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(LMS)
 

 
 







SERVQUAL
8

   
   





 

Abstract 
This study aimed at examining the difference between the perceptions of 

students and their expectations for the service quality of the learning 
management systems (LMS). A random sample consisting of (290) students 
enrolled in electronic curricula  through LMS at South Valley University. 
This study depended on the idea of comparing the user's expectations and 
their evaluations of the service provided by the so-called scale SERVQUAL 
for Parasuraman in order to measure the service  quality. The scale was 
developed to suit the nature of the study, which is measuring of the service 
quality of  LMS. The  scale  consisted of eight main criteria which are: 
Privacy , User Interface , Fulfillment of service, Personalization, Access, 
Contact/ communication ,Technical Support  and Academic Tracking. The 
results  of the study revealed that there was a  statistically significant 
difference between the mean scores of the students' expectations and 
perceptions on the scale of service quality of  LMS. There was also a  
negative  gap between the expectations and perceptions of the students.  This 
calls  for the need for improving the provided service. The study also showed 
that there was a statistically significant positive relationship between all 
criterea of the scale and the students' perceptions about the service quality 
of  LMS. 

 



Learning Managements Systems
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



Blackboard

Web CTMoodle(Ellis & Calvo,2007:65)


 

       
       

      
 

       
             

           . 
          

      
       )  

    
 

     
        
       
       

  . (Mohrman,2003) 

(Chen & Kuo,2011) 


101



Kano





 


.  

(Wong &  Huang,2011:210)


٤٣



(ASEP) 
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



 







  
 . 




(LMS)



(Paulsen, 2003) 

 
 


)(Samarasinghe & Tretiakov,2009 

(Bateson,1992:301)      
       Actual Service 
     Expected Service    

 "      


(Kabir & Carlsson,2010) 








 

Wang)2012(






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
  

 (Katsidis,2008:23) 






)  


TEI of Crete  

(Parasuraman et al.,1988:15) 
 

 

(Buttle,1995)
Ecepectation  )E(Outcome )O(

 )(O)E(
 

 
      
     

  Parasurama


        
          
      


)LMS(


)Moodle( 















٤٥



(ASEP) 


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٥١  




          
  

 
 

 
  
 

 
 

 
 
 

 
 

 
 

 
      

    
 . 
          

      
. 

 
 

           
      

 
 
 (SERVQUAL) Service Quality

(Crosby,1984)
(Bateson,2001)

 






٤٦



(ASEP) 



  

  
      

  م٢٠١٤.. نوفمبر  ..الخامس والخمسون العدد 

٥٢  


(Angelova,2011:240) 

SERVQUAL


 .(Parasuraman et al. ,1994)  
(Lewis & Mitchell,1990:14)

 
     

        
 





  




James,2008)( 

(Parasuraman et al.,1988)
 

 Tangible  
      

. 
 Reliability

         
     . 

 Responsiveness      
         
       

   . 
 Assurance


.  

  Empathy     
 


(Parasuraman et al.,1988) 

 (Zeithaml et al.,2002:361) 
 
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 Information availability and content


 
 Ease of use

 . 
 Privacy/security

 
 

 Graphic style
 . 

 Reliability
 

 (Hongxiu, Yong and Reima,2009)


 
 . 
 

  
   

 
 


 

 
 

 
 

  
 
 

 
 

 



  (Yang, Jun and Peterson,2004)


  



٤٨



(ASEP) 


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٥٤  

(


 
 

 

 

 

 

 

 

 

 

 

 

 

 

  (Hongxiu,Yong, 
Reima,2009)  

 









 (Alexander & Golja, 2007:22) 
(Argüelles, Callejo and Farrero,2013) 

 
 


 


 

 
 

  توقعات المؤسسة الالكترونیة
  
  
  
  
  
  
  

 توقعات المستخدم
 

  سهولة الاستخدام
  الموقع تصمیم

  الامان

 الموثوقیة

 النظام اتاحة

 الاستجابة سرعة
 التعاطف

 الخبرة

 الثقة

 

جودة الخدمة 
  الالكترونیة
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 
 

 
 

 (Wong & Huang,2011:211)
 

 Service quality SQ)( 
 (IQ)Information quality

 
  System Quality(SYQ)

 
 Perceived Useful(PU)

 
 Perceived Involvement(PI)

 . (Wong & Huang,2011)  

 (Al-sabawy,2012) 
 E-learning Service Delivery Quality




 

(Al-Mushasha &  Nassuora,2012 
:1475)


  


LMS





LMS

(Alexander, & Golja, 2007:30) 




وكالفو زمن الي ويقترح كل(Ellis & Calvo,2007:66)  أنه عند محاولة
وسرعة المتصفحات دارة التعلم يجب اختبار مدى توافق البرامج وتقييم نظم إ

ضافة إالاستجابة لعمليات استعلام الطلاب المتعلقه بالامور التقنية 
LMS


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(Penna & Stara,2008)



LMS




 
  :Research Model 

LMS 
 Privacy


 

 User Interface


 
 Fulfillment 


 

 Accessibility
 

 Personalization




(Clark &  Mayer,2008:171) 

 


 
 

 Contact/ communication 


 
 Technical sport




 
 Academic tracking

feedback


 
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 
 




 
 

    
    

    
    

    
    
  

  : 
        

     
    

 
   

  
(Zeithaml,Parasurarnan and Malhotra,2002:370)(Parasuraman 

et al.,1988)    
(SERVQUAL)   Parasurarna 

  

  

    

 

 

  

  

   

 

Expectation
s

 

Perceptions 

SERVQUALul  
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(ASEP) 



  

  
      

  م٢٠١٤.. نوفمبر  ..الخامس والخمسون العدد 

٥٨  

– (P-E) 

           
       




 
 

 
  

  
  





. 

 
 


 
 Structure Validity



 

 
     Sig 

 *    
 *  
 *   
* *  
 *  
 *  
 *  
 *  

* 


α

 
  Reliability

Cronbach's 
Alpha Coefficient  
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(ASEP) 


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 
 Cronbach's Alpha 

  
  
  

  
  

  
  

  
  








 

 












 

 
ScaleLikert


 
 

      
      


 

( 







 
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
(P-E) 

 
Perceptions 

Average 

 
Expectations 

Average 
 

     





 Pr

iv
ac

y
 




     
     
      

    
    Average 
     











 U

se
r 
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     
     
     
    Average 
     










 Fu
lfi

llm
en

t   


     
     
     
     
     Average 
     






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






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     
     

     
    Average 
      








 Pe

rs
on

al
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za
tio

n
 




     
     
     
     Average 
     







 C
on

ta
ct

 



     
     
     
    Average 
     








 T

ec
hn

ic
al

 
Su

pp
or

t
 




     
     
     
     
    Average 
     














 A

ca
de

m
ic

 
T

ra
ck

in
g

 

     
     

     
     
    Average 
    Overall average  
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 

 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

  Wilcoxon
 

 

 N 


 
 Wilcoxon 

Z  


- 
 

 
Negative Ranks 

a  

   

 
Positive Ranks 

b  

Ties  c  
Total   

> 
< 
 





 




 
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 

 
 





 

 
 

 





 

 
 

 





 

 Correlations 

 
Spearman's rho 

 
Privacy 

 
 

** 

Sig  

N  
**. 

 Correlations 

 
Spearman's rho 

 
User 

Interface 

  
** 

Sig  
N  

**. 

 Correlations 

 
Spearman's rho 

 
Fulfillment 

 
 

** 
Sig  

N  
**. 
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 
 

 





 

 
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 Correlations 

 
Spearman's rho 

 
Accessibility 

 
 

** 
Sig  

N  
**. 

 Correlations 

 
Spearman's rho 

 
Personalization 

 
 

** 
Sig  

N  
**. 

 Correlations 

  
Contact 

 
 

** 
Sig  

N  
**. 
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
 

 
 

Correlation Coefficient Sig. (2-tailed) N 
 **   

 .**   
 **   

 **   
 **   

 **   
 **   

 **   
**. 

 Correlations 

 
Spearman's rho  

 
 

** 
Sig  

N  
**. 

 Correlations 

 
Spearman's rho  

 
 

** 
Sig  

N  
**. 

٥٩
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٦٥  

 
 


 

 
 

  
 
 





 

 





 )Al-sabawy,2012(


(Al-Mushasha &  
Nassuora,2012)

 










 (Shahin,2005)(Ellis, 
& Calvo, 2007)    

. 
          

           


(Chen & Kuo,2011) ؛Al-sabawy,2012   (Katsidis, Anastasiades & 
Zacharopoulos, 2008)  



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 

. 
 

  
     

        
       

. 
        

    
  

. 
 

  
 

       . 
 
 

 
arabic/researchProgram/.../r29drZiad Barakat . pdf www.qou.edu/ 
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