku.edu.sa/alls @llall Zaals adisa) ik ge (T)9) Cpalagall 2xeg Jguac (£0Va) led Lanyuill dia eliach axe
IS g Lgenals Ly Jia g 5KV aleil) Bpae iy G ¢ g SN aalaill 8 52500 Cilaalad) (g A4 Gllal) daals b
Al dnalay g AN adedll dalee aBse) aYer0 ale Aaalall oW Al dals sslee clah alaaV)
dlh lgaels g SN alaill Jlae (8 80 @hlad) daalall ciiis . (hitps://elearning.kku.edu.sa/ar/node/41 Alls
il Cpalaal) (g clsenlis UK JolS g 70 ey ) Lig o€ dndla ol Apaderl) dylaall (Jugad 3 aSTial 5y ey
lealing S chledl aal e oy zsite o5 S9SN (gine anl b aged Ally "KKUX" daia olails lgald daabiall
cbalall £ISH) 5 ¢ AN aa sbally ¢ Balily BlaY s cplally a8l ey csbaad) (S Ja e 508 1 leaS aall i
A Gl daalaKKUX  aie gige) oy .o gagliilly LVl cllge 5 csaeladly 30laall 3 sedaduad) bl Sasl
.(https://kkux.org/about
Ayl clalaag
adual) ) 5all Alana) el b cdibiaal) daidl) olas )il (e lecase d Blu e o Bl duibale Alls b Qi Lyl -
.(Sary & Herlambang, 2019)
Jua¥l Slaslaall LasloiSs aladiad I sale judiy ccipiV) e a0 Al olaill ddac 58 €-learning  : g SI¥) aladl) -
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apis {% Lig 595 sl (Yl (3 (ad N elall - o1 H gl aTHY allhyg %
(Sary & Herlambang, 2019)alsillg aleill dilee it A d5:S0al) 4530 e dailal)

Ciga (e Baaxiall abailigy ilSady ccanla (e Aaall Jlai¥l Ll 4 Calag calaill ullad e Guna gl zaily Cajey LS
Ay pandlh (Kasy bl deadll b o] 2y e QST el i) gy ISy (g i€Y) ili€ay etin lilly Cilaguy Bygea
Aeill ihagl) Sal) ST 5l e caga by iy yemily aleiall agledll Jlad 8 Lelsl paans Al Hlasiad ail 8 4l
. ( https://www.elc.edu.sa/?q=aboutus Y. Y4¢ g 5N

(Jiang, ddle sagas lehiaas bl il ks lly cdaaalatil) Llaall oy (ailiad (o Blie oo tdpadletl) daddd) 5352 -
.et.al, 2002)

Ciga pan e e sag kel elitall e Bl 5 mllaas g8 0 E-L-S-QUAL : g sy aladl) dard Bags -
-Quality of e-learning service ( Quality=Qual e-learning= E-L service= S) Ll oda

sdafpal) duagia

((09£90) andae allly AA L) Aasls (DU maens Auhall aine Jidh 2y Aubyall o3 3 sl teasl) meiall pladial &
Laie DA e a2 il el e wlly GBI cpeguad Pla (DU A SKIV) A8 Loy Aal) 5 38y Al g il
2y gl leanally ol gaan s g ((BLACKBOARD ) alla cllall aalally paiiead) 35 5SN) aletl 5)l3) ol
Mo S dibinall duahall Glgiedly SV Glaasally GLISH; Glawmadll Cilide e ddlay W (Yod) i il
Adlgde Al oylia) 5 sMlly Auhall die Jie 850 13ag csylaind (YY) Jadaill dallaall clilia)

Lapal) Gunlia g gl 3130

V) gall Al cled Gus cobal D0 Blawy) clae Gim Ay KNI LAWY 8o Guh e duhal gl Glbll) pes &
o S gall e Laty . caletll malinl) (adatl (ggiaally acadill ¢ 55N aball g3 el Jio A sall i)
User axsioall dgals i b slad A puar (3y 35 5N aleill dard Baga Jon ot lly Aldiesall i puiiall Aslan) Al
.Technology luaslsilly (Safety ;LY «Evaluation au@ill (Continent gsiadll «Communication JLa) <Interface
.Overall Students Satisfaction alall COULll L) (lsins gag il paiall Jos en dilauY) 830y G gyall S Lai
2= ) eebadl) R Gulie o Baania 35k Auhall Gl Aalall BlaaY) Al s il 25l e sdle
Gl (e lgis & Auhall cihariad Genlid) gaen o WS cRihaanl) Jalgall sliials L (‘Bads Ghlgl = © 1) " Bads (3hlse
(£Y) 0o 0sSi silly (Y+19) siies amdll o S ok @3 Gebiaal) (po 39 SN aleill Aadd s3sa slad Gl 3 AR
SO Ol il ¢aaiead) dgals LaslsiSl gginall’ 1 gas g SN aletl) Aaxd Bagad Slad Eiw e g e Iy

