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Abstract

Egypt is seeking to accelerate comprehensive and sustadleadellepment and to achieve higher growth
rates for the interest of all classes and categariesociety. According to what was published in
1/7/2013 by the public association for adult education AEAhatimformation and decision support
centre in Egypt; 14.9% of population in age between 15 and 35 giehare illiterate. Here, we have to
ask:" How a society where 14.9% of its young working power terdite can execute the mentioned
adopted strategy of development?!"The Egyptian young workawer is poor educated due to the bac
education system ranking 131 out of 144 in the world. Therensed for a good High Educational
system, affordable to those who does not have the appyrto leave there jobs, from where they gain
to live, in order to have a good education to improve tlwaras life, and help them being part of the
required development. Making benefit from the technakllgievolution and the excitement and passior
of using it, can give the chance to offer an E-learningiserthrough which a human development
could be achieved. Then, strategies could be well adoptedptove society. In Organizations; Total
Quality Management (TQM) has become most widely usecagenent acronym and is considered as
the buzz word in the management practices, keeping an eyetaits. TQM is mainly concerned with
continuous improvement in all work, from high level stgidgplanning and decision-making, to detailed
execution of work elements on the shop floor. On theroti@and, Enterprises find ways to set
themselves apart in the hyper-competitive global marketptacapplying e-service. E-Service may
provide the greatest return on investment (ROI) and Betfotindation for adding and integrating other
E-Business functionality in the future. Customers caneaehihe service through web page without &
need to any help or support at any time. E-service and Totalyqoehagement (TQM) seek for same
goals, but from different perspectives. Now, what if an wiggdion offers an E-service while applying
Total quality management (TQM)? Hoping to achieve a gooddafde High educational E-learning
system, it was decided to stud¥he Implications of applying TQM on E-Learning in Egypt”. This

is for the great impact of the E- learning quality on ¢deication as main national issue in Egypt. E-
Learning was implemented in the near past few yearg)jghrbimited programs in national Universities,
and the Egyptian E-learning University established in 2009. ThétQuomnagement were also taken as
essential of management in the higher educational iregtithiere. This research take a track to sugge:
Total Quality management Model to improve E-learning servifferaml in one of the Higher
Educational Institutes in Egypt. The suggested e-learning Mardphasize that the eight elements of
TQM were engaged in the Baldrige criteria framework. Qudaiinction Deployment (QFD) the main
tool of evaluation of all the processes. The ldea of tludehis to use Quality function Deployment
(QFD) to translate and plan the” voice of the customer” into the quality characteristique of the service
before enter the market. QFD analyse the client’s requirements,define how each requirement will be
satisfied by the service,organize the needs,illustratedlagionship between the requirement of the
customer in the market and the needs to fullfil them. fEsalt will be transmitted to the leadership
Management,who will deploy the quality ,and apply the eightalTQuality Management Principles
going through the seven categories of the Baldrige Crit€ha. result of all the model phases shall
affect the learner through the afforded high quality &+fag service. The high qualified personnel
educated through the high quality E-learning system, will affexsocial culture and environment from
where comes the “voice of cutomer”, to be analyzed through the QFD, to the leadership management,
and the improvement cycle continue.The suggested E-leasengce Quality Model represents
required emerged recognised set of procedures for validatumality framework.
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Chapter one

Overview

1.1 Introduction

Total Quality Management is a description of the culturetudti and organisation of a
company or association, that attempts to provide customdrpmitiucts and services that
satisfy their needfDahlgaard,Kristinsen and Gopal K. Kanji, 1998)is a management
approach created in the 1950’s, and has gradually turn out to be more popular since the
early 1980’s (Blackmon, 2005) It becomes the most widely used management acronym,
and considered as the buzz word in the management pradigcesltiire requires quality
in all aspects of operations, with processes being donethigHirst time, and defects and
waste eradicated from operatiafisashmi, 2010) Total Quality Management is a method
by which management and employees can become involved en coimtinuous
improvement of the production of goods and servi{gessal Talib,Zillur Rahman, M. N
Qureshi, 2010) It has been well accepted by managers and quality practiti@asees
change management quality appfo&rumugam et al., 2009)t plays a vital role in the
development of management practi¢esajogo and Sohal, 2003; Hoang et al., 2006)
Many researchers asserted TQM as an approach to impifecéveness, flexibility, and
competitiveness of a busine® meet customers’ requirements (Oakland, 1993)as the
source of sustainable competitive advantage for businessisatjans(Terziovski, 2006)

as a source of attaining excellence, creating a riggtttfime attitude, acquiring efficient
business solutions, delighting customers and suppliergMthianty and Behera, 1996)
and above all as a source of enhancing organisational parfoenthrough continuous
improvement in organisation’s activities (Claver-Cortes et al., 2008; Teh et al., 2009).

It has been well accepted by managers as the sourcetaihabte competitive advantage
for business organisatiorfahlgaard,Kristinsen and Gopal K. Kanji, 1998)ow, with
the great rapid improvement of information technology world where many E-busirnes
applications are fast becoming commodities, enterpfisdsvays to set themselves apart
in the hyper-competitive global marketplace by applying eBdse (Alex
Douglas,LindsyMuir and Karon Meehan, 2008)is in this new arena that real customer
loyalty is created(Alex Douglas,LindsyMuir and Karon Meehan, 2003or many
companies, E-service may provide the greatest return @stment (ROI), and sets the
foundation for adding and integrating other E-businesstifumality in the future(Jinli,

Establishing Quality Assurance Systems for, 2009)
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In an E- service solution, Customer entry into sergiganization is achieved by means of
a service web page creating a new level of support, leve(ianual, 2003)Through the
service web page the customer can transact servicedredatesn a “self-serve” manner.
Customer self-service offers a true 24x7 support structureseiorice transactions and
problem resolution. Customer self-service functions incladeumber of the traditional
service functions that are straight forward and efficiemeanwhile The Total Quality
Management Process is the attention and control that be given to all features of a
product or service to ensure total customer satisfactionaddition to the obvious
characteristics; such as form, fit, function, andatality (Baklizi, 2007) The Total Quality
Management Process involves maintainability, storabilppearance, ease of application,
end use of a product or service, efforts to accomplishr-dree documentation and
systems, and countless other aspects contributing t@wbeall value to the internal
operations or the external custom@iex Douglas,LindsyMuir and Karon Meehan, 2003)

1.1.1Personal Background to the study.

Being the first employee hired at the Cairo Campus ofAttab Academy for Science,
Technology and Maritime Transport (AASTMT), made theeagsher in the Market of the
High Education in Egypt since 1998. She could know the rullesvied in Egypt, and how

this business is working; its strengths, weaknesses, andtopipes.
1.1.2Researcher Interest in TQM and E-learning.

TQM was applied at the Arab Academy for Science, Techyodmgl Maritime Transport
(AASTMT) since 1996, when the Productivity and Quality Instittde been established.
The researcher was the first to work in applying the 1SO 900liremgent in High
educational system offered at Cairo Campus. Also, shdramsthe few employees using
the internet and e-mails to correspond with diffepartments’ managers to accomplish
the work, since she was responsible for managing alletheational and managerial
affairs in Cairo Campus during the period from 1998 to 2004. Téieess in using the
online correspondence convinced her that E-learning is the piammof the Higher

education system.
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1.2 Research Problem:-
Between the Total quality Management and the E-service afiphs, common goals
arise. Both seek for improving customer satisfactiond @noductivity, through
decreasing cost$aisal Talib,Zillur Rahman, M. N Qureshi, 201®ut, what are the
implications of applying Total Quality Management (TQM) ong€érvice? This is the
aim of this research. E- Service is an umbrella terms@vices on the Internet. It
includes E-commerce transaction services for handling ordiders, application
hosting by application service providers (ASPs) and any pmgesapability that is
obtainable on the Wefikavous Ardalan and Marist College, 201@)also includes the
“E-learning” service which considered automation perspective of E- services. In this
perspective, the Eervice shall be labeled as “online” if the processes under the E-
service are fully automated (electronically enabled) andineego manual interaction;
or, “partially online” if the service requires manual / offline interaction (whefhem
the service provider or from the end customer) at som# pathin one or more of the
E-services processéstrategy, 2000)E- Learning service becomes a promotion to the
next level of education. And it is the education level wihgproves societies.
Therefore, the core of this research is “The implications of applying Total Quality

Management on E-learning in Egypt.

1.3 Field of study
1.3.1 Social Field

To conduct a research we should chose a field where resuitsnake difference, and
achieve developmenBlackmon, 2005) The most communities in need to development
are the developing countries. According to the World Bank IMF-UNDP reports, the
human development rank of Egypt, remains low comparedato/ rdeveloping countries,
due to the high population rate there. The thing which cosrefferts made to improve
various aspects of human development over the lesst tthecades. Development gains in
Egypt vanished, and country's limited resources were put unelesype to provide public
health and education for an increasing population. The dvBdnk and IMF-UNDP
published many reports about the human development (HDRR90, the HDR focused
on development of the people for the people and by the adlopl 996, the HDR focuses
on the theme of poverty, where it concluded that 23%ggpians lived below the poverty
line. The 1998/99 HDR focuses on education from human develdperen Then, in
2000/01 it was focused on the theme of globalization. It loakeBgypt's position in

technology and information-led globalization, humapitz issues and environment and
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sustainable development. The 2002/3 and 2004 focused on the deaioma and the
last Human development report in 2005 proposed to policy makeesv pro-poor growth
social contract and a vision for Egypt until 2015. Thig l&port explores alternative
scenarios that give numerical and time bound targets &b the basic requirements and
aspirations for Egypt's less privileged for a better lif@roposes and calculates the cost of
pro-poor quality education for all, pro-poor health insurance aigr a target social
insurance programme, and an integrated package of incomestsaastl service access for

families in extreme povert{George kossaifi and Halla Shafey, 2006).

A report published in 2008 by the information and decision suppattein Egypt, where

it was claimed that Egypt is seeking to accelerate cdmepmave and sustainable
development and to achieve higher growth rates for theesttesf all classes and
categories of society. Egypt will adopt a comprehensnategyy for development, focusing
on the following:

a- Liberating Egyptian economy, to comply with marketchanisms.

b- Enabling individuals to invest and work and encouraging iivéstand innovations.

c- Developing and organizing human resources administratiomaximize returns of

development.

d- Attracting and employing investments for building the cajagsilof material economy.

Achieving development and providing job opportunities.

e- Considering the social aspect of transformation asidtag marginal and poor people
by society.

f- Ensuring justice and equality for all citizens and providaggal opportunities to all

people(making, 2008)

And according to what was published in 1/7/2013 by the public associatioadult
education AEA at the information and decision support centrigégypt; (AEA, 2013)
14.9% of populationn age between 15 and 35 years old are illiterate. Here, wetbave
ask:" How a society where 14.9% of its young working powdlitesrate can execute the

mentioned adopted strategy of development?!"

When thinking about all the previous given data, arise the dfiéaving an easy access
way of high quality learning, affordable to those who doeshawe the opportunity to
leave there jobs, from where they gain to live, in ordehdge a good education to

improve their social life. Making benefit from the teclogcal revolution and the
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excitement and passion of using it, can give the chamaeffér an E-learning service
through which a human development could be achieved. Thategés could be well
adopted to improve society.

The importance of E-learning in Egypt comes from the fiaat, the e-Learning initiative
will primarily upgrade the local corporate culture and suppuet private sector driven
economy. It will enhance workforce performance through lgigality, practical, state of
the art e-Learning and human resources developmenttiastivn accordance with the
government and business communities evolving needs. It praride Women

Empowerment.

Therefore, the field of this research has been chdsengh one of the National Target in
Egypt as a Developing Country. This field is “The High Educational Institutes in Egypt’,
where the e-service were implemented in the near pastyéass and the Quality
management were also taken as essential of managem#érese institutes. Thus, our
research is mainly meant byThe Implications of applying TQM on E-Learning in
Egypt”. This is for the great impact of the E- learning quality om ¢ducation as main

national issue in Egypt.

1.3.2 Educational Field:-

1.3.2.1 Higher education in Egypt
According to what was published by the National Tempus Oftiffce, 2014)the higher
education system in Egypt is made up of 18 public universitigsmare than 2.4 million
students, 12 public non-university institutions, and 15 privatditpnaking) universities
providing technical and professional training. Of the 12 non-usityeinstitutions, 8 are
two year upper secondary-level technical institutes (MTI) faur- or five year higher
education-level technical institutes. Those are joined by driate (profit making)
institutes giving the same type of education. There is i@ 63.000 teaching staff in the

Egyptian higher education system.

Non-university education is offered by industrial, comméreiad technical institutes that
provide two-year courses leading to diplomas in accountaecyetarial work, insurance,
computer or health sciences and electronics. Technicaatglischools provide five-year
courses leading to advanced technical education diplomas imeamal, industrial, and

agricultural field§George kossaifi and Halla Shafey, 2006).
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According toEra watch Country report 201dbout Egypt. There are three bodies for the
governance and control of higher education in Egypt: thesttinof Higher Education,
the Supreme Council of Universities (SCU), and the CeAdatinistration of Al-Azhar
Institutes. The Ministry of Higher Education has jurisidic over higher education through
the supervision and coordination of all post-secondary educaplanning, policy
formulation, and quality control. It also oversees teatfaning for basic education. The
Supreme Council of Universities, founded in 1950, formulatesotrerall policy of
university education and scientific research in universiia$ determines the number of

students to be admitted to each faculty in each university.

Supervision and administration of the Al-Azhar higher eadioo system is the
responsibility of the Central Administration of Al-Azhdnstitutes. The latter is a
department of the Supreme Council of Al-Azhar, responsdalehe development of the
general policy and planning for the propagation of Islamiwceiand the Arabic language
throughout the Al-Azhar higher education syst@BA, 2013).

Since 2002, Tempus programme (Trans European Mobility Prograimméniversity
Studies). Includes FAQ, applicant information, events ahdrat has played an important
role in Egypt, with most of the Egyptian Universities m#pating in a total of 64 Tempus
projects (52 JEPs and 12 SCMs). The subject areas were: amdaRegional Planning,
Microfinance, Health Care, Open and Distance Learning, feamo Studies, Engineering
and Technology, Electrical Engineering, Chemistry, BleeRistry, Cultural Heritage,
Pharmacy, Translation and Interpreting, Management angingss, Information
Technologies, Interdisciplinary Studies, Mechanical Ergjiimg, Medicine and Surgery,
Tourism and Leisure, Physical Education, and Bioldgffice, 2014)

Tempus has had a strong impact on the Higher EducatioterBym Egypt. The
programme was very timely to accompany the implementatfotme Higher Education
Enhancement Strategy that was introduced in 2000 and revised, twi2002 and 2004.
The main objectives of this strategy were in line with thigectives of Tempus

(modernization of curricula, Introduction of Quality Assuramceligher Education, etc.).

Although the direct impact of Tempus projects on the Haggtigher Education system is
not directly visible, the program’s long term involvement in the country and the

introduction of competitiveness in Higher Education haeen the main direct outcome
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One of the main elements of impact of Tempus in Egyphésintroduction of quality
education through partnerships with EU member states irrehffelisciplines, with more
than 170 IMG grants awarded to staff members from Egypt. Sunebchanism was one of
the most demanded in the country, and shows the intdr&gyptian staff members in
retraining and building bridges for cooperation. Many JEP pojédroduced new
concepts and programmes in the education system and weidezed as self-sustainable

success stories for the modernization of Higher Educati&gypt. (office, 2014)

1.3.2.2 Total Quality Management in Egypt:-

Total Quality Management is only applied as a general mareaggonocess required by
the Council of High Education in Egypt in order to accréut overall offered education
by the Institute. Established in 2007 by a Presidential Detltee\ational Authority for
Quality Assurance and Accreditation in Education (NAQAAEs accrediting body for
all Egyptian educational institutions (higher education, preeassity and Al-Azhar
education). NAQAAE main goal is to support Egyptian educatiorstitutes by fostering
their quality assurance practices. National Quality InstilutEgypt established 2012 to
Introduce Training and qualifying programs in addition to consoiia certification to
individuals on all levels in Quality, Environment, Safetyar®lards assessment and the
activities related to these fields. Provide consultamyices, academic and technical
studies to all sectors. Assess Service Providersdoring centres in fields of qualifying,
training, consultation, conformity assessment anchalbictivities related to it according to
set indicators in this respect. Carry out Studies arehrel in different fields of quality.
Proposing, and developing methods of motivation to adoptgtimlity standards and
criteria and to comprehend with rules and regulationgfhical practices in industry and
trade. Coordinate and cooperate in exchanging expertibeMinistries, Organizations,
Universities, and National and International bodies, signmutual agreements, protocols
for cooperation and aiding decision for individuals, producéind service units in quality
field. Cooperate with Institutes, Universities Educationajanization nationally and
internationally in the field of studies, research, ifieation and professional Diplomas in
the field of quality. Sponsor public associations and orgéions working in different
fields of quality and encourage the establishment of publ@enghiconformity assessment
and standards users union according to internationaliariteensure spreading awareness
to support national & international trade. Join membership ofilaginminstitutes,

associations and organizations regionally and interratornterested in the field of
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quality including twinning with similar institutes. Hold Seminars, @oafces and
publish printouts, professional periodicals in the fieldjoélity to expose the community
to the latest knowledge and the new results of scierdifidies and research nationally,
regionally and internationally. Design Work Plans for d@wenent and continuous
improvement in quality requirements and criteria which cosspWith the international
new aspects. Design work programs supporting the capabilit@eduction and service
units in the field of Quality. Monitor and follow up indicatoie implementation of
quality programs, activities and compliance assessmergrémtuction and service units.
Follow up the binding of implementing ideas ownership in télel fof quality and increase
the awareness for the importance of quality and itseamphtation. It awards Professional
Certification, for those working in the field of qualitynda conformity assessment
(Eldesouki)

1.3.2.3 Culture in High Education in Egypt with reference to both pblic and private
Universities.

Inji Mounib, a Consultant of Crisis Management aRdblic Relations.Claimed in her
article in dailynewsegypt.com published the 8 of March 20that it all started with the
illusion of soealled “Public Education”. Late President Nasser got this ultimate dream of
making higher education available and for free just fory@ree. Consequently, each and
every citizen obtained the right to join university and gerolled in one of its different
faculties only based on his academic records at the ertofidary school. From the age
of the primary school, the dream of the university, fnesiy restricted and only for
privileged and genius ones, became a real opportunity justvieryone. Unlike most
developed countries and even unlike the common rule priat366s of last century, the
academic degree became a must-have within the Egyptiagtys@cid a sign of social
respectful status. Your academic records dictate your sname choices and not your
desires, talents and aspirations. You wish to be an a@dyugiou turn to become a doctor
with your high records in Thanaweya Amma (Egyptian Baccadda). You will neither
realize your dream, nor manage to cope with your plannedefiposed on you by law.
The fact remains that higher education is not a musg:htall depends on the choices the
individual makes for his life and future. This dilemma resuii¢d a total dramatic social
chaos. From one side, the large number joining, annuadyhitther education universities
and institutions led to a quasi loss of credibility and inciypdo invest in quality. The
quality of the public universities is dramatically fallingyigig birth to the increase of -

private universities and colleges that are not necessdfdying good or better education.
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However, they are offering another opportunity for highegtucation and, most
importantly, opening a new horizon for outstandindlwewarded business opportunities.
Nothing wrong with the model, yet, the devil is in details. Tdiesis lies in the
implementation not in the concept itself and the objestibehind it. It is not always
comprehensive; it is still emerging, mostly underdevelopebjective and very individual.
Subiject to the full command of the P&L indicators, educatmmch is supposed to carry
on human interests and pure abstract seeds turned intisiess opportunity with an
owner on the top seeking the lowest costs, the higheshrahar judging quality his own
way. (Mounib, 2014)

1.4 Research Objectives

The objectives of this research can be summarizedlas$o-

1- To evaluate the relationship between total quality managemdri-d.earning.
2- To evaluate the E-learning as an E-service provided in Bdyftational Institutes

in Egypt.
3. To analyse the implications of applying TQM on E-learning ighHEducational

Institutes in Egypt

By analysing the implications of applying TQM on E-learning in fHigducational
Institutes in Egypt, Universities can move in parallel in tigieg E-Learning while
applying the TQM of such newly developed services on thengtteiVe can have an
overview about how to go forward for improving E-learning serwidgch will lead us to
how to expand the market, to have more satisfied custamedrscrease the profitability.
Using Total quality management techniques such as Quality furd#gloyment, the eight
total Quality Management principles, and the seven Baldrigeeria for business
excellence, will offer a recognized set of proceduresddidation of quality framework of
E-learning, which enable universities to expand their markatesby providing high
guality more satisfactory E-learning service. The mogiortant of all is offering a high
guality E-learning service, following the quality standards che&lated process, can give
an opportunity to have a new educational system affordala people who do not have
the chance to get a good formal education, especially irde¢keloping countries like
Egypt. This can have a great impact in improving the spaiadeveloping countries.

1.5 Research Questions

Based on the research objectives, the extensive litenavev, seven research questions
have been proposed. They are listed as follows:

Question 1: What is TQM?
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Question 2: What is overall business performance within TQM?

Question 3: What are the effects of TQM implementatioroeerall E- Learning service
performance?

Question 4: To what extent TQM is applied in High Educatiémstitutes in Egypt?
Question 5: To what extent the E-learning service is applietigh Educational Institutes
in Egypt?

Question 6: What kind of TQM implementation model should besldped in order to
guide High Educational Institute in implementing TQM inlEearning service?

Question 7: How can this TQM implementation model be dematestin practice?

1.6 Hypothesis

Based on the empirical research findings, the folmwiypotheses were proposed:

1) TQM implementation has a positivéfet on staff member’s satisfaction.

2) TQM implementation has a positive effect on E-laagrservice quality.

3) TQM implementation has a positive effect on Studertisfaetion.

4) TQM implementation has a positive effect on strate@ducational Institute
performance.

5) Staff satisfaction has a positive effect on E- by service quality.

6) Staff satisfaction has a positive effect on Studatigfaction.

7) Staff satisfaction has a positive effect on stiatEgucational Institute performance
8) E-Learning service quality has a positive effect on stiusktisfaction.

9) E- Learning service quality has a positive effectstnategic Educational Institute
performance.

10) Student satisfaction has a positive effect on sgfiatd&ducational Institute

performance.
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(Figure 1-1) Suggested theoretical model of TQM implementation andadver
High Educational Institute performance

1.7 Research methods

One of the fundamental building blocks of TQM is perforneanteasurement, which is
recognised as an important factor by some researchers wpemmg ago(Phusavat,
Anussornnitisarn, Helo, & Dwight, 2009T his factor includes financial and non-financial
indicators (Wilson, Hagarty, & Gauthier, 2003)According toPhusavat et al. (2009)
performance measurement can be considered as a sighiféctor in failure and success
of each quality effort of the organization. Seven reseguestions and ten hypotheses
were proposed to re-validate the TQM practices. The adopfi@a theoretical model on
TQM and E- Learning service High Education Institute perfoneamould help managers,
decision makers, and practitioners of TQM in better umdeding of the TQM
implications and to focus on the identified practicescaifig E- Learning service.

Seven research questions and ten hypotheses were proposedaiaate the TQM
practices. The adoption of a theoretical model on TQM Brn Learning service High
Education Institute performance would help managers, deaisakers, and practitioners
of TQM in better understanding of the TQM implications amdocus on the identified
practices affecting E- Learning service. According to whahéntioned, and based on the
above hypotheses, a theoretical model of TQM implenientaand overall business
performance was suggested in the figure below. The links befi@®himplementation,

staff satisfaction, E- Learning service quality, studenisfe&tion, and strategic High
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Educational Institute performance are incorporated in angles model. In these
hypotheses, TQM implementation is an independent variahte staff satisfaction, E-
learning service quality, student satisfaction, and strateiggdhy Educational Institute
performance are dependent variab{@avid, 2011)

The literature review is conducted to identify what TQM igl amhat overall High
Educational Institute performance is. Through the liteeataview, we could answer the
first three questions of this research: - what are TQM dVverall business performance
within TQM, and the effects of TQM implementation on @l E-learning service
performance. We could answer the fourth and fifth reseQuestions through the results
of a Pilot Survey: - To what extent TQM is applied in Higducational Institutes in Egypt,
and to what extent the E-learning service is applied irhHiglucational Institutes in
Egypt?

In this research a new model of management is develgped-igure 5-8 in chapter five)
The voice of customers is the main source of infolwnasupplies, to help in offering a
new high quality E- learning service. A combination of total ipp@hanagement tools is
used to work in harmony to form the new suggested model whitllways provide a
continuous improvement. A case study is used to provideciqaiexample of using this
model in practice.

The research strategies adopted in this study can bectélased as approaches of
guantitative (a questionnaire survey) and qualitative invegiigmt(a literature review,
structured interviews, and a case study). The reseaetiooh chosen for this research is
the empirical method. It is based on certain hypothesting through field experience to
see the impact of the independent variable (TQM) to tperent variable (E- Learning
Service). The results of empirical research havenifsignt honesty and trust that

outweighs other researches.

1.8 Plan of the study

In this researclve survey the implications of quality on E- Learning Servitéligh

Educational Institute in Egypt.

First: - by analysing it’s associated measurements items: The main dimensions of E-

Learning service quality. (Alex Douglas,LindsyMuir and Karon Nae 2003)

1. Privacy / Security (protection of personal informatiosk of fraud and financial

loss)

27



o > DN

Information quality (the suitability of the information to the student’s purpose)
Ease of use (Effort of the end-user in using the website)

Graphic style (Presentation of graphics and text on thsived

Fulfilment (to how extent the website is reliable anghoesive. The extent to

which the site’ s promises about knowledge delivery are fulfilled)

This can be clearer in the following Table:-

(Table 1-1) The main dimensions of E-learning service tyuali

Dimensions
of E-Learning
service quality

General Description

Measurement items
for the service

1| Privacy /Security

Safeguard the confidentiality of
interactions. Privacy and authenticity g
the exchanged information has to be
ensured by considering Public Key
Infrastructure (PKI) and Secure Socke
Layer (SSL)

1-Summary and detailed
reports to track certificate
lifecycle.
2-Customisable enrolment
pages for users to reques
renew and revoke
certificates with multi
lingual support.
3-Audit trails to help
manage SSL certificates
across the enterprise
4- Delegated administratio
to manage certificates,
security and configurations
5- customer support

) Information
Quality

Provide Intelligent, contextual responsg
to all students’ inquiries within a specific
time frame.

1-Time between the
enquiries and responses.
2-Types and Numbers of
enquiries

3 Ease of use

It must fit the existing technical
infrastructure, be able to runin a
multitude of environments. Simply, we
have to be sure that the students and g
are able to communicate easily

Number of users

Graphic Style

It has to contain features that allow
configuring overall response ‘“hierarchy”
to respond in a coordinated
comprehensive fashion. These featuré
include partitioning of the rule sets,
automated learning and efficient handli

of multiple languages where necessar

1-Number of users
2-Number of access time
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Dimensions Measurement items
of E-Learning General Description for the service
service quality

It has to provide quick answers not on
quick responses
Reliability Recognising the best sltnt’s need
instantly and give it preferential
treatment.

1-Number of users
2-Number of access time

1-Number of users
2-Number of access time
Respond with the necessary informatic 3-Time between the
to formulate an intelligent response.| enquiries and responses,
4-Types and Numbers of
enquiries

Responsivenesg

Second - Using Quality Techniques and tools to examine E-Learning Serviceyquali
Because we need to identify the implications, then the gem@ot should be measured.
Therefore, Quality function deployment is the chosen todie used in examining E-

Learning service quality. (Press, 2001)

1.8.1 Quality Function Deployment (QFD) is:-

Understanding Customer Requirements.
Quality Systems thinking, psychology and knowledge
Maximising positive quality that adds value

Comprehensive Quality System for customer Satisfaction

o r w DN E

Strategy to stay ahead of the game

In order to use Quality Function Deployment (QFD) we have to:-
1- Identify the e-service type.

2
3
4

5- Build a house of Quality to assess the needs of custornengtie offered e-

Identify the internal and the external customers

Collect the internal and external customers voices

Document Customers requirement

service.
In this research, based on the proposed hypotheses,oeetited model of TQM
implementation and overall performance was suggested abo{€ig. 1) The Links
between TQM implementation, Staff members satisfactionl.earning service Quality,

Student Satisfaction, and Strategic management perforraamaecorporated in one single
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model. TQM implementation is independent variable. E- Legriservice quality, staff
member’s satisfaction, student satisfaction and strategic management performance are
dependent variables. By using Quality Function Deployn(i®@fD) tool, we measure the
implication of TQM implementation on each dependent eiaThen, by analysing the
measurements we get, we conclude the implication of applying DQNE- Learning
service.

In order to do what is mentioned above, Interviews td&eepwith board of director, Staff
members and students. This has the target of examining énealloperformance of the
service. Thematic analysis used to analyse the resulthese interviews. Also,
Questionnaires are distributed to measure the staff menfimesnal customers) and
students (external customers) satisfaction. The outcditese questionnaires is analysed
and transformed to quantitative data (percentages) by wid@atan measure the quality of
service by referring to internal and external customers’ satisfaction. The collected Data
will be used in constructing a House of quality from which \aa bave a general view
between the offered service specifications and studentregogmts and expectations. At
the end we can know what should be developed or improved, ancgticording to what
we get, we put our recommendations. A comparative studynade between the
guestionnaire results got from the Higher education Institat Egypt, where the E-
learning service is offered and the results of questiormaif®nline course offered at a
higher educational institute in UK. In order to validatee throposed E-learning
Management suggested Model, it was applied in one of the étigcations institutes in

Egypt, and theustomer’s satisfaction is measured after applying the model.

As mentioned before, the field where this research iglected has been chosen through
one of the National Target in Egypt as a Developing Country. This field is ‘The High
Educational Institutes in Egypt’, where the e-service were implemented in the near past
few years and the Quality management were also taken astiak®f management in

these institutes.
1.8.2 The rationale for the study.

According to the literature reviewt, was found that e-learning is the promotion of the
traditional educational system. But, it c causes seriomseco to governments about safety
of national system. Also, there is a need for:-

1- A good affordable high educational system to improve the@#ayysociety.

2- A recognised set of procedures for validation of qualggnework,

30



The suggested E-learning service Quality Model can provide a etempkganised

management system. It can eliminate serious concertig®tgovernments, and Quality
Assurance agencies, about the safety of national systgitimacy of the providers, and
fake providers.

1.9 Research Structure

Chapter One: - provides an overview of the research. It covers the gbrdt the
problem, statement of the research problem, the résearg objectives, and planning of
the research.

Chapter Two: - reviews the literature dealing with the nature of Total Qualit
Management-. Specific attention is directed to reviewkigtiag models and theories with
regard to E-service. The objective of this chapter iséatera theoretical foundation upon
which the research will be based.

Chapter Three: - discusses the research design and the selection cédbarch method,
techniques for data gathering and the procedure to be followardite at trustworthy and
confirmable results. The study’s research methodology is chosen with consideration for the
study’s main research questions and the constraints and limitations of the study site.
Alternative research methods are considered and repsmrided for non-selection. Taken
together, Chapters Two and Three provide the methodolggstélcation for the research
study and its methods.

Chapter Four: - deals with the presentation of data and preliminary findings

Chapter Five: - deals with the analysis of data and interpretation ofteesu

Chapter Six: - concludes by summarizing the study. It draws conclusions aaiasn
recommendations for practice of effective knowledge fesrscross cultures. The study

also suggests pointers for future research.

1.10 References and sources:-

1- Observations
2- Interviews

3- Questionnaire
4- Books

5- Periodicals

6- Internet
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Chapter (2)

Literature Review

2.1 Introduction

(Washington, D.C.} Egypt's education system is the largest in the Middle, Bas
also one of the worst performing in the world, ranking 1318bbt44 countries in the
World Economic Forum's latest report on global conipetiess. As computers and
internet access become more available and affordabigtersector innovators are
trying to address Egypt’s educational shortcomings by offering free online educational
platforms intended to augment the Egyptian school auwic. But despite the
progress that has been made, questions remain about bileéyvat information and
communications technology (ICT) to bring about effectind aquitable development
in the education sectoiMurr, 2015)

In a Middle East Institute (MEI) event held February ‘28hmedE| Alfi” of Sawari
Ventures and Nafham Educatioigherif Kamel” of the American University in Cairo,
and“SimonThacker” of the World Bank’s Education Global Practice, emphasized the
importance of investing in online education initiatives andoareged greater
partnership between the public and private sectors. Withidlyayrowing population,
a high unemployment rate, and an internet penetratiten of only 50%, Egyptian
society faces many challenges in improving the quality of edurcdor its young

population.(Murr, 2015)

Most students appreciate the flexibility of training schedad employers enjoy a
deep cost advantage by avoiding travel time and expenses,néng does require the
learner to effectively manage his/her own time. Thera iself —motivation and

personal tenacity needed in order to sucqeledia Abdel Hafez, Sherif Kamel, 2015)

To study the implications of applying Total Quality managem(TQM) on E-
learning in High educational institutes in Egypt, as apda of E-service offered.
The following literature review has been made to gain sonmvledge about the
common factors of the field of study.

In this chapter; E-learning quality and Higher education aledm=ing were illustrated.

Then, through various readings, a paper titled Total Quaddpagement (TQM) and
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Continuous Improvement As Addressed by Researcpebdished -1IJSRP, Volume 3,
Issue 10, October 2013 Editipmnalyse some work produced in the field of Total
Quality Management (TQM), to prove that, all targets and amaschieved by relying
on the same base and principles. Also, to study theriaritd each of Higher
Education, E-learning, and Quality, in order to find a relatign$o indicate a route to
go through for improve of E-Learning programme in Higher Educatopaper titled
"E - Learning and Quality Circle" has beemublished in IJSRP Volume 3 Issue 2 February
2013 edition Then, o find relations between the role of benchmarking in evaoadf

E- learning and Virtual Education, and the role of qualityction deployment in
planning and designing the route to continuous improvementatatain high quality

of service, a paper titletE-learning benchmark and quality function deployment role",
published - Compr. Res. J. Manhage. Bus. Std. Oct2b6&3 1(1): 013-017

2.2 E-learning Quality

In a Study abouFuzzy Evaluation of E-learning Teaching Quality (bie Yonggiang &
Wang Jianxin, n.d.)Stated that at present, E-learning develops rapidlyrderado ensure
teaching quality, it should establish a scientific and tiauhil evaluation system of
teaching quality. Aiming at multifactor and fuzzy evaluatiortdaéor teaching quality and
using the data of questionnaire, it has established fuzzy éwaluadex system and
mathematical model for E-learning teaching quality; it suppkésrence to establish and
development of E-learning. From the evaluation resuttait be found that learners in E-
learning centre think that factors of bad teaching quatiynly focus on weakness of
fundamental facilities and multimedia equipment consimagctindefiniteness of learning
qguality assurance policy, imperfection of teachers managenmm participation of
teachers and leasts, the courseware’s designing, transmission and maintain need to be
improved. Therefore, if improves E-learning teaching qualitghduld increase input on
weak links, so that the E-learning can be developed healthilie vensuring teaching
quality. Learners’ evaluation of E-learning teaching quality is rational and uncertainty,
even to some extent, it is ambiguity. Fuzzy evaluatb E-learning teaching quality can
make the result more clear and qualification and overcdedation of subjective
evahation. The learners’ recognition of teaching quality can be acquired correctly in
accordance with the evaluation result. At the same,taccording to the evaluation result,
E-learning centre can find reasons for low teaching quality make corresponding

solution, so to promote the development of E-learning coatiy.
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A paper aboutApproaches to the validation of quality frameworfks e-learning by

(Inglis, 2008)aims to compare the ways in which a range of quality framenmave been

validated and to identify a number of factors that hewvempact on validation processes.
Seven examples of published quality frameworks applicable tbetdeof e-learning are

described and the methods used to validate each of tmeviarks are identified and

compared. The article concludes by considering a rangewir§ that have the potential to
have an impact on such validation processes. Six methiovalidation were found to have
been used in relation to development of the seven Wwamks that were examined:
reviewing the research literature related to effectivemessline learning; seeking input
from an expert panel; undertaking empirical researaidertaking survey research;
conducting pilot projects; and drawing on case studies. Ehenvariety of approaches
used and the ways in which they were used it was concludedh tretognised set of
procedures for validation of quality frameworks has not yetrged. The most important
limitation of this study is that its findings are dependent the particular quality

frameworks selected for inclusion. The paper draws attetditie need for more attention
to be paid to the development of methods of validatiah @he both objective and robust.
No previous studies were located that have looked specifiatltile processes used to

validate quality frameworks.