Sl e lgun Al agh &5 sae .Overall Students Satisfaction plall Ol Laay aolill paiall (b8 3 Ly
.(Parasuraman, et al., 2005; Yang, and Tsai, 2007)
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@ {%Z Lig 105 Aol b (3 o ! alalll - o gl paTpbl p2lhy
g Al s Aulall zigad (V) K&
Bpa¥) AgY) A S By, eV ) palod) e (SEM) ' Al eV olealls dadadll "ppcage poeaclibad) Julad cilslia)
azg. Sainall 3Ll sy Jidail) e Baclesall 6 L)y Lgiigse ) el mayng coDUally maandSg (i) G liae Lelaialy
Dy 7 3saill s laansy z3gaill iy lill) gan & 7z dsall Cilialgal dall a1l lgie gl 520 e SEM iy Julal
Cullallly lal AL Jie el e desane a8 dilan] Lagid (SEM) &bl cValealls dadall " yiatszdgall Joaas
o Ao byl zigal HLAAY aadis b oy pbal) diaty Lelell sl coseid) laatV) A e dilasV)
@shii Al Al e Ly s dalai®¥y Laclaal) alglall &l z3laill Jlatl s AlKe) gy daladialy laadyl cValas
Ll Alaal) dadad gl lidl o cillall Slasy) dolail) dlee (3 Auball sda i) LBaiaeg Baaie Chiie o
bl oda 4 clndl Gn QB lesY Partial Least Squares Structural Equation Modeling (PLS-SEM)

el alasial @3 Auhal) (g i) dlaye b Gy Auhall jslasy Lalall LlauY! Chle sasag zdsall 535a HLas) (s
oAb lgie cclpuall (e 20a) Ao Jilail) 8 malill SLASY) 138 ela Gum .SMArtPLS (v.3.29) lasy) Jiail
Al GsS of papd ¥ Cua il aann Gty Led asbilbiad oY) sl s cUld) Qs Gpwlad 42:)< PLS-SEM
22l dleall dakai o (Hair, & Sarstedt, 2016) Sl z3sall puit Lavie Gl b Uaa b Yy il 530050 bl
JaT slelyay Al lprid) aeai o Wiy cdpelaa¥ly el aslell b Tan dails compal ) Lileany) bl o
ikl 03y .(Henseler et.al 2016) Liadl A6y (o S daed 5ake lglea ALIS cilplas jlasly el elaal (e dbds
& Al aas € &ua (Hair, 2016; Henseler & Chin, 2010) duall (bl 85 pia duhall oda 8 diall i dgia
Ghalll e aedll Dlee zg aladial & Ll el ae LAl saclll ol Gglany Lo g cBajke VYA Liad)
B Ovve ) cliag gs SMart-PLS maliyn duall Jdidiy aladiul Jisi P& o (Process Analysis bootstrapping)
Oualad Gaila PLS-SEM ias ey «adlsl) 8 (2016 « Sarstedt &Hair) yaall elaals dalaid) i) e Jseanll
Internal  uuleall (Guaill (bl dnDlag Ldgally Jalll Glay) didsi Jde giny (gdlly uldll zlsar ani (V)
The process of Sl z3saill ddac (Y) s Consistency, Reliability and Discriminate Validity of the Measures
sl DA (e dgyadll Batlall ) Hhill 5 Wahs DA ey Uyl e & (2016 Hair Jr et al.)model = structural
On iy LEl ClBle et 5 Gz 3saill 18 Bra gae lial ey ade AN @hdgal (e desane anal (ol z i
(YT ) Audall 435Sl i)
The Analysis Results Juail) zili
Reliability Zalae¥! jlre e 3l Guldll z35ai anii sMeasurement Model Assessment  (ubidll il auds 1)
zlig S Gyb plasiul Lolacy) Hlaal & .Discriminate Validity uall Ladlay «Convergent Validity 4u)lial) sl
ald (sl 3 (Smart —PLS) zaliy aladinl xie .Composite Reliability 4.5} dulae¥) «llis, <l Cronbach's alpha
Dline L5l Zalie¥) yied Cum bl z3sal LI BLaY) Adsisn aniil 2lis € W e Yoy A Adgisal) alatiad oy
O el Lalaie V) Gl s ¢ AN GLaY) Adgisal Usiatia Walie i ¢l o S W 15 Y eclld pay Audsisall daedle S
Adgisal) pf calS 13 o Lig S W ARl Gty ole Ui Wyl g dlgisal) (e el ligine ) AoV 2l il )5 0
0.70 ¢ ) Jlie) Sy cind) (e Aadtiall bl b Ly ¢ LAY Gaad) 8 Algiae a3 0.70 ) 0.60 000 4S5l
bl Guanlie Cilajie il s3ga e 1(Y) JSal b L (Sturman, et.al 2017) duay .20
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Smart PLS geliy psiul (ilas Y/ plail] gilii sl
L)l (pulia il (¥) (JS&Y)
o AN alail) dard Baga e & Abiaiall uhall St e JU AR BolaieVly FligS ad e of (V) sl maas
LSy (DUl 48 (gyutia M ALRYL JlatV ] (OlaY] cauil) ¢pasiondl dgaly bl S gginal 1 ag dlad B Jais g
sl aes gl LY 13 Ll el GBS Ll gt ) ASLY L cdlaig cilpiieS cuniad s Aulasy! em
Caladl o ) s oy 3ag Ve i@l ZEY) e ST calS Al VY 50.926 Gn gl b dalsell &
Aaii€ laylas) 5 ) clulall Al Ladlall Jid Ganliall Qs 35 o) LS ¢ 5adinag Agign duhall b Lgalasiad 5
(V) dsaad) PA e IS el alglly (il cilall G (oS Gl Gads ) ebdl) e chludal] e aaie gadl
dawa o b @l g of (Sas 7l z3salll 53 e Ju Las (4.50) o ST el cplall cillagia of 2 (Y) ISall
.( Fornell-Larcker-1981) il L bl

Table (1): Results of Measurements Model — Convergent Validity

4\ dadall — Aahal 7 dgai ciluald il (1) Jgan

gl iy Mﬂl‘: = s b ot kﬂ::?
L . " 3 i w.
! ol _ L 3 jal) ;
Constructs sl TG Loading C"ff Ci?);’{*) sudall
(*) a( AVE
A dadd 53¢ dlay)
pldl 9> - - 0.980 | 0.981 0.549

3 AN

Communic1 0.853

Juaiy Communic2 0.874
Communication | Communic3 0.87¢
Communic4 0.81A
Communic5 0.825
Communic6 0.80-

0.917 | 0.935 0.707

e Safety1 0.827
S“f t Safety2 0.877
arety Safety3 0.808 | 0.893| 0918 | 0.651

Safety4 0.755
Safety5 0.794
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A
@ @ ~Lig 39S Al I (3 (0B 1 moslalll - gl (9l a3l pllBg :@
el Al Geans | B |
S R T F. il et )
Constructs _giall ltems Lol ch.uff 4-5):3‘) edal
) o ( CR AVE
Safety6 0.774
Evalua1 0.793
asill) Evalua2 0.818
Evaluation Evalua3 0.867 0.895 0.922 0.704
Evalua4 0.865
EvaluaS 0.852
Techno1 0.749
Techno2 0.852
Techno3 0.870
L o il
Technology I:$:§ 3:2: 0.940 | 0.950 0.706
Techno6 0.856
Techno7 0.856
Techno8 0.838
Content1 0.829
Content2 0.823
Content3 0.878
§ siaal) Content4 0.860
Content Content5 0.856
Content 0.859 0.957 | 0.963 0.720
Content7 0.874
Content8 0.832
Content9 0.882
Content10 0.789
User.interf1 0.819
User.interf2 0.794
. User.interf3 0.770
U*‘;“;ﬁl:;é’e Userinterf4 | 0.848 |09022 | 0937 | 0649
User.interf5 0.824
User.interf6 0.843
User.interf7 0.737
User.interf8 0.803
Uall S L ) Satisfa1 0.906
Overall Students Satisfa2 0.869 0.835 | 0.901 0.752
Satisfaction Satisfa3 0.824

Smart PLS gealiys alasiuly Slasy) (sl milis Cila i 2l

Notes: F. Loading (*) = Factor Loading, a (**) = Cronbach’s alpha, and CR (***) = Composite
Reliability, AVE= Average Variance Extracted

Dmdll Asal (Wbie a9 Fornell-Larcker jLas nlaasuls Discriminate Validity (giwall 3iall e (Y) Jsaal) eease
alial) ol aa 1N 2z agalll GAY) Gl 5l S g llalil pe paldiions 4 JS G alall Jasal el H3all Ol (o3
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s o LigyeS Mbd&@&,&j‘w\-dﬁt“”&‘ﬂw@\ﬁg Z
e stee (Sgiuse mq,un bl cipgll 28 N Aagiiy J(AVE) el ol Jassial el 3l e (Y) sl
complaall daiy Chastie (e 2y US (g Sl daa

(Discriminate Validity) : sl Gaal)
Discriminate Validity -Fornell-Larcker Criterion * (Y) ad, Js

z 3d g Al
s . sl La e - . . 1 4 as oy an
asiiund) $ Sl Sl La gl gi<3l) il OkaY) Juaiy) PLEARIOYES &) paadall
9 RSN
5452 Alay
0.741 | Aavias
9 RSN
0.841 0.861 Juaty)
0.807 0.679 0.878 o)
0.839 0.732 0.736 0.864 i)
0.840 0.836 0.820 0.733 0.927 L gl gl
LS L
0.867 0.801 0.737 0.831 0.723 0.867 ALt
0.849 0.773 0.768 0.701 0.755 0.749 0.908 g siaall
dgal
0.805 | 0.759 0.770 0.785 0.696 0.732 0.738 0.888 4.,6:)3
JREC]

Smart PLS saliyy alasiuly JSlas¥! Jalail) 55 ¢ jaeadll

* Note: values on boldface are square root of AVE
Ca Al ALy (Al g dgall) adi <Ll
Jaae aladnily LSl Aaledd) dadas Julas Jaad ’Laéj(StructuraI Model Assessment and Hypothesis Testing)
B e Gl (e 80 il A3 aas Y 4 2 3sall 53ga o bSall dale Shdie 2553 Y (PLS) el (grall cilasyal
st DA e (Y )T cggglay) Al Aolae JS 835ag AR = 30aill Bagag oa)la Z3gaill Baga) & zigadll HLEAY Cibigise
(DU g SN L)) il alSl puaiall e Al AalS) piall 535 558 A jray daal) z3sadl NSl Slesall duaal
Ol palad) (Y) 8 JSally colial (7) o) Jganll Hhaill €ais .0.835 dusind) lgiad cial Ally (R?) dalew Gl o5 G
(R?) a3l Jalea (V) a8y Jga .du)al)

A R2 (Constructs) il
S 0.835 Ul ASh Ll

Significant at P**= < 0.01, p* <0.05

Smart PLS zaliy alasiuls SlasVl Qo 305 1 jeadl
Dhead) cOaled T-test (<) chlaay Libasy) duaa¥l :laag duhall AKgh z 35l 5Las) paatl uulbe aladial & cadlgl) b
L})ﬁ;ﬂ} 2\:\&‘ ua;ﬁ d;\ (9 REIR qu- 6:5‘)\.9 .(Rz) z\mt\“ Qb:\ald\ L.éﬁ ‘.?JS!\ U.._al_\:\l\ @.«4}3} k_il.uaA Ler’ CJ}A.\X\ §)A§j c(ﬁ) 'é)ﬁi.q]\
oo < T-value o3 sS5 Cuay Martinez-Ruiz and Aluja-banet (2009) 458l i) Gl g lal &5 cduhall (g5
S Lilany) et ol ¢ Allg ovae) dogiea dapn ¥ e < T-value ded licl Loads ¢ +.0 0 (g5ine e Ligiea 1.65
(@) At Jo Jpaall 5y 00 v v duall Anlas Bale) oladiuls PLS-SEM bootstrapping J) 4u& daha aladiul )0 jlas
"y el Biw Jady Al o SN alaall dend Baga sla) Aiiall cpriall Sled A e Cajall L(Chin, 1998) t-values
dalae e alaeV) &8 cal et COOUall SN Ll e ) aadieall dgals csginall cLaglgi€ll conl) (oY) (Jlasy)
GJ.C alaie ) ?"’ &_u; AT WA a_a‘).\a_mj\ ALu\ (e Jalal ).\:_\S\ i @U\ UA\SE\ ).\:.hd\ Uﬁ @}.\A\ _).\’_\3\ 4.3):.43 T StatIStIC
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aadlanll

g 95 Aol JIb 3 a0 0 el - Jo¥1 ol Tl plilly 2

Iy eyl aah Uy 13s & - ) Lgina 52 Ao &S\ (Significant at P**= < (.01, p* <0.05) N g5
(e 4..\}\:.45\ ‘5&: L_Q_):_\M e.u A_u; c(OOS) izl 4TY Al GFua (3 J:ua\ LL«A.\M“ ayall (SFua cbua il \A\ MLA;\ aya

aéj; JLu\ c_a_).u_ud\

Shaall (f ey sl s A Gy i) DAY il ) sl i) e Ji s el D

S Cpadinall dgals cginall cbagdgsall ¢anl) (oY) cJlay) f oy dadine b A Jedy Slly 9SSV aladll dead
Shad) ety +(0.000) dsine (s5iesn die Lilean] s 525 (15.345) sl 8 T ileas) cl€ (Ol S L)l il il
BT ddlaa] il OOl S L)l ) puasall Y pasiendl dgalss eqssinally cbmsloiall (L) cJlat¥) Syt (e
il jxie (e bl B0 da Wl L Llan] A3 Les s o sl e (£.0AY (FL0)Y (YL T ALVY L (YL YA) gl
((0.05) diginn (gine vie Lilias] JI3 e 529 (V.V4Y) (golod 8 T dileas) cul€ o DUall (KN Lajll il il )

bl s Clalae add (ylaagy (V) a8 JSall5 (£) a8) Jsaal)
Path Coefficients (Mean, STDEV, T-Values, P-Values) luall =lalea (£) a3 g2

a) iV bugia
Sy A 4 ginal) (<) Aiban) HJL:M Ll Original
<l 3 <) Axilas) sl igi . . 3
‘ : & paiiall g cliad)
il il P T Statistics | Standard Sa(renpl Sample z;:ISatLiﬁons) }
(Decision) Values | (JO/STDEV]|) | Deviation (O) '
(STDEV) | Mean
(M)
g plail) Laxd Bagp dlay!
Supported** 0.000 15.345 0.049 0.751 | 0.752 | Léayl <= Jg i H.1
Ol Act)
* Ciacd S L) < Juual
Supported* 0.043 2.028 0.039 0.081 | 0.080 ll H1.1
g oS Lol < ol
Supported** 0.000 8.720 0.044 0.383 | 0.383 " H.1.2
pei ol a0 <~
Not 0.089 1.703 0.041 0.069 0.070 qﬂw, i ot H.1.3
Supported
* Ciash L) < Lol gisall
Supported* 0.039 2.066 0.055 0.113 | 0.113 it i H.1.4
e a ) < g glanall
Supp:::ed** 0.000 3.517 0.043 0.150 | 0.151 liLan At ¢ H.1.5
** s ) <= pidluaal) 4gay
Supported** 0.000 4.082 0.044 0.181 0.180 5 H.1.6
Significant at P**= < 0.01, p* <0.05
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Smart PLS zliy alasiuly Slas¥) dalaill =30 ¢ jaadll
Ll z3galy Jlesall ulad b (¥) JSA
Assessment of Effect Size (2) 5l asa s

O i 13y (sl e v Fo vV e Y G Dseana G 1 O3l len 2 PP aaa 30 s Ja 0
.(Hair, 2016) gl yunad) e cauly of haugia o cJuia Jalaa 580 gl ()5S Altiaall il puiiall
Coefficient of Determination (?) ,ili aas clalaa (0) ad) Jgan
(f-Square of the Endogenous Latent Variables ) f gl 4ialsll 4504l < yial)

Al (f2) 8t Independent Constructs —Adkiwall < yiial)
. (sl 1 A g ay) Ain Jadiy (AN g (A9 SN alail) Aadd 5 g Sla

gl g Bl aaa 0.363 - ] o .
"l oY) ‘&M\ s‘aw\ LVENY L ¢l gagiil)
gy G paa 0.366 Juaty)
gl g il paa 0.381 ey
gl g Bl aaa 0.366 L)
ol g il paa 0.366 L ol gicill
e g sl aaa 0.366 § Sl
e g sl aaa 0.369 pddicial) dgal g

Significant at P**= < 0.01, p* <0.05

Smart PLS zaliys alasials Slas¥) dilal 55 jacadl)

el B Jady g (9 5N aletl) dadd 53sa dlad (e (g5l Jlaall G malsl) e Al sda & A (hag
& (P =10.363) b Cus gy il ans Al ati) dgals cgginal) chngl i€l cauil) (LYY (JLaiY) " a g daina
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