A paper abouEffectiveness of E-Learning System by (Mohammad)®0nentioned that
web sites have become a mission critical componentadtijanization as more and more
businesses have come to rely on it. A framework has lo@#eoduced to be used to
evaluate the quality, completeness of the monitoring tancheasure effectiveness of e-
learning web site which has three areas of focus infrasteycpplications, and business
functions. Each area is different; they cover thsteay aspects of the Web site. The
infrastructure aspect concentrates on the operatingnsysegver and network hardware,
and other devices such as firewall. The application ag@s& a specific attention on the
database, middle-ware, and the application itself. Busif@sstions deals with the
comprehensive management of a collection of applicatdmdan to manage and address
deficiencies of actual online site operation was suggestegerfdrmance management
policy was proposed; some security questions have been adsamd evaluated. Two
perspectives are the basis of the framework system andrsujgledhodology is used for
proactive planning which involves three steps: preplanning, anadygigeview. A figure

was used to support the analysis associated with the dudtigy. The developed
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systematic methodology uses a series of Tables te dmd support the analysis. These
Tables are used to clearly identify the monitoring and gram&nt components and focus
on the used tools of the system activities, so systesp@etive has a focus on hardware
and software grouped by infrastructure, application, and Bsowmponents. The support
perspective is centred on four processes, problem, perfoemand security. A tables i
based on perspectives that incorporate tools, procesgasizational structure, and staff
skills to evaluate system performance. The developed whetbouaiology focused on
improvement of availability, performance, consistency, aelibility of E-learning
system.

Enhancing e-learning quality through the applicataf the AKUE procedure model by
(Bremer, 2011yescribes the procedure model AKUE, which aims at the improuesne

assurance of quality and cost efficiency in the cordéxhe introduction of e-learning and
the development of digital learning material. AKUE divid#® whole planning and
implementation process into four different phases: amlyonception, implementation,
and evaluation. AKUE analyses at which level of the organizatr curriculum decisions
have to be made. Accordingly, it differentiates easi types of projects for which different
planning methods and quality criteria are applied. For each spepific worksheets and
procedures are applied in order to support planning and decisiomgndkirough the

definition of outcomes and feedback loops at each step,tyguséindards and cost

efficiency can be achieved.

Establishing Quality Assurance Systems for E-lemgniby (Jinli, 2009) states that
Integration of technology in all forms of education hasewed down the gap between the
on and off-campus students and has resulted in the udseahore broad-based term
‘distributed learning’. E-learning is seen as a subset of distributed learning, ifecas
students who may be separated in time and space frampéees and the instructor. The
new forms and meanings it is acquiring, its convergence tvdtlitional learning and its
global impact pose several challenges. It has causedasseoncern to the governments
and the quality assurance agencies all over the world abewatlety of the national
systems, legitimacy of the providers, protecting the pulbdimffake providers, quality of
the offerings etc. Many quality assurance agencies hapemded to this need and there is
considerable dialogue about ensuring quality in e-learning.qUiaéty assurance aspects

of e-learning that deviate markedly from that of the trad#l education were highlighted,
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and some specific suggestions as to how to implement theéygasdurance system for e-

learning were given.

A Technique for Quality Evaluation of E-Learningin Developers Perspectity (Majdi
Abdellatief, Abu Bakar Md Sultan, Marzanah A. Jalzard Rusli Abdullah, 2011%tates
that E-learning is gaining more acceptance as days pass ®ddtgu®vides learning
opportunity any time and in any place. Different people hif¥erent preferences in terms
of learning style such as reading text, listing audio dewj speaking and communication.
To support these different learning preferences, theraeed for multiple e-learning
delivery methods and teaching techniques. Furthermore, treeraaany stakeholders of e-
learning systems such as system developers, administratetsjctors, instructional
designers, multimedia designers, online facilitators, peddent evaluators. Whose views
are important indicators for a complete e-learning esystevaluation, but the most
important views of dearning quality are user view, developer’s view and manger’s View.

It has a main aim to propose a new technique to evaluleng website quality from
developer’s view. To achieve this objective, an extensive study on related resources was
conducted. The used technique adopts the weights of quality tehatacs which are
obtained by carefully selected questionnaires’ from professional developers. The
evaluation process using AHP technique was also presented, anéstlie of trial
evaluation for validation of the used technique. Four quatigracteristics named Service
Content, System Functionality, Information Technologyyd System Reliability were
proposed. As well as 11 sub characteristics with its atgtbby following the structure of
standard IOS/IEC 912. The results show that the proposkdiqee could be useful and
effective for ensuring that high quality systems are dpes.

Evaluating the quality of e-learning at the deglel in the student experience of blended
by (Paul Ginns and Rob A. Ellis, 2009) was reported that on the development of a scale
for determining the quality of the student e-learning experiandbe degree level when
the student learning context is predominately a campus-baspdrience. Rapid
developments in the use of information and communicagohrologies (ICT) in higher
education require methods for evaluating the contributiuch tools to student learning,
especially when they are complementing a faetace experience. The psychometric
functioning of a proposed e-learning scale in relatioratwell-validated degree-level

teaching evaluation instrument was examined, the Studenirs€o Experience
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Questionnaire. The e-learning scale has suitable relialahiy validity in the present
sample of undergraduate students for quality assuranceiastatibund ICT.

Assessment of Motivational Qualities for E-LearnWgbsite by (Fauzi Mohd Saman,Wan
Abdul Rahim Wan Mohd Isa,Noorfariani Azyanti Mazila2010) mentioned that E-
learning has been integrated in many university programsaiaygia. However, there is
little research in Malaysia to investigate the motosl quality of the e-learning
applications. Thus, it aims to investigate the motivatianellity of e-learning from one
public university in Malaysia. 109 samples of undergraduate congpstirdents from
various programs from a computer science school were usethsid®/ Motivational
Checklist (Web MAC) professional was adopted to assessntitivational quality of e-
learning website. The evaluation was done on four dimensid)sstimulating (2)
meaningful, (3) organization and (4) edsydse. Several issues with the e-learning
website were revealed under investigation. It end by statiagthe total score for
computing students when rating the e-learning of oneeoptiblic university in Malaysia
is considered good (average too high for value / average toofdrighxpectationfor
success)However, there are still room for improvement for dimensions of ‘stimulating’
(S), ‘meaningful’ (M) and ‘ecasy-to-use’ (E) for this e-learning website. The result suggests
that the evaluated e-learning system needs improvemeetnis of direction, usable and
engagement. On the pretext of design, it shows the sénssodentation in the design of
an e-earning system. While much attention is given ticieficy, the aspect of ease of
learning is somehow been neglected. In developing online lgasystems, motivation
and engagement are of utmost important. E-learning has imegrated in many
university programs in Malaysia. However, there is stillelittesearch in Malaysia to
investigate the motivational quality of the e-learning appiboa. There is also lacking of
awareness among web developer of designer to include motivatlenants in e-learning
applications for public and private university in Malaysiaug,hthere is a need for more

future work being conducted in this line of study.

E-learning as an enabler for quality in higher edion by (Friesenbichler, 2011)
mentioned that E-Learning offers many opportunities to fulfiversities” general quality
principles for learning and teaching as pointed out in theategy papers. But to
strengthen the role of e-learning as "enabler" for quatithigher education it must be

guaranteed that e-learning itself fulfils certain quality rezpaents.
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A paper abouQuality in e-learning: a framework for promotingndaassuring quality in
virtual institutions by (D. Masoumi & B. Lindstron2012) mentionedthat with the
growing demand for e-learning along with striving for excekerassociated with
globalization, there are worldwide calls for enhancing assligng quality in e-learning,
specifically in the context of the developing countriasctScalls for quality enhancement,
accountability, added value, value for money, self-evalnatiad roleplayers’ satisfaction
in higher education settings cannot go unheeded. Addressingotieeros regarding
enhancing and assuring quality in e-learning, a comprehensive ergualitework is
developed by taking into account the pros and cons gbréndous models, frameworks,
and studies of e-quality. This e-quality framework offersracsired set of factors and
benchmarks as a tool for practical quality work with edegdy in virtual institutions.

An Evaluation of E-Learning Websites in Jordan \énsities based on ISOIIEC 9126
standard by (Mahmoud Baklizi,Salah Aighyaline, 2p&%aluate E-Learning website of
Jordan universities based on ISOIIEC 9126 standard which usessixcharacteristics to
evaluate software, and each characteristic includesvitssob characteristics. The results
show that the average of quality in E-Leaning websites is 85.4bhe maximum quality
of E-Learning website is Educational and social sciencagpgnath 67.29%. Educational
and social sciences group has quality level at 63.33% and 73.44%ffidency and
Maintainability, respectively. The characteristics in ability, Functionality and
Portability are, respectively; 58.33%, 76.04% and 67.08% for Buggnesp. Finally, Arts
group has Usability level with 72.19%. The research resatisoe exploited as beneficial
information for E-Learning webmaster to evaluate and imptbe quality of E-Learning
website according to the proposed quality model for optimitegeffective e-Learning.
The results reflect the student's opinion about the veebBhe result might be used to

improve the quality of E-Learning website for those univesiti

Quality-oriented Evaluation of E-learning-based &nipnces by (Félix Buendia, Elena
Ejarque Antonio Hervas, 2008}ates that the rapid development and the complexigy of
learning-based experiences require the use of methodsoaldtd evaluate them. It
presents an evaluation method based on a “quality assurance” model in order to represent

the several phases in the implementation of araetieg experience as well as the quality
criteria to be checked'wo evaluation cases are used to describe the method &pplica

the context of higher education and some techniques aclkdamems to check these cases
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in e-learning settings are reported. It has presented adhairevaluate e-learning based
experiences. This evaluation method is based on a twafgidoach that enables the
specification of learning scenarios in which these expeee are developed and the
selection of different workflows along the experiencechficle. The proposed method
allows the evaluator to generate mechanisms adapted tociicspgaluation case and
systematically structured according to the quality assurantee-learning-based
experiences. Web applications have been developed to suppodutrent evaluation
method. Two examples of experiences based on higher emusattings have been tested
under the proposed method. The reported cases show theiligrof the evaluation
method that is ablto manage from “little” size experiences (e.g. lesson-level based on e-
learning environments) to institutional e-learning projectg. (e blended-learning
program). Further works plan to complete the current etiatuaases and to address new
ones in order to validate the proposed method.

Semantic P2P-based Learning Resources Person&esmmmendation System Design by
(Qing Yang, Yuan yuan,Junli Sun,KaiMin Cai, 20Thgntioned that as the system size
expansion, P2P-based E-Learning system where study particgaamot effectively

found the learning resources cannot reflect the dynamuinifey and characteristic of the
participants, and individualized. Based on the analysismastic web and ontology
modelling, learning resources personalized recommendatie@nsysised on semantic P2P
technology was proposed to improve the teaching quality od&fring System. It design
computer science learning resources personalized model F&#1.Rnd fully consider the
learning preferences while ontology modelling, a good solutioth@®problem when the
system scale, the learner's personalized service isBuesext study step is to establish
the corresponding experimental system, the system wlllteon the platform JXTA
developed by Sun, on this basis to build RPBlication to better address the computer

learning resource personalized recommendations-icearning environment.

The Effects of Ekearning System Service Quality and Users’ Acceptance on
Organizational Learning by (Wong, 201Examines the effects of e-learning system
service quality and users™ acceptance on organizational learning. The sample was drawn
from 15 companies certified by the E-Learning Quality Cediftmn Center of Taiwan.
The authors used UTAUT, SERVQUAL, and SLAM scales to colimia, and the
structural equation model (SEM) to examine the hypothesizadeinThe results show

that (1) e-learning system service quality has a positfeetedn acceptance and use of e-
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learning technology, (2) the latter has a positive effect organizational learning
effectiveness, and (3) acceptance and use of e-learnimgotegy plays a full mediating
role in the relationship between e-learning system servicétyqund organizational

learning effectiveness. Although e-learning system servicetgues no direct effect on
organizational learning effectiveness, the result hagipahanplications for institutions in

that e-learning system service quality can strengthen oegjamal learning effectiveness
via well-structured e-learning technology. While implementexgarning, institutions

should manage both e-learning technology, and the quékylearning service. The more
users are satisfied with e-learning service, the moren@ag#onal learning will be

enhanced.

Quality Parameters for the E-Learning Omega Systeyn (Ksenija Klasni,Sanja
Seljan,Hrvoje Stan, 200&tates that Learning and teaching are considered to be e ma
activities in higher education. The environment in which eéhastivities take place is
rapidly changing and it is getting more and more orietd@érds teaching with the help
of the new technologies, namely e-learning system, relyih@mig on technical skills but
also on motivation and contextualisation. It preséifterent views towards the quality of
e-learning, and the research regarding the quality of thearaing Omega system
(Moodle) conducted at the Faculty of Humanities and $d&@ences, University of
Zagreb presented in relation to different European polidtesconclude that positive
attitudes towards Omega, perceiving its qualities and the possshoit positive changes
by its use, are typical for those students who werakthao their information literate
teachers and their own information literacy, given tbpportunity for a better
familiarization with Omega. It is our opinion that the dyakducation, and specially
education and educational engagements using Omega, are nbtepostdiout a quality
educated and prepared teachers. If we review the situatitwe icontext of a concept of
technological pedagogical content knowledge, which implieg the modern quality
teacher is the only one that understands and succesafdly these three knowledge
components, we realize that the component referring datebhnology and the use of
technology in education is the key problem in the prooésstegration of Omega in the
educational system on Zagreb’s Faculty of Humanities and Social Sciences. It seems that
teachers are still having “problems” with unavoidable characteristic of a quality teacher,
which is reflected in students’ attitudes and satisfaction. Still, the good news is that the
situation, as it seems, is moving into the right dicecbecause the students from the lower

study years are more satisfied with Omega use. To thus e should probably
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congratulate the new “Bologna” university educational system. At the end we would like to
notice that this research didn’t involve all aspects of analysed problem partially because of
the practical limitations, but mostly because of thenglexity of the research subject.
Anyhow, researches on this thematic should be conductetduigguith a view to a better
understanding of a situation considering the quality of omega’s integration in educational
system and stlents’ satisfaction with the way of its use. The results of such researches
could serve as a foundation and a guideline in undertakingprbpriate steps with the
objective of enhancement of universal education qualityo/ting to the presented results
the future of e-learning is seen in blended learning not iarflgrmal setting, but also in
the lifelong learning. It demand not only pure technical skibut also social dimension
(motivation, contextualisation, learners’ needs, recognition) in order to develop different

type of skills and knowledge and to be quality oriented.

Usability Evaluation in an Exploratory Design-Badedsearch Approach of Convenience
Store New Employee Training e-Learning Materiay (Chiung-Sui Chang,Wan-Tzu
Wong,Yi-Chia Cheng,Ya-Ping Huang, 2008ates thal large number of organizations
have adopted e-Learning programs, and far fewer have addrdssedability of their
learning applications. To ensure the quality of e-Learningitiga material, they utilized
the usability evaluation heuristic in the design and dgmaént processes. The application
of exploratory, and usability evaluations during the dekigsed research study is
described. Additionally, participant selection, data otiten and analysis; and ressilt
relevant to usability portions of this study are presentisdbility evaluations in this study
informed the convenience store new employee training enltepmaterial in two central

ways:

1).by ensuring the product features matched the needs of tiasgstand

2). Identifying usability deficiencies.

Usability findings from the design and research of thea&ning material were presented.
The informal usability evaluation conceptualized with wigwvs could be still part of this
phase 4 of research, but formal usability evaluation calsld be conducted. The authors
hope this study can provide an example for professionadsam interested in developing
e-Learning materials.

All studies related to the field of E-learning quality foarsthe importance of evaluation
of the provided service. Each study presented different wagvaluation. All studies

advocate the necessity of evaluation to achieve impravsme
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2.3 Higher Education and E- Learning

In a book titledQuality in learning- a capability approach in higher education- Edibgd
John Stephenson & Susan Wdtl.was claimed that Higher education need to be able to
achieve the interrelated purposes within the context ofrelpg numbers, diminishing
resources and external accountability, and with an istrgly diverse mixture of student.
It should be judged by the extent to which it:

(1) gives students the confidence and ability to take redpliysior their own continuing
personal and professional development;

(2) Prepares students to be personally effective withiithamstances of their lives and
work; and

(3) Promote the pursuit of excellence in the developpaaguisition and application of
knowledge and skills.

Capability approaches to learning improve the quality of stuganhihng was supported to
be through emphasizing the application of knowledge and skiiks, negotiation of
programmes, collaboration with others and structurdeatéin progress.

The External and internal factors influencing and supportiagmMay in which programmes

in higher education are developing were revealed to include:

1- The debate about management and business education,

2- Changing interpretations of manager’s role;

3- Development of our understanding of learning processes;

4- And various initiatives that are raising issues aboutnieg processes and
outcomes generally in HE, including Expertise higher educatiazher education
for capability and BTEC/SCOTVEC.

The concerning of studies with relevance and performaiffeetiveness was explored,
while developments should focus attention not only on the “what” of learning but also on

the “how”. Encouragement of the growing uses of alternative sources of learning, and the
focus on the different ways of learning in HE coursesh¢oitegration of what is taught
and what is utilised both in work and in life generally was adtext; as well as, taking
account of the world outside HE institutions, of profesdi@mal organisational practice,
while delivering courses, determine means in which theory andiqggazan be strongly
linked .1t is inferred that In this way, learners aneairaged to recognise that they can
continue developing over time, rather than restrictirggy thpportunities to those provided

on educational and training courses.

42



In another book titledrhe digital University- Building a learning commiyni-by Reza
Hazemi and Stephen Hailes (Eds) Series edited an Diaper and Colston Sange
discussed the considerable effort which has been put into s$upporeal- time
collaboration based on video conferencing, clarifying thathe academic world, less
attention has been focused on the requirements of asyialy collaboration. Explaining
that while academics have continued to rely largely on é-and the web, there are also
numerous groupware products now available and in use in mamymercial
environments. In both commercial and academic environmeaie emphasis is and has
been placed on having good tool for asynchronous collaborafibe reason can be
attributed to the fact that, asynchronous tools simplifyriass processes, remove paper
from the environment, and operate on the same itemshbadbusiness itself uses. The
material that once was printed on paper and posted canendelibered via e-mail and the
web. Realising that this electronic approach increase #venghefficiency, but it does not
exploit the full potential of the technology as anldeaof reengineering of the educational
process itself. Synchronous collaboration was advocasedmportant, and likely to
become increasingly so as more people move away froitidreal office or campus
environments such a way that they can only be virtually pregemeetings and so forth.
In all of these cases, however, multimedia conferencammat capture persons attend in
face to face meetings and so is less than the iddhlis respect, Though it enables those

who cannot simultaneously be collocated to communicateasta effective way.

New tools were reasoned to may relieve some of the problemsymdhronous
collaboration like information overload in a virtual s$aoom; however it is likely that
universities will remain structured much as they are todayl €oriced by external
circumstances to change. It was claimed that Synchromdlabaration will help distance
learners, but asynchronous collaboration will help ligtance learners and those that are
present on campus, and will also aid in the whole prooéssganising teaching and

research, allowing those delivering the services to act efficiently.

The spent of a large amount of institutions resoupogh(time and money) was asserted
while introducing distance learning on training faculty to ngenthe new technical and
administrative aspects of distance courses. Faqdigd to learn to manage critical
dimensions of the new environment in which their coursesa&ieg place was claimed,

dimensions like metaphor, meaning, culture, role, time, ewesms, and collaboration.
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Distance learning was articulate to involve many differechrielogies used alone or in
combination. Although many of decisions to be made abtith of the many possible
technologies and media will work best for specific purpodesy technology requires
rethinking the teaching dynamics because we do not have tlmn a@dtusing familiar

approaches. It gives us an opening to change the way wgent@ateaching and learning
process in general. The question is: “how can learners are engaged in more expressive

learning activities? Facilitating distance learning is rmdud taking our old lesson plans
and transporting them for delivery using new media. Rather, abait expanding our
available tools to create new learning dynamics aligned Wwélbest thinking about adult

learning.

Distance learning was praised because of its abilityate s to reach larger numbers of
students at standardized levels of quality but an expesturieg to a group of passive
students is engaging in didactic one way teaching weataetettture is delivered from a

stage of auditorium or via broadcast television to studsttisg in their living rooms.

It was inferred that distance learning technologies arecplarly well suited to a more
dynamic approach to managing learning. Good teachers havesalbemn open to
changing their lesson plans based on student input. New meakas it easier. For
example it is easy to provide additional reading matebated on student interest instead
of having to rely on textbook ordered weeks or months bef@ecourse began. Online
environments can provide space for continuing conversabimma@ students about what is

working and what is not working in the course.

It was claimed that the same technology can also botérito more participatory course
design, articulating that in a master level businessse at George mason university, the
professor contacted most of the course members via edorailg the summer to find out
about their interests, expectations, concerns, ailid sk that he could take those into
consideration when designing a course offered in thedalester. He was able to use that
information to create preliminary project teams and kbgvenitial assignments that
reflected the specific need of course participants.

the tension between delivering content resources which easentially one way
communication (article, books, video, expert lectures)l @moviding the two way
interaction around that material which make it meaningfu¢arners was praised as one of

the things many distance learning programs perceive as fcsighproblem is. The usual
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fact of the same media environment being not optimalbfath needs was claimed,
clarifying that an environment that does a great job dfrgpand organising materials of
various kinds is not essentially a good place to hold teeuslsion stimulated by that
material, which reveal how hard is to conduct a role- plagkegcise in a file cabinet, and
infer that there is more to develop a relationship amowgllaborative learning group
sharing access to a file folder.

It was asserted that the new frame work of managing disteaceing should be about
managing the learning process rather than managing couhgesnportance of the way to
plug one kind of technology into another or the capabilitfaoulty to be more effective
on video was overlooked, while the way of using technotogpull resources and group
dynamics in new techniques to make vital changes in evetyopdéne learning process
was supported.

Introducing E-learning in High education require new methda®orse design, teaching,
and evaluating students. It will also, expand the varietgutitires, and eliminate borders
between people all over the world. Thus, it will bring a witlange in learning process
which can affect the society's culture.

2.4 Total Quality Management (TQM) and Continuous Improvement As

Addressed by Researchers

Researchers in the field of Total quality management arallysseeking to find models

and theories for continuous improvement. Here is an asadgsne work produced in this
field, to prove that, all targets and aims are achieved lingeon the same base and
principles. Terms may differ from researcher to angtiet the result is produced from the

same ground.

Comparison between Total Quality Management (TQM) Frameviwrk-learning based
on EFQM and Kirkpatrick models - byeanne Schreurs Universiteit Hasselet,
Diepenbeek,Belgium- (2006and Applying Total Quality Management in Acadentigs-
Dheeraj Mehortra (March 2010)

Jeanne Schreurs identifies the EFQM Exoell model as “a famous quality Management

tool”, which has been translated to be useful in e-learning quality Management. She
describes how she developed the e-learning stakeholder mduel.pr@sented the
Kirkpatrick model of e-learning and developed Kirkpatrick-EF(Qdélf-assessment

framework.
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To take the challenge to support and enhance quality managemetearning, Jeanne
Schreurs defined quality, and find the way to assess it,eamoed it in the existing

operational procedures of the learning organisation. Shéd atetermine the kind of

guality management system which has to be implementedfc8used in her paper on the
assessment of quality.

Schereurs argues that the way to become an excellemhtpaepartment is by balancing
and satisfying the needs of all stakeholders. The subjeetted by Dheeraj Mehrotra
(March, 2010)in his paper about applying Total quality Management in academi
explains four pillars of Total Quality Management.

He argues in principle number 1 “Synergistic relationships” how essential is the focus on
suppliers and customers- which are relevant to stakeholdelane Schereurs paper- as

well as the teamwork and collaboration.

Schereurs maintains the strategy of continuous learningyation and improvement to
achieve excellence. This correlate with principle number 2 “Continuous improvement and
selfevaluation” by Dheeraj Mehrotra (March, 2010; where continual improvement of
personnel abilities is highlighted as well as the win-win apgmoin Total quality

Management.

Believing in Deming rule by Dheeraj Mehrot(March, 2010)that “no human being
should ever evaluate another human being” and that we should have a self-evaluation as
part of improvement process; Jane Schereurs reveald-(QblEnodel as a tool of quality
assessment which enable the organisation to identify tithgths and weaknesses,

benchmark with other organisations, and identify areagnprovement.

As the fourth principle of Total quality management indacaic by Dheeraj Mehrotra
(March ,2010)is Leadership, and the insists of top management suagssnsibility ;
Schereurs guarantees leadership, Policy and strategyurces , and processes as enabler
criterion of the EFQM Model in the E-learning Organizatiddhe recommends the result
criterion to be Client satisfaction, People satisagtimpact on society, and impact on the

company’s SUCCESS.

Schereurs discussed Kirkpatrick Evaluation model, to prove itha self-evaluation
model, which is composed of four levels of quality evalumatiorhen, she merged the

EFQM total quality model (TQM) for e-learning with Kirkpatrickooel to have a
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“Kirkpatrick-EFQM selfassessment framework”, through which, the internal stakeholders
of the company shall assess the quality of e-learningtsct

Thus, when we compare the two studies, we can realisefahatving the four principles
of introducing Total quality management to academics, can wgue@s having new
assessment models to assure total quality management, amghdtl the continuous

improvement for both traditional and virtual learning.

Baldrige Model byDenis Leonard and Bill Denney, 20@hd Total quality Management
(TQM) Principlesby Kurram Hashmi, 2016

If we look back to the mid of 1990°s we can find the “Baldrige Model” where the strategic
flow starts with leadership and ends with results. ThrougHigioee below (fig.1), we
realise thatOrganizations will never make large improvement, unless iségadership is
actually engaged, to get a wave of reactions all over tiganzation, to achieve
continuous improvement.

Environment, Relationships and Challenges

@ .
{/ﬁ Leadership @

Customer Strategic
& Market Planning
Focus .
CRR
Measurement,
Analysis & KM
d a @
Process Human
Management Resource
Focus
Results

(Figure 2-1) Baldrige Leadership flow

(Denis Leonard and Bill Denney, 2007)
While the traditional Baldrige model (Figure 2) shows the finkn the leadership triad
(Leadership, planning, and customer focus) to the resudid (staff, processes, and
results) and how measurements affect both, as well\asg@ basic view of how all the
pieces fit together, to assert that, It’s a systems view of the criteria and how they penetrate

the entire organization.
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(Figure 2-2) Baldrige Model

(Denis Leonard and Bill Denney, 2007)

The Education Criteria in baldrige model, maintained by “Denis Leonard and Bill

Denney” in paper about “Aspects of Baldrige — Valuable perspectives” — Published in

Quality Digest’s Quality Insidey July 2007, are a set of questions about seven critical

aspects of managing and performing as an organization:

N o g M wDdRE

Leadership

Strategic planning

Customer focus

Measurement, analysis, and knowledge management
Workforce focus

Operations focus

Results

These questions work together as a unique, integrated perfarmemagement

framework. Answering the questions helps to:-

align resources;
identify strengths and opportunities for improvement;
improve communication, productivity, and effectiveness; and

Achieve strategic goals.

As a result,

Ever-improving value is delivered to students, other custoraeds,

stakeholders, which contributes to organizational sustainability.

Organization’s overall effectiveness and capability is improved.
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. Organization improves and learns.

. Workforce members learn and grow.

In other hand, Khurram Hashmi (March 16,2010),in his paper “Introduction and
Implementation of Total quality Management” guarantees that Total Quality Management
is mainly concerned with continuous improvement in all worktista from strategic
planning and decision making till the executive work elementso,Ate argues that the
key principles of TQM are:-
1- Management Commitment:-

e Plan (drive , direct)

e Do (deploy, support ,participate)

e Check (reviav)

e Act (recognize, communicate, revise)

N
]

Employee empowerment:-
e Training
e Suggestion scheme
e Measurement and recognition

e Excellence teams

w
1

Fact based decision making

e SPC (statistical Process Control)

e DOE,FMEA

e The 7 statistical tools

e TOPS (Ford 8D-team-oriented problem solving)
4

Continuous improvement:-
e Systematic measurement and focus on CONQ
e Excellence team
e Cross functional process management
e Attain, Maintain, improve standards
5- Customer focus:-
e Supplier partnership
e Service relationship with internal customer
e Never compromise quality

e Customer driven standards
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Total quality Management principles and Baldrige model and @® Trame work for e-
learning based on EFQM and Kirkpatrick models, all have #mestarget to achieve,
while each claims different approach, starting from timesbase of principles.

If we draw a figure for the previous principles of Total qyalitanagement we will have
the following (fig.3) which is similar to Baldrige model.

Organizational Profile:
Environment, Relationships, and Strategic Situation

(Figure 2-3) Principles of TQM
In spite of the different approaches to address Total Qudianagement (TQM)
implementations and applications, researchers insigts tth achieve excellence, top
management should be involved in the application of qualityy Strengly believe that all
functions, all employees should participate in the impnoent process. They reveal the

importance of evaluation to achieve continuous improvement.

Theories and models in the field of Total Quality Managdrstrt from the same base of
principles and end to same results (the importance eefmwork and continuous

improvement...etc.) but in different approaches.

2.5 E- Learning and Quality Circle

Many services have been transformed to E- service whichrdorella term for services on
the internet. E- Learning is one of the most imporEnservices offered. It is most used
in training or higher education courses. At the same time Qudleducation is the aim of

all the High Educational Institute, especially in the Amgorld. In this paper we try to
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study the criteria of each of Higher Education, E-learnamgl Quality, in order to find a
relationship to indicate a route to go through for improwf E-Learning programme in
Higher Education.

2.5.1 Higher Education
Higher education should be judged by the extent to which it:

(1) gives students the confidence and ability to take regpoty for their own continuing
personal and professional development;

(2) Prepares students to be personally effective withicithemstances of their lives and

work; and

(3) Promote the pursuit of excellence in the developraguisition and application of
knowledge and skills.

Higher education will need to be able to achieve theserétdéed purposes within the
context of expanding numbers, diminishing resources andnaxiarcountability, and with
an increasingly diverse mixture of student. Capability appraatthéearning improve the
quality of student learning by emphasizing the applicatioknofwvledge and skills, the
negotiation of programmes, collaboration with others stndctured reflection progress.
(John stephenson & Susan Weil, 1992, pp.”1-7)

The growing uses of alternative sources of learning, lsadoicus on the different ways of
learning in HE courses, encourage the integration of wheguight and what is utilised
both in work and in life generally. Courses which take accofinhe world outside HE
institutions, of professional and organisational practieenonstrate ways in which theory
and practice can be strongly linked. In this way, learnergm@eeuraged to recognise that
they can continue developing over time, rather than résgitheir opportunities to those

provided on educational and training courses. (John stephenSosa Weil, 1992, p. 75)

2.5.2 Distance learning

Distance learning was praised because of its abilitydte s to reach larger numbers of
students at standardized levels of quality but an experturieg to a group of passive
students is engaging in didactic one way teaching weataetettture is delivered from a
stage of auditorium or via broadcast television to stgdsitting in their living rooms.
(Reza Hazemi & Stephen Hailes, 2002, p. 29)
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Many institutions introducing distance learning spend a largeuatmof their resources
(both time and money) on training faculty to manage the teehnical and administrative
aspects of distance courses. Instead, faculty nee@mo {0 manage critical dimensions of
the new environment in which their courses are taking ptiocggnsions like metaphor,

meaning, culture, role, time, awareness, and collaboration

Distance learning can involve many different technologiesl @wdone or in combination.
Although many of decisions to be made about which of theyrnp@ssible technologies
and media will work best for specific purposes. New technoteguires rethinking the
teaching dynamics because we do not have the option of usmbafaapproaches. It
gives us an opening to change the way we manage the teachingaamdg process in
general. The critical part of the question, “How can we engage learners in more meaningful
learning activities?” Facilitating distance learning is not about taking our old lesson plans
and transporting them for delivery using new media. Rather, abait expanding our
available tools to create new learning dynamics aligned théhbest thinking about adult
learning. (Reza Hazemi & Stephen Hailes, 2002, pp. 27-28)

The new frame work of managing distance learning should hé afenaging the learning
process rather than managing courses. The kinds of questienneed to be asking
ourselves are not about how to plug one kind of technatigyanother or how faculty can
be more effective on video. The more important quesanasbout how to use technology
to leverage resources and group dynamics in new ways to madkaniantal changes in

every part of the learning process. (Reza Hazemi & Steghédes, 2002, p. 38)

Many governments and organisations in various countries areloging ways of
measuring and producing guidelines for e-learning quality in higdecation. For
example:
e UNESCO/OECD (2005) recognise e-learning in their guidelines on quality
provision in cross-border higher education;
e Lee, Thurab-Nkhosi, and Giannini-Gachago (2005) worked collabehatacross
two countries to develop a quality assurance tool for e-learning;
e KeKang, Hai, Chun, and Bin (2005) developed an authoritativex isgistem of
quality assurance for web based curricula, teaching processkshe supporting

service system;
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e Weir, Kulski, and Wright (2005) explore the extent to whiéustralian
frameworks and strategies for quality assurance ensure gmbiwesion of high-
guality transnational educational programs. (Alexander,S. &3o) 2007)

POEPLE PROCESS PRODUCT
-Teams :
- Content Blue Print
-Planning Design
-Design Development
-Evaluation
. Content Learning
-Production Team Development Material
-Instructors Team Delivery
-Support Services Developmen
Team -
-Admin. Services

(Figure 2-4) E- Learning 3P Model
(By Prof. Badr El Huda Khan)

International Conference on E-learning (ICEL) 2012 Cairo

*Instructional design helps professors to design the edordeliver it in a better way

(Figure 2-5) Learning and Teaching issues in

E- Learning (magdy, 2012)
(By Prof. Badr El Huda Khan)

International Conference on E-learning (ICEL) 2@&iro
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2.5.3 E-learning system quality

Research into evaluating e-learning systems comestfwordirections: the educationalists
and the software developers. Many educators have showrficgsighiinterest in the
pedagogical evaluation of e-learning systems, that ispumse design issues and how to
promote good learning (Laurillard 1993; Reeves 1992). Although thadarfental issues
of course design are vital, these studies do not assisatedsiin evaluating the quality of
the system as such, and therefore do not incorporateeworks to support decision
making regarding review of existing systems and the purchasanobnes.

There is also a vast body of literature relating tooues technical frameworks for software
developers who wish to improve the quality of the e-lea@ysiystems they are developing.
A systematic approach is the IEEE Learning Technologndatal Committee (LTSC)
reference model, IEEE P1484.1 LTSA. This model has fiver&gywhich focus on
reusability and portability, and compares different e-learsygiems by numerical rating
scales for various factors, e.g., assessment, admimsetraurriculum development, etc.
(O’Droma, M. S., Ganchev, 1. & McDonnell, F. 2003). The Sharable Content Object
Reference Model (SCORM) is another widely known framewotrksupports content
compatibility, that is the portability of content fromeoe-learning system to another and
the re-usability of learning objects by extensive cataloguinggusnetadata(Bohl,
Schelhase, Sengler & Winand 200Z)he Instructional Management Systems (IMS)
project is another approach to defining technical specificatim order to promote
interoperability between e-learning systems (IMS Globalriiag Consortium). These
standards focus on technical aspects of e-learning sysamwohsneglect the Human
Computer Interaction (HCI) component, that is, how the wdéimteract with the system.
More importantly, they are too complicated for the rage educator or educational
administrator to understand and apply when choosing an mrlgasystem. They are
specially designed for technical trained system developers.

The few studies that have been undertaken for educators amle p&orking in
educational institutions who need to evaluate e-learningregstee often inadequaft€his

is due to the lack of systematic tools or approachesekample Roberts (2002pains a
good overview of Blackboard using surveys, focus groups andietes, but the results
are too general and do not provide detailed analysis of featigless usability. In another
study, the Learning and Teaching Technology Group (LTTG) undert@oknparison of
Blackboard and Web CT. Their main approach was an evaiulatised on the number of
times students accessed different tools in the systgndliscussion board, group areas and

others.
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Nevertheless, these quantitative counts are not meanwghdut details of the subject
design, for

Example: how the group area activities were incorporatedti@dearning environment.
The rest of their paper offers a miscellaneous groupattifes for evaluation, e.g. data
integration, pricing, hardware or software platforms an@ @dsiccess. However, there is
no system or justification for their choice of feasiand many common usability criteria
are omitted. A third approach we examined was “20 Questions”, which Driscoll and
Dennehy (2002propose putting to suppliers of the system. They resolvadbgtion of
an e-learning system into two factors, organisationdltachnical, although only a few of
their questions deal with organisational issues and the emphasis is on the technical
issues, e.g. back end integration and the partitioningeadytbtem. Student interaction with
the system receives very little attention in thgupm@ach. LikewiseParisotto (2003)
focuses broadly on high level issues in evaluating e-legrsystems. He considers three
organisational perspectives (academic, administrative Rraipport) but fails to discuss

the operational levels, that is, the system in use.

Virtual Learning Environment
(E-Learning LMS/LCMS/CMS)

SCORM
IEEE

(Figure 2-6) Virtual learning environment

http://www.google.com.eqg/imgres?num=10&hl=ar&tbm=isch&tbnid=NilV9gAWTM-
OIM:&imgrefurl=http://cdachyd.in/products/gaael&docid=0TrKyYSQYC4AWTM&imgurl

=http://cdach
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2.5.4 A Quality Circle

A Quality Circle is a volunteer group composed of workerge(@n students) who meet to
discuss workplace improvement, and make presentatiomamagement with their ideas,
especially relating to quality of output in order to improwe performance of the
organization, and motivate and enrich the work of engdsy Typical topics are improving
occupational safety and health, improving product design, and irpr@nt in

manufacturing process.

The ideal size of a quality circle is from eight to f@embers. Quality circles have the
advantage of continuity; the circle remains intact frproject to project. Quality circles

were first established in Japan in 1962, and Kaoru Ishikawad®as dsedited with their

creation. The movement in Japan was coordinated byagi@ndse Union of Scientists and
Engineers (JUSE).

The use of quality circles then spread beyond Japan. Qaiatitys have been
implemented even in educational sectors in India and QQulity Circle Forum of
India) is promoting such activities.

There are different quality circle tools, namely:

1-The Ishikawa diagram - which shows hierarchies of causesiudimg to a problem
2- The Pareto Chart - which analyses different causesshudncy to illustrate the vital
cause

3- The PDCA-Deming wheel - Plan, Do, Check, Act, as desdriby W. Edwards
Deming (strategyvectormodel.com, 2008)

2.5.4.1 E- Learning Stages versus Quality Circle:-

-Planning (PLAN) PLAN DO
-Designing (PLAN)

. Planning Production
-Production (DO) Designing

- Evaluation (CHECK)
-Delivery (ACT)
-Instruction (ACT)
-Marketing (ACT)

ACT CHECK

Delivery Evaluation
Inatriictinn Fvaliation

(Figure 2-7) E-learning Stages versus Quality circle
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High quality E-learning System must be meaningful to Learrastructors, Technical and
Support staff in the Organisation. It should be:-

- Easily accessible

- Clearly organized

- Well written

- Authoritatively presented
- Learner centred

- Affordable

- Efficient

- Flexible and,

- Has a Facilitated learning environment.

2.5.4.2 The different objectives of the quality circle

Enjoy

Synergic
Effect

Develop
Individual
Skills

Improve
Communication

Flow

Maintain

Harmony at

Increase Work place

Productivity

Create Problem

Reduce Errors
on Job

Solving Capability

Improve Self-

esteem of
members

(Figure 2-8) objectives of the quality circle

By (magdy, 2012)

It is recommended that the quality cirde introducedin the organization for building the
quality culture, quality circlés voluntary movement, employegsthe organization should

be motivatedto join thismovement. (magdy, 2012)
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When quality circle will be introduced in the Higher eduaaiinstitute which offers an E-
learning programme, then it will be easily accessibl@rilerganized, and well written. It
will be also, authoritatively presented, Learner centi@uj Affordable. As well as
Efficient, Flexible and, has a Facilitated learning envirortmen

2.5.5 E- learning in Higher Education in Egypt

activity

Offer EL

TPinv. position

students

Q.Stand.

(Figure2-9) challenges meet Higher Education in Egypt
(Khouly, 2010)

Higher education in Egypt faces many challenges like,

¢ high student numbers,

¢ financing of education,

e governance and management of the education system, and

e Quality assurance.

Therefore, the national institutional ICT policies anitlatives adopted the e-learning as a
teaching strategy to overcome the challenges of thdititnaal lecturing style. In this
manner, the National E-learning Centre (NELC) was establisegyptian E-learning
University (EELU) established 2008 to provide e-learning nationallgionally, and
internationally, and one of the Information and Commaiioty Technology Project (ICTP)

outcomes, to serve as a technical unit within the Supremmdoof Universities to
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promote and support the development of e-learning in Egypt foirimg the development
of the e-learning contentKhouly, 2010)

2.5.5.1 National E-learning Center (Khouly, 2010)
The National E-Learning Centre (NELC) is a building block witthe Higher Education
Information Center, SCU. Its primary objective is to ‘promote and support the development
of e-learning in Egypt by improving the development of theniearcontent to the highest
maturity level, to achieve strong presence both locally and regionally’. The further

objectives of the NELChitp://www.nelc.edu.eg are to:

e provide an e-learning infrastructure to defined, high quality spatifins;

¢ provide a range of e-learning tools to defined, high quality stdagda

e provide information, training and support for staff and studentthe use of e-
learning tools and facilities, in collaboration with th@aversities;

e provide nationwide co-ordination for e-learning developme&hgre the center will
integrate courses produced by other projects;

e focus on both asynchronous and synchronous learning;

e produce courses on a competitive basis;

e promote the use of appropriate standards and specifications-l@arning
development, including conformity with accessibility guides and standards;

e provide support to universities in their evaluations of e-legrdievelopments and,
where appropriate, carry out such evaluations, especiatigtdtitional level;

e adopt standards for courseware development in Egypt;

e Encourage courseware export and offshore development.

In order to meet the objectives, the NELC’s revised a strategic plan aims to develop a
robust infrastructure at each of the public universitigsabke of facilitating an effective e-
learning system. This will be achieved through the establishofean e-learning centre a
each of the 17 Egyptian universities. These centresbégeé@mdevelop pedagogically sound
e-courses that fully utilize the potential of ICT in iateractive way. Each will be staffed
by a centre director, instructional designer, e-contienelopers, graphics designers and
subject-matter experts. The NELC monitors the progresthefuniversity centres and
develops national standards. The university centresedreorked with the NELC through

the Egyptian Universities Network (EUNKhouly, 2010)
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2.5.5.2 Enabling E-Learning in Higher Education(khouly, 2010)

18 e-learning labs (6 PCs + server + LAN) have been installatl universities (17 public
universities + Alazhar University).

20 e-learning labs for students (20 PCs + LAN) accessibilitye Hzeen installed in all
universities and branches. Figure 7, shows that 81.4% of Egypigdner education
institutions had computer labs and Internet access in 2088&7% of Egyptian higher
education institutions had PCs in 2008, while 81.4% had electedosc |

e ™
O Series;
_ electronic
O Series; Labs
PCs; 98.7 connected
to the...
. /

(Figure 2-10) 81.4% of Egyptian higher education institutions
Had computer labs and Internet access in 2008
By (Khouly, 2010)

Equipping Faculty of Engineerindin-shams University with a wireless network
(Siemens).
Equipping Faculty of Engineering Assuit University and Ain-shams University with
latest technologies of e-learning offered by HP (the 2tiaswf Engineering won the labs
in the HP e-learning competition).
Developed and inaugurated phase | (1.2 million scanned reseayeb) g Science and
Technology Portal.
Multinationals’ e-content:
The NetAcad curricula of Cisco were mapped to the Tech@cdleges Curricula (3
colleges).
Creating a CCNA network in all faculties of Engineeriagd Computer Science (36
faculties).
Currently studying e-courses from Microsoft and Oraolé¢ accredited as part of the
higher education curricula in all faculties of Engineersagd Computer Science (36
faculties).
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Studying MS e-content for disabled (visually impaired/hearing imegafor TOT training.

Getting new 30 Cisco CCNA bundles to be used in all universities

Multi-core was implemented in Cairo University

ICDL was accredited and implemented in Helwan University (Khd2010)

2.5.5.3 Improving Faculties of EducationKhouly, 2010)

AccreditingIntel: Teach to the Future course as an undergraduate course in all faculties

of education (26 faculties).

e Implementation ointel: Teach to the Future started fall 2007 in 12 faculties. Summer
training of 7021 undergraduate students from all facultiesdlot&ion on MS Innovative
Teacher Program

e TOT training onintel: Teach to the Future in all faculties of Education

e Focused training of 120 Master trainers staff members uitias of Education on

2.5.5.4 Exposing Students to Advanced ICT Too(g&houly, 2010)

e Current training of 3,000 students on ICDL

e 220 undergraduate students were trained on advanced ICT tools. YOracle

e Trained 500 teaching assistances on advanced ICT tools (Oracle)

Currently all faculties of Engineering and Computer Sa@eare joining 2 international

academic initiatives offered by Oracle and IBM allowingnthes get exposed to more

than 1000 technical e-content as well as development tool$gaam improvement in the

software industrial sector at large and e-learning technaslagiearticular.

2.5.5.5 Enhancing ICT Infrastructure in Higher Education (Khouly, 2010)

e Inaugurating phase | of the Egyptian Universities Resedletwork (34Mbps to all
universities and research institutes, connection to Intéjnet

e Equipping the above network with a video conferencing systerconnecting all public
universities + Alazhar University.

e Equipping the new Cultural Affairs and Scholarships premiséls the necessary ICT
infrastructure and video conferencing system interconrgedtiwith 10 remote Egyptian
cultural bureaus abroad.

e Equipping 4 faculties of Engineering and computer science Wn#ersities (Cairo,
Assuit, Alexandria and Mansoura) as well as the Informafiechnology institute (ITI)

with Multi-core labs, offered by Intel.
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2.5.5.6 Track EventgKhouly, 2010)

e Assuit and Ein-shams universities won 2 awards in the gtieral e-learning competition
offered by HP.

e EEI cooperation protocol between MCIT and MoHE signed.

e EEI cooperation protocol between 4 universities and Inteégign

2.5.5.7 Egyptian E-learning University (EELU)

EELU (http://www.eelu.edu.eg/wps/por}as a private non-profit University established with
the Decree, No. 233, of the President of the Arab Republiggpt in the 18 August
2008 to provide distance education through 24-hour online learnthgawision to be a

leading university providing e-learning nationally, regionallyd amternationally. EELU

gives educational opportunity to learners who cannot attend a campessity.

The scope of EELU is not only intended to cover Cairoatsdg can be extended to cover all
the governorates in Egypt and some Arab countries ama start point there are three

learning centres located in Cairo, Delta (Tanta) and upgpgstEAssuit).

Students can access courses' materials, lectures, apeaeyf information through both the

EELU Intranet and the Internet.

This type of learning permits collaboration between the stadend the instructors and
among the students themselves. In addition, student$eaam remotely from different
geographically distant locations. In this manner, EELU pravidevirtual educational
environment that reduces dependence on the concept of ghysid geographical
proximities between student and teacher and in the meanfrovide maximum

educational interactions, benefits and managenidmnduly, 2010)

2.5.5.8 Other Relevant InitiativegKhouly, 2010)
Higher Education Enhancement Project Fund (HEEPF) andPtEMhave funded more
than 75 projects in the Egyptian universities to developreent in different fields

(http://www.heepf.org.eg

Although the worldly recognized e-learning was not clear fonymaf the faculty staff

members participating in HEEPF projects, yet many proeteloped electronic courses
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that could be displayed on a screen using the Powerf&ft courses distributed on 64
projects) during the four cycles of HEEPF first phase. Wealculating the number of
courses that were subject to e-learning, they were 213 coursgsous of the e-learning
management systems (LMS), i.e. Moodle and A-Tuykbouly, 2010)
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(Figure2-11) A graph of the number of electronic coursedyaed for the
Undergraduate and postgraduate stages
(Khouly, 2010)

The graph in Figure 8 (HEEPF, 2008), shows the number of @¥ctcourses produced
for the enhancement of the educational process inthettindergraduate and post-graduate
stages according to the different theoretical and stiespecializations through HEEPF
financed projects during the four cycles.

The share of different specializations and universitiedaaftronic courses can be summed

up as follows:

e Sciences: (147 courses of which 46 were subject to e-learningnmsys Assuit
University produced the largest number of courses in scie@mwpared to other
universities, Helwan University excelled in the number afrses that were subject to
e-learning systems.

e Engineering: about half the number of science courses (#2ex)uCairo Univ. comes
at the top with regards to the number of courses that lesereng systems.

e Information Technology: (7 courses)

e Medical sciences (Medicine, Pharmacy, and Dentist($) courses implemented
through 11 projects of which 26 use e-learning systems)

e Agriculture: (78 courses produced through 9 projects of which 28 asearning
systems)

e Higher Institute for Public Health: (7 courses producedutpnoone project)
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e Veterinary Medicine: (23 courses produced through 7 projects)

e Education: (57 courses produced through 5 projects of which 46 -lessrnéeng
management systems) The Faculty of Girls had oneqtrajeich developed 8 courses
using e-learning systems.

e Arts: (24 courses produced through 2 projects)

2.6 Pespectives of E- learning Quality from 2004 to 2012

Many researchers have addressed E-learning quality fromedhiffperspectives, adopting
different approaches. Going through the years from 2004 to 284 sbme
interpretations of some researchers interested intgudliE-learning.

Bee Bee Chua and Laurel Evelyn, claims in there paper puibl@d@4 with a title of
“Applying the ISO 9126 model to the evaluation of an e- learning system” that there is no
agreement on a standard framework for evaluating systentyqudie ISO 9126 Quality
model was proposed as a useful tool to evaluate it, méonljeachers and educational
administrators. The validity of the model was demonstrah a case study where it was
applied to an available E-learning system and demonstratest ltan be used to detect
design flawslt was proposed to be used as the basis for a compavisgptaise purchase
decisions, and to be appropriate to other e-learning systdany flaws were discovered
with the system. Some were critical to user satigfacand some were minor. It was
proven that the I1ISO 9126 model is useful in evaluating mleg system. It was
recommended to be improved by having a global characteigssammarise the overall
user satisfaction, and to extend the sub-characteristitsded under usability, to include
more specific appearance factors based on accepted Humaput@o Interaction (HCI)

usability principles

In 2005, Fiona Concannon, Antoinette Flynn and Mark Campbell in a paper titled “What
campusbased students think about the quality and benefits of e-learning” discuss that there

is a trend in Irish universities to utilise the benefits of the e-learning as a mechanism to
improve learning performance of campus-based students. Itclassed that whilst
traditional methods, such as fateface lectures, tutorials, and mentoring, remain
dominant in the educational sector, universities are imgeshieavily in learning
technologies, to facilitate improvements with resgedhe quality of learning.It reveals
that the technology to support reuse and sharing of edudates@urces, or learning

objects, is becoming more stable, with interoperabiltandards maturing. However,
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debate has raged about what constitutes effective useanfiilg technology. It was

expanded upon a study carried out in 2@08mnining students’ perceptions of e-learning

in a large undergraduate accounting class environment. Asil, iegprovements were

made to the instructional design of the course, to ersibtients to engage interactively
with content. The subsequent study, adopted a broad rangehmidues to understand
students’ learning experience in depth. An insight into how these students really work and

learn using technologies was provided.

In 2007, Mahmoud Baklizi published a paper about Evaluation ebEyihg websites in
Jordan Universities based on ISO IEC 9126 standards. The atimsopaper was to
evaluate E-Learning website of Jordan universities bas¢8@HEC 9126 standard which
uses six main characteristics to evaluate softwardistiusses each characteristic which
includes its own sub- characteristics. It concludes tolteeshowing that the average of
quality in E-Leaning websites is 65.45 %. It claims that thalteseflect the student's
opinion about the website, and it might be used to imptbeequality of E-Learning

website for those universities.

In 2008, in a paper by Alistair Inglis, the ways in which a ranfyquality frameworks
have been validated were compared, and a number of fabttrddave an effect on
validation processes were identified. Seven examples of publighality frameworks
related to the field of e-learning were described, and the methods used to validatefeach
were identified and compared. As a conclusion, a range of factors that have the potential to
effect on such validation processes were considered. &hoats of validation were found
to have been used in relation to development of the seaaeWorks that were examined:
reviewing the research literature related to effectiveimessline learning; seeking input
from an expert panel; undertaking empirical researaijettaking survey research;
conducting pilot projects; and drawing on case studies. Ehenvariety of approaches
used and the ways in which they were used it was concludedh tretognised set of
procedures for validation of quality frameworks has not gmerged. Findings were
dependent on the particular quality frameworks selectedn@dusion. A need for more
attention to be paid to the development of methods of validéhat are both objective and
robust was uphold. The importance of not falling into tia@ bf substituting intuition by
developers of quality frameworks, and guesswork for evidencelhadieation processes
was asserted. It insists that if the validity of judgeteeabout quality depends on the
appropriateness of the make-up of the quality frameworkighaging used, then it is turn

dependent on the adequacy of the procedure used to validatartieavork. It declares
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that the failure of contributors to the quality literatucerecognise the importance of
validation, points to what is potentially be a major weaknesthe implementation of
guality processes. It reveals that validation itself negua set of agreed processes. Perhaps
this initial attempt to focus attention on the importan€evalidation in relation to the
development of quality frameworks will lead to discussiooutlithe best methods to
employ in validation. The methods of constructing qualigyrieworks were suggested to
merit further refinement. It should not be expected that a standard procedure for the
construction of such frameworks will emerge quickly. Thedity of a particular approach
to measuring quality needs to be subject to continual review waduded. It requires
contributors to research in the field need to be more conscious of the limitations of quality
frameworks and the threats to the validity of judgembated on those frameworks that
come from their design and validation.

Félix Buendia, Elena Ejarque Antonio Hervas in a paper titled “Quality-oriented
Evaluation of E-learningpased Experiences” presented a method to evaluate e-learning
based experiences. This evaluation method was basedwaricddtapproach that enables
the specification of learning scenarios in which theggegences are developed and the
selection of different workflows along the experiencecyicle. The proposed method
allows the evaluator to generate mechanisms adapted tocificspgaluation case and
systematically structured according to the quality assurantee-learning-based
experiences. Web applications have been developed to suppocuttent evaluation
method. Two examples of experiences based on higher emusattings have been tested
under the proposed method. The reported cases show teilitgrof the evaluation
method that is able to manage from “little” size experiences (e.g. lesson-level based on e-
learning environments) to institutional e-learning projectg. (e blended-learning
program). Further works plan to complete the current etlatuaases and to address new

ones in order to validate the proposed method.

Ksenija Klasniii, Sanja Seljan and Hrvoje Stanpiii in a paper titled “Quality Parameters for
the Elearning Omega System” different views towards the quality of e-learning have
been presented, and the research regarding the quating & learning Omega system
(Moodle) conducted at the Faculty of Humanities and $d&@ences, University of
Zagreb presented in relation to different European politiesas concluded that positive
attitudes towards Omega, perceiving its qualities and the possshoit positive changes
by its use, are typical for those students who werelkthao their information literate

teachers and their own information literacy, given thpportunity for a better
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familiarization with Omega. It is our opinion that the diyabducation, and specially
education and educational engagements using Omega, are nbteposdiout a quality
educated and prepared teachers. If we re- view the situatibe context of a concept of
technological pedagogical content knowledge, which impleg the modern quality
teacher is the only one that understands and succesafély these three knowledge
components, we realize that the component referring éoteébhnology and the use of
technology in education is the key problem in the prooésstegration of Omega in the
educational system on Zagreb’s Faculty of Humanities and Social Sciences. It seems that
teachers are still having “problems” with unavoidable characteristic of a quality teacher,
which is reflected in students’ attitudes and satisfaction. Still, the good news is that the
situation, as it seems, is moving into the right dicecbecause the students from the lower
study years are more satisfied with Omega use.

In 2009, Jennifer Ireland, Helen Mary Correia, and Tim Markfin in a paper titled
Developing quality in e-learning: a framework in three parts, fdatures of a new e-
learning quality framework developed for a large multi-campusgensity was introduced
ard described. The framework was explicitly designed to improxetiality of e-learning
sites and the quality of online student learning, by developiagskills of the academics
who design the sites. A range of existing models andhfiltee on evaluative frameworks
in e-learning and positions the new framework within that exintvas examined. It
describes the features that distinguish the new framewaork £xisting models and
explains how these differences are tailored to develepetitearning design skills of
academic staff and to encourage greater engagement wadrrenly quality initiatives
across the university. Several features of the newelwaork that differ from other models
were identified and the inclusion of these features were explained in terms of the support
they provide for quality improvement at a university whamademics are the main
designers of e-learning sites. A contribution was madeetditdnature on quality initiatives
in e-learning by introducing a new quality frameworkttl#fers in significant respects
from other models, and may be useful to other univessitihere academics are the main

designers of e-learning sites.

Dr. Sarmad Mohammad in his paper titled “Effectiveness of e-learning system” published

in the international conference of computer engineeaimd technology, a framework has
been introduced to be used to evaluate the quality, compdsten¢he monitoring and to
measure effectiveness of e-learning web site which has tareas of focus: -

infrastructure, applications, and business functions. Eeezn ia different; they cover the
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system aspects of the Web site. The infrastructurecapauses on the operating system,
server and network hardware, and other devices such agdficeThe application aspect
pays a specific attention on the database, middle-wadethe application itself. Business
functions deals with the comprehensive managementafexcton of applications. A plan
to manage and address deficiencies of actual online sitetiopem@as suggested. A
performance management policy was proposed, some seguégtion have been

answered and evaluated.

Jin li presents in the®1International Conference on Information Science amgirieering
(ICISE2009) a paper about “Establishing Quality assurance Systems for [Earning”. It
discuss that the Integration of technology in all fooheducation has narrowed down the
gap between the on- and off-campus students and has resuliedise of the more broad-
based term ‘distributed learning’. It claims that E-learning is seen as a subset of distdbute
learning, focusing on students who may be separated in timepand §om their peers
and the instructor. It praises that the new forms and mearings acquiring, its
convergence with traditional learning and its global ichpaose several challenges. It
reveals thait has caused a serious concern to the governments and tibe agsurance
agencies all over the world about the safety of theonatisystems, legitimacy of the
providers, protecting the public from fake providers, qualityhef offerings. It declares
that many quality assurance agencies have responded to this dabdrans considerable
dialogue about ensuring quality in e-learning. It highlights the tyuadisurance aspects of
e-learning that deviate markedly from that of the trad#@ieducation, and suggests how to
implement the quality assurance system for e-learning.oticlades that, as the
developments indicate; e-learning has changed the natueduchtion and the quality
assessment mechanisms. It poses challenges to the ionakways of quality assurance.
In particular, the e-learning provisions that cross natidoorders cause concern to the
quality assurance agencies all over the world. The impicasi that along with “how to
assess” the new forms of e-learning, the quality assurance agencies have to reflect on “how

to coordinate the quality assurance activities” at the international level. It recommends that
the philosophy, principles and standards routinely appliedai@e or accredit traditional
units should be adjusted and modified to assess the quaditgfectiveness of e-learning.
It suggests a solution by pooling the knowledge and resourcesdodetidentify better

ways of assessing e-learning, without losing sight afigsnct characteristics.

Paul Ginns and Rob A. Ellis in a paper titled “Evaluating the Quality of E-learning at the

degree level in the student experience of blended ledrmépgrts the development of a
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scale for determining the quality of the student e-learnxmerence at the degree level
when the student learning context is a campus-based experidmee claim that rapid
developments in the use of information and communicagohriologies (ICT) in higher
education require methods for evaluating the contributiGuch tools to student learning,
especially when they are complementing a faet&ace experience. The psychometric
functioning of a proposed e-learning scale was examined inorefet a well-validated
degree-level teaching evaluation instrument, the Student CBypsgience Questionnaire.
They clarify that the e-learning scale has suitablalb#ity and validity while used on a
sample of undergraduate students for quality assurancetiestiaround ICT. They
discussed the development of an emerging constructibelpomeasure the quality of e-
learning at the university degree level, where online acBvitiee used to complement

faceto-face experiences.

In 2010, a paper by Fausi Mohd Saman and Wan abdul Rahim Wad Idaltitled
Assessment of Motivational Qualities for E-Learning Webhs#dims to investigate the
motivational quality of e-learning from one public universityMalaysia. 109 samples of
undergraduate computing students from various programs frmomputer science school
were used. Website Motivational Checklist (WebMAC) pratess to assess the
motivational quality of e-learning website was adopted. Maduation was done on four
dimensions; (1) stimulating (2) meaningful, (3) organizatiod (4) easye-use. Several
issues with the e-learning website under investigation wereealed. Further
improvements of the e-learning features were recommendadsliclaimed that in spite
attention given to efficiency, the aspect of easeeafrling has been neglected. It was
asserted that developing online learning systems, motivai@h engagement are of
greatest important. While E-learning was combined in many uitivgpsograms in
Malaysia, there is still little research to investigabe motivational quality of the e-
learning applications. A lack of awareness among web devetdp#esigner to include
motivational elements in e-learning applications for pulaitd private university in
Malaysia was revealed. A need for more future work to beuwaied in this line of study

was asserted.

Da Shi in a paper titled “The measurement of the CSI of e-learning Courseware” argues

that, in the past few years, with the information tedbgy development and the
application of streaming media technology, teaching fobnesk the restriction of time
and space. Internet plays an important role in e-learning.eflearning courseware will

influence the quality of study, even in the future dewelept of distance education.
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Therefore, the way to measure the quality of e- learogseware becomes increasingly
important. Based on the theory of customer relationgshgmagement, the customer
satisfaction of the e-learning courseware was analysedualaative way.

In 2011 Martina Friesenbichler Karl-Franzens In her papedtiti-learning as an enabler
for quality in higher education published in thé"14ternational Conference on interactive
Collaborative Learning, claims thag¢-Learning offers many opportunities to fulfil
universities” general quality principles for learning and teeglsis pointed out in their
strategy papers. But to strengthen the role of e-learnirigrabler” for quality in higher
education it must be guaranteed that e-learning itself falitsin quality requirements.

Galamoyo Male, Colin Pattinson in a research paper dlinitancing the quality of e-
learning through mobile technology: A socio-cultural and teldgyoperspective towards
guality e-learning applications", presents part of the worknadn-going research project
that is looking at socio- cultural and technologicaledepments from a mobile technology
convergence view; in order to show how culturally aware cgeree developments in
mobile technology can be adopted and employed for theripetté of society. A scenario
for a mobile technology was presented to enable learningoanwént in support of the
conventional learning approach with a focus on enabling mEreémtolvement and
contribution to the daily learning objectives of their clallliand hence enhancing a quality
learning experience. It further critically discusses issafegterface design at both the
device and application levelsthat will have an impact on the quality of e-learning, \aith
focus on mobile technology. The way interface designpaesitively enhance the quality
defining characteristics of learning in an e-learning environment was shown. Ways of
achieving these characteristics of learning through efieeilearning were reported. This
is done by addressing requirements for quality-learning throdgbtiee interface-design
considerations, towards meeting the overall quality requinesra learning that should be
intrinsic to a holistic e-learning environment. The valfilauonan computer interaction and
the critical factors of promoting productive interactiwere addressed. It was claimed that
there are several factors affecting quality déening as a tool and approach to flexible
and independent learning. The advent and use of mobile tegynods been investigated
from a socio-cultural and technological perspective in ¢aatinents. It was declared that
limitations lie in the depth of investigations and how far the findings can be applied to the
diversity of learners. As the effects of cultures #mel rapid technological advancements
take toll on teaching and learning the findings reported in this paper have far reaching

implications for learners from different cultures atsbaor attempts at bridging existing
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digital divide. Originality/value- The approach adopted in the research is unique by virtue
of new findings and ideas presented. The opportunities for mobile devices and technology
was highlighted to play a role in the development of comnasnithrough technology
aided learning (e-learning), with a focus on e-learning systamd technology
requirements for delivering a quality learning experiencecoticludes that E-learning
systems are designed with a primary objective of asgiddarners towards achieving
identified learning objectives. It explains that objectives born of a desire to learn resulting
from the learner’s need to achieve in a particular subject area and driven by a human need
to achieve or attain a particular goal in society. It urdped it is fundamental that e-
learning systems are designed to assist learners oractaese their societal aspirations. It
asserts that an e-learning design-focus should be to pteseetlearner and other learning
support entities an e-learning solution that enhanceshidngces of the leaner meeting the
demands and expectations of and from their learning progtaracommends that the
system must be developed from a learner-centred apprpeaviding mechanisms for
automatic or manual adaptation in order for the systemmdet the needs of different
learners as much as possible. It guaranteed that thibecachieved to some extent by
providing as much custonaisle features as possible. In designing flexible systems,
accessibility and usability features play an important rolatds system acceptance, use
and value. It asserts that the internal learning environofeant e-learning system should
be inclusive and learner-centred in its design, takihg @onsideration both the technical
(hardware and software) and non-technical (social, cultowahan) system dimensions. It
urges that a learner centredeerning system should be designed to meet the learner’s
requirements in the way the learner accesses and tstevitic the system, as well as in the
learning or teaching approaches presented to the learnee lgatining system. It asserts
that the effectiveness of the adopted learning style willamdy depend on how it is
realised at interface level, but will also depend omajipropriateness to the learner. It
recommends that it is important that at the variouspmorants of an e-learning system, the
design should maintain an awareness of among otherdsatier’s profile. It explores
that accepting that e-learning systems are likely to be lmgdearners who potentially will
have different learning profiles, the system hence needs to be designed with the capability

of building learner profiles as one of the primary requirements before the actual learning
process begins.it argues that a continuous awarenes® ofatfables that have some
influence on the learner’s profile is thus an important aspect of developing adaptable
learner centred e-learning systems. This can be chal@entreveals that extending these

systems with a model for self-adaptive system capabdityven more challenging in its
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requirement for an involvement of intelligent cognitive dats. Of the different
components of an e-learning system, closest to theelearthe e-learning application
interface and the e-learning device. It is through thiesethe learner begins to develop a
view of e-learning as an effective or otherwise, approadbaiming. It explains that even
though the effective performance of an e-learning soludepends on all its components,
the interface is the user’s view to the system and hence the importance of interface designs.

It highlighted and emphasised on some fundamental aspettie sbcio-cultural view to
the development and use of e-learning systems and redigasupport systems, the
challenges in developing fully particularly in the extensiveral learning environment. It
claims that the aim of further work in this area isdous on the development of the socio-

cultural reference model.

Qing Yangl, Yuan yuanl, Junli Sunl, KaiMin Cail in a paper titled Semantic “P2P-based
Learning Resources Personalized Recommendation System Design”, discusses that as the
system size expansion, P2P-based E- Learning system wtuele participants cannot
effectively found the learning resources, cannot reflectyimamic learning characteristic
of the participants, and individualized. Learning resourcesopalized recommendation
system based on semantic P2P technology to improviedioching quality of E-Learning
System was proposed relying on the analysis of semanticaneontology modelling.
Computer science learning resources personalized model "SFPLR&S designed. While
ontology modelling was considered, the learning preferencesd golution for the
problem, the system scale, and the learner's, persecakzvice issues. It was proposed to
have The next study step to establish the correspondingrerpeal system, which will be
built on the platform JXTA developed by Sun, to build P2P iegpbn, in order to offer
better computer learning resource personalizing recommenslaiionE -Learning

environment.

Wan-Tzu Wong and Neng-Tang Norman Huanga paper titled “The Effects of E-
Learning System &vice Quality and Users’ Acceptance on Organizational Learning”
examine the relationships among ‘“acceptance and use of e-learning technology” , “e-
learning system service quality”, and ‘“organizational learning” from the end-users™
perspective. The significant direct effect of “e-learning system service quality” on
“acceptance and use of e-learning technology”, and “acceptance and use of e-learning
technology” on “organizational learning”, indicate that the quality of technology service,

together with e-learning satisfaction, will affect theutessof organizational learning.
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Majdi Abdellatief, Abu Bakar Md Sultan, Marzanah A. Jabad Rusli Abdullah in a
paper titled “A Technique for Quality Evaluation of E-Learning from Developers
Perspectivé state that E-learning is gaining more acceptance as days paassked
provides learning opportunity any time and in any place. Diffepenple have different
preferences in terms of learning style such as readinglistkig audio or video, speaking
and communication. To support these different learning menedes, there is need for
multiple e-learning delivery methods and teaching techniquethdfurore, there are many
stakeholders of e-learning systems such as system derglageninistrators, instructors,
instructional designers, multimedia designers, onlindit&tors, independent evaluators.
Whose views are important indicators for a compleleaening system evaluation, but the
most important views of &arning quality are user view, developer’s view and manger’s
view. A new technique to evaluatelearning website quality from developer’s view was
proposed. An extensive study on related resources was t¢eddiite weights of quality
characteristics which are obtained by carefully selected questionnaires’ from professional
developers were adopted. The evaluation process using AHP teclamiduge result of
trial evaluation for validation of our technique Result wassented by proposing four
quality characteristics named Service Content, Systemctibuality, Information
Technology and System Reliability. 11 sub- characteristitsits attributes by following
the structure of standard ISO/IEC 9126 were proposed. It watuded that the proposed
technique could be useful and effective for ensuring thah lgjgality systems are
developed(Majdi Abdellatief, Abu Bakar Md Sultan, Marzanah Jabar , 2011)

In 2012 C Bremer published his paper about “Enhancing e-learning quality through the
application of the AKUE procedure model”. The procedure model AKUE was described. It
aims at the improvement and assurance of quality and cost efficiency in the context of the
introduction of e-learning and the development of digitalrdeng material. It was
explained that AKUE divides the whole planning and impletaon process into four
different phases: analysis, conception, implementasind,evaluation. It was asserted that
AKUE analyses at which level of the organization or culdm decisions have to be
made. Accordingly, it differentiates various types ofjgets for which different planning
methods and quality criteria are applied. For each step, specific worksheets and procedures

are applied in order to support planning and decision making. Itcamasluded that
through the definition of outcomes and feed- back loops at each step, quality standards and

cost efficiency can be achieved.
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D. Masoumi & B. Lindstrom in a paper about Quality ofearhing: a framework for
promoting and assuring quality in virtual institutions claim thétth the growing demand
for e-learning along with striving for excellence associatéti globalization, there are
worldwide calls for enhancing and assuring quality inagning, specifically in the context
of the developing countries. They assert that such datlsquality enhancement,
accountability, added value for money, sslfluation, and role players’ satisfaction in
higher education settings. They addres@d/asoumi & Lindstrom, 2012jhe concerns
regarding enhancing and assuring quality in e-learning, a comgredenquality frame
work is developed by taking into account the pros and cdr$ieoprevious models,
frameworks, and studies of e-quality. They present e-quaditygwork offers a structured
set of factors and benchmarks as a tool for practicditgwaork with e-learning in virtual

institutions.
2.7 E-learning Benchmark And Quality function deployment role

To achieve high quality for e-learning service, we should m@@ntcontinuous
improvement to achieve customer satisfaction. We shbanet scientific approaches to
evaluate the service, in order to plan for next levainpirovement. Benchmark is a way to
evaluate the e-learning service. But the priority comékeaalesign of method provided by
Quality Function Deployment to achieve customer’s needs. The paper is based on
illustration of previous studies, in order to find relatioesween the role of benchmarking
in evaluation of E- learning and Virtual Education, and tbke of quality function
deployment in planning and designing the route to continuous waprent; to maintain

high quality of service.

2.7.1 Benchmarking E- learning and Chinese standard system

Sarojni Choy from Queensland University of Technology arguéss study published in
2007, that E-learning has impact in the vocational Educaticaiaing (VET) sector. This
impact was specified through the development of a suite oftitatave and qualitative
indicators come from Australian flexible framework. $@endicators were used to design
a survey to gather quantitative data for benchmarkingyGliustrates in his study the
ways of approach of VET providers towards e-learning benchmatkiadpenefit achieved
and lesson learned. He exemplified how base line indicaters adopted by the VET
providers to inform organisational plans for e-learning outsonBenchmarking of e-

learning was categorised under three purpeseeporting, Performance management, and
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service improvement. Those three purposes were the stde learning quality from
Saionji Choy point of view.

In february2009 a criteria to evaluate a virtual learning enviesnimvas illustrated by
M.Sannia,G. Ercoli and T.Leo in a paper about “Evaluation of a virtual Learning
Environment for the Professiorn@itaining in Public Administration” , claims that in order

to evaluate the quality of the learning system, they hawvesidered the quality of the
communication system, the quality of the support services the didactic staff, the
guality of the administrative services, and the quality ofeaening objects. M.Sannia, G.
Ercoli and T.Leo assert that the achievement of a Vileaning environment (VLE)
depends on the easy access to the information, siqifessly trained, effective
administrative service, and didactical material preghare

This was maintained by the Application of E-learning Standaridiz Technolog\By: Li
Zheng, LeiXu and Yu Shan Li - Tsingua UniversityChina - Published in October 2009.
Where he authors claimed that, the Chinese Standards systewlaisve with the
development over the past few years. They explainedhbatsearch work of standards is
divided into five categories:fundamental guidance — learning resources learners—
learning environment and education mawgement”. They announced that some of these
five categories were adopted from IMS or IEEE. And, that B&the unification of
platforms and resources problem was solved through these chtegories. They
guaranteed that “Architecture and Reference” standard provides the platform framework of
E- learning. They articulated the different standards Models such as “Learning Object
Metadata (LOM)- Content Packaging (CP)and learner Model”, and they explained the

role of each standard.

The authors explained the standard- setting, and arguedt tlgatonly a part of the
standardisation work, and that the more important isptioenotion of these standards.
They claimed that the open standardized learning platferrthe base of standards
applications. And, tt the learning system structure design is based on “System
Architecture” standard with “Learning system architecture and service interface” standard.

The author argues the “system Architecture” standard which is based on LSTA of IEEE.
And, demonstrates how it provides high level system structueeledrning through the

following.
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(Li Zhemg, Lei Xu and Yushan Li, 2009)

It explains three categories:-

(Processes): learner Entity, Evaluation, coach, Dsliver

(Stores): Learner Records, Learning Resources

(Flows): Learning Parameters, Behaviour, Interaction conteearner information,
assessment query, Catalogue information, Locator, Learoimtgrmt, Multimedia.

The author claims that this architecture model is edugationtent, culture, and platform
irrelevant. And, it was adopted as concept model of learsygiem. An abstract
framework and core interface were designed based on thdemomodel.

The authors explained the digital education learning platfeystem layered architecture.
They started with the Base facilities considered aimfrastructure layer, which includes a
variety of hardware and software. Then they went tdBtcs Services layer, which they
claimed as integrated service, could be used as educationmieseaather than digital
educational platform. They argued the next layer, whicthéseducation service layer,
insisting that it provides a core education applicatiomh witegrated services, necessary
for digital educational platforms. The authors ends ftamework by the education

application layer, which they revealed as the cormaiy applications used in proper
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education service, and presented to user; such as LearningitcMaaagement and

evaluation systems.
2.7.2 Quality function deployment role

It is very important to have standards to maintain the quafiigtlearning service. But, the
aim of quality is always to achieve customer satisfactitere, reveal the importance of
Quality Function Deployment (QFD), to ensure that the vateustomer derives all
actions concerned with quality. It can help keep high standards of benchmarking. “Quality
Function Deployment (QFD) is a method to transform user’s needs into technical targets
and task control regulation of product developmientifferent phases reasonably and
effectively so as to products designed and produced really satisfy users’ needs”. (Chang
Jigling, Song Tong , Li Chuncan, Song Tao, 20@)ilding a house of Quality witka
base of Technical competition ability, walls What’s matrix(Users requests, Relationship
between users requests and Technical requirements, andtievd)uzeiling of Technical
requirements, and a roof dfow’s Matrix; accomplish the process of quality function

deployment in revealing a plan for continuous improvement

How’s Matrix

User’s Technical requirement Evaluation
Request (Quiality Characteristic) Matrix
and
Priority Relation Matrix (Market
competitive
(What’s (Relationship between user’s Request and evaluation)
Matrix) Technical Requirement)

How’s Output Matrix
(Technical competition ability Matrix)

(Figure 2-13) House of Quality
(Chang Jigling, Song Tong , Li Chuncan, Song T&8%

This was reasoned by Giovanna Avellis (Technopolis Csatly),Itin her article about

“Enhancing Quality of Learning Contents with Quality Function Deployment. She aimed

to develop a scheme to enhance the quality of learningrdseritg applying the product
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marketing and manufacturing concept of Quality Functiorogepent QFD) improved by
the approach used in decision support systems, to assurejuality requirements,
especially the Non Functional Requirements (NFR), acedran the learning contents.
Avellis insists to address the main issues of Evaluatioheafning Resources, and to
manage the traceability of quality requirements to architest She claimed that Quality

of learning resources is attracting more and more atteintiesLearning for two reasons:-

1- On the technical side; it is usually not clear to thos®lved in the development,
how to measure the various quality criteria on a wagay basis (i.e. formative
analysis), nor how to achieve them and measure themrapleton (summative
analysis).

2- On the customer’s side; the issue does simply not know what to ask for.

To this end, a distinction has been made between basicyqiediors; such as
functionality, reliability, ease of use, economy,e$af and extra quality factors; such as
flexibility, repair ability, adaptability, understand ability, dmeentation and enhance
ability. She asserts that quality factors related toettiernal, or observable, quality of a
learning resource are the most important , and panigutathe world of e-learning;
where technical strategies are emergimg parallel with educational and pedagogical
strategies. And, that they are also important in thexdr@ork of mobile learning, where
the constraints of mobile devices and the supported seftase very important for
delivering effective contents, in addition to mobile qualégtors identified so far such as

accessibility, navigation, presentation and system useatige
Avellis developed a scheme to manage and evaluate goBlégrning contents, based on

the work done on Quality Function Deployment (QFD) [MizuA&ao 1978] and in the

area of design rationale [Lee, 1991].
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She considered the "issue-position-arguments” modelkl®orBegeman 1988]. In her
scheme, she defined an “issue”, as a problem to solve, Representing quality
characteristics/sub characteristics to evaludhe defined an “argument”, as a supporting
justification of the issue, representipgocedurewhich helps to determine which design
alternative to choose to implement in the related quedijuirement or NFR. Finally, she
defined a "position" as a solution to the problem, repregpmither astatementof the
NFR, which gives a quality goal to be supported by the finaigde or design
alternativesAnd, she claims a statement is an ascertainable prqpexsgibly measurable,

characterising NFRS).

Avellis warns that the motivation for software architeet is to have a basis for
understanding and standardising systems and their comporSoftaiare has yet to
achieve the level of reclaim realised by hardware discgliAdhough software is easy to
reproduce, its variations are much more difficult to stedide, identify and control. Also,

she infers that great improvements have been made bgidgcan well-defined areas of
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knowledge or activity domains [Arango, Prieto-Diaz 1991]. Aetliitires provide a means
for structuring knowledge of the system within a domaioluding their requirements. The
possibilities for reuse are greatest when the specificatio® the least constrained at the
architectural level. She insists that reuse is nornealhsidered only at the implementation
phase. This practice limits reuse to fine-grained moduldsest, and fails to allow for
broader use of assets at a subsystem or higher leveledigcting to plan at the early
stages of development.

2.7.3 Between learning system technology architecture and qualityurfction
deployment.

In order to praise the Idea of the interaction betweesearehers approaches, the
relationship between learning system technology architectun@ quality function
deployment, is claimed in the following figure, where we metgedwo approaches in a

house of quality.

How’s Matrix

Technical requirement

(Quality Characteristic)
1-High quality communication
system (synchronousnd

User’s ;_S{Ticwonoﬁs) ) . Evaluation
Request and gh quality support services Matrix

Priority Relation Matrix

(What’s (Market

Matr'?() (Relationship between user’s competitive
lntg;iﬁ}f;/ Request and Technical evaluation)

content/ Requirement) Evaluation /

Delivery/ How’s Output Matrix Leamner

(Technical competition ability
Matrix)

Coach /Multimedia

(Figure 2-15) merge between Learning system technology ectimi¢ and QFD

In the figure above, the learning system technology amthite characteristics were
illustrated in the house of Quality, in order to have a mbejeeen the two approaches to
achieve high quality, and continuous improvement for E-legreervice. Characteristics
of Learning System Technology architecture were classiftedyroups according to

sections in the house of quality. Interaction, Learning extntDelivery, and learning
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preference were classified in “What’s matrix”. Coach and Multimedia were classified in
“How’s output Matrix”, while Query, Learner information, and assessment were atabsif
in “Relation Matrix”. And, Evaluation/Learner records and behaviour were classified as
“Evaluation matrix”. In order to process what’s, how’s, relation, and evaluation matrix;
Technical requirements, which represent the quality chaistatey should be specified.
Four Characteristics were considered to be the télisracessing the above mentioned
four matrixes:-

1-High quality communication system (synchronous and &sgnous)

2- High quality support services and didactic staff

3- High quality administrative service

4- High quality of learning object.

Thehow’s Matrix presenting the roof of the house of quality differ from organization
to another, according to the strategies of the top managemen

Authors in Italy and China strongly believe that Systenchfecture standard provides the
platform frame work of e-learning. Therefore, planning faviding e-learning service is
important to produce it in a high quality. Quality function dgpient, as a tool of
planning and designing, is judged to be an important tool to achiemén@ous
improvement. While E-learning benchmark is based on qualitysesfice and its
continuous improvement, Quality Function Deployment oftées best way to gain the

competition of benchmarking.

2.8 Summary

e All studies related to the field of E-learning quality focas the importance of
evaluation of the provided service. Each study presenteetetitf way of evaluation.
All studies advocate the necessity of evaluation to acliepeovements.

e Introducing E-learning in High education require new method€oarse design,
teaching, and evaluating students. It will also, expand thetyaoif cultures, and
eliminate borders between people all over the world. Thusllibring a wide change
in learning process which can affect the society's culture.

e Theories and models in the field of Total Quality Manag@ms&art from the same base
of principles and end to same results (the importariceamwork and continuous
improvement...etc.) but in different approaches.

e Quality Function Deployment offers the best way to gain toenpetition of

benchmarking.
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Chapter Three

Research methodology

3.1 Introduction

Research methodology is a way to systematically solwerdbearch problem. It may be
understood as a science of studying how research is damtifezally. In it we study the
various steps adopted in studying the research problem altnthes logic behind them. It
is necessary to know not only the research methods/techiiqualso the methodology.

Bryman (2004: 453) identifies a paradigm as a cluster aeveeb and dictates which, for
scientists in a particular discipline influence whatdtl be studied, how research should
be done [and] how results should be interpreted. Paradigenopposing worldviews or
belief systems that are a reflection of and guide thesiexs that researchers make
(Argimate, 2007)

This chapter discuss the main layers of this reseahathveonsist of:-

1- Philosophies

2- Approaches

3- Strategies

4- Choices

5- Time horizons

6- Techniques and procedures

Then we come out to the chosen approach and alternase@rcé strategies

3.2 Philosophies

Research Philosophy describes a “theory” of research in a particular field and explains the
assumptions that underline the research appr¢Biztckmon, 2005)

When undertaking research of this nature, it is importantonsider different research
paradigms and matters of ontology and epistemologyceSihese parameters describe
perceptions, beliefs, assumptions and the nature ofyreald truth (knowledge of that
reality), they can influence the way in which the reskas undertaken, from design
through to conclusions, and it is therefore important tdetstand and discuss these
aspects in order that approaches congruent to the natuenasaf the particular inquiry

are adopted, and to ensure that researcher biases arstomdeexposed, and minimised.
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Whilst James and Vinnicombe (200@4ution that we all have inherent preferences that are
likely to shape our research desigB&ikie (2000)describes these aspects as part of a
series of choices that the researcher must consmkehe shows the alignment that must
connect these choices back to the original Researchldt. If this is not achieved,
methods incompatible with the researcher’s stance may be adopted, with the result that the

final work will be undermined through lack of coherence.

Blaikie (1993) argues that these aspects are highly relevant to Sode@ic8csince the
humanistic element introduces a component of ‘free will’ that adds a complexity beyond

that seen in the natural sciences and others, sud¢tath and Cunliffe (2006Qraw
attention to the fact that different paradigms ‘encourage researchers to study phenomena in
different ways’, going on to describe a number of organisational phenomena from three
different perspectives, thus highlighting how different kired knowledge may be derived
through observing the same phenomena from different philasalgierspectives. As well
as stimulating debat&enzin and Lincoln (2003xnd Kvale (1996highlight how these

different positions can result in much tension ambagademics(Flowers, 2009)

a) Positivism

Positivism means “scientific” and positivist methodologies argue it’s possible and
desirable to study social behaviour in ways similar to those Ingeathtural scientists to

study behaviour in natural worl{Chris.livesey, 2006)

It is derived from the philosophy of science: A view of stifen methods and a
philosophical approach, theory, or system based on the thiaty in the social as well
asnatural sciences, sensory experiences and their logmchimathematical treatment are
together the exclusive source of all worthwhile informatjohn j. macioni, 2007) positivism
Introspective and intuitional attempts to gain knowledgerajected. It is any system that
confines itself to the data of experience and excladasorior metaphysical speculations.
Though the positivist approach has been a recurrent thentiee history of western
thought from the Ancient (Egyptians) to the present ttayconcept was developed in the
early 19th century by the philosopher and founding socidlogigguste Comte to be
concerned with positive facts and phenomena, and exgluspeculation upon ultimate

causes or origingollins w. , 2009)
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a) Realism

The question of the nature and plausibility of realisrsesrivith respect to a large number
of subject matters, including ethics, aesthetics, causatnodality, science, mathematics,
semantics, and the everyday world of macroscopic raatebiects and their properties.
Although it would be possible to accept (or reject) realeross the board, it is more
common for philosophers to be selectively realist or reatist about various topics: thus
it would be perfectly possible to be a realist aboutéberyday world of macroscopic
objects and their properties, but a non-realist aboubhet&stand moral value. In addition,
it is misleading to think that there is a straightfordvand clear-cut choice between being
realist and a non-realist about a particular subjectemdsttis rather the case that one can
be moreer-less realist about a particular subject matter. Alkere are many different
forms that realism and non-realism can t@Wéler, 2010)

The doctrine that universals have a real objective  existe a&d that object®f sense
Perception has an existence independétiteactof perception(collins, 2009)

Realism, or Realisdr Realistic are terms that describe any manifestation hid t
philosophical realismthe belief that reality exists independently of obsesywhether in

philosophy itself or in the applied arts and sciences. Inktuad sense it is frequently

contrasted withdealism (encyclopedia w. t., 2011)

Realism is any philosophical theory that emphasises thtepges of some kind of things
or objects, in contrast to theories that dispense thitigs in question in favour words,
ideas, or logical constructions. In particular, thent stands for the theory that there is a
reality quite independent of the mind. In this sensejsmaais opposed to idealism, the

theory that only minds and their content exishcyclopedia E. C., 2012)

b) Interpretivism

It refers to approaches emphasizing the meaningful natupeaple's participation in
social and cultural life. The methods of natural scieameeseen as inappropriate for such
investigation. Researchers working within this tradition amalijree meanings people
confer upon their own and others' actio@ncyclopedia E. o., 2007Interpretivist
methodology leans towards the collection of qualitativiea dand uses methods suck a
unstructured interviews and participant observation that peotids type of data.
(Chris.livesey, 2006)

Interpretive methods of research and analysis playleaimoeducational research in two

different senses. In one sense, they are used in maaoiplthes and fields as primary
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means to create a narrative, to making meaning, or to makingal or policy critiques.
For example, in humanistic studies of education, such asspbpihy of education and
history of education, the interpretation of texts, ¢ésehuman actions, narratives, and
concepts forms the basis of inquiry. In these or othses, the analysis of language can
play a central role. In legal analysis in education, example, the use of interpretive
methods involves the analysis of case law, legislataond administrative policy. In
cultural studies or discourse analysis in education, itepretation of culture, practices
and artefacts, or language itself plays a centralirogudying social patterns of inclusion,
exclusion, and the dynamics of power. In some variedesurriculum theory, the
interpretation of textbooks and other materials plakeyarole in explaining how society
reflects judgments about knowledge and value in their claricinoices. In the history of
education, the interpretive research specializationdyietaluable insights regarding
mastery of historical research methods (e.g., oral fyisteeview of original source
documents), but also in terms of knowledge about the rniatierpretive debates in the
field that have shaped the scholarship and focus of luat@gsearch in education.

In the second sense, interpretive methods play a mpahei application of any modes of
research, whether quantitative, qualitative, or evaluatResearchers often speak of
“interpreting” the data, or “interpreting the results of statistical analyses.” In this more
generic sense interpretive methods are not the prireagarch specialization: they are the
one analytical skill along with many in a wider mode ofuiry. This specialization
pertains to the first sense of interpretive methodstantite second, more generic, sense.
The Interpretive Research Specialization

1. Provide a foundation for student to be able to understandagemethodological issues
and problems in educational research,;

2. includes basic course work in conceptual analysis, dodangeand other kinds of
discursive analysis, and epistemological analysis;

3. emphasizes coursework that connects method to discipéinaty;

4. Help students develop critical and interpretive tools tauded to analyse both the
limitations of educational research itself and substangweblems in the field of
educational policy and practice;

5. prepare students to interpret and analyse a variety dagtther cultural artefacts,
including but not limited to documents, curricula, discursivapcts, film, theory, policy,
and law; and,

6. Provides students develop skills that they will use aspimadent researchers using

interpretive methods alone or in conjunction with ottesearch skills. (Illinois, 2006)
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c) Objectivism

One of several doctrines holding that all reality is dibjecand external to the mind and
that knowledge is reliably based on observed objects andtsev@Rand, 2012)
Objectivism is  ghilosophycreated by the Russian-American philosopher and
novelistAyn Rand(1905-1982). Objectivism's central tenets are that reality exists
independent ofonsciousnesghat human beings have direct contact with redtitgugh
sense perception, that one can attain objective laugel from perception through the
process otonceptformation andnductive logiG that the propemoral purpose of one's

life is the pursuit of one's owmappinesgorrational self-intere3t that the only social

system consistent with this morality is full respectifwtividual rights embodied itaissez

faire capitalism and that the role afrtin human life is to transform

humanshmetaphysicaideas by selective reproduction of reality into a physioan—a
work of art—that one can comprehend and to which he can respond entigtiona

Rand characterized Objectivism as "a philosophy for livinganh," grounded in reality,
and aimed at defining man's nature and the nature of the wavkich he lives.

“My philosophy, in essence, is the concept of man as a heroic being,

With his own happiness, as the moral purpose ofiteswith productive achievementsa
his noblest activity, and reason as his only absolute”.

By: Ayn Rand,Atlas Shrugged

The name "Objectivism" derives from the idea that hurkanwledge and values
areobjective they exist and are determined by the nature of realithetdiscovered by
one's mind, and are not created by the thoughts oné! Resd stated that she chose the
name because her preferred term for a philosophy basedeqgorimacy ofxistence—
"existentialisntt—had already been taken.

Objectivism holds that the information provided to the mindHgy senses is completely
valid. It holds further that information is the foundatiof all other knowledge.

Objectivism asserts that man can form concepts, anaddhaepts are objective. It rejects
the idea that concepts are the product of arbitrary decisy society, and the idea that
concepts are created by a supreme being.

Objectivism asserts thidgic is man's means of concept formation/knowledge, and that
truths are absolutes. Emotions and intuitions are notnsneaf knowledge: that

youfeel strongly that 2+2=5 doesn't matter. It also followsatthObjectivism
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rejects scepticism (i.e., such ideas as that trutimsgle your head; that there are no
absolutes; that truths are all subjective) and mystidl.e., the idea, for example, that
knowledge will begivento you by a supreme being without you having to reason).
(McKeever, 2006)

d) Subjectivism

It is derived from the philosophy of social Science: Thdityuaf being subjectivethe
doctrine that all knowledge is restricted to the conscgaisand its sensory statétsis a
theory or doctrine that emphasizes the subjectivaeriés in experience. It means that at
any of various theories, the only valid standard of judgneetitat of the individual. For
example, ethical subjectivism holds that individual ceersce is the only appropriate
standard for moral judgmefitieritage T. A., 2009)

Subjectivism is a certain way of conceptualizing subjectiBiybjectivity is what makes
us subjects rather than objects. Subjectivity includes psesedenoted by the terms
mental, mind, conscious, experience, agency, will, ineality, thinking, feeling,
remembering, interpreting, understanding, learning, and psycheseT subjective
processes comprise the activity of subjects. Without stiddjgc we would only be
physical objects devoid of activitfRatner, http://www.sonic.net/~cr2/subjectivism.htm
2008)

Subjectivism dominates qualitative methodology. It construgsractions between
researcher and subjects (through interviews in particalad)the active interpretation of
data - which are central features of qualitative reseaasha license for the free exercise
of subjective processes. The subject is free to exprbatever subjective idea he or she
desires, and the researcher is free to subjectivelypnetedata.

The subijectivistic tendency in qualitative research (whishcontradicted by an
objectivistic tendency that is described in the entryobjectivism) claims that the world,
including the psychological world of subjects, is unknowaBtensequently, the researcher
constructs an impression of the world as he or sheitseeithout regard for whether this
subjective impression corresponds to any reality beyond. Tharcese's subjectivity is a
world unto itself, which is the classic definition ofbgectivism. Validity and objectivity
are irrelevant issues here, as is methodology. Themo ipoint developing a rigorous
methodology to apprehend and measure psychological réelityuse it simply does not
exist. Qualitative research, in this view, consists iraesshers developing and comparing
their own accounts of psychology. This subjectivist apgraac qualitative research is

expressed by Ken Gergen's statement  of social constrigntipostmodernism: "There
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is no means of declaring that the world is either oeretlor reflected objectively by an 'in
here™(Gergen, 2001, p. 805).

The constructionist is not, then, interested in trutla @asientific outcome, a universal or
transcendent propositional network. There may be lwa#is, established within various
scientific fields, within the various communities of hamkind, and these must surely be
honoured from within the traditions of these communitiéswever, the future well-being
of the world community depends on facilitating dialogue agntivese local traditions.
Declarations of truth beyond tradition are, in this sers step toward tyranny and,
ultimately, the end of communicatig@ergen, 2004).

To tell the truth, on this account, is not to furnish acueate picture of what actually
happened but to participate in a set of social conventiombe objective is to play by the
rules within a given tradition of social practices .Tw stience is not to hold a mirror to
nature but to participate actively in the interpretive cotiges and practices of a
particular culture. The major question that must be askedientific accounts, then, is not
whether they are true to nature but what these accodets@the culture more generally”
(Gergen, 2001, p. 806). "A postmodern empiricism would replaeéttuth game' with a
search for culturally useful theories and findings wgitinificant cultural meaningbid., p.
808). Arguments about what is really real are fufileid., p. 806) A strand of feminism
amplifies this by repudiating the notion of a real worldob&€nomena that can and should
be objectively apprehended. Instead science is equated witlultiectivity of researchers.
These feminists denounce scientific objectivity as notimmoge than a political ideology
that is promoted by men to oppress women.

For instance, Liz Stanley & Sue WISE983, p. 169)assert that objectivity is "an excuse
for a power relationship every bit as obscene as the p@tionship that leads women to
be sexually assaulted, murdered and otherwise treatedrasbjects. The assault on our
minds, the removal from existence of our experiences ki aad true, is every bit as
guestionable." Stanley & Wise agree with Gergen's positiah "there are many (often
competing) versions of truth. This, if any, is “the’ truth is irrelevant. And even if such a
thing as ‘truth' exists, this is indemonstrab(8tanley & Wise, 1983)This position is
subjectivistic because it places the subjectivity oéaeshers at the centre of things, and
denies worldly phenomena apart from the researcher's suibyec

Subjectivism in qualitative research additionally accejtigjective accounts of subjects
about their psychology as the object of research. dldjective is to validate subjective
interpretations, meanings, and understandings. This lineesdgfarch does not seed t

explain subjects' subjective accounts in terms of eatanfluences. For this would deny
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originality and agency to subjects' subjectivity. Nor ddes line of research seek to
evaluate subjects' subjective accounts by comparing thetheo sources of information -
- such as other people's accounts of the same psycholpg®Eaomenon. Subjectivistic
research would not compare a child's account of her iexuer with her parents' account
of her experience- for example, the child says she was unhappy five yagosand
resented her parents, while the parents show photographsatiiltheppearing very happy
with them. For this kind of comparison too would challengedtiginality and agency of
the subject's subjective account. It might prove that sbbject misinterpreted her
experience or some other event. External data iseesth by subjectivistic research
because it transcends the pure subjectivity of the agent.

Howard Garfunkel’s ethnomethodology, for example, abstains from judging peoples'
statements as to their accuracy, adequacy, value, impeytanrecessity, practicality,
success, or consequences. It only refers to conditiasgleundividuals when they do. If
subjects do not mention social conditions, they aramaiduced by the researcher. Thus,
even if a person objectively fits the category of lowss (because of her education,
occupation, income, family background), she must be regardeddalde class if this is
how she subjectively sees hersdRatner, http://www.sonic.net/~cr2/subjectivism.htm

subjectivism in qualitative methodology, 2008)

e) Pragmatism

Pragmatism is a philosophical movement that includes tbeeclaim that an ideology or
proposition is true if it works satisfactorily, that tmeaning of a proposition is to be found
in the practical consequences of accepting it, and that ciigaaideas are to be rejected.
Pragmatism originated in the United States during therlajtiarter of the nineteenth
century, although it has significantly influenced non-philosoghnotably in the fields of
law, education, politics, sociology, psychology, andditg criticism.(Dermid, 2006)

An American movement in philosophy founded by C. S. Pairw William James and
marked by the doctrines that the meaning of conceptiomshie sought in their practical
bearings, that the function of thought is to guide actima, that truth is pre-eminently to
be tested by the practical consequences of béliebster, 2007)

The core of pragmatism was the pragmatist maxim, andiste rule or method for
becoming reflectively clear about the contents of epte and hypotheses: we clarify a
hypothesis by identifying its practical consequences. Thigga®me questions. First:
what, exactly is the content of this maxim? What sorthoig does it recognize as a

practical consequence of some theory or claim? Second, wgeadoes such a maxim
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have? Why do we need it? And third, what reason is tleerthinking that the pragmatist
maxim is correctPmaler.fsu.edu, 2005)

The characteristic idea of philosophical pragmatisnina tdeas and practices should be
judged in terms of their usefulness, workability, and practycalnd that these are the
criteria of their truth, rightness and value. It iperspective that stresses the priority of

action over principlegReason, 2006)

f) Functionalist

The doctrine in the philosophy of mind, are defined by thaises and effects according
to which mental states. The metaphor, upon which theifunadist perspective is based, is
a very simple one. Society is compared to a human buatlyjnteracting parts all working

toward a common goal of keeping the organism functioning pisoper

The modern origin of functionalist perspective is cesdiito the French sociologist Emile
Durkheim (1857- 1917). He was particularly fascinated by how modecnlas, capitalist
societies managed to remain stable despite the declicleuath, the nobility, and the old
ruling elites. Where would moral beliefs come from indemn life and why would people
follow them? (Heritage t. a., 2009) .Though it was shaped byatthsociologist Talcott
Parsons during the mid-20th Century. According to Bohngtiomalism can be summed
up with one simple premise: "the world is a system ddriefated parts, and each part
makes a necessary contribution to the vitality of tletesy(Menna, 2009)

Functionalist theories incorporate four features

1- They stress that human behaviour is governed by stabermsatif social relations or
social structures, for example, Durkheim emphasised howverpatiof social solidarity
influence suicide rate. The social structures typjcalhalysed by functionalists are
macrostructures.

2- Functionalist theories show how social structures raainbr undetermined social
stability. That is why functionalists are sometimes called “structural functionalists”; they
analyse how the parts of society (structures) fit togeahdrhow each part contributes to
the stability of the whole (its function). Thus Durkheingud that high social solidarity
contributes to the maintenance of social order, but thetdrof industries and cities in
19" century Europe lowered the level of social solidarity @edtributed to social
instability. One aspect of instability, said Durkheim, is ghkr suicide rate. Another is

frequent strikes by workers.
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3- Functionalist theories emphasise that social struetxedased on shared values. Thus,
when Durkheim wrote about social solidarity, he sometimesnt the frequency and
intensity of social interaction, but more often heught of social solidarity as a kind of
moral cement that binds people together.

4- Functionalisms suggest that re-establishing equilibrium o8t bolve most social
problems. Durkheim said social stability could be restoredti 19" century Europe by
creating new associations of employers and workers that would lower workers’
expectations about what they could expect from life. Ifrempeople could agree on
wanting less, said Durkheim, social solidarity would risé grere would be fewer strikes
and lower suicide rateRobertJ.Brym and John Lie, 2007)

g) Radical humanist

1. All those who place the individual prior to the group by testing the society’s progress
through the facilities enjoyed by each one of the indiveldaing in it are Radical
Humanists.

2. All those who are not fooled by the rhetoric of Pdditi®arties and take them as the
lesser evils to be borne with till their real repreatimes are able to arise from the grass-
roots are Radical Humanists.

3. All those who feel that the Government is a tool to theiterment and not vice versa;
and that Parliament needs to be built from the base tmthehere each citizen is able to
participate in its functioning from the premises of his oworking place are Radical
Humanists.

4. All those who are not swayed by the whimsical definitions myileg self-proclaimed
saints and priests of the outer and inner space in #maare Radical Humanists.

5. All those who are able to guide their emotions through reasdrare perfectly aware of
their occasional illogical outbursts and are later ableationalise and channelize their
emotions are Radical Humanists.

6. All those who have a scientific approach towards their ex@&t and are not bewildered
by the unexpected happenings in their lives and around theRadieal Humanists.

7. All those who have empathy for the sufferings around theanaa@ compassionate in
their behaviour towards the lesser privileged in the soaietyRadical Humanists.

8. All those who stand by and support the rights of those groupshvdre lesser in
number are Radical Humanists.

9. All those who meet, associate, make acquaintances amtidriwith people due to

common interests, hobbies, habits or may be similar guigi®ut bothering about the
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colours of their skin, the sir names they write, peces they belong to or the faiths they
accept or reject are Radical Humanists.

10. All those who realise that national boundaries maygbed for managing the
countries’ affairs but tend to become liabilities when kept above humistiags’ interests
are Radical Humanists.

11. All those who continue to believe that wars were neveritagle but have been
forced upon people as a result of the competing inflated @gtie heads of nations are
Radical Humanists.

12. Although, all those who agree that economics is an irapbfactor, but not the
only one, in influencing human life and its survivale Radical Humanists.

13. All those who are worried with the imbalance created lay mpon nature and
environment and want to undo it are Radical Humanists.

14. All those humble and honest people who strive fordioee to pave their paths
with the small truths of life to define their own harmlesppiness are Radical Humanists.
15. The name plates may be missing but the houses are améd¢he residents are on
their right path!

16. Radical Humanism is that logical thought-process whicheld@g and comes

naturally to all sensible mind¢Sarwat, 2012)

h) Radical structuralist

It is inferential role of logical compounds uniquely desaibeithout any further
constrains. This prevents a semantic reading as therenarspecial features like
introduction or elimination rules, in the virtue of whickrain laws are valid, as might be
required by a proof- theoretic seman{lopper, 2006)

The radical structuralist paradigm assumes that reislipbjective and concrete. It uses
scientific methods to find the order that prevails inggthenomenon. It views society as a
potentially dominating force. This paradigm is based on deuntral notions. First, there is
the notion of totality, i.e., the phenomenon as a whbles notion emphasizes that the
totality shapes and is present in all its constituentsp&@econd, there is the notion of
structure. The focus is upon the configurations of soeialtionships, called structures.
The third notion is that of contradiction. Structures, smcial formations, contain
contradictory and antagonistic relationships within them kvlaict as seeds of their own
decay. The fourth notion is that of crisis. Contraditdiavithin a given totality reach a
point at which they can no longer be contained. The reguifitical and economic crises

indicate the point of transformation from one totaliby another, in which one set of
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structures is replaced by another of a fundamentallgréifit nature(Kavous Ardalan and
Marist College, 2010)

3.3 Approaches

a) Deductive

Deduction is the process by which we arrive at a reasonedluston by logical
generalization of a known fact. A hypothesis testing is @dalkductive research. (Sekaran,
2003) It is a top down approach, where conclusion followscédlyi from premises
(available facts). Argument based on laws, rules andotet@rinciples are generally used
for deductive reasoning. Formal logic hasn described as “the science of deduction”.
(Burney, 2008)

Deductive methods involve beginning with a general concegiven rule and moving on
to a more specific conclusion. Solving a math problem odwcing a science experiment
is just like the mysteries presented by Sherlock HolmeasesCére presented concerning
the conclusion and using the information given as welprasious knowledge, you can
solve the mystery!

Deductive reasoning is the process of reaching a concltiabis guaranteed to follow, if
the evidence provided is true and the reasoning used to reammttiesion is correct. The
conclusion also must be based only on the evidence previousiggulpit cannot contain
new information about the subject matter. Deductive reasamagyfirst described by the
ancient Greek philosophers such as Aristotle. "Drawing asiwzis by applying rules or
principles; logically moving from a general rule or pijple to a specific solution”
(Woolfolk, 2001, p. 286) (Wiked, 2008)

To use the deductive method, here is what you need to do:

1. You have to start somewhere, and you start wittiefined terms You pick undefined
terms to be very common and self-evident, and then y&ithave to assume that everyone
will be "on the same page". For Euclid, undefined termswieings like point, line, etc.
You can discuss what you mean by an undefined term, but youwlefin& everything.

2. Once you have agreed on some undefined terms, you careuséotireatelefinitions.
Euclid, for instance, could give a precise definitionaotriangle in terms of points and

lines.
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3. Next, you need to pick some simple, obviously true statenabust the undefined
terms and definitions. These statements are calexims or postulates You want to keep
the number of axioms to a minimum - Euclid had 5 axiomalloof geometry. (One was
"Two points determine a line.")

4. Now, things can get interesting. You can combine your axiadeinitions, and
undefined terms with the rules of logic poove that other statements must be true. These
statements are callédeorems (Oh, yes, you remember trying to prove theorems!)

5. Once a theorem igroven, you can use it, along with other proven theorems, axioms,

definitions, and undefined terms to prove other theoréatsnbrough, 2009)

b) Inductive

Induction is a process where we observe certain phenonmeharathis basis arrive at
conclusions. Hypotheses were not originally formulatedgéd generated through the
process of induction. After the data are obtained, sossice insights occur, and based
on these, new hypotheses could get generated to be tested $mkaran, 2003) It is a
bottom up approach, where conclusion is likely based on prentisavolves a degree of
uncertainty. Observations tend to be used for inductive agtenThe study of inductive
reasoning is generally carried out within the field knownirdsrmal logic or critical
thinking. (Burney, 2008)

The inductive method, also referred to as the scienti@thod, is a process of using
observations to develop general principles about a spexifigect. A group of similar

specimens, events, or subjects are first observed anddatidding from the observations
are then used to make broad statements about the sutfjattwere examined. These

statements may then become laws of nature or the@né&d, 2008)

The Inductive (Scientific) Method is:-

1. State the Question: What information do you wish to obtain?

2. Make Observations: Gather information that will help answauryquestions by
researching, making, and recording direct observatiotiseeafubject

3. Form a Hypothesis: After gathering an adequate amount aimafamn, apply what
you have observed to form an educated guess or predictionabftiad answer to your
guestion is

4. Test: Test your hypothesis by performing an experimentrhbhtdes a variable

5. Analyse: Examine the results of your experiment to understaatithey imply
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6. Draw a Conclusion: Based on the interpretation of yourltsesdevelop a general
principle as an answer to your questiffiked, 2008)

Answers to issues can be found either by the process of dedustithe process of
induction, or by a combination of the two.

3.4 Strategies

a) Experiment

The term experiment is often used as a generic labelnfpikiad of scientific research
(Rybarova, 2006). An experiment is a structured processegting how varying one or
more inputs affects one or more outcomes. (Blackmon, 20B&pective of the precise
design of a particular experiment, with all the possilagations, all experimentation is
concerned essentially with relationships between seleceables and in investigating
cause and effect (Babbie2001;McBurney and white 2004;Parson atid T
2004;Wysocki2004jLancaster, 2009)

However, a research study must meet specific criteria tdygas an experiment

The goal of experimental strategy is to establish theesdstof a cause-effect relationship
between two variables. In an experiment we are trying tar $hat changes in one variable

are directly responsible for causing changes in the etr@ble.(Rybarova, 2006)

b) Survey

A survey is a way to collect data from a range of respasdey asking them questions.
Surveys are especially useful for capturing facts, opinid@haviours or attitudes.
(Blackmon, 2005)

Sample survey theory is concerned with methods of sagfhm a finite population of N
units and then making inferences about finite population gieentin the basis of the
sample data. A method of sampling coupled with a metfiedtonation given the sample
data is often referred to as a sampling strategy, and biypamaresponds to a set of rules
which tell one how to obtain a sample of units from théef population and then how to
manipulate the resulting sample data to estimate thee\afl a quantity defined for the

entire population(Chambers, 2004)
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Advantages of Using Surveys

1- Surveys allow researchers to collect a large amoldata in a relatively short period
of time.

2- Surveys are less expensive than many other data coti¢ethniques.

3- Surveys can be created quickly and administered easily.

4- Surveys can be used to collect information on a wide rahtdengs, including personal

facts, attitudes, past behaviours and opinions.

Disadvantages of Using Surveys

1- Poor survey construction and administration can underminevasieewell-designed
studies.

2- The answer choices provided on a survey may not be anadeaeflection of how the
participants truly feel.

3- While random sampling is generally used to select participeggponse rates can bias

the results of a survey.

Types of Survey Data Collection
Surveys can be implemented in a number of different wa@pgances are good that you
have participated in a number of different market retesurveys in the past.

Some of the most common ways to administer survey include:

1- Mail - An example might include an alumni survey disitédd via direct mail by your
alma mater.

2- Telephone - An example of a telephone survey would tmar&et research call about
your experiences with a certain consumer product.

3- Online - Online surveys might focus on your experience with a pdaticretailer,
product or website.

4- At home interviews - The U.S. Census is a good examplen cdtdome interview

survey administratio(Cherry, 2009)

c) Case Study
Case studies involve in-depth, contextual analyses of sinsituations in other

organisations, where the nature and definition of the pmollappen to be the same as
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experienced in the current situatiq®ekaran, 2003 ase studies that are qualitative in
nature are, however, useful in applying solutions to cturpeablems based on past
problem solving experiences. They are also useful in undegtakrtain phenomena, and
generating further theories for empirical testi®@gkaran, 2003)

Case study research strategies can be difficult tgpdrasause many of their features are
found in other research methods and designs. Case stodiegample, often use multiple
methods and triangulation of data, which can be found inoappes which are not case
studies. The lack of an accepted definition has resifiezhse study meaning different
things in different research traditions. Case studiesuse either qualitative or quantitative
methods, can be prospective or retrospective, candraieductive or deductive approach
to theory, can focus on one case or many, can desckpkireor evaluate. Case study
strategies allow different data collection methods toused, as long as they are
appropriate to the research questions po&&atherine E Walshe, 2004)

The case study is nat “pure” research method, because data will be collected from
multiple sources and using several methods such as surveytegigwing, participant
observation and archival research. A case study desigs Wot dictate to use of any
particular technique for collecting or analysing data, bdbés have definite implications
for the choice of the unit analysis to which one or mtaehniques will be applied
(Blackmon, 2005)

d) Action research

Action research is a consultancy evolving project witerpplay among problem, solution,
effects or consequences, and new solution. A sensible and realistic problem’s definition
and creative ways of collecting data are critical taoaatesearch, which is undertaken by
consultants who want to initiate change processes in oeg@amsg.(Sekaran, 2003 fact
action research is more a strategy approach to resd@mnha specific methodology. A
wide variety of methodologies may be used, including obsienal research, questioning

and surveys, and even laboratory experimentati@ncaster, 2009)

e) Grounded theory

Grounded theory method is a systematic generation ofytHeom data that contains

bothinductiveanddeductivethinking. One goal is to formulate hypotheses based on

conceptual ideas. Others may try to verify the hypothésgsare generated by constantly

comparing conceptualized data on different levels of atbn, and these comparisons
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contain deductive steps. Another goal of a grounded theody g6 to discover the
participants’ main concern and how they continually try to resolve.

Grounded theory method does not aim for the "truth" but neejatualize what's going on

by usingempirical researchin a way grounded theory method resembles what many

researchers do when retrospectively formulating new hggethto fit data. However,
applying the grounded theory method the researcher doesrnuiléte the hypotheses in
advance since preconceived hypotheses result in a thebry timgrounded from the data.
The use of description in a theory generated by the groundedytimethod is mainly to
illustrate conceptgStrauss, 2009)

When Glaser and Strauss (1967) originated grounded theavgsiseen as an approach
challenging the status quo in social research, as cpotany studies were dominated by
the testing of ‘grand theory’ and were deductive in nature. It is a way of generating new
theory grounded in the field but also set in the context of existing theory. Therefore it does
not set out to test an existing hypothesis (Kennedy &Llishg®06), but rather seeks to
generate theory from the research situation in the field as it is. The grounded theory
approach is not linear but concurrent, iterative andgratéese, with data collection,
analysis sand conceptual theorizing occurring in parallel aooh the outset of the
research process (Duhscher& Morgan 2004).This process contimigsthe theory
generated explains every variation in the data (Benton Z@¥3)y McGhee, 2007)

f) Ethnography
Ethnography is a qualitative research method aimed to leanuaderstand cultural
phenomena which reflect the knowledge and system of meagmuiging the life of a

cultural group. It was pioneered in the field of sociowmalt anthropology but has also

become a popular method in various other fiellssocial sciences-particularly
in sociology communication studies, and historythat study people, ethnic groups and
other ethnic formations, thedthno genesjscomposition, resettlement, social welfare
characteristics, as well as their material and spiritwdture. It is often employed for

gatheringempiricaldata on humasocietiesandcultures Data collection is often done

through participant observation, interviews, questionnaiets. Ethnography aims to
describe the nature of those who are studied (i.e. toidestipeople, aathno$ through
writing. In the biological sciences, this type of study Imige called a "field study" or a
"case report", both of which are used as common synonfgns'ethnography"

(http://en.wikipedia.org/wiki/Ethnography)
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Ethnography is the branch of anthropology that invotvgiag to understand how people
live their lives. It’s central to gaining a full understanding of customers and the business
itself. (Anderson, 2009)

g) Archival research

It is a research conducted through archivesarchiveis a way of sorting and organizing
older documents, whether it be digitally (photographs onlinmalts, etc.) or manually
(putting it in folders, photo albums, etc.). Archiving is one drthe curating process
which is typically carried out by eurator The art of searching for archives consists of
four main steps:

1. Thinking about questions to find the archive in mind. Ask:

Do I need specific information or am | just curious aboltcead topic?

What is my topic of interest?

Should | be using an archive or a library?

2. Get the basic facts about the topic of interest.

3. Use websites associated with the particular archiveibgil search for the archive.

4. Decide if one should visit the archive building for furthessistance.

(http://en.wikipedia.org/wiki/Archival_research, 2D)
3.5 Choices

a) Mono method

Adopting a single approach to research, for exampéntitative approaclor qualitative

approach, to the exclusion of other types of approaches
(http://skillsforlearning.leedsmet.ac.uk/glossasgfiditions/mono_method.shtml, 2012)
b) Mixed method

Combiningqualitativeandquantitativeapproaches into the research methodology, using

mixed methods approaches as the pragmatic paradigm haséeware firmly embedded
in mainstream research. Mixed methods can answer simultslgeconfirmatory and
exploratory questions, they provide stronger inferencesugiradepth and breadth in
answer to complex social phenomena, and they providepiertonity through divergent
findings for an expression of differing viewpoinargimate, 2007)

¢) Multi- method

Multi-method studies are not limited to the blending of gatilie and quantitative
research but can also appear in the artful combinafidifferent quantitative methods in
the same studyPager and Quillian (2005for example, combined a social experiment
with a follow-up survey in their study of racial discrimtiiea in hiring practices. The first

portion d their study uses an “audit” methodology, sending “testers” to apply for jobs at
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various employers who had advertised positions. This erpatiis designed to compare
the success of Black and White applicants who are portrégatiqusly) as having or not
having criminal records. Pager and Quillian returned to thes samployers six months
later to conduct a survey of the employer’s attitudes about hiring different types of
employees. In addition to uncovering discrepancies between employers’ deeds versus
words, this follow-up survey allowed a comparison of the msighat can be gained from
survey versus experiment.

In another case, You and Khagram (2005) combined aggregate hdttené.e., one data
point per country) with a multi-level statistical ars$/of survey data from 30 countries.
They used the survey data to bolster their claim thahtces with more inequality have
more corruption because there is a higher normativepéance of corruption in countries

characterized by higher levels of inequalityacobs, 2005)

3.6 Time horizons

The value of information depends on future changes in odaties, prices, and evidence.
Finite time horizons for decision problems can be seem a®oxy for the complex and

uncertain process of future chan@oe Philips, 2008)

This means that information should always be updatedsasgachanges in technologies,

prices and evidence, in order not to lose value.
a) Cross-sectional

Data is collect only once. It is not necessarily gagtieat the same time. It may take a
longer period. For example: to find out from bank empleysattered all over the country
their favoured month for taking leave. Or one can ask mneénden the ages of 35-44 for

choice of colour of a shirt in a survey lasting for twceek® (hafeezrm, 2009)
b) Longitudinal

Data would be collected at several points of time saypéeature of a patient in the
morning and evening for three consecutive days etc. Similarlg may like to note

employee behaviour before and after raise of pay orgtiom There are other examples
like sales before and after advertisement, annual confidleaports of employees for the

last five years etg¢hafeezrm, 2009)
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3.7 Technigues and procedures
a) Data collection
It is an important aspect of any type of research stlhccurate data collection can
impact the results of a study and ultimately lead to invakailts.
Data collection methods for impact evaluation vary alar@pntinuum. At the one end of
this continuum are quantitative methods and at the otittraee qualitative methods for
data collection.
The quantitative data collection methods rely on randgampling and structured data
collection instruments that fit diverse experiences predetermined response categories.
They produce results that are easy to summarise, conapargeneralise.
Quantitative research is concerned with testing hypotliesesed from theory, being able
to estimate the size of phenomenon of interest. Dependingh® research question,
participants may be randomly assigned to different trexaitsn If this is not feasible, the
researcher may collect data on participant and singticharacteristics in order to
statistically control for their influence on the depamder outcome, variable. If the intent
is to generalise from the research participants to arlggeulation, the researcher will
employ probability sampling to select participants.
Typical quantitative data gathering strategies include:

1- Experiments/clinical trials.

2- Observing and recording well-defined events.

3-Obtaining relevant data from management informatystems.
4-Administering surveys with closed-ended questions (eage-fo face and telephone

interviews, questionnaires etc.)
I- Interviews

In Quantitative research (survey research); interviews more structured than in

Qualitative researchhftp://www.stat.ncsu.edu/info/srms/survpamphlet.html

In a structured interview, the researcher asks a stasdaaf questions and nothing more.
(Leedy and Ormrod, 200Bace -to -face interviewshave a distinct advantage of enabling
the researcher to establish rapport with potential paatits and therefor gain their
cooperation. These interviews yield highest response mtsurvey research. They also
allow the researcher to clarify ambiguous answers and wheomjgte, seek follow-up
information. Disadvantages include impractical when largepdes are involved time

consuming and expensivgeedy and Ormrod, 2001)
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Telephone interviewsare less time consuming and less expensive and the tesehas
ready access to anyone on the planet that has a teteepbadvantages are that the
response rate is not as high as the taedace interview as but considerably higher than
the mailed questionnaire. The sample may be biased texteat that people without
phones are part of the population about whom the reseavelnés to draw inferences.
Computer Assisted Personal Interviewing (CAPI):is a form of personal interviewing,
but instead of completing a questionnaire, the interviewegb along a laptop or hand-
held computer to enter the information directly into dla¢abase. This method saves time
involved in processing the data, as well as saving the iateevifrom carrying around
hundreds of questionnaires. However, this type of datactioliemethod can be expensive

to set up and requires that interviewers have computer amdy tsfils.

Il -Questionnaires

Paper-pencil-questionnairescan be sent to a large number of people and saves the
researcher time and money. People are more truthfuile responding to the
guestionnaires regarding controversial issues in particdler to the fact that their
responses are anonymous. But they also have drawbacksritil of the people who
receive questionnaires don't return them and those who glt mit be representative of
the originally selected sample. (Leedy and Ormrod, 2001)

Web based questionnairesA new and inevitably growing methodology is the use of
Internet based research. This would mean receiving amileemwhich you would click on

an address that would take you to a secure web-site to filjuestionnaire. This type of
research is often quicker and less detailed.

Questionnaires often make use of Checklist and rating sddlese devices help simplify
and quantify people's behaviours and attitudeshécklistis a list of behaviours,
characteristics, or other entities that the researishlooking for. Either the researcher or
survey participant simply checks whether each itemherlist is observed, present or true
or vice versa. Aating scaleis more useful when behaviour needs to be evaluated on a
continuum. They are also known as Likert scglesedy and Ormrod, 2001)

Qualitative data collection methodsplay an important role in impact evaluation by
providing information useful to understand the processesnthebibserved results and
assess changes in people’s perceptions of their well-being. Furthermore qualitative

methods can be used to improve the quality of survey-b@sedtitative evaluations by
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helping generate evaluation hypothesis; strengthening thgndessurvey questionnaires
and expanding or clarifying quantitative evaluation findingshese methods are

characterized by the following attributes:

o theytend to be open-ended and have less structured proticeglsee6earchers may
change the data collection strategy by adding, refininglrapping techniques or
informants)

o they rely more heavily on interactive interviews; respgns may be interviewed
several times to follow up on a particular issue, gladbncepts or check the
reliability of data

« they use triangulation to increase the credibilitythair findings (i.e., researchers
rely on multiple data collection methods to check theemntitity of their results)

« generally their findings are not generalizable to any spgmifpulation, rather each
case study produces a single piece of evidence that caredeauseek general

patterns among different studies of the same issue

Regardless of the kinds of data involved, data collectianqualitative study takes a great
deal of time. The researcher needs to record any paltgntiseful data thoroughly,
accurately, and systematically, using field notes, sketchediptapes, photographs and
other suitable means. The data collection methods nts&ree the ethical principles of
research.

The qualitative methods most commonly used in evaluation can be classified in three

broad categories:

1- in-depth interview
2- observation methods

3- document review

Different ways of collecting evaluation data are uséfuldifferent purposes, and each has
advantages and disadvantages. Various factors will irdugour choice of a data
collection method: the questions you want to investigateuress availabléo you, your
timeline, and more.
(http://people.uwec.edu/piercech/researchmethods/data%?20collectionttafsidata%o2

Ocollection%20methods.htm)
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[ll Data analysis

The data obtained from a study may or may not be in noat@r quantitative form, that
is, in the form of numbers. If they are not in numdrfoam, then we can still carry out
qualitative analysis based on the experiences of the dudiviparticipants. If they are in
numerical form, then we typically start by working owin® descriptive statistics to
summarise the pattern of findings.

There is an important distinction between quantitativearebeand qualitative research: In
guantitative research, the information obtained frdma participants is expressed in
numerical form. Studies in which we record the numberewhd recalled, reaction times,
or the number of aggressive acts is all examples of qaavei research. In qualitative
research, on the other hand, the information obtamwed participants is not expressed in
numerical form. The emphasis is on the stated expsgeaf the participants and on the
stated meanings they attach to themselves, to other peaplks dreir environment. Those
carrying out qualitative research sometimes make usereftdguotations from their

participants, arguing that such quotations are often vepalieg.(Eysenck., 2004)
3.8 Chosen Approach and alternative research strategies

There is a wide variety of views of what research steof. Also, there are alternative
perspectives of what the process of undertaking resehoehdslook like (Blaxter et al.
1996). The mission of research is to generate knowledge. Whdengealiscussing and
investigating, researcher gains knowledge. The way of conducting the cbsaar
influenced by the obtained believieem gained knowledge; such as theoretical paradigms
and perspectives of research. The choice of the isepproach should be based on the

type of research questions settléthnsson, 2007)

This research adopted thaterpretivism philosophy, where the collected data was
interpreted by using qualitative and quantitative data anal@imlitative data was
collected to know the variety of High Educational Insatut Egypt applying Total quality
Management while offering E-learningd pilot survey was executed through the
International conference on E-learning (ICEL) 2012 which wad hglthe Egyptian E-
learning University (EELU) from 9-11 July 2012 in CairoEgypt. 200 questionnaires
were distributed during the conference; only 22 were collecttdd significant answers.
The result of pilot survey shows that the High Educatidmnstitutes in Egypt which apply

E- learning do not apply Total quality Management as a sykienanage the E- learning
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process. Total Quality Management is only applied as a genexahgement process
required by the Council of High Education in Egypt in ordeai¢oredit the overall offered
education by the Institute. And this was assured through tieview made with some of
the staff members of some Egyptian Universities who watending the ICEL 2012. (See
appendix 1)Then, Quantitative data was analysed to know the numberseaceintages of
staff and students satisfied from the offered servicerbednd after the application of the
suggested modeThe questionnaire was built in two parts: - the first partsists of 19
guestions to measure the Evaluation of the instructotthéowork at e- learning program.
The second part was to measure the student satisfaciiorttie offered online courses. It
was divided into five sections: - the first section measheesatisfaction of the learner
from the content, it consists of 15 Questions. Thermks@ction measure the satisfaction
of the learner from the instructor, it consists of 21 joes. The third section measure the
satisfaction of the learner from the other learnerhe course, it consists of 7 questions.
The fourth section measure the satisfaction of thenkr from the technology used in
offering the e-learning service, it consists of 9 questidihe fifth and the last section
measure the general satisfaction from the offeredakleg service, it consists of 6
guestions. The above mentioned questionnaires were sent Esléaening University in
Dubai after contacting them through a phone call through whigbt the e-mail of a
contact person who did not reply any of my mails for a tmomhen, referring to my
supervisor, he sent me a list of names of the involvedd@&mics in the Technology
enhanced learning Cluster at the Open University. There wenarB8s, to which | sent a
request to each of them asking to help me with my question#dirthe answers | got

were a refuse to get involved in such work.

The approach of this researchis deductive, where concepts were generalised to reach a
conclusion; The concepts of applying Quality Function Deployniaitrige criteria, and

the eight elements of Total Quality Management, guide ¢onclusion of while merging
them together we could have a continuous endless improvemuagss for E-learnindgn

order to build this model, more literature review was mdueia-

1- Application of E-learning standardization technoldyy:Li Zheng, LeiXu and Yu
shan LiTsingua University China (Chapter 22 from a book titléd\dvanced Learning”
Edited by Raquel Hijin- NeiraPublished onlinevww.intechopen.coml October 2009

where The Author describes E- learning problems occurs withdrdpvelopment. He

claims different organizations who are dedicated to solesethproblems:dEEE —
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LTCSC- Learning Technology Standard CommittedMS — IMS Global learning
Consortium ...” He defined China E-learning Technology Standardization Committee
(CELTSC) as a subcommittee under Standardization Administration of the People’s
Republic of China (SAC). He reveals that this CommitteEL(TTSC) is the research
institute and management organization for standards develppasewell as, associated
APl and application system models. It plays an importate in the international
standards development, and its application promotion aradization. He also claims
that the Chinese Standards system is relative with tielajement over the past few
years. He explains the research work of standards dividenl five categories:
“fundamental guidance — learning resources learners— learning environment and
education management”. He announces that some of these five categories were adapted
from IMS or IEEE. And, that Part of the unification giatforms and resources problem
was solved through tke five categories. He guarantees that ‘“Architecture and
Reference” standard provides the platform framework of E- learning. He articulates the
different standards Models such as “Learning Object Metadata (LOM) — Content
Packaging (CP} and learner Model”, and he explains the role of each standards.

2- The Baldridge Business Mod#&y: Paul steel in 2012 who argued in this paper
“that Baldrige, integration of systematic processes is thest nawtive approach to

accelerate organizational improvement. On the web gage//www.Baldrige.com

accessed the 23of September 2013, it is claimed that the Baldrige Critaréa built
upon a set of core values and concepts. These core \@akiesnbedded in the seven

Baldrige Categories:

Leadership

Strategic Planning

Customer Focus

Measurement, Analysis, and Knowledge Management
Workforce Focus

Operations Focus

N o g b~ w Db PRE

Results

Each of these Categories is divided into Items and sAteaAddress. The first six
Categories each have two Items, while Results has six.fdlloeving figure presents

Baldrige core categories.
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3- The eight Elements of Total Quality Managem®&yt Nayantara Padhi published In
2010 to explains that these elements help TQM to descridelasgphy that makes
Quality the driving force behind Leadership, design, planning,impdovement. He
groups them in a form of a house where the foundationeidritegrity & Ethics. The
Bricks were Leadership, Teamwork, and training. Recognitipnesented the roof,

while Communication was the binding mortar.

4- Evaluation of a Virtual Learning Environment for the Prof@sal Training in Public

Administrationdoi:10.3991/ijac.v2i1.588. Sannial, G. Ercoli2 and T. Leo21 University
of York, York, UK, 2 Universita Politecnica delle March&ncona, Italy Where the

authors describe a framework for the evaluation of aialifearning environment in the
Public Administration context. The question of e-learreadgcation of the Italian Public
Administration employees was explained, and the charsititsriof these learners were
analysed. These adults do not belong to the Internet Giemehat they have to use the
new educational tools, with the problems that this impliescdnclusion, the authors
supplied a variety of important elements for the desi§ran e-learning course. An
efficient course must be consistent to the proposed cales®rganization strategies and
the roles performed by the employees. Therefore, immortant to offer not a generic
course but training finalized to provide a professional improwemEhe criteria that we

have presented would be a useful tool to carry out evalubyi@learning designer in the
PA. The indicators that we had proposed here are the ¢emitesia of quality. The

authors have thought that these criteria can be usefidflect about the things that we
consider important in the VLE design. The authors thingt the efficacy of the learning
experience can be estimated through impact evaluation ishéite impact that the

knowledge had in a specific Public Administration. Themftine achievement of a Virtual
Learning Environment (VLE) depends on many factors: easy saatoethe information,

staff expressly trained to help the students, an effecadministrative service, and

didactical material prepared on purpose.

5- Quality Function Deployment for Service - Hand Book. BYBA Luis Bernal Dr. Utz
Dornberger MBA Alfredo Suvelza MBA Trevor Byrnes Whehe tuthors defined Quality
Function Deployment (QFD) as a system aims to translatfle ptan the “voice of
customer” into the quality characteristics of products, processes and services in order to
reach customer satisfaction”. It is also defined as a quality and planning tool to allows the

market entry for the reflection of “voice of customer” along the service development path.
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It provides possibility for transformation of service depshent processes from reactive to
proactive. The Quality Function Deployment (QFD) methodolagybased on the
development of a series of matrices called “House of Quality”, due to a roof-like structure

in its top. This house can be divided in “rooms” QFD starts with the establishment of
objectives, which represent the answer to “What?” what is desired in order to reach the
new service’s development? These objectives derive from clients’ requirements and are
called the “Voice of the Customer”. After completing the client’s requirements list
(What?), comes the definition of “How”. The “how” are the design requirements of the
service. It is necessary to defihew each client’s requirement will be satisfied by the
service. These are measurable features that can hmtdhht the end of the development
process. Relations between the client and design rewgts are not always 1:1; there are
complex relationships and varying levels of strengthsidgle design requirement may
have an influence on several of the customer’s requirements. Illustrated in the following
table is a matrix that shows the relationships between “What” and “How”; defined by three
strength levels: weak relation, medium relation andngtnelation. The QFD technique
allows for a competitor assessment with Benchmarking. The competitor’s services are
compared to the company’s services. Benchmarking is carried out for “What” and “How”.
The two companies’ services are compared along the lines of client requirements
(“What”). A characteristic measure is determined for each service feature. Next, the
clients’ perception of the satisfaction requirements will be assessed and compared to the
competibrs’.

In the technical competitor comparison (How’s), the design requirement fulfilment will be
compared. It is recommended that the designer of thaceemake this evaluation.
Benchmarking compares the delivery of desired consequemdbattof the competition.
The importance level states the relative significance of each client (“What”) and design
requirement (“How”) to achieve the desired goal. “What” relative significance is
established through an evaluation by the customer. Thiaveekcale usedl1-5 or 1-10)
should be set up so that customer importance is seen assigoificant the larger the
number is. For each column (“How”), the (“What”) importance level is multiplied by the
corresponding weighting. This creates a value for ealaimeship between client and
design requirement. The importance of the design requirements (“How”) is computed by
adding the values together. “How” is integrated by establishing the correlation between all

of the elements. The matrix describes the strengtheofelationships between the design
requirements. The aim is to identify which requiremenigport each other and which ones

do not. Positive correlations mean that the servicelaeveent efficiency can be increased
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without competing or duplicate effort. Deciding which featuare absolutely necessary to
the service is aided by negative correlations; by increamedeature, there is a decrease
in another and vice versa. If there are no negativeeledions, there could be a mistake in
a previous step. The technical design trade-offs necefesamyeeting customer needs are
shown on the roof of the house. The relationship betweaeh pair of requirements must
be considered. It is important to display positive, negativ no correlationFour papers
were published:-

1- E-Learning and Quality Circles
IJSRP Volume 3 Issue 2 February 2013 edition.
2- E-learning benchmark and quality Function deployment role
Comp. Res. J. Manage. Bus. Std. October 2013 0@3:017
3- Total quality Management (TQM) and Continuous Improvementa@dressed by
researchers
International Journal of Scientific and ResearciblRations, Volume 3, Issue 10,
October 2013 1 ISSN 2250-3188vw.ijsrp.org

4-A model to improve e-learning service was developed and pedlis;h "Journal of
Business Management & Social Sciences Research &BHR) ISSN No: 2319-5614
Volume 4, No.1, January 2015".

The suggested e-learning Model emphasize that the eigherte of TQM were engaged
in the Baldrige criteria framework. Quality Function Deptent (QFD) on the top of the
model is the main tool of evaluation of all the proces3éne Idea of this model is to use
Quality function Deployment (QFD) to translate and plan the” voice of the customer” into
the qualiy characteristique of the service before enter the market. QFD analyse the client’s
requirements,define how each requirement will be saligh the service,organize the
needs,illustrate the relationship between the requireafahte customer in the market and
the needs to fullfil them. The result will be transmittedh® eadership Management,who
will deploy the quality ,and apply the eight Total Quality Mgement Principles going
through the seven categories of the Baldrige Criterlze Two principles of TQM:-
“Integrity and Ethics” represent the “Strategic Planning” in the baldrige criteria, at the
base of the Hearning process. The “Comunication” represents the “Customer Focus”
comes at the second place. “The Recognition” represents “The Measurements, Analysis
knowledge Management”at the third place, in the middle of the process to evaluate the first

two steps In order to continue on a strong base throughetimained two processes:-
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“Team work™ which represents the workforce category,and “ The Training” which
represents the “Operation Focus” category. On the top of the five mentioned phases of

management, comes the frontage of the process infsort o

1-Administrative service:- concerned with enrollment,paytmeand virtual library
services.

2-Support service and staff:- concerned with the oriemtasapport,teamwork,and
pedagogical and technical support.

3-Learnig object service:-concerned with accessabilitpjlitsa and dedactic.

The result of all the previous phases shall affect thenkr through the afforded high
quality E-learning service. The high qualified personnel edddiareugh the high quality
E-learning system, will affect the social culture and emrnent from where comes the
“voice of cutomer”, to be analyzed through the QFD, to the leadership management, and
the improvement cycle continugee Figure 5-9 in Chapter five)

It was decided to get a chance to apply it to improve -aledning service offered in an
high Education association in Egypt. An Association waee NIOODLE was applied to
offer online courses for undergraduates students in Egypt and\rdb countries was
chosen, since it was an Arab League Organization. Themp@re the satisfaction from the
online program offered at UON to the one offered in Egypt.

Knowing the difference between the delivered online couasddON while applying
quality requirements and the delivered online course in the riEHgypt will help to
facilitate changing the culture of resistance to appéy guggested model. Also, analyse
the the satisfaction of instructors and students beforeaéied applying the suggested
model to improve the offered online courses at the chosswcation. This can give a
sign to the implications of applying Total Quality Managemdi@®N!) on E- learning as

an offered E- service.

Three strategieswere followed in this research; at the biginnisgrvey strategy was
followed. To validate the offered E-learning servicés & way to collect data from a range
of respondents by asking them questions. Surveys areiapaseful for capturing facts,
opinions, behaviours or attitudes. (Blackmon, 2005) Sampieeguheory is concerned
with methods of sampling from a finite population of Ntarand then making inferences
about finite population quantities on the basis of theptamata. A method of sampling

coupled with a method of estimation given the sample dataften referred to as a
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sampling strategy, and typically corresponds to a set of witéch tell one how to obtain a
sample of units from the finite population and then howméamipulate the resulting sample
data to estimate the value of a quantity defined foethiee population. (Chambers, 2004)
In this survey, a self-completion questionnaire with @bsgjuestions is developed. The
self-completion questionnaire is very similar method ofreess research, and the research
instrument has to be especially easy to follow and ksipns have to be particularly easy
to answer. In this study two questionnaires were developed kectcalata: The first
guestionnaire to evaluate instructor's Satisfaction for thw ae- learning program, and
it includes 19 quantitative questions with Likert scale filke second Questionnaire to
measure Student Satisfaction from Online Courses, it inslG8eguestions distributed on

five dimensions

acase studywas adopted as a strategfyinvolves in-depth, contextual analyses of similar
situations in other organisations, where the nature anditi®ii of the problem happen to
be the same as experienced in the current situatieka&, 2003) Case studies that are
gualitative in nature are, however, useful in applying solstioncurrent problems based
on past problem solving experiences. They are also usefulndertaking certain
phenomena, and generating further theories for empiesaing. (Sekaran, 2003) Case
study research strategies can be difficult to grasp becaasy of their features are found
in other research methods and designs. Case studiesxdample, often use multiple
methods and triangulation of data, which can be foungprcaches which are not case
studies. The lack of an accepted definition has resuttezhse study meaning different
things in different research traditions. Case studi@suse either qualitative or quantitative
methods, can be prospective or retrospective, candraireductive or deductive approach
to theory, can focus on one case or many, can desckpkjreor evaluate. Case study
strategies allow different data collection methods to used, as long as they are
appropriate to the research questions posed. (Catherireddhé/V2004)

The case study is not a “pure” research method, because data will be collected from
multiple sources and using several methods such as surveyiegjigwing, participant
observation and archival research. A case study desigs Wot dictate to use of any
particular technique for collecting or analysing data, bdbés have definite implications
for the choice of the unit analysis to which one or mtaehniques will be applied
(Blackmon, 2005).

Looking at previous experience, in the same field, oatdtdyypt; we could find In

University of Nottingham (UON), where online Sustainability ceuvgas offered; the
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majority of students rated their online learning experiepositively. Case study was
applied in Egypton “The Arab Academy for Science, Technology and Maritime
Transport”, where it was announced the launch of the new E-Learning Systising
MOODLE as learning environment In 2009

When the suggested Model of E-learning Quality service wasedffeo be apply to
improve the E-learning procesihe Experiment strategywas adoptedThe suggested e-
learning Model emphasise that the eight elements of M@ké engaged in the Baldrige
criteria framework. QFD on the right top of the modehis main tool of evaluation of all
the processes. It will allocate the customers’ needs to the Leadership management, who
will align functions activity to deploy the eight elemeafsTQM, to produce a high quality
E-learning system, which will affect the social cultune nvironment of the development
countries people. The main process of the offered seivite communication. It appears
in the Model comprising the core activities of the teachangl learning process.
Communication could be Synchronous; concerned with gltlp conference, and shared
blackboard. Or, Asynchronous; concerned with Electronicebtnllboard, messaging,
calendar, document repository, and wiki. The procegeathing and learning includes
three mains activities affecting the learner:-
1-Administration service: - concerned with enrolment, payrend virtual library.
2- Support service and staff: - concerned with team worlentaiion support, and
pedagogical and technical support.
3- Learning Object:-concerned with accessibility, usabidityd didactic.
The whole process of teaching and learning should interéicintegrity and ethics,
teamwork, and training. Then the output arises in sort ¢f dpigality e-learning
service, well-educated qualified members of society, and wepnent of culture and
environment. The circle will revive to deliver continuous imyenment of E-learning

guality service.
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How it works :-

VvOC

(Questionnaires)

Team work

Training and
forming E-learning
Team)

Recognition

Leadership
(Internal Audit)

(Decrees)

Communication

(Monitoring)

(Figure3-1) the implementation cycle of the suggested Model

In this research manghoiceswere followed, according to the situation and the need to
reach a specific goal.by using qualitative and quantitatata, this research followed the

mixmethod. Combiningqualitativeandquantitativeapproaches into the research

methodology, using mixed methods approaches as the pragmatidigm has become
more firmly embedded in mainstream research. Mixed mettadamswer simultaneously
confirmatory and exploratory questions, they provide gorinferences through depth
and breadth in answer to complex social phenomena, agdptbgide the opportunity
through divergent findings for an expression of diffengwpoints. (Argimate, 2007). To
apply qualitative approach, a pilot survey was executedughrothe International
conference on E-learning (ICEL) 2012 which was held by thgpian E- learning
University (EELU) from 9-11 July 2012 in Caire Egypt. 200 questionnaires were
distributed, only 22 were collected with significant answeFgen, to apply quantitative
approach, questionnaires were distributed during the conferguestionnaire was built in
two parts: - the first part consists of 19 questions to umeathe Evaluation of the
instructors for the work at e- learning program. The secondyaarto measure the student
satisfaction from the offered online courses.
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When the suggested model was offered to be implemented toviengrlearning service,
it turn to beaction research It is a consultancy evolving project with interplay among
problem, solution, effects or consequences, and new @olud sensible and realistic
problem’s definition and creative ways of collecting data are critical taoactresearch,
which is undertaken by consultants who want to initiate chpr@eesses in organizations.
(Sekaran, 2003) In fact action research is more a gyrapproach to research than a
specific methodology. A wide variety of methodologies ymbe used, including
observational research, questioning and surveys, and lakeratory experimentation.
(Lancaster, 2009) the suggeated model was applied to improve laar&ing service
offered in an high Education association in Egy@y analysing the satisfaction of
instructors and students before and after applying the suggesibel to improve the
offered online courses at the chosen association, ggasitive sign to the implications of
applying Total Quality Management (TQM) on E- learning as asrexdf E- service.

The techniques and proceduredata collection is an important aspect of any type of
research study. Inaccurate data collection can impeaateults of a study and ultimately

lead to invalid results.

Data collection methods for impact evaluation vary alargpntinuum. At the one end of
this continuum are quantitative methods and at the otieeraee qualitative methods for
data collection.
The quantitative data collection methods rely on randampling and structured data
collection instruments that fit diverse experiencés predetermined response categories.
They produce results that are easy to summarise, conapargeneralise.
Quantitative research is concerned with testing hypotltesased from theory, being able
to estimate the size of phenomenon of interest. Dependingh® research question,
participants may be randomly assigned to different tre@néf this is not feasible, the
researcher may collect data on participant and sinadticharacteristics in order to
statistically control for their influence on the depamtgder outcome, variable. If the intent
is to generalise from the research participants to arlgrgeulation, the researcher will
employ probability sampling to select participants.
Typical quantitative data gathering strategies include:

1- Experiments/clinical trials.

2- Observing and recording well-defined events.

3-Obtaining relevant data from management informatystems.
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4-Administering surveys with closed-ended questions (eage-fo face and telephone
interviews, questionnaires etc.)

The procedures and technique used are:-

1) Face to face Interviews

In Quantitative research (survey research); interviewss raore structured than in

Qualitative researchhftp://www.stat.ncsu.edu/info/srms/survpamphlet.htmil

In a structured interview, the researcher asks a stasdaaf questions and nothing more.
(Leedy and Ormrod, 200Bace -to -face interviewshave a distinct advantage of enabling
the researcher to establish rapport with potential paatits and therefor gain their
cooperation. These interviews yield highest response mtsurvey research. They also
allow the researcher to clarify ambiguous answers and wheopjte, seek follow-up
information. Disadvantages include impractical when largepdes are involved time
consuming and expensive. (Leedy and Ormrod, 208Hge to face interviews were made
with deans of colleges at AASTMT where the suggested nveakeimplemented.

2) Paper- pencil Questionnaires

It canbe sent to a large number of people and saves thealesetime and money. People
are more truthful while responding to the questionnairesdegs controversial issues in
particular due to the fact that their responses are armus/nBut they also have
drawbacks. Majority of the people who receive questioeaaion't return them and those
who do might not be representative of the originally $settsample. (Leedy and Ormrod,
2001). Paper pencil questionnaires were used to collect datanfstnactors and students
of the offered E-learning programme before and after applheguggested model. Also,
it was used to collect qualitative data through the gilotey made at the conference held

by the Egyptian E-learning University in 2012.

3) Data analysis

The data obtained from a study may or may not be in ricat@r quantitative form, that
is, in the form of numbers. If they are not in numdrioam, then we can still carry out
gualitative analysis based on the experiences of the dhdivparticipants. If they are in
numerical form, then we typically start by working owtm® descriptive statistics to

summarise the pattern of findings.
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There is an important distinction between quantitativearebeand qualitative research: In
guantitative research, the information obtained frdva participants is expressed in
numerical form. Studies in which we record the numbereshd recalled, reaction times,
or the number of aggressive acts is all examples of qafvei research. In qualitative
research, on the other hand, the information obtaired participants is not expressed in
numerical form. The emphasis is on the stated expsseaf the participants and on the
stated meanings they attach to themselves, to other peapks dreir environment. Those
carrying out qualitative research sometimes make userettdguotations from their
participants, arguing that such quotations are often vegatieng. (Eysenck., 2004)

The results of the Questionnaires were analysed using piesestatistics, and there are
many basic techniques for analysing qualitative and quawgitaita. In this study, the
software of Statistical Package for the Social Scief8PSS for Windows was chosen to
analyse the data.

The time horizon means thathe value of information depends on future changes in
technologies, prices, and evidence. Finite time horiZondecision problems can be seen

as a proxy for the complex and uncertain process of feharge. (Zoe Philips, 2008)

This means that information should always be updatedsasgachanges in technologies,

prices and evidence, in order not to lose value.

in this research, the time horizon Iisngitudinal, to guarantee the continuous
improvementData would be collected at several points of time leefduring and after the
application of the suggested model. Similarly, note emgldyehaviour before and after

the application of the suggested model
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Chapter Four
E-learning in Egypt

4.1 Introduction

Our field of study is conducted in Egypt where the higher daucaystem is made up of
18 public universities with more than 2.4 million students, 12 pubdio-umiversity
institutions, and 15 private (profit-making) universities pdawy technical and
professional training. At the same time and accordinghat was published in 1/7/2013
by the public association for adult education AEA at thermation and decision support
centre in Egypt; 14.9% of its young working power (between Ib 3 years old) is
illiterate.

4.2 Pilot Survey

A pilot survey was executed through the International ex@mice on E-learning (ICEL)
2012 which was held by the Egyptian E- learning University (EBtam 9-11 July 2012
in Cairo— Egypt. 200 questionnaires were distributed during the conferentg23 were
collected with significant answers. The result of pikirvey shows that the High
Educational Institutes in Egypt which apply E- learning do apply Total quality
Management as a system to manage the E- learning prédoeasQuality Management is
only applied as a general management process required @ptimeil of High Education
in Egypt in order to accredit the overall offered educahbgrihe Institute. And this was
assured through the interview made with some of the stafhbers of some Egyptian
Universities who were attending the ICEL 2012. Only two main gquesticere asked to
interviewees from Egyptian E-learning University, Cairo Unigrd/lansoura University,

and Helwan University: -

1- Do you offer E- learning program?
The answer was YES for all.
2- Do you apply TQM in your e-learning program?

The answer was NO for all

The results we got are illustrated in the following table (Tald 4-1)
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(Table 4-1)Results of Pilot Survey

years of
offer e- No. of People years offering Apply Quality applying
Id Position Activity learning Students involved e-learning Quality standard quality
1 IT Expert Telecom yes 130 000 130000 5 yes 1ISO9001 3
2 Software Develop yes 300 300 1 No 0 0
3 univ. Prof education no 0 0 0 0 0 0
4 AUC instr. cont. edu no 0 0 0 0 0 0
5 Dir. E-learn education yes 150 150 4 Yes 1SO15189 0
6 Developer education yes 200 1000 2 No 0 0
7 Ass. Prof education yes 49 1000 17 no 0 0
8 G.M Software yes 15000 1200 2 yes CMMI 4
9 Lecturer education no 0 0 0 yes 0 0
10 Lecturer education no 0 0 0 yes 0 0
Ar.Lang.tec
11 founder h yes 40 0 1 no 0 0
12 Teacher school no No 0 0 0 0 0
13 Teacher consulting no No 0 0 0 0 0
don't
14 lecturer at SA| teaching yes 20 all staff 2 yes know 4
15 Lecturer education no 0 0 0 yes 0 6
16 comp. trainer school yes 100 120 5 yes 0 0
17 Lecturer education no 0 0 0 no 0 0
18 Comp.syst e-learning no 0 0 0 no 0 0
19 Master St. education no 0 0 0 no 0 0
20 Q.A mngr. furniture no 0 0 0 yes 1ISO9000 3
21 Admin education no 0 0 0 no 0 0
22 Lecturer education yes 80 60 1 yes 1ISO9000 1
23 van holand e-learning yes 14 8 3 no 0 0

36.36%

Do not have neither e- learning nor TQM = 22.73%
Have Both E-learning and TQM = 9.09 %

Have E-learning and do not have TQM = 18.18%

Do not have E- learning and have TQM = 13.63%

Offer E-learning outside Egypt in Saudi Arabia. = 4.54%

Do not work in the field of High Education

When thinking about all the previous given data, arise thee adehaving an easy access

way of high quality learning, affordable to those who doeshave the opportunity to

leave there jobs, from where they gain to live, in ordehdse a good education to

improve their social life. Making benefit from the teclugical revolution and the

excitement and passion of using it, can give the chanedféo an E-learning service
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through which a human development could be achieved. Thategés could be well
adopted to improve society.

Therefore, the field of this research has been chdsengh one of the National Target in
Egypt as a Developing Country. This field is ‘The High Educational Institutes in Egypt’,
where the e-service were implemented in the near pastyéass and the Quality
management were also taken as essential of managem#éwese institutes. Thus, our
research is mainly meant byThe Implications of applying TQM on E-Learning in
Egypt”. This is for the great impact of the E- learning quality lo& ¢ducation as main
national issue in Egypt.

Before starting our research study, we had to look at prewgperience in the same field,
outside Egypt. The Universitgf Nottingham (UON) in United Kingdom offered online
course in 2013, and a seminar was held about this experieNtzech 2014.

4.3 Experience of offering Online course at University of Nottinghan{UoN)
In University of Nottingham, an online Sustainability cousss offered. It followed the
standard procedures in that a module was written that had apdreved, with learning
outcomes and assessments .Students were invited to evhkriaedule, and a sample of
student work was moderated by an examinations board. So, treesouould follow the
guidelines of the University of Nottingham, as set out in TQeiality Manual, and these
in turn would be designed to fit with the requirements of the Quality Assurance

Agency.

This online course cost them only 14000£. They accomplished thie wigsion in one
year. The work team were composed of 2 members of scheduoation, one philosopher
concerned with Ethics, one member specialised in language member from art and
design, and 3 members (Engineers) concerned with trangfenodules to e-books, they
offered 5 modules which were transformed to e-books. Over 2@0pthity open resources
were included across those 5 modules. Open Educational resaugoe used from Jorum,
MIT OCM- U-now- Open learn, OCWC ,Connexions , OER COMMONBIERLOT
,OER Africa , and Xpert. They were aiming to reduce effdngres knowledge, and
promoting learning. Six facilitators works in this course, theye selected from the Post
graduates students at the university of Nottingham. To accdmnpéssustainability online
course, the students study 30 credit hours. The evalu@tibie exam is Pass OR Fail. But
starting the next year a grading system will be providedrdary the system of grading at

the undergraduate school of education aNJO

119



The responses of students and members of staff tal@mseopen questions in the online
feedback questionnaire made Hyl. Bowman” in 2013 was analysed during week 10 of
the UON’s Perspectives on Sustainability NOOC in order to examine participants’
perceptions of useful and challenging characteristicseoNOOC where these pertained to
online learning.

The majority of respondents rated their online learning épee as OK (37%) or good
(42%), with online minority participants stating their onliiperience was poor (2%). See

figure below.

@ Excellent
® Good
@ OK

@ Poor

(Figure 44) Respondents’ ratings of their online learning experience at UON

Results have shown that what participants liked the nemgrding their online learning
experience were its online nature, flexibility, communaatwith peers from other
campuses and the interactive activities and tasks awaitabMoodle. On the other hand,
what students perceived as challenging about the NOOC includ&adkeof normal
University environment, asynchronous interaction and teolgieal infrastructure
problems such as the adoption of Moodle as a Virtual Learingironment.
Recommendations put forward by students and staff, includecawing the difficulties
listed previously and amongst, others, setting online groupswihiald allow for more
social interaction. With regards to future NOOCSs, theonitgj of respondents (74%) said
they would take another UON course were it taught entireip@nivhilst a small minority
(10%) stated they would not take this option. Although, the ritgjof students rated their
online learning experience positively, only a few students cembed on what they found
useful about their online learning experience. The majarfitgtudents stated that what
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they liked best about the course was its online nature anfieiieility online learning
provides them.

® Yes
® VYes, if
® No
@ Maybe

(Figure 4-2) Number of students that would take UON coursétamgirely online

While the data used in UON analysis is small, this sectibrthe report has
demonstrated a promising outcome with regards to teaching decotapic to a large
number of students in the University who, report not onlynieg at their own pace
and at their own intensiveness, but who have also bextefiom understanding global

points of view.

4.4 Case study

4.4.1 Overview

The Arab League, having its Head Quarter in Cairo- Egypt,ak & great Arab
Organisation specialized in education, Training and consultations, which is “The Arab
Academy for Science, Technology and Maritime Transport™.

Establishing the Arab Academy for Science, Technology aratitivhe Transport
(AASTMT) as a regional institute for maritime transpadred as a notion in the Arab
League Transport Committee's meetings on 11th of March, 19i€.n6tion came after
the Arab League's Council issued, in its fifty third sesside¢cree no. 2631/1970
stipulating the endorsement of founding a regional cdotrenaritime transport training.
The decree commissioned the Arab Republic of Egypt, onftaftall the Arab countries,
to ask for a technical aid from the United Nations" orgawinatspecialized in the field of
maritime transport. Over more than 30 years, the AASTES Had many achievements in
education, training and research in the fields of marittna@sport, engineering and

management sciences. This is due to the methodologiohtation of modern technology
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in these fields. The AASTMT was thus able to move fronoregism to internationalism.
In 2007, the AASTMT was among the institutes that occupiedirstesix positions on the
list of the ISO's (International Organization for Standamtibn) international educational
institutes who were to receive the Organization's award fordatd levels of higher
education.

AASTMT has extended its activities from its main headqustiiterAlexandria, to Cairo,
South of the Valley and Latakia in an attempt to offedistinct services to the sons of all
the Arab countries. This is due to the fact that the AM$Tis considered a unique model
for the collective Arab work on the lands of Egypt, whahns all of its assets (public
property).

Other than Maritime Studies, AASTMT offers a variety wifidergraduate and post
graduate studies in the fields of Engineering and technol@pmputer Sciences,
International Transport and Logistics, Management and tdofpyy, Languages and
Communication, and Total Quality Management. In 2009, it wa®anced the launch of
the new E-Learning System, using MOODLE as learning environrésttotal number
of students in all branches at the AASTMT in Egypt wad0D8students by the first
semester 2010. By the second semester 2013 the total numbrrdefts was 18531
students, and by the first semester of 2014 (the last semngHecomes 20076 students.

XM:’ Arab I‘\}cade‘my ‘for‘ Sciignce, Technglogy and Maritime Transport

Faculty & Research Campus Life News & Media

SF D )35 E il e ENG
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(Figure 4-3) Announcement of E-learning system at AASTIMZ009
4.4.2 Population
In Order to choose our sample from this large populatiorhadeto have a deep look to
the numbers of students in each college in each Campdsow these numbers were

developed since the announcement of launching the new Erigaystem in October
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2009. The first start of study after this announcement veafrgt semester 2010. Our case

study started the second semester 2013.

4.4.2.1 Distribution of Students in Campuses and Branches

The distribution of total numbers of students among AAST&&Impuses and Branches is

as shown in the following table:-
Table (4.2) Distribution of students among AASTMT CampasesBranches

Distribution of students among AASTMT Campuses and BranchesiEgypt
Campuses and Branche Total number of Total number of Total number of
students in 2010 students in 2013 students in 2014
Alexandria Campus 10984 10340 10773
Abukir Branch 8718 8186 8216
Miami Branch 2266 2154 2557
Cairo Campus 7152 7336 8192
Heliopolis Branch 6099 6722 7440
Dokki Branch 1053 599 698
Smart Village Branch 0 15 54
South Valley Campus 254 855 1111
Total Number of
students in Egypt 18390 18531 20076

4.4.2.2 Distribution of Students in Colleges

The distribution of students in colleges among AASTMT pases and branches each year

since the first semester 2010 is as shown in the followaibig$: -

Table (4-3)Number of students in colleges by semester from 2010 till 2014

Number of students in colleges by semester from 2010 till 2014

Alexandria Campus

Miami Branch

First semester

Second Semester

Years 2010| 2011 | 2012| 2013 | 2014 | 2010 | 2011 | 2012 | 2013
College of Business
Administration and Technology 2041 | 2246 | 2254 | 2101 | 2353 | 2089 | 2158 | 2183 | 2040
College of Languages and Med| 1 1 38 93 175 1 1 38 98
Abou kir Branch First semester Second Semester
Years 2010| 2011 | 2012| 2013 | 2014 | 2010 | 2011 | 2012 | 2013
College of Maritime Transport | 3344 | 2437 | 1935| 1909 | 1690 | 2964 | 2246 | 1970 | 1792
Technical and professional studi 25 2 3 22 36 18 5 3 21
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Number of students in colleges by semester from 2010 till 2014

Alexandria Campus

institute
College of Engineering and
3992 | 4533 | 5256 | 5294 | 5175| 3790 | 4516 | 5287 | 5207
technology
College of Computer and
_ 161 | 142 | 175 | 206 | 290 | 152 | 144 | 167 | 204
Information technology
Table (4-4)Number of students in each college by semester
Number of students in each college by semester from 2010 8014
Cairo Campus
Dokki Branch First semester Second Semester
Years 2010 | 2011 | 2012| 2013 | 2014 | 2010| 2011 | 2012 | 2013
College of Business
Administration and 556 509 | 425 310 336 | 524 | 497 397 287
Technology
College of International
o 495 489 | 416 | 326 362 | 492 | 472 384 312
transport and logistics
Heliopolis Branch First semester Second Semester
Years 2010 | 2011 | 2012| 2013 | 2014 | 2010 | 2011 | 2012 | 2013
College of Engineering
3087 | 3350 | 3692| 3835 | 3768 | 3050 | 3376 | 3646 | 3703
and technology
College of Computer
and Information 204 216 | 208 210 254 | 189 | 212 197 198
technology
College of Business
Administration and 1306 | 1367 | 1427| 1522 | 1791 | 1268 | 1375 | 1403 | 1494
Technology
College of International
o 1497 | 1479 | 1326| 1118 | 1200 | 1440 | 1427 | 1235 | 1062
transport and logistics
College of Languages
_ 4 4 89 244 426 2 3 106 263
and Media
Smart Village Branch First semester Second Semester
Years 2010 | 2011 | 2012| 2013 | 2014 | 2010 | 2011 | 2012 | 2013
College of Engineering
3 7 85 278 498 2 8 97 288
and technology
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Number of students in each college by semester from 2010 #014
Cairo Campus
College of Business
Administration and 1 1 2 18 78 1 1 3 22
Technology

Table (4-5) Distribution of students at South Valley Campus iregedi by semester

Number of students in each college by semester from 2010 8014
South Valley Campus

First semester Second Semester

Years 2010 | 2011 | 2012 | 2013 | 2014 | 2010 | 2011 | 2012 | 2013

College of Engineering and tech. 122 | 187 | 386 | 561 | 721 | 122 | 189 | 386 | 569

College of Business Administration

69 94 112 | 142 | 162 65 93 110 | 143
and Technology

College of International transport ar]

o 63 88 109 | 145 | 198 63 84 104 | 143
logistics

4.4.2.3 Use of E-learning in Colleges

Interviews were made with the deans of colleges to know hawymourses delivered
online using the MOODLE. In Alexandria Campus, the Moodleoisused to teach any
course due to technical problems (according to what deans saidputh valley, the
situation was the same. At last in Cairo Campus, | fabatithe only college who deliver
part of each its 48 face to face courses online - inaforideos, PDF, and Power point
materials uploaded Through the MOODLE - was the Colleggusfness Administration
and Technology in Heliopolis Branch. This study startethénsecond semester 2013, the
number if students at this College were 1403 Students. ltigntise last semester (First
semester 2014) to be 1791 students.

4.4.2.3.1 Variation of number of students in College of Business Admitrigtion-
Heliopolis

Since the announcement of launching E-learning system &TAKA, the first study was
at the first semester 2010, when the number of studentseaCollege of Business
Administration-Heliopolis was 1306 students. This number sdvetween decrease and
increase till the second semester 2013 to be 1494 students, therud@atksat the first
semester 2014. The following graphs show the variation irbeumwf students at College

of Business AdministrationHeliopolis:-
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Variation in number of students at College of Business
Administration the second semester in four years

First semester

o 8000 7413 First semester
3 | 2010
c |7000- H 2011
) | 2012
< i [ ] 2013
g 6000 5622 [ ] 2014
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(Figure 4-4) Variation in number of students at the Colleggusfness Administration in Heliopolis

The first semester in four years

Variation in number of students at College of Business Administration

In the second semester in four years
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(Figure 4-5) Variation in number of students at the Coll#fdgusiness Administration in Heliopolis

The second semester in four years
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4.4.2.3.2 Faculty members at the College of Business Administration-ltedolis

Learning is not just about students, but it is a relatipnbetween instructor and student
through learning environment. Thus, we had to know the numbdeawhing staff
members at AASTMT as well, to be able to collect ogquired data through the designed
guestionnaires. Thus, we refer to the Deanery of Facflittysaat AASTMT. According to
the data delivered by th&ssistant Dean for Faculty Affairs, the total numbere#dhing
staff members is 192 members for Maritime studies, and 12#ibers for other studies.
So, the total number of AASTMT Faculty members is 1413 tegc$taff, from which 501
members - about 39& - are in Cairo Campus. The number of faculty membethe
college of Business Administration and technology in Helisg@ranch- the only college
using online teaching - is 93 faculty members from a total of BQ®presents 18.56%
from the total number of Faculty members in Cairo Campas. following table shows
the distribution of these members in colleges.

Table (4-6) Distribution of Faculty Members in Cairon@aus in colleges

Numbers of Faculty members in Colleges at AASTMT -Cairo Campsi

Associate Teaching
Colleges Professors Teachers ] GTAs| Total
Professors Assistants

College of Business
Administration and 2 4 11 31 12 60
Technology -Dokki

College of Business
Administration and 0 0 0 0 1 1

Technology -Smatrt village

College of Business
Administration and 2 5 8 46 32 93
Technology -Heliopolis

College of Computer and

: 3 2 6 4 9 24
Information technology
College of Languages and
_ S 2 3 5 10 13 33
Media - Heliopolis
College of Languages and
g guag 0 0 0 0 1 1

Media- Smart village
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Numbers of Faculty members in Colleges at AASTMT -Cairo Campsi
Associate Teaching
Colleges Professors Teachers ) GTAs| Total
Professors Assistants
College of International
o 2 3 8 37 12 62
Transport and logistics
College of Engineering ang
o 22 23 26 77 71 219
technology -Heliopolis
College of Engineering an
J J _g 1 0 1 2 4 8
technology- Smart village
Total numbers of faculty
members in Cairo Campus 34 40 65 207 155 501

4.4.3 Data Collection Method

Data collection is the process of gathering and measuniiogmation on variables of
interest, in an established systematic fashion that enahketo answer stated research
guestions, test hypotheses, and evaluate outcomes. Thecdlatztion component of
research is common to all fields of study including physi&ad social sciences,
humanities, business, etc. While methods vary by disciptime,emphasis on ensuring
accurate and honest collection remains the same. Télefgoall data collection is to
capture quality evidence that then translates to rich daisisas and allows the building of

a convincing and credible answer to questions that have bsed.po

Five popular ways has been recognized for collecting and amglgsnpirical data in
business research. It includes experiments, survey, andssnafyarchival information,
histories and case studies. The study used survey asathemathod strategy to research.
In surveys, data are standardized, and comparison is le@sgver it costs much time to
do it.

All data collection techniques, questionnaire has proved tombet useful survey
instrument; it helps collect standardized data which alleagy comparison and statistical
application. According tcCollis and Hussey (2003)espite disadvantage associated with
potential low response rates, written questionnaire haswiolip advantage<ollis and
Hussey (2003)
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e It is cost effective compared to fateface interviews, especially for a large
sample size and distant geographic areas;
e Most people tend to be familiar with questionnaires, wherds$ to reduce any
apprehensiveness;
e A self-administered questionnaire reduces interviewer bias, as the researcher’s own
opinions will not influence respondents.
During the survey research, there are some errors whigfoche avoidedBryman and
Bell (2003) suggested that there are four main factors will make suessarch error as
shown in Figure (4-6):

e Sampling error: this kind of error arises because it iseeely unlikely that one
will end up with a truly representative sample, even wir@bability sampling is
employed.

e Sampling-related error: this kind of error arises fromvi@s or events that are
related to the sampling process and that are connectedheiibstue of generalize
ability or external validity of findings.

e Data-collection error: this source of error includes swdtofs as: poor question
wording in self- completion questionnaire.

e Data processing error: this kind of error arises from famignagement of data, in

particular errors in the coding of answers.

Sampling error Sampling-related Data collection Data processing

CITor CITor CITor

(Figure 4-6) four sources of error in social survey researc

4.4.4 Questionnaires

4.4.4.1 Questionnaire Design

In this survey, a self-completion questionnaire with eétbgjuestions is developed. The
self-completion questionnaire is very similar method ofress research, and the research

instrument has to be especially easy to follow and &sigpns have to be particularly easy
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to answer. Meanwhile, whether to ask a question in an opelos®d format is one of the
most significant considerations for many researcharcsording to Bryman and Bell

(2003) closed questions have some advantages:

e Itis easy to process answers.
e It enhances the comparability of answers.
e Makes them easier to show the relationship between vesiabl

e |tis better than open question for this study.
In this study two questionnaires were developed to collect data:

e The first questionnaire to evaluate instructor's Satisfador the work at e- learning
program, and it includes 19 quantitative questions with Likeaite five (Appendix A)
e The second Questionnaire to measure Student Satisfaacbion@nline Courses, it
includes 58 questions distributed on five dimensions (Learnete@ts, Learner
Instructor, Learner to Learner, Learner Technology, andefa Satisfaction) with
(26) qualitative questions, (23) quantitative questions withrtikeale five, and (9)

guantitative questions with Likert scale three (Appendix B)
4.4.4.2 Validity

An instrument is valid if it measures what it is intendeaneasure and accurately achieves
the purpose for which it was designed. Validity is a mattelegfee and discussion should
focus on how valid a test is, not whether it is valid of. No test instrument is perfectly
valid; researcher needs some kind of assurance thaisthement being used will result in
accurate conclusions. Validity involves the appropriatenesganingfulness, and
usefulness of inferences made by the researcher omsieds the data collected. Validity
can often be thought of as judgmental. Content validitletermined by judgments on the
appropriateness of the instruments Content, which idestifiree principles to improve

content validity:

e Use a broad sample of content rather than a narrow one

e Emphasize important material.

e Write questions to measure the appropriate skill.
These three principals were addressed when writing theeysutems. To provide
additional content validity of the survey instrument, tbgearcher formed a focus group of

five to ten experts in the field of Computer literacy wprovided input and suggestive
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feedback on survey items. Members Of the focus group edueators at the college

and/or high school level who have taught or are curréeélghing computer literacy skills.

Comments from the focus group indicated that the skiigedi in the survey were

basic/intermediate skills and were appropriate for dlege students to know and be able
to do. Some members of the Focus group suggested that thg sught be a bit long and

that skills could be generalized and consolidated for a wwreise survey.

4.4.4.3Reliability

Reliability is defined as be fundamentally concerned witkuds of consistency of
measures. There are three prominent factors relatedngidering whether a measure is
reliable: stability, internal reliability and inter-obsenemnsistency. In this study, internal
reliability will be consideredBryman and Bell (2003) suggested that a multiple-item
measure in which each answers to each questions are agdragéirm an overall score,
we need to be sure that all our indicators are relatecach ether. It can be test use
Cronbach’s alpha method. The result of 0.6 and above implies an acceptable level of

internal reliability.

In statistics, Cronbachi& (alpha) is a coefficient of internal consistencyisicommonly
used as an estimate of the reliability of a psychom&tst for a sample of examinees. It
was first named alpha by Lee Cronbach in 1951, as he bawdéd to continue with
further coefficients. In this survey, there are total 388dbacks from sample population.
To test the internal reliability, the Cronbach’s alpha is calculated for items designed for the
same construct according to equation (4.1).

k[ I
a—m[l— 5?] (4.1)

Where

e K is the number of items (paragraphs) test.
e 57 Is avariance response to each paragraph of the test.

e 57 |svariance of the total answers of paragraphs of the test.

Table (46) shows that all constructs for the two questionnaires, which have Cronbach’s
alphas for instructor's Satisfaction of the first questaire equal (0.815nd Cronbach’s

alphas for dimensions of Student's Satisfaction ofdm®nd questionnaire ranges between
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(0.804, 0.845), which larger than 0.6 (a level considered “acceptable” in most social
science research).

Table (4-F Cronbach’s alpha for constructs of the two questionnaires

Variables . ) Number Cronbach’s
instructor's Satisfaction
Control 0.815
(1st questionnaire)

Learner — Content
Dimensions of Student's Satisfaction

. Learner — Instructor
(2" questionnaire)

Learner — Technology

4.5 Case Selection and Sampling

A population is the whole group that the research focoseSample is the segment of the
population that is selected for investigatidBryman and Bell, 2003)In quantitative
research, the need to sample is one that is almeatiably encountered. And sampling
constitutes a key step in the research process in saciey research. In this research, the
case selection is focused on two populations the firstfor instructors work at e- learning
program, and the second population for the students leamtfrese Online Courses and
programs.

The size of the instructors sample is determined througlsteps:

e Step one: Determine the size of the sample without takimgaccount the research

community using equation (4.2):

tépll — p)
n:% (4.2)

Where

en is the sample size required.

et is the number of standard units, = 1.96 for the 95% confidieneg
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ep is the proportion of vocabulary that having the charatics in question whiclsi
50%.

ed is the limit of error of 5% to 95% confidence level.

Substitute in equation (4.2), sample size required (nydafimendment is:

= 385

n= (1.96)°x05x(05) _ 3.8416x025 _ 0.9604
(0.05)% 0.0025 0.0025

The researcher finds the required instructor's samplérgizgual 385

e Step two: Determine the size of the instructor's sampiegaito consideration the
size of the community using equation (4.3)

nl (4.3)

_ n
~1+n/N
e nl sample size modified with size of research communit
e n sample size without taking into account research cantynu

e N size of instructors population which equal (20) members.

Substitute in the equation (4.3) the sample size requidBdafter amendment is:

385

1=——————=19.01 =19
1+ 385/20

The first sample size was chosen to be (19) from instctmmmunity; and
guestionnaires were distributed to instructors to ask for thelp, (18) answered the

guestionnaire and (17) feedbacks are complete, i.e. nmmgddta in the questionnaire.

The same procedure was applied for the second questionnaitbef@mtudents whose
population size is (60), and the second sample size waertho be (52) from students
community; and questionnaires were distributed to students tdoagkeir help, (51)

answered the questionnaire and (50) feedbacks are competeo imissing data in the

guestionnaire.
4.6 Statistical Tools

The results of the survey were analysed using descriptatestics, and there are many

basic techniques for analysing qualitative and quantitative bhathis study, the software
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of Statistical Package for the Social Scienc® {3 for Windows was chosen to analyse
the data. To achieve the objectives of the study and artbeierquestions, the researcher
distributed two questionnaires, the first Questionnaire hvidesigned to measure the
instructor's Satisfaction for the current work at errea program, (17) were collected at
response rate of (92.31%), And the second Questionnaire wegigned to measure the
student Satisfaction from Online Courses distributed onstbeents and (50) were
collected at response rate of (92.31%). Then the dat@antes=d in the computer program
SPSS and the data collected was analysed and hypotheses werkttesugh statistical
methods, among them the following:

e Distributions and frequency tables: include frequencies, peges for the
gualitative variables of the questionnaire, which aimsdentify the frequency
responses of personnel (instructors, students) of the saundyle.

e The Cronbach’s alpha are calculated to assess the reliability of those items, it is
used to verify the stability of the measuring tools used. Bastcuct with alpha
under certain threshold (0.6), items within each constmgcto be checked in order
to ensure that the items have high correlations.

e Arithmetic means and standard deviations: After reliabilignfrmed, the
summated averages of the items in each construct willuokedt further. And to
rule on the response of the study sample, and to fgethte answers to the
dispersal of personnel of the study sample.

e One Sample t test: used to compute a confidence intervaleaftdms a hypothesis
test of the population meap = u; when population standard deviati@n is
unknown.

e Two Sample t test: used to compute a confidence interval andrmerfa
hypothesis test of the difference between two populationsngneden o is
unknown and samples are drawn independent from each othéestorg the

equality of two population means.

4.7 Instructors Satisfaction from e- learning before Improvenent

Table (4-2) shows the answers of instructors work at e- learningrgmno before
Improvement, which has a mean (3.237), against standard deweafi@l (0.502), Also,
the statements of e- learning program have mean rangegedoet2.750, 3.625), and
standard deviation ranges between (0.463, 1.302).
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It is also noted from Table (4-7) that:

e Statement (19) which states that "Overall, are you satisfigu this e-learning
program as a place to work?", has achieved the highest (8625) and standard
deviation (0.518).

e While construct (1) which states that "How easy is it to lgetresources you need
to teach e- learning program?”, has achieved the least (2e&50) and standard
deviation (1.282).

Table (4-8) Satisfaction of instructors work at e- leagrprogram before Improvement

Standard
Statements Mean e
Deviation.

How easy is it to get the resources you need to teactalemrig 2 750
program?

How safe do you feel teaching his e-learning program?

How useful is the feedback the principal at this e-learning pno 3,500
gives you?

How much support does the administration at this e-lea
program give to the teaching staff?

How reasonable are the expectations for student achiev
this e-learning program?

How much does this e-learning program give attentio
standardized tests?

How well do instructors at this e-learning program collabonatie
each other?

How much attention does this e-learning program give to
professional growth? |
How much financial support does this e-learning program giv
for your professional growth? 1
10. Overall, are you satisfied with the teaching experiantkis e
learning program?

How positive are your interactions with other membersyair
department working in e-learning program?

How effective is the leadership of your department chawatd e
learning program?

How much do you feel your department chair values your in
making decisions concerning e-learning program?

How effectively do you feel your talents are being used by
department in the E-learning program?

How fair are the administrative procedures at the E-lea
program?

—
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Are you satisfied with the senior administrationtas te- learning
program?

How manageable is your teaching requirement at this e-leg
program?

18 || How fair is your pay at this e-learning program?

Overall, are you satisfied with this e-learning prograra ptace tqg
work?

ndar
Statements Mean S‘a.df"‘d
Deviation.

16 )

17

19

e- learning program Mean and Std Dev.

To validate and confirm these results, researcher devkléggample T test between
instructor's perceived answers and their expectations (resegrcoposed value 4.5 of
Likert scale five), and Table (4-9) shows the resultthisftest:

Table (4-9) 1 Sample-T for instructors satisfactioncimrent work at e- learning program

SE Upper Bound T P
Variables Mean || StDev lculated
Mean of C. | Calculate Value

Overall instructor's 3.237 | 0.502| 0.178 3.573 711 0.000
satisfaction

From Table (4-9), researcher concludes that, Null hypathesiich states "Overall

perceived instructor's satisfaction exceeds their expectafor the work at e- learning
program" is rejected, and the alternative hypothesa&égpted, that means there is a gap
between instructor's perceived answers and their expectédiosatisfaction and this is

proved through:

e (P value = 0.000) which is less than (0.05), and (T Calculat&dl4) which is less
than (T Tabulated) that equal (-2.365) and this confirm previesult.
e Also, this is confirmed through confidence interval whése upper bound is
(3.573), which does not include the value (4.5).
These results confirm there is a gap between instructaceiped satisfaction and their
expectations; and it means that instructor's perceptiosdtsfaction of the work at e-

learning program does not exceed their expectation.
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To confirm the previous results, a comparison between ahswers of instructors
(perceived values) for all statements of e- learning prograd their expectation were
done by developing (19) 1-Sample T test and Table (4-10) sthewssults of these tests:

Table (4410) 1 Sample-T for elements of instructor's satisfaction

Upper Bound T P

Variables Mean St. Dev
of C. | Calculated

Value

Statement 1

Statement 2

Statement 3

Statement 4

Statement 5

Statement 6

Statement 7

Statement 8

Statement 9

Statement 11

Statement 12

Statement 10‘

Statement 13
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Upper Bound T

Variables
of C. | Calculated

From Table (4-10), it was concluded that, Null hypotheses whiatesst"perceived
elements of instructor's satisfaction exceeds thgieetations for the work at e- learning
program” are rejected, and the alternative hypotheseacaspted, that means there are
gaps between instructor's perceived answers and their etgestdor elements of
satisfaction and this is proved through:

e P value ranges between (0.000, 0.025) which are less than (0.05) Caiculated
which ranges between (-7.84, -2.37) which is less than (TIdtoy that equal (-
2.365) and this confirm previous results.

e Also, this is confirmed through confidence interval whseipper bound is ranges
between (3.506, 4.301), which does not include the value (4.5).

These results confirm there is a gap between instructoceiped satisfaction and their
expectations; and it means that instructor's perceptiosdtsfaction of the work at e-

learning program does not exceed their expectation.
4-8 Student Satisfaction from Online Courses before Improveant

Evaluation of the second Questionnaire which designed teure&dtudent Satisfaction
from Online Courses includes 58 questions distributed on five diomengLearner

Contents, Learner Instructor, Learner to Learner, nezarTechnology, and General
Satisfaction) with (26) qualitative questions, (23) quartigatjuestions with Likert scale

five, and (9) quantitative questions with Likert scale tlagéollows:

e Learner Contents: which includes 15 questiongjualitative questions, (8 up to
15) quantitative questions with Likert scale five.

e Learner Instructor: which includes 21 questionssjlqualitative questions, (7 up to
21) quantitative questions with Likert scale five.
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e Learner to Learner: includes 7 qualitative questions

e Learner Technology: includes 9 quantitative questions wkhrtscale three.

e General Satisfaction: includes 6 qualitative questions
Analysis of the second Questionnaire needs for researcheompare the perceived
answers for Student on these dimensions with the expectedsviar these dimensions
(researcher proposed value 4.5 of Likert scale five). Tid these tasks the researcher
developed the following:

Distributions and frequency tables for Student's perceptions(qualitative
guestions) on each dimensions of Satisfaction

e Calculation of mean and standard deviation of Student'sepivos for
(quantitative questions) on each dimensions of Satiefacti

e (1-Sample P) test developed between Student's perceptionsanekfiectation on
dimensions of Satisfaction (qualitative questions) on Onlimar€&s.

e (1-Sample T) test developed between Student's perceptionseanebectation on

dimensions of Satisfaction (quantitative questions) on OQlmgrses.

4-8-1 Student Satisfaction on Learner Contents before Improvenn

To evaluate Student Satisfaction on Learner Contenits ®nline Courses which includes
15 questions divided into two parts, the first part includegp(to 7) qualitative questions,
and second part includes (8 up to 15) quantitative questions Lukdrt scale five,

researcher developed for qualitative questions (1-7) lolisions and frequency tables for
Student's perceptions for these questions, and (1-SaRjpleest between Student's
perceptions and their expectation, but for quantitative quress{B-15) researcher calculate
mean and standard deviation for these questions and develofeanple T) test between

Student's perceptions and their expectation as follows:
4-8-1-1 Analysis of qualitative data of Contents before Improvement

Table (4-11) shows the answers of Students on the qualitatigtianse (1-7), it is clear
that the percentage of all questions ranges between (16%,V@3#t) are less than the
expected value (90%), and that means the Students aretistiedavith these Contents

and it needs improvement.
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Table (4-1) perceived student satisfaction for qualitative data of lexa@ontents from Online Courses

before Improvement

The websites linked to the course facilitate Iearnlng

The course documents/ lessons/ lecture notes fac
learning.

The assignments/Projects in the course facilitate leguni

Learning activities in the course require applicatio
problem solving skills which facilitate learning.

Learning activities require critical thinking which facilis
learning.

Preparations for quizzes/ exams in the online cd
facilitate learning.

The online classes help to improve written communica
skills.

Also to confirm validity and significance of this resultSample P test was applied and

results are summarized in Table (4-12), which prove prevesudts through:

e (P value = 0.000) is less than (0.05), and researcher iydichypothesis, which
states that "perceived student satisfaction for quakialata of Learner Contents
from Online Courses before Improvement exceeds theirceagien”, and accept
alternative hypothesis.

e Also, this is confirmed through confidence interval wheéseupper bound ranges
between (0>270, 0.624) which does not include the value (0.900).
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Table (4-12) Results of 1 Sample-P test for perceived stsdérfaction for qualitative data of Learner Contents

from Online Courses before Improvement

. Sample
Questions of Learner Contents Upper Bound C.I. || P value

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

Question 7

These results confirm that students are not satisfidu tiwit part one of Learner Contents

from Online Courses.
4-8-1-2 Analysis of Quantitative data of Contents before Improvement

Table (4-13) shows the answers of Students on the Quamtitqtiestions (8-15pf
Learner Contents, which has a mean (3.330), against standard deviation equal (0.633),
Also, the statements ofearner Contents have mean ranges between (2.660, 3.960), and

standard deviation ranges between (0.856, 1.201).

Table (4-13) Overaltudent’s satisfaction from content of e- learning program keforprovement

Se Stateme nts Standard
DeV|at|on

How much did success in the course depend upon underst

ideas, rather than memorizing facts?

How well did section or lab fit in with the other parts ok

course?

10 || Were you given too many assignments, too few assignmer]| 3.960) 0.856
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Standard
Ser Statements Mean .
Deviation.

about the right amount?

How easy were the assignments in this course?

How worthwhile was the course material?

How useful were the assignments in helping you understa

material?

How organized was the course content?

Were you satisfied with the course content, neithésfesd no
dissatisfied with it, or dissatisfied with it?

Learner Contents Mean and Std Dev. 3.330)) 0.633

It is also noted from Table (4-13) that:

e Statement (15) which states that "Were you satisfied whieh course content,
neither satisfied nor dissatisfied with it, or diss@d with it?", has achieved the
highest mean (4.040) and standard deviation (1.068).

e While construct (11) which states that "How easy were teB@m@m®ents in this
course?", has achieved the least mean (2.660) and standiatibdg1.062).

To validate and confirm these results, researcher devklépggample T test between
Student's perceived answers and their expectations, dnel (Bal3) shows the results of
this test:

Table (4-14) 1 Sample-T f&@tudent's perceived answers and their expectati@igearning program

_ SE | Upper Bound T P

Overall instructor's
_ . 3.330 | 0.633] 0.090 3.480 -13.06 0.000
satisfaction

From Table (4-13), researcher concludes that, Null hypathekich states "perceived

student satisfaction for Quantitative data of Learner €uatfrom Online Courses before
Improvement exceeds their expectation”, and accept dltarrgypothesis, and that means
there is a gap between student's perceived satisfactiothaindexpectations on Learner

Contents and this is proved through:
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e (P value = 0.000) which is less than (0.05), and (T Caladifatel3.06) which is
less than (T Tabulated) that equal (-2.010) and this copfievious result.
e Also, this is confirmed through confidence interval whése upper bound is
(3.480), which does not include the value (4.5).
These results confirm there is a gap between student'sieercgatisfaction and their
expectations, and to confirm the previous results a cosgmabetween the answers of
students (perceived values) for all statements of LeaCoatents and their expectation
were done by developing (8) 1-Sample T test and Table (4+qbiys the results of these
tests:

(4-15) 1 Sample-T for element$ @udent’s satisfaction

SE Upper Bound T

Variables Mean StDev
of C. | Calculated

Statement 8

Statement 9

Statement 10

Statement 11

Statement 12‘

Statement 13‘

Statement 14‘

Statement 15

From Table (4-14), researcher concludes that, Null hypeshesich states "perceived
elements of student's satisfaction exceeds their eaqimtd for Learner Contents from
Online Courses before Improvement" are rejected, and thenative hypotheses are
accepted, that means there are gaps between perceived 'stgdésfaction and their

expectations for elements of satisfaction and thisased through:
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e P value ranges between (0.000, 0.002) which are less than (0.05) Caiculated
which ranges between (-12,28.04) which is less than (T Tabulated) that equal (-
2.010) and this confirm previous results.

e Also, this is confirmed through confidence interval whseipper bound is ranges
between (2.912, 4.293), which does not include the value (4.5).

These results confirm there is a gap between student'sieercgatisfaction and their
expectations; and it means that students for satisfacif Learner Contents do not
exceed their expectation.

4.8.2. Student Satisfaction on Learner Instructor before Improvement

To evaluate Student Satisfaction on dimension Learrgrulctor from Online Courses
which includes 21 questions divided into two parts, the pest includes (1 up to 6)
gualitative questions, and second part includes (7 up to 21) qi@etiquestions with
Likert scale five, researcher developed for qualitative teures (1-6) distributions and
frequency tables for Student's perceptions for these quesaods(1-Sample P) test
between Student's perceptions and their expectationpbujuéntitative questions (7-21)
researcher calculate mean and standard deviation fag thesstions and developed (1-

Sample T) test between Student's perceptions and thetatipe as follows:
4.8.2.1. Analysis of qualitative data of Learner Instructor before inprovement

Table (4-16) shows the answers of Students on the qualitatigtianee(1-6), it is clear
that the percentage of all questions ranges between (52%,@4i#t) are less than the

expected value (90%), and that means the Students aratisdied with these Learner

Instructor and it needs improvement

Table (4-16) Perceived answers for students to evaluationstructor before improvement

. _ frequenc
Dimensions Percentag

y

In the online class, the instructor was an interactive mew 32
the discussion group offering direction to posted comments

In the online course, feedback is received timely from
instructor (within 24 to 48 hrs.)

In the online course there is a Lack of feedback from
instructor which frustrate learner.

In the online course, learner can get individualized atterfitom 27

30

28
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_ _ frequenc
No Dimensions Percentag
y

instructor when needed.

The learner can feel the presence of the instructdnerohling 31 62%
class. Continuously

In the online class the instructor encourage communication 26 52%

Also to confirm validity and significance of this resultsearcher apply 1-Sample P test
and results are summarized in Table (4-16), which provequevesults through:

e (P value = 0.000) is less than (0.05), and researcher ijgichypothesis, which
states that "perceived student satisfaction for quaitatata of Learner Instructor
from Online Courses before Improvement exceeds theirceagien”, and accept
alternative hypothesis.

e Also, this is confirmed through confidence interval wheseupper bound ranges
between (0.643, 0.753) which does not include the value (0.900).

Table (4-17) Results of 1 Sample-P test for Evaluatideasher-instructor dimension before improvement

Questlons of Learner Conten -. Upper Bound C.1. w

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

These results confirm that students are not satisfiddtire part one of Learner Instructor

from Online Courses.
4.8.2.2. Analysis of Quantitative data of Learner Instructor before inprovement
Table (4-18) shows the answers of Students on the Quamtitqtiestions(7-21) of

Learner Instructor, which has a mean (3.330), against standamatialevequal (0.633),
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Also, the statements of Learner Contents have megesametween (2.660, 3.960), and
standard deviation ranges between (0.856, 1.201).

Table (4-18) Overalftudent’s satisfaction from Instructors in online program befanrprovement

Standard
Statements Mean o
Deviation.

How cIearIy did your instructor explain how students would laeleg?

How fair was your instructor's grading?

How concerned was your instructor with how well students

learning?

How motivating was your instructor?

How well did your instructor relate course topics to eablergt

How much did your instructor stress the importance of undeist|

ideas, rather than memorizing facts?

Did your instructor present the material too quickly, too slowly at

about the right speed?

Were you satisfied with your instructor's teaching, neither gatisfor

dissatisfied with it, or dissatisfied with it?

How clearly did your instructor explain the objectives of tharse?

How many of the course objectives did your instructor meet?

How knowledgeable in the course content was your instructor?

How clearly did your instructor explain difficult material?

Learner Instructor Mean and Std Dev. 3.373) 0.702

It is also noted from Table (4-18) that:

e Statement (13) which states that "Did your instructor predemtmaterial too
quickly, too slowly, or at about the right speed?”, hakieved the highest mean
(4.120) and standard deviation (1.043).

e While construct (10) which states that "How motivating was yostructor?", has

achieved the least mean (2.860) and standard deviation (1.195).
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To validate and confirm these results, researcher devklap®ample T test between
Student's perceived answers and their expectations, diel (Bal3) shows the results of
this test:

Table (4-19) 1 Sample-T for Overathdent’s satisfaction from e- learning program before improvement

_ SE Upper Bound T P
Variabl Mean D

Overallstudent’s 3.373 || 0.702] 0.099 3.540 11.35 | 0.000
satisfaction

From Table (4-19), researcher concludes that, Null hypsthekich states "perceived

student satisfaction for Quantitative data of Learndruntor from Online Courses before
Improvement exceeds their expectation”, and accept aiterrig/pothesis, and that means
there is a gap between student's perceived satisfactiothainexpectations on Learner
Instructor and this is proved through:

e (P value = 0.000) which is less than (0.05), and (T Calalktell.35) which is
less than (T Tabulated) that equal (-2.010) and this copfievious result.

e Also, this is confirmed through confidence interval whése upper bound is
(3.540), which does not include the value (4.5).

These results confirm there is a gap between student'siveercgatisfaction and their
expectations, and to confirm the previous results a cosguabetween the answers of
students (perceived values) for all statements of Lednstructor and their expectation
were done by developing (15) 1-Sample T test and Tdhkle) shows the results of these
tests:

Table (420) 1 Sample-T for elements of elements of student'sfaation for Learner Instructor from Online

Courses beforémprovement

_ Std. SE Upper Bound T P
Variables Mean
Dev Mean of C. | Calculated J| Value

Statement 7§ 3.400 1.143 0.162 3.671 -6.81 0.000

Statement 8] 3.380 1.086 0.154 3.637 -7.29 0.000
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_ Std. SE Upper Bound T P
Variables Mean
Dev Mean of C. | Calculated || Value

Statement 9

Statement 1

Statement 1

Statement 1

Statement 1

Statement 1

Statement 1

Statement 1

Statement 1

Statement 1

Statement 1

Statement 2

Statement 2

From Table (4-20), researcher concludes that, Null hypathesich states "perceived
elements of student's satisfaction exceeds their exjpeddor Learner Instructor from

Online Courses before Improvement" are rejected, and thenative hypotheses are
accepted, that means there are gaps between perceivedt'stgdésfaction and their

expectations for elements of satisfaction and thisased through:

e P value ranges between (0.000, 0.007) which are less than (0.0%) Cahculated
which ranges between (-9.78, -2.58) which is less than (TIdtoy that equal (-
2.010) and this confirm previous results.

e Also, this is confirmed through confidence interval whseipper bound is ranges
between (3.143, 4.367), which does not include the value (4.5).

148



These results confirm there is a gap between student'siveelcsatisfaction and their
expectations; and it means that students for satisfecfibearner Instructor do not exceed

their expectation.

Conclusion:-Students cannot judge the course content. dtieastion with the course
content is between slight and moderate.4.4.3.2.12 Ledonémstructor Figure (4-37)
interaction of instructor Observation:-Only 55.1% agreetti@tnstructor inter

4.8.3. Student Satisfaction on Learner Learner before Improvement

To evaluate Student Satisfaction on dimendiearner — Learner from Online Courses
which includes 7 qualitative questions, researcher developeduligtns and frequency
tables for Student's perceptions for these questions,(B&mple P) test between

Student's perceptions and their expectation as follows:

Table (4-20) shows the answers of Students on the qualitatigtianee(1-7), it is clear
that the percentage of all questions ranges between (50%, @4i#t) are less than the
expected value (90%), and that means the Students aratisied with thesé_earner —

Learner and it needs improvement.

Table (4-21) Perceived answers for students to evalualbjeitives of Learner Learner in online program

before improvement

The online discussion board provides opportunity to pro

solving with other learners.

The online discussion board provides opportunity to cri

thinking with other learners.

I The discussion board in the online class is a wasimef t

In the online class, learner is able to ask for clarificafrom a

fellow student when needed.

The online course creates a sense of community a

learners.

The online course encourages learners to discuss ide

concepts covered with other learners.

Learner at the online course receives timely feedback

other learners in the class (within 24-48 hrs.)
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Also to confirm validity and significance of this resultsearcher apply 1-Sample P test
and results are summarized in Table (4-22), which provequevesults through:

e (P value = 0.000) is less than (0.05), and researcher iydichypothesis, which
states that "perceived student satisfaction for quaktatata ol.earner — Learner
from Online Courses before Improvement exceeds theirceagien”, and accept
alternative hypothesis.

e Also, this is confirmed through confidence interval wheéseupper bound ranges
between (0.624, 0.753) which does not include the value (0.900).

Table (4-22) Results of 1 Sample-P test for Evaluatioactibes of Learner Learner in online program before

improvement

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

Question 7

These results confirm that students are not satisfied thieé dimensionLearner —
Learner from Online Courses.

4.8.4. Student Satisfaction on Learner Technology before Improvement

To evaluate Student Satisfaction on dimensliaarner — Technology from Online

Courses which includes 9 quantitative questions with Likertesthiee, researcher
calculate mean and standard deviation for these questidrdeaeloped (1-Sample T) test
between Student's perceptions and their expectation. T4#8) (shows the answers of
Students on the Quantitative questions (1-AexHrner — Technology, which has a mean

(2.049), against standard deviation equal (0.470), Also, the stagewiethis dimension
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have mean ranges between (1.940, 2.140), and standard deviages beetween (0.685,
0.824).

Table (4-23) Overaltudent’s satisfactiorfrom technology at e- learning program before improvement

Standard
Deviation.

Statements

Most difficulties encountered when using computers, can bé
with.

Enjoy working with computers.

Very confident in abilities to use computers.

Computer software packages make learning easier

Learner of online courses find working with computers \eagy

Computers make learner much more productive

Using computers makes learning more interesting

Computers are a good aids to learning

Learner- Technology Mean and Std Dev. 2.049f 0.470

It is also noted from Table (4-23) that:

e Statement (2) which states that "Enjoy working with paters"”, has achieved the
highest mean (2.140) and standard deviation (0.729).

e While construct (1) which states that "Most difficultiesceuntered when using
computers, can be dealt with", has achieved the leash 1fie940) and standard
deviation (0.740).

To validate and confirm these results, researcher devklépggample T test between
Student's perceived answers and their expectations, diel (Ba23) shows the results of
this test:
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Table (4-24) 1 Sample-T for Overathdent’s satisfaction from technology at e- learning program before

improvement

. SE T P

Overall instructor's
_ _ 2.0491 0.470| 0.067 2.160 -36.89 ] 0.000
satisfaction

From Table (4-24), researcher rejects Null hypothesis lwhktates "perceived student

satisfaction for the dimensiohearner — Technology from Online Courses before
Improvement exceeds their expectation”, and accept dlerrrgypothesis, and that means
there is a gap between student's perceived satisfactioheinéxpectations ohearner —
Technologyand this is proved through:

e (P value = 0.000) which is less than (0.05), and (T Calaikte36.89) which is
less than (T Tabulated) that equal (-2.010) and this copfievious result.
e Also, this is confirmed through confidence interval whése upper bound is
(2.160), which does not include the value (2.7).
These results confirm there is a gap between student'sieercgatisfaction and their
expectations on the dimensihkearner Technology, and to confirm the previous results a
comparison between the answers of students (perceived vddueall statements of
Learner to technology and their expectations were done Blajeng (9) 1-Sample T test

and Table (4-25) shows the results of these tests:

Table (4-25) 1 Sample-T for comparison between the assafetudents for all statements of Learner Instructor

and their expectations

Variables | Mean S SE | Upper Bound T P
Dev Mean of C. | Calculated} Value

Statement 1 1.940 0.740 0.105 2.115 -24.47 0.000
Statement 2 2.140 0.729 0.103 2.313 -22.90 0.000
Statement 3 2.020 0.685 0.097 2.182 -25.61 0.000
Statement 4 2.120 0.824 0.117 2.315 -20.42 0.000
Statement 5 2.080 0.695 0.098 2.245 -24.62 0.000
Statement 6 2.100 0.814 0.115 2.293 -20.84 0.000
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Variables Mean Std. SE | Upper Bound T P
Dev Mean of C. | Calculated] Value

Statement 7 2.060 0.740 0.105 2.235

Statement 8 1.980 0.769 0.109 2.162
Statement 9 2.000 0.670 0.099 2.166

4.8.5 Student Satisfaction on General Satisfaction before Improvement

To evaluate Student Satisfaction on dimengk@meral Satisfactionfrom Online Courses
which includes 6 qualitative questions, researcher developed m@gteble for Student's
perceptions for these questions, and (1-Sample P) tegtdreiStudent's perceptions and
their expectation, and Table (4-25) shows the answers wfeBts on the qualitative
guestions (1-6), it is clear that the percentage of alltqurssranges between (60%, 80%)
which are less than the expected value (90%), and thasrtteastudents are not satisfied

with the dimensiorGeneral Satisfactionand it needs improvement.

Table (4-26) Perceived answers for Student Satisfactiatinoension General Satisfaction from Online Courses

Learner is satlsfled with this online course.
Learner likes to take another online course.
The online course did not meet the learner needs.

Learner would recommend the online course to others.
Learner learned as much in the online course as comp
a face to face course.

Learner feels online courses are as effective as faae
courses.

Also to confirm validity and significance of this resultsearcher apply 1-Sample P test

and results are summarized in Table (4-27), which provequevesults through:

e P value ranges between (0.000, 0.025) which is less than (Or@byesearcher
reject Null hypothesis, which states that "perceiveddesit satisfaction for
gualitative data oGeneral Satisfactionfrom Online Courses before Improvement
exceeds their expectation”, and accept alternative hygiethe

e Also, this is confirmed through confidence interval wheéseupper bound ranges
between (0.717, 0.887) which does not include the value (0.900).
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Table (4-27) Results of 1 Sample-P test for Evaluatioaobies of perceived student satisfaction for qualitative
data of General Satisfaction from Online Courses beforeovement

uestions of Learner

Questlon 1
Question 2

Question 3
Question 4
Question 5
Question 6

These results confirm that students are not satisfidth wie dimensionGeneral

Satisfactionfrom Online Courses.
4.9Summary

e According to pilot survey in Egypt, the e-Learning was imm@atad in High
Education in the near past few years, and the Quality mareagevere also taken as
essential of management in these institutes.

e looking at previous experience in the same field, outsiggp& In University of
Nottingham (UON), where online Sustainability course was offettesl. majority of
students rated their online learning experience positively

e Case study was applied in Egypt “The Arab Academy for Science, Technology and
Maritime Transport”, where it was announced the launch of the new E-Learning
System, using MOODLE as learning environment In 2009,

e the case selection is focused on two populations tsedine for instructors work at e-
learning program, and the second population for the studemts flom these Online
Courses and programs.

e The results of the survey were analysed using descripttist&ts, and there are many
basic techniques for analysing qualitative and quantitativae dat

e In this study, the software of Statistical Package lier $ocial SciencesSPSS for
Windows was chosen to analyse the data

e The results of statistical analysis confirm that ingtsds perception for satisfaction of
the work at e- learning program does not exceed their exmectati

e The results of statistical analysis confirm that stiidgoerception for satisfaction from

the e- learning program does not exceed their expectation.
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Chapter Five

Suggested Model for E-learning Quality service

5.1 Introduction

E-learning considered being a solution for the challengespofading participation,
learning for continuing professional development, reductioh resources, and
internationalization. Concerns always hover around thditguand efficiency of the
education offered through e-learning service. Applying Total Qualiignagement
philosophy through the E-learning system can increase confidiendhis style of
education. To be successful implementing TQM, its eightetements should be the main
focus. Meanwhile, The Baldrige Criteria provide a comprehensive twawnchieve and
sustain high performance across the entire educatomganization. It is applied to
improve schools and its student’s education. It is a valuable framework for measuring
performance and planning in an uncertain environment. Theri@rihelp education

organizations achieve and sustain the highest natioredslef:-

1. student learning outcomes
. customer satisfaction, safety, and engagement
. product and service outcomes, and process efficiency

2
3
4. workforce satisfaction, safety, and engagement
5. budgetary, financial, and market results

6

. social responsibility

The measurement, analysis and knowledge management Baldige criteria examine
how the organization selects, gathers, analyses, manages,improves its data
information, and knowledge assets, and how its infoonagchnology is managed. It also
examines how organization uses review findings to improve itsforp@ance.
Consequently, there is a need for quality function depént to evaluate potential
responses against needs, to align and compare extealities, internal activities, and
financial targets. The main role of QFD is to obtain Yeéce of internal and external
custaners and stakeholders, and align functions and activities to deploy “Quality”
appropriately for success.

The Suggested E-learning Model aims to improve the opportufitgaoning in the
developing countries Society. The ldea of this Model sedaon a merge between the

Eight Elements of Total Quality Management (Ethics- Intggr Trust — Training —

155



Teamwork-Leadership- Recognition—~Communication)Padhi, 2010), Baldrige criteria
for performance excellence framewdgteel, 2012),and Quality function deployment.

5.2 The elements of quality

P &
o le)
5 & f)?/ )%
A ]

o ¢

o~ L=
o " 7
G Recognition Oy,

Training

Teamwork

Leadership

Integrity & Ethics

Jo~*ua=31Cc330n0

Jo~-~wo~-13Cc33on

Communication

(Figure 5-1) TQM Key Elements

In 2010 Nayantara Padhi explains in his paper “the eight Elements of TQM”, that these
elements help TQM to describe a philosophy that makes Quaditgriving force behind
Leadership, design, planning, and improvement. He groups themfarm of a house
where the foundation is the Integrity & Ethics. The Bsiavere Leadership, Teamwork,
and training. Recognition represented the roof, while Commiimicavas the binding

mortar.

5.3 Baldrige criteria framework

In 2012, Paul steel argued in his paper “The Baldrige Business Model” that
Baldrige, integration of systematic processes is the macstve approach to

accelerate organizational improvement.
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Baldrige Criteria for Performance Excellence Framework

A Systems Perspective

- Organizational Profile: o -
// Environment, Relationships, and Strategic Situation
>

/ 2 5 \
/ o Strategic Workforce \

Planning Focus
I 7
Leadership <::> Results
! 3 6
l'- k. Customer Operations / ]
Focus Focus
4

Measurement, Analysis, and Knowledge Management

(Figure 5-2) Baldrige Criteria

On the web pagéittp://www.Baldrige.comaccessed the #3of September 2013, it is

claimed that the Baldrige Criteria are built upon a setooé values and concepts. These
core values are embedded in the seven Baldrige Categories

8. Leadership

9. Strategic Planning

10. Customer Focus

11.Measurement, Analysis, and Knowledge Management

12.Workforce Focus

13. Operations Focus

14.Results
Each of these Categories is divided into Items and sAteaAddress. The first six
Categories each have two Items, while Results has si.fdllowing figure presents

Baldrige core categories.
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BUSINESS HEALTH CARE EDUCATION

Visionary Leadership Visionary Leadership Visionary Leadership

Organizational and Organizational and Organizational and
Personal Learning Personal Learning Personal Learning
Focus on the Future Focus on the Future Focus on the Future
Valuing Workforce Valuing Workforce Valuing Workforce

Members and Partners ~ Members and Partners ~ Members and Partners

Managing for Innovation  Managing for Innovation Managing for Innovation

Management by Fact Management by Fact Management by Fact

Focus on Results Focus on Results Focus on Results
and Creating Value and Creating Value and Creating Value
Agility Agility Agility

Societal Responsibility

Societal Responsibility and Community Health

Societal Responsibility

Systems Perspective Systems Perspective Systems Perspective

Customer-Driven Patient-Focused Learning-Centered
Excellence Excellence Education

(Figure 5-3) Baldrige core categories

These values and concepts are the foundation for incoirgpkaty business requirements

within a framework that creates a basis for action ardback.
5.4 Quality Function deployment system

Referring to (Joseph P, Ficalora and Louis Cohen, 201Qta book “Quality Function
Deployment and Six sigma”, it was asserted that QFD is a method to plan and develop
structured product or service, to enables a development tieadentify the customer
wants and needs, and then evaluate thoroughly each amteipaoduct or service
capability in meeting those needs. And according to what wagaieagl in the Quality
Function Dployment (QFD) handbook of “International SEPT Program” at
UNIVERSITAT LEIPZIC (MBA. Luis Bernal, Dr. Utz DornnburgetMBA. Alfredo
Suvelza, MBA. Trevor Byrnes, 20Q9)FD system aims to translate and plan the “voice of
customer” into the quality characteristics of products, processes and services in order to
reach customer satisfaction”.

It declares that QFD is a quality and planning tool to allowsntlaeket entry for the
reflection of “voice of customer" along the service development path. It provides

possibility for transformation of service development preesdrom reactive to proactive.
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It articulates that in order to use QFD, some factors dhaitreated:-
1. Competitiveness:-

Where it claims that the three main important aspectthe competitiveness development

are: -

a) Quality:-
Clients provide more importance to the quality and disonctf offered services.
When a client is lost for a decrease in service qudlgyconveys his poor service
experience to others, creating an increase in potenttaistbmer loss.

b) Cost:-
Low process costs allow attainment of competitive préoe] increase in market
share in short term, but not profitable in the long run.

c) Opportunities:-
Opportunities are related to “time to market”. Mature processes for new service
development can lead to shorter development time. rt&htime could mean a
more agile response to the market, and may increaserttygettive capability.
As a deduction, to increase competitiveness, it is recommended to have short “time to

market” high quality low cost service.
2. The quality lever :-

It articulates that the quality lever is a concept edmting the effects of development on
the quality of service. The idea is that production imprments can lead to a lower cost-
benefit ratio in comparison with the increase of smErwuality. On the other hand, the
improvements achieved in service and process design hegea influence concerning the

mechanics of a lever.

Improvements in the design of the service can have mfkiel00 times more than

improvements in the production process.
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Service
design

Process
design

Service
improvement

A

QFD is a tool that gives possibility to reactive service agekent processes to be

(Figure 5-4) Quality Lever

transformed into proactive processes.

3. QFD Technique:-
Where it praises that QFD technique is based on the analysis of the clients’
requirements, which are expressed in qualitative terms, such as: “easy to use”,

99 ¢

“safe”, “comfortable” or “luxurious”.

Client b Design ' Process

requirements requirements characteristics

(Figure 5-5) QFD Technique

It emphasises that QFD makes the transition of thesg f@ézgiirements into quantitative
service design requirements possitdedevelop a service. It clarifies that services are
developed through the integration of different componemsich provide the
functionality, that satisfy client requirements.

It asserts that firm organization is another featinad effects service development. It
clarifies that because the importance of the sem@alopment process is not known by
all the employees, the establishment of a fitting comoatinin system is mainly
important. It claims that this system must retain themmggof the clients” requirements

during the development process.
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4. QFD Advantages:-
It explains that applying QFD is simple, but provides deta#sdlts. It articulates
benefits derived from QFD application in firms as follows

a) Preventive Design:-
The biggest advantage of QFD is promoting the developmeservices in a
proactive way. When applying QFD, more than 90% of changesroite design
are performed before the market entry takes placesellwhanges are less
expensive since they are performed “in the worksheet”. This makes it possible to
prevent the problems instead of reacting to them.

b) Reduction of Development Time :-
QFD application allows reducing costs and the time neededrtmute the new
service to the market.

c) Client Satisfaction:-
QFD’s is oriented to the “voice of the customer” and not to the “thoughts of the
developer”. With the emphasis on the consumer, all decisions made during the
service design are targeted at the customer.

5. QFD-Methodology:-

Where it asserts that, the QFD methodology is basedthedevelopment of a series of
matrices called “House of Quality”, due to a roof-like structure in its top. It explains that
this house can be divided in “rooms”. It gives a tour through its different “rooms™ as it is

shown below.

Correlaton
Matrix

Design Requirements (HOW?)

Relations Matrix

VOC
(WHAT?)
Benchmarking

Importance

Benchmarking

(Figure 5- series of matricesf House of Quality
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a) “Voice of the Customer” (VOC)

QFD starts with the establishment of objectives, which represent the answer to “What?”
what is desired in order to reach the new service’s development? These objectives derive

from clients’ requirements and are called the “Voice of the Customer”.
Table (51) “What List”

Client’s requirements

(WHAT?)

It reasons that sometimes the client requirementsgareral, vague and difficult to
implement directly; a more detailed description is neededaitifies that there are three
kinds of service characteristics that must be diffesed. The requirements mentioned
directly by the clients will be called “performance requirements”; other wants are difficult

for clients to verbalize. These “wants” are essential parts of the service and perform basic
functions that the user expects and considers as givese Tdasic functions are known as
“basic requirements”. The third kind of service feature is an “emotional requirement”; it
reflects a need that the client has not appreciatedebd?erformance, basic and emotional

is the three kinds of quality and is shown in the “Kano Model”.
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Customer

Satisfaction Very Satisfied

Performance

. . Requirements
Emotional requirements

Covered quality
characteristics

Much

Little

Basis merkmale

Completely

unsatisfied

(Figure 5-7) Kano Model

It explains that the attributes and consequences of theseare focused on. It clarifies
that the background technical staff develops the requirementseet the needs of the
customers. Together with the service providers, they denghe process that support
customer needs, and develop the requirements for thegsioas well as the key success
factors. It explains that the interview process shab&nthe service providers to come up
with a list of customers concerns, from which consegeershall be developed, and

weighted in order to prioritize them.
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Table (5-2) House of quality with suppositious customer iapdtimportance weightings

CTQs

3

S £

E 8

= £

5 £

5 |2

@ 3

3 o

VOC 8 8

> >
1.First consequence 8:00 | 9.88%
2.Second consequence 9:00 |11.11%
3. third consequence 5:00 | 6.17%
4. Fourth consequence 9:00 | 11.11%
5. Fifth consequence 10:00| 12.35%
6. Sixth consequence 5:00 | 6.17%
7.Seventh consequence 8:00 | 9.88%
8. Eighth consequence 9:00 |11.11%
9. Ninth consequence 8:00 | 9.88%
10. Tenth consequence 10:00| 12.35%

b) Design requirements

It clarifies that after completing the client’s requirements list (What?), comes the definition

of “How”. The “how” are the design requirements of the service. It insists that it is

necessary to define how each client’s requirement will be satisfied by the service. It



confirms that these are measurable features that caevdleated at the end of the

development process.
Table (53) “HOW?” List.

Design Requirements (HOW?)

It praises that the development team must identifyletraatives, and selects the method
that should be used to address the customer’s needs. The transformation of the customer’s
needs into design or technical requirements shall be matlee service provider using the
brainstorming. The design requirements shall be organizew ws tree diagram, to
describe which methods or techniques are required to satsfyspecific design
requirements chosen to fill the need. Next, the teant salect the process that will meet
the selected requirements and determine whether a ragasutr can be applied to each

process.

c) Relation matrix

It clarifies that the relations between the client dadign requirements are not always 1:1;
there are complex relationships and varying levels ehgth. A single design requirement
may have an influence on several of the customer’s requirements. Illustrated in the
following table is a matrix that sha the relationships between “What” and “How”;

defined by three strength levels: weak relation, mediuatiogl and strong relation.
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Table (5-4) Relation matrix

Design requirements (HOW?)

Client’s
requirements
(WHAT?)
5 (&) AN
& O
A (&) FAN ()]
O
=]
A
aQFrFpb

Weak

AN
O Medium
@ Strong

An empty column indicates no relationship between theomest and design requirements.
This may reveal that the translation from “what” to “How” was not properly conducted.

Technical “How’s” with no relationship with customer needs should be eliminated.

d) Benchmarking

It praises that the QFD technique allows for a compeagsessment with Benchmarking.
It claims that the competitor’s services are compared to the company’s services.
Benchmarking is carried out for “What” and “How”. The two companies’ services are
compared along the lines efient requirements (“What”). A characteristic measure is
determined for each service feature. Next, the clients’ perception of the satisfaction
requirements will be assessed and compared to the competitors’. It reveals that in the
technical competitor aaparison (How’s), the design requirement fulfilment will be

compared. It is recommended that the designer of theceemake this evaluation.
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Table (5-5) Benchmarking

Design requirements (HOW?)

Client's

requirements 2 §
(WHAT?) @
© A ol

@| _O Sil' A

Nnon nalre A ®

)

Good A A &)
«Ta\e |4
8ad ® | ® \——-

The benchmarking compares the delivery of desired consequertbes of the

ek
oo

competition.

e) Importance level

It clarifies that the importance level states the relative significance of each client (“What”)
and design requirement (“How”) to achieve the desired goal. “What” relative significance

is established through an evaluation by the customerplaies that the relative scale used
(1-5 or 1-10) should be set up so that customer importancensasemore significant the
larger the number is. For each column (“How”), the (“What”) importance level is
multiplied by the corresponding weighting. This createsalmev for each relationship
between client and design requirement. The importanceh@fdesign requirements

(“How”) is computed by adding the values together.

Table (5-6) Weiglithe relationship symbals

/\ Low 1
() Medium 3
© Strong 9
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Table (5-7) Importance level

Design requirement (HOW?)
Client’s
requirement importance
(WIIAT?)
5 O ©
3 © @)
2 A O A |©
1 @)
4 ©
2 AN
Importance 63 81 42 24

It claims that the importance level of “HOW?” approximates the most important design
requirement for customer satisfaction. All design requaneism require a weight to be
calculated. The weight is made from the weighted sutheo&lements in the column
corresponding to a design requirement multiplied by VOC itambin that row. Weights

for all specifications are calculated the same way.

f) The correlation matrix

It is a triangular table. “How” is integrated by establishing the correlation between all of
the elements. The matrix describes the strength ofdlagionships between the design
requirements. The aim is to identify which requirementgport each other and which ones
do not. Positive correlations mean that the serviceloleveent efficiency can be increased
without competing or duplicate effort. Deciding which feasuaee absolutely necessary to
the service is aided by negative correlations; by increasiegfeature, there is a decrease
in another and vice versa. If there are no negativeeletions, there could be a mistake in

a previous step.
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Table (5-8) Correlation matrix

++ Strong positive
+ Positive
- Negative

- Strong negative

Design requirements (HOW?)

Client's requirements

(WHAT?)
O © A
© O
PAY @ A\ ©
O

A

The technical design trade-offs necessary for meeting custoews ase shown on the roof of the
house. The relationship between each pair of requiremarssbe considered. It is important to

display positive, negative, or no correlation.

5.5 The suggested E-learning Model

The suggested e-learning Model emphasise that thé¢ eligiments of TQM were
engaged in the Baldrige criteria framework. QFD on thet righ of the model is the
main tool of evaluation of all the processes. It wiilbcate the customers’ needs to the
Leadership management, who will align functions activitgeéploy the eight elements
of TQM, to produce a high quality E-learning system, which waifect the social
culture and environment of the development countries pedpk main process of the
offered service is the communication. It appears in Nlwelel comprising the core
activities of the teaching and learning process. Communicatiald be Synchronous;
concerned with chat, video conference, and shared blackb@ar Asynchronous;
concerned with Electronic bulletin board, messagingercidr, document repository,
and wiki. The process of teaching and learning includes thagesractivities affecting

the learner:-
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1-Administration service: - concerned with enrolment, payend virtual library.

2- Support service and staff: - concerned with team worlentation support, and
pedagogical and technical support.

3- Learning Object:-concerned with accessibility, usabiityd didactic.
The whole process of teaching and learning should interéicintegrity and ethics,
teamwork, and training. Then the output arises in sort &f dugality e-learning
service, well-educated qualified members of society, and wepment of culture and
environment. The circle will revive to deliver continuous inyenment of E-learning

quality service.

Managemen input . .
Aligned activities t Quality Function
to deploy quality €< deployment
E- Learning
Process
Evaluate Society
High Quality Culture and
Output E-learning Environment
Service
Effect

(Figure 5-8) The Suggested E-learning Model
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Society
culture &
environme

7
Learner
> (Results)

\
Integrity and ethics (strategic Planning) 2
—1 v
Communication (Customer Focus) 3
>
Recognition (Measurements, Analysis and Knowledge Managem 4 &

Teamwork (workforce) 5

A
v

Training (operation focus) 6

N
Admin. Support Learning
Service service & staff Object

%ﬁ

Leadership

Voice of
customer

Quality Function deployment

(Figure 5-9) The suggested E-learning Process
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5.5.1 General explanation of the E-learning process Model

The Idea of this model is to use Quality function DeploymentD{Q#e translateand plan the”
voice of the customer” into the quality characteristique of the service before enter the market. QFD
analyse the client’s requirements,define how each requirement will be satisfied by the
service,organize the needs,illustrate the relationship betlWweereduirement of the customer in the
market and the needs to fullfil them. The result will bengraitted to the leadership
Management,who will deploy the quality ,and apply the eightITagality Management Principles
going through the seven categories of the Baldrige Criteria.

In the Figure above, The two principles of TQM:ntegrity and Ethics” represent the “Strategic
Planning” in the baldrige criteria, at the base of the E-learning process. The “Comunication”
represents the “Customer Focus” comes at the second place. “The Recognition” represents “The
Measurements, Analysis knowledge Management”at the third place, in the middle of the process to
evaluate the first two steps In order to continue on a strong tmsugh the remained two
processes:“Team work” which represents the workforce category,and “ The Training” which
represents the “Operation Focus” category. On the top of the five mentioned phases of

management, comes the frontage of the process in sort of:-

1- Administrative service:- concerned with enroliment,pagtmn and virtual library
services.

2- Support service and staff:- concerned with the orientaigeport,teamwork,and
pedagogical and technical support.

3- Learnig object service:-concerned with accessability,usghality dedactic.

The result of all the previous phases shall affect the lednmangh the afforded high quality E-
learning service. The high qualified personnel educated thittheghigh quality E-learning system,
will affect the social culture and environmeiidbm where comes the “voice of cutomer”, to be

analyzed through the QFD, to the leadership managenmehtha improvement cycle continue.

5.6 Cost of the suggested model

5.6.1 Pricing educational programs

According to (Philip Kotler, Karen F.A.Fox, 2002) iretbook titled “Strategic Marketing
for Educational Institutions”, it is claimed that most educational institutions depend heavily
on tuition and fees to keep operating expenses. Therefaiagpssues are very

important. Pricing issues were examined, and the followingssseee addressed:-
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a) The relationshipetween pricing decisions and institutional mission and gttals

was explained that for most educational programs, whilmgetdtices, three
factors should be taken in consideration:

1) Customer oriented factor

2) Customer demand oriented factor

3) Competition oriented factor.

Example of how tuition used to be set:-

Financial manager should calculate the following:-

1)
2)

3)
4)

b)

The expected operating expenses for the coming year

The project revenues from endowments, donations, aed sblrces.
revenues — cost = tuition (amount must covered)

tuition -+ number of students expected = tuition for each student
The estimated tuition compared with leaks from competitors

The tuition sent for approval

How customers look at the price. It was explained that edudastitution which
set prices, often overlook the meaning of the pricedercustomer which could be
summarise in consumer costs and benefits:-
1) Consumer costs:-

e Time and effort

e Family savings

e Loans

e Work-study jobs

e Outside scholarships

e School scholarships
2) Customer benefits:-

e Career prospects

e Prestige

e Ingoing experience

e Program uniqueness
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It praises that price is just one component of the niawkenix that influences customer
choices. Prospective students will be interested in the school’s program, quality, and

features; location and communication by and about thituitigh.

c) Institutional responses on price and value. It was expldimg each school
recruitment and admission process is a match betwe&mgeattractive students
and others who see themselves benefiting from educatitwe iinstitution, taking
in consideration achieve revenue goals. It considensnf@ain sources of revenue
as follows:

revenue =
(average annual tuition per student per year X

number of student enrollment) +

( average room payment per person per year X

number of students in residence hall) + revenue from other services +
net contribution of overhead + donations + return on endowment

d) Maximizing net tuition revenue. It was explained that thislmaachieved through
allocating tuition costs among students using differecinyi
e Unit price
e Two part price
e Term pricing
e Scaled pricing
¢ Differential pricing
¢ Negotiated tuition
e Quantity discounts

e Time based discounts

e) Determining cost recovery prices for educational programsast explained that
educational institutes are considering that launching a newammoigra mean to generate
additional revenue. If the new program will nit at lepay for itself, the institution may
decide not to move into a new area. In this case, thé&ubmst should carry out a
breakeven analysis to determine how much money should lleeted and how many
students should pay, in order to cover the program costs.bidekeven analysis to
determine program viability. It is used to determine, for prgposed price, how many

places should be sold to fully cover the costs; thi\@vn as the breakeven volume. First
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the director would calculate the fixed costs of the mog Second, he should calculate the

variable costs. Third, he should estimate the pricadtuger student)

5.6.2 Cost of online program

In case of starting a new online program, consisting of &ufes, we had to calculate the

cost, and to determine the cost recovery price.

Table (5-9) Estimated fixed cost of online program

# | Assets:- Price

1 | serverlcore5 20000 EGP
2 | software Licence 3600 EGP

3 | Smart Board 11800 EGP
4 | Projector 2800 EGP

5 | Lab top 2200 EGP

6 | Router 350 EGP

7 | E-net 700EGP

8 | Cables 300 EGP

9 | Furniture 10000 EGP
10 | Admission software 12000 EGP
11 | Monitoring software 10000 EGP
12 | Financial software 10000 EGP
13 | Quality control software 1000 EGP
14 | Wages 600000 EGP
Total fixed cost :- 684750 EGP =58273.70




Table (5-10) Estimated variable cost of online program

# | Variable costs /year:- Price

1 | Place allowance 120000 EGP

2 | Electricity 12000 EGP

Total variable cost :- 132000 EGP =11233.48

Total Cost = Total fixed cost + Total variable cost

Total Cost = 684750 EGP ~ (58273.7 £) + 132000 EGP ~ (11233.48 £)

Total Cost =816750 EGP~ (69507.18 £)

To know how many places should be sold to fully cover tistsg the Break even volume
should be calculated.

Fixed cost

Breakeven volume =
Price — Variable cost

If we assume that: - the price of the online coursemdasi to the face to face course

which is approximately 30000EGP / year / student ~ 2553.064 £.

684750
So, Breakeven volume = = 6.7 ~7_students
20000-132000

5.7 Implementation of the suggested E-learning process
It was planned to validate the suggested E- learning model agansittations:-

1- New product development.

2- Ingoing product development.

For the first situation, approach has been made todate a new training program toeth
elementary teachers in Egypt. The program name was “Social and behavioural skills
development program”; It aims to Teachers and supervisor’s empowerment of interaction
and communication with studentand other members of the community with

sophistication. And through which appear institutions, verbeibsrelations. The process
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by which these skills are being received called “social raising and development aspects of

Visual or auditory sensory or mobility”. The program content would include:-

1- Personal skills; Also known as human skills, or the skiled by anyone and excellence
is to interact and communicate with others. Thosesskiltlude the skill of convincing,
effective listening, delegate and lead.

2- Social communication skills which are derived behavibat aichieves social solidarity.
And according to Schneider and bayren (1985) who made anahgipractice on the
steps of the Bundeswehr social skills (included 51 studiesgsiilted that procedural
requirement steps for training social skills top the lighe largest effect size.

3- Methods of social knowledge, where behavioural experedeprio use the term
"behavioural" to refer to social skills, Not only the exeeciof behavioural skills to
enhance social skills, but also other skills required whigling with the various
communities including collective addiction treatment, asthe scientific approach to
reform society and family training. It is advisable to pcacbehavioural skills for people
with marginal Borderline personality disorders, depressidevelopmental disorders,
developmental behavioural. Psychologists aims fromp#rspective of the model in the
development of key skills, pay profile and open up to differenvironments and
circumstances, reduces stress and collisions, ands riisechances of correcting these
errors and modify them through the proper skills.

the program could measure social skills by the way they wi&h other people and the
different reactions to their actions .The way to deth those around you is important, so
there are many tests that will help you learn about theopality types that should
characterize these people. Program would focus orskifs, Visual culture, audio-visual
culture, Language culture. The project went forward to prepaaierials through
collaboration with professors of Education at Helwan University. But, it couldn’t go

further due to National Policies in Egypt.

For the second situation, to validate the suggested makkclarify its idea, this model
was applied at the Arab Academy for Science, Technolxgy Maritime Transport
(AASTMT) at the College of Business and Technology in Helispd aking the findings

of the questionnaires mentioned in the previous chaptevies of customer, and guided

by what was explained at the Quality Function DeploymendHhaook in the previous

177



section of this chapter, a house of quality was built using @%D Online

(www.QFDOnline.com) (app

For the instructor evaluation for work in online coursesfailewing competitive analysis
graph show where is our program from the one offered at thity®f Nottingham (UoN)

and the Egyptian E-Learning University.

Competitive Analysis
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(Figure 5-10) Graph of competitive analysis using the Housauafity

to benchmark the instructor’s evaluation

As we can see in the above figutie; instructor’s evaluation for our E-learning program is
far from competitiveness with both programs offered UK through University of

Nottingham, and in Egypt through theléarning Egyptian University.

The results were as shown in the following table:-
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Table (5-11) House of Quality Summasynstructors evaluation for the work at E-learning program.

Minimize

(V). Relative

Maximize Max Weight

Row Quality Characteristics (A), or [Targetor Limit|Relationship |Requirement| (Relative

Number (a.k.a. "Functional Requirements" or "Hows") Target (x) Value Value Weight Importance)

1 Privacy / Security X 0 9 396.64 15.83%
2 Information Quality X 0 9 381.88 15.24%
3 Ease of Use X 0 S 363.09 14.45%
4 Graphic Stile A 2 S 261.07 10.42%
5 Reliability X 0 9 517.45 20.65%
(] Responsiveness A 3 9 585.91 23.38%

As we can realise from the table, responsiveness comtdgdop of importance for the
instructor. In the second place comes the reliabilitye Pnivacy and the information
qguality come in the third place, relatively together. A, heome the Ease of use in the
fourth place, and at last comes the graphic stile.

For the students satisfaction from online courses tlevimg competitive analysis graph
show where is our program from the one offered at Unives$ityottingham (UoN) and

the Egyptian E-Learning University.

Competitive Analysis

\../ T“V'\J- J\.ﬁ(

—— Qur Current
Product
—a— UoN

>

the assignements/projects/ facilitate learning

T EELU

fair graidingi

motivating instructor

instructor relate course topics to each other:

easy assignements

worthwhile course material

assignements help to understand the materiaI:
organized course content

instructor is interactive memberofthei ‘

receive feechack timely from the instructore
instucter stress the importance of .

instructor present the material at the n'ght:“

write ammount of assignements
instructor explain the objectives of the course |

The website link facilitate learning

The course materials facilitate learning

Leaming activities require application o
Leaming activitiesrequire critical thinkinge

preparetion for quizes facilitate leamingd

improve written communication skills|
success depend upon understanding ideal,
the section/ Iab fit in with the other parts of}.
get individualized attention from the4p.

feel the presencr of the instructor in the
instructor encourage communication f,
instructor explain how students would be [,

instructor meet the course objectives

knowlageable instructor in the course content:

instructor explain difficult material |
instructor distinguish between the most and {.
good time spent discussing the most).,

(Figure 5-11) Graph of competitive analysis using the Hougrafity

to benchmark the students satisfaction
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As we can see in the above figure, the student’s satisfaction from our E-learning program
is far from competitiveness with both programs offered K through University of
Nottingham, and in Egypt through the E-learning Egyptian Uniyers

The summary was as shown in the following table:-

Table (5-12) House of Quality Summarystudents’ satisfaction from online courses.

Minimize

(¥} Relative

Maximize Max Weight

Row Quality Characteristics {A), or |Targetor Limit|Relationship|Requirement| (Relative

Number {a.k.a. "Functional Requirements" or "Hows"} Target (x) Value Value Weight importance)

1 Privacy/ Security X 0 8 669.67 15.40%
2 Information Quality X 0 9 706.68 16.25%
3 Ease of use X 0 9 730.33 16.79%
4 Graphic style A 2 9 670.69 15.42%
5 Reliability X 0 9 740.62 17.03%
(3 responsivness A 3 9 831.11 19.11%

As we can realise from the table, responsiveness comtdgedop of importance for the
instructor. In the second place comes the reliabilihe Ease of use and the information
guality come in the third place, relatively together. Thesm Phivacy and security and

Graphic style come at the end of the important requingsnaf students.

According to the results got from the house of Quddityboth instructors and students, a
group of procedures is taken to improve the quality factbtheoE-learning system. To
improve the responsiveness, an agreement has been madeth@itministry of
communication to train 15 teaching assistant to prepaneeotdaching materials, also staff
members has been trained to teach courses online. Pracédaee been taken according
to quality requirements to improve the E-learning systenguAlity manual has been
developed to provide information regarding the E-learning deyeat and the suggested

E-learning service system. (Appendix E

5.7.1 Instructors Satisfaction from e- learning after Improvemat
After applying the suggested model, the same questionnaireslistieuted to know if
there is improvement happened or not. The same anadse tine house of quality was

adopted. For the instructors satisfaction from online sesithe following competitive
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analysis graph show where is our program from the oneesdffet University of

Nottingham (UoN) and the Egyptian E-Learning University.

Competitive Analysis
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(Figure 5-12) Graph of competitive analysis using the Housaafity

to benchmark the instructor’s evaluation after improvement

As we can see irh¢ above figure, the instructor’s evaluation for our E-learning program
starts to be in the range of competitiveness with botlyrpros offered in UK through

University of Nottingham, and in Egypt through the E-learninggdggn University.

Table (5-13) shows the answers of instructors for the impraverk at e- learning
program, which has a mean (4.675), against standard devigtiah @.053), Also, the
statements of e- learning program have mean ranges befdv666, 4.877), and standard

deviation ranges between (0.084, 0.348).
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Table (5-13) Answersf instructor's Satisfaction after improvement

Standard

Deviation.

# Statements Mean

How easy is it to get the resources you need to teaclamnrlg

program?

How safe do you feel teaching his e-learning program?

How useful is the feedback the principal at this e-learning pno

gives you?

How much support does the administration at this e-lea
program give to the teaching staff?

How reasonable are the expectations for student achiev

this e-learning program?

How much does this e-learning program give attentio

standardized tests?

How well do instructors at this e-learning program collabonatie

each other?

How much attention does this e-learning program give to

professional growth?

How much financial support does this e-learning program giv

for your professional growth?

Overall, are you satisfied with the teaching experieaicthis e

learning program?

How positive are your interactions with other membersyair

department working in e-learning program?

How effective is the leadership of your department chaiatd e

learning program?
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Standard

Deviation.

Statements

How much do you feel your department chair values your inp

making decisions concerning e-learning program?

How effectively do you feel your talents are being used by
department in the E-learning program?

How fair are the administrative procedures at the E-lea

program?

Are you satisfied with the senior administrationtas te- learning

program?

How manageable is your teaching requirement at this e-leg

program?

How fair is your pay at this e-learning program?

Overall, are you satisfied with this e-learning prograra ptace tqg

e- learning program Mean and Std. Dev. 4.675] 0.053

It is also noted from Tablgs-13) that:

e Statement (19) which states that "Overall, are you satisfidul this e-learning
program as a place to work?” has achieved the highest mean (4.877) and standard
deviation (0.054).

e While construct (14) which states that "How effectively do yerl your talents are
being used by your department in théekrning program?” has achieved the least
mean (4.506) and standard deviation (0.251).

To validate and confirm these results, researcher dewklépgample T test between
instructor's perceived answers and their expectations, abvld 15-14) shows the results of
this test:
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Table (5-14) 1 Sample-T for Overall instructors satisfac

SE Lower Bound T P
Variables Mean || Std.Dev
Mean of C. | Calculated Value

Overall instructor's
_ _ 4.675 0.053 0.009 4.660 19.65 0.000
satisfaction

From Table (5-14), we could conclude that, Null hypothesischvigtates "Overall
perceived instructor's satisfaction does not exceeddkpéectations for the improved work
at e- learning program” is rejected, and the alternativethgps is accepted, that means
there is no gaps between instructor's perceived answers amdelpeictations for

satisfaction and this is proved through:

e (P value = 0.000) which is less than (0.05), and (T Calcukat&d.32) which is
greater than (T Tabulated) that equal (2.030) and this copfiemious result.
e Also, this is confirmed through confidence interval whéee lower bound is
(4.615), which does not include the value (4.5).
These results confirm there is no gap between instruptemteived satisfaction and their
expectations; and it means that instructor's perceptiosatisfaction of improved work at

e- learning program exceeds their expectation.

To confirm the previous results, a comparison between ahswers of instructors
(perceived values) for all statements of e- learning prograd their expectation were
done by developing (19) 1-Sample T test and Table (5-15) dsinewssults of these tests:
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Table (5-15) 1 Sample-T for elements of instructorisfsation

T P
Calculated

SE

Variables Mean || Std.Dev
Mean

Value

Statement 1

Statement 2

Statement 3

Statement 4

Statement 5

Statement 6

Statement 7

Statement 8

Statement 9

Statement 10

Statement 11

Statement 12

Statement 14

Statement 15

Statement 13‘

Statement 16

Statement 17
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From Table (5-15), researcher concludes that, Null hypathetech states "perceived
elements of instructor's satisfaction does not exceedsettectations for improved work
at e- learning program" are rejected, and the altemdiypotheses are accepted, that
means perceived elements of instructor's satisfactionedsceéheir expectations for
elements of satisfaction for improved work at e- learrpnggram, and this is proved

through:

e P value ranges between (0.000, 0.001) which are less than (0.09) Caidulated
which ranges between (3.26, 20.16) which is greater than (Tlakebuthat equal
(2.030) and this confirm previous results.

e Also, this is confirmed through confidence interval wheéselawer bound ranges
between (4.536, 4.846), which does not include the value (4.5).

These results confirm perceived elements of instructatssfaction exceed their
expectations for elements of satisfaction for imptowerk at e- learning program.

5.7.2 Students Satisfaction from Online Courses after Improvement

After applying the suggested model, the same questionnairesliseiieuted to know if
there is improvement happened or not. The same anadysg the house of quality was
adopted. For the students satisfaction from online cothiedsllowing competitive
analysis graph show where is our program from the oneedfi&t University of

Nottingham (UoN) and the Egyptian E-Learning University.

Competitive Analysis

5 4
4 —
3 4
——Our
Current
2+ Product
—m— UoN
1 .
0 S e =

fair graiding |
motivating instructor |

instructor relate course topics to,).

£asy assignements
worthwhile course material |

assignements help to understand f.
instructor encourage}.

success depend upon.|.
instructor explain how students,

the section/lab fit in with the other;.
organized course content |

Leaming activities re
Instructor is Interactive member off.

Leaming activitiesrequire cri
good time spent discussing the |,

The course materials
preparetion for quizes ]
improve written communication skills |
knowlageable instructor in the |,
instructor explain cifficult material

the assignements/pr

write ammount of assignements |
receive feedback timely from the:‘.
getindvidualized attention from the j.
fieel the presencr of the instructor in.).
instuctor stress the importance of .
instructor present the material at the,.
instructor explain the objectives of .

instructor meet the course objectives|
instructor distinguish between the }.

The website link facilitate learning |

(Figure 5-13) Graph of competitive analysis using the Hou§afity

to benchmark the students satisfactdier improvement
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As we can see in the above figure, the student’s satisfaction from our E-learning program
starts to be in the range of competitiveness with botlgrpros offered in UK through
University of Nottingham, and in Egypt through the E-learningpEgn University.

Evaluation of the second Questionnaire which designed teured&dtudent Satisfaction
from Online Courses includes 58 questions distributed on five diomengLearner
Contents, Learner Instructor, Learner to Learner, nezarTechnology, and General
Satisfaction) with (26) qualitative questions, (23) quamgatuestions with Likert scale
five, and (9) quantitative questions with Likert scale tfagéollows:

e Learner Contents: which includes 15 questiongjualitative questions, (8 up to
15) quantitative questions with Likert scale five.
e Learner Instructor: which includes 21 questions6jlqualitative questions, (7 up to
21) quantitative questions with Likert scale five.
e Learner to Learner: includes 7 qualitative questions
e Learner Technology: includes 9 quantitative questions wkbrLiscale three.
e General Satisfaction: includes 6 qualitative questions
Analysis of the second Questionnaire needs for researcheonbpare the perceived
answers for Student on these dimensions with the expected faluthese dimensions
(researcher proposed value 4.5 of Likert scale five). Tid fhese tasks the researcher

developed the following:

e Distributions and frequency tables for Student's perceptions(qualitative

guestions) on each dimensions of Satisfaction

e Calculation of mean and standard deviation of Student'sepiosos for
(quantitative questions) on each dimensions of Satiefacti

e (1-Sample P) test developed between Student's perceptionseanekfiectation on
dimensions of Satisfaction (qualitative questions) on Onlimar€&s.

e (1-Sample T) test developed between Student's perceptionseamexbectation on

dimensions of Satisfaction (quantitative questions) on OQlmgrses.
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5.7.2.1 Student Satisfaction on Learner Contents after Improvement

To evaluate Student Satisfaction on Learner Contemits ®@nline Courses which includes
15 questions divided into two parts, the first part includeg)(qualitative questions, and
second part includes (8-15) quantitative questions with Likedle five, researcher
developed for qualitative questions (1-7) frequency disiohuttable for Student's
perceptions for these questions, and (1-Sample P) tesedretStudent's perceptions and
their expectation, but for quantitative questions (8-15gaeher calculate mean and
standard deviation for these questions and developed (1-S&indst between Student's
perceptions and their expectation as follows:

5.7.2.1.1 Analysis of qualitative data of Contents after Improvement

Table (5-16) shows the answers of Students on the qualitatigtianee(1-7), it is clear
that the percentage of all questions ranges between (92%,V@&b) are more than the
expected value (90%), and that means the Students afeedatith these Contents and it
has been improved

Table (5-16) Answers for 1st part of dimension of Student's Satisfaction (learner Contents)iaffgovement

1 The websites linked to the course facilitate Iearnlng

The course documents/ lessons/ lecture notes fac

learning.

The assignments/Projects in the course facilitate leguni |

Learning activities in the course require application

problem solving skills which facilitate learning.

Learning activities require critical thinking which facilit

learning.

Preparations for quizzes/ exams in the online course &e

learning.

The online classes help to improve written communic
skills.
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Also to confirm validity and significance of this resuttsearcher apply 1-Sample P test
and results are summarized in Table (5-17), which provequevesults through:

e P value ranges between (0.750, 0.995) which is greater than @@dS)esearcher
cannot reject Null hypothesis, which states that "peeckstudent satisfaction for
Learner Contents from Online Courses after Improvemexteesls their
expectation”.

e Also, this is confirmed through confidence interval wheéseupper bound ranges
between (0.972, 0.999) which include the value (0.900).

Table (5-17) Results of 1 Sample-P test for Evaluatioactibes of Student's Satisfaction (learner Contents) after
improvement

_ Sample
Questions of Learner Contents Upper Bound C.I. || P value

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

Question 7

These results confirm that students are satisfied thighpart one of the first dimension

Learner Contents from Online Courses.
5.7.2.1.2 Analysis of Quantitative data of Contents after Improvement

Table (5-18) shows the answers of Students on the Quasmtitgtiestions (8-15) of
Learner Contents, which has a mean (4.706), against stadeaiation equal (0.064),
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Also, the statements of Learner Contents have meangdmegeeen (4.622, 4.860), and

standard deviation ranges between (0.085, 0.319).

Table (5-18) Answers for"2part of £' dimension of Student's Satisfaction (learner Contents) affgoivement

Standard
Deviation.

Statements

How much did success in the course depend upon underst

ideas, rather than memorizing facts?

How well did section or lab fit in with the other parts ok

course?

Were you given too many assignments, too few assignme

about the right amount?

How easy were the assignments in this course?

How worthwhile was the course material?

How useful were the assignments in helping you understa

material?

How organized was the course content?

Were you satisfied with the course content, neithésfsad nor

dissatisfied with it, or dissatisfied with it?

Learner Contents Mean and Std. Dev. 4.706 0.064

It is also noted from Table (5-18) that:

e Statement (11) which states that "How easy were the assignments in this course?”
has achieved the highest mean (4.860) and standard devia&t8)(0.

e While construct (8) which states that "How much did sucte#ise course depend
upon understanding ideas, rather than memorizing facts?” has achieved the least

mean (4.662) and standard deviation (0.151).
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To validate and confirm these results, researcher dewklépg@ample T test between
Student's perceived answers and their expectations, die (Bal9) shows the results of

this test:

Table (5-19) 1 Sample-T for Overall of Student's Satigfactearner Contents) after improvement

SE Lower Bound T P
Variables Mean || Std.Dev
Mean of C. | Calculated Value

Overallstudent’s
_ _ 4.706 0.064 0.009 4.691 22.78 0.000
satisfaction

From Table (5-19), researcher reject Null hypothesis wisiettes "perceived student

satisfaction for Quantitative data of Learner Contefitsm Online Courses after
Improvement do not exceed their expectation”, and accephaitive hypothesis, and that
means there is no gap between student's perceived saisfant their expectations on

Learner Contents and this is proved through:

e (P value = 0.000) which is less than (0.05), and (T Calculat2d.Z8) which is
greater than (T Tabulated) that equal (2.010) and this copfiemious result.
e Also, this is confirmed through confidence interval whése lower bound is
(4.691), which does not include the value (4.5).
These results confirm there is no gap between studentsiye satisfaction and their
expectations, and to confirm the previous results a cosguabetween the answers of
students (perceived values) for all statements of LedCoatents and their expectation
were done by developing (8) 1-Sample T test and Table (5+2Qys the results of these

tests:
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Table (5-20) 1 Sample-T for elementsstiident’s satisfaction from content of online program after iovement

Lower Bound T
Variables

of C. | Calculated

Statement 8

Statement 9

From Table (5-20), researcher rejects Null hypotheseshngdtates "perceived elements of
student's satisfaction do not exceed their expectatanksearner Contents from Online
Courses after Improvement”, and the alternative hygethare accepted, that means there
are no gaps between perceived student's satisfaction andxectations for elements of

satisfaction and this is proved through:

e (P value = 0.000) which are less than (0.05), and T Caldulatéch ranges
between (5.70, 17.30) which is greater than (T Tabulated)ethadl (2.010) and
this confirm previous results.

e Also, this is confirmed through confidence interval wheéselawer bound ranges
between (4.586, 4.785), which does not include the value (4.5).

These results confirm there is no gap between studenteiyed satisfaction and their
expectations; and it means that students for satisfacti Learner Contents exceed their

expectation.
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5.7.3 Students Satisfaction on Learner Instructor after Improvement

To evaluate Student Satisfaction on dimension Learrgructor from Online Courses
which includes 21 questions divided into two parts, the pest includes (1 up to 6)
gualitative questions, and second part includes (7 up to 21) qi@etiquestions with
Likert scale five, researcher developed for qualitative tgpres (1-6) distributions and
frequency tables for Student's perceptions for these quesaods(1-Sample P) test
between Student's perceptions and their expectationpbupuéntitative questions (7-21)
researcher calculate mean and standard deviation fee tngestions and developed (1-
Sample T) test between Student's perceptions and thectatipe as follows:

5.7.3.1 Analysis of qualitative data of Learner Instructor after Improvement

Table (5-21) shows the answers of Students on the qualitatietianse(1-6), it is clear
that the percentage of all questions ranges between (92%,V@6&t) are more than the
expected value (90%), and that means the Students asfiedatvith these Learner
Instructor and has been improved.

Table (5-21) Answers for 1st part of 2nd dimension of Stisl&attisfaction (Learner Instructor) after
improvement

l T WW

In the online class, the instructor was an interactive me
the discussion group offering direction to posted comments.

In the online course, feedback is received timely from
instructor (within 24 to 48 hrs.)

In the online course there is a Lack of feedback from
instructor which frustrate learner.

In the online course, learner can get individualized atterfitom
instructor when needed.

The learner can feel the presence of the instructdnerohlin
class. continuously

In the online class the instructor encourage communication
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Also to confirm validity and significance of this resuktsearcher apply 1-Sample P test
and results are summarized in Table (5-22), which provequevesults through:

e P value ranges between (0.750, 0.995) which is greater than @dS)esearcher
cannot reject Null hypothesis, which states that "peeckstudent satisfaction for
Learner Instructor from Online Courses after Improvementeeds their
expectation”.

e Also, this is confirmed through confidence interval wheéseupper bound ranges
between (0.972, 0.999) which include the value (0.900).

Table (5-22) Results of 1 Sample-P test for Evaluatioactibes of perceived student satisfaction for Learner

Instructor from Online Courses after Improvement

_ Sample
Questions of Learner Contents Upper Bound C.I. || P value

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

These results confirm that students are satisfied thighpart one of Learner Instructor

from Online Courses.
5.7.3.2 Analysis of Quantitative data of Learner Instructor after Improvenent

Table (5-23) shows the answers of Students on the Quamtitqtiestions (7-21) of
Learner Instructor, which has a mean (4.743), against standaatiale equal (0.039),
Also, the statements of Learner Instructor have mean sdmgfeveen (4.625, 4.838), and

standard deviation ranges between (0.064, 0.241).
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Table (5-23) Answers for"2part of 2% dimension of Student's Satisfaction (Learner Instrucfte) a

improvement

ndar
Statements Mean Sta.dgd
Deviation.

How clearly did your instructor explain how students woul
graded?

How fair was your instructor's grading?

How concerned was your instructor with how well students
learning?

How motivating was your instructor?

How well did your instructor relate course topics to each otherj| 4.669

How much did your instructor stress the importance
understanding ideas, rather than memorizing facts?

Did your instructor present the material too quickly, too §lpwor
at about the right speed?

Were you satisfied with your instructor's teaching, neitlagisfied
nor dissatisfied with it, or dissatisfied with it?

How clearly did your instructor explain the objectives of
course?

How clearly did your instructor explain difficult material?

How well did your instructor distinguish between the
important topics and the least important topics?

How much class time was spent discussing the most imp 4.768
topics?

How much class time was spent discussing the least inmp
topics?

Learner Instructor Mean and Std. Dev. 4.743 0.039
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It is also noted from Table (5-23) that:

e Statement (18) which states that "How clearly did youruesdr explain difficult
material?” has achieved the highest mean (4.838) and standard deviation (0.165).

e While construct (15) which states that "How clearly did youtrucgor explain the
objectives of the course?” has achieved the least mean (4.625) and standard
deviation (0.101).

To validate and confirm these results, researcher devklépggample T test between
Student's perceived answers and their expectations, dnel (Ba24) shows the results of

this test:

Table (5-24) 1 Sample-T for Overall Student's Satisfadli@arner Instructor) after improvement

SE Lower Bound T P
Variables Mean || Std.Deyv| M Calculated
ean of C. | alculated v/aiye

Overallstudent’s 4.743 || 0.039 || 0.006 4.734 43.82 | 0.000
satisfaction

From Table (5-24), researcher reject Null hypothesis wisiettes "perceived student
satisfaction for Quantitative data of Learner Instrucharm Online Courses after
Improvement do not exceed their expectation”, and accephative hypothesis, and that
means there is no gap between student's perceived saisfant their expectations on

Learner Instructor and this is proved through:

e (P value = 0.000) which is less than (0.05), and (T Calculaté8.82) which is
greater than (T Tabulated) that equal (2.010) and this copfierious result.
e Also, this is confirmed through confidence interval whéee lower bound is
(4.734), which does not include the value (4.5).
These results confirm there is no gap between studentsiye satisfaction and their
expectations, and to confirm the previous results a cosguabetween the answers of
students (perceived values) for all statements of thisrdiime and their expectation were
done by developing (15) 1-Sample T test and Table (5-25) slnewsdults of these tests:
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Table (5-25) 1 Sample-T for elements of perceived stusiigfaction for Quantitative data of Learner Instructor

from Online Courses after Improvement

Upper Bound T

Variables
of C. | Calculated

Statement 7

Statement 8

Statement 9

Statement 17

Statement 18

Statement 20

Statement 19‘

Statement 21

From Table (5-25), researcher concludes that, Null hypeshesich states "perceived
elements of student's satisfaction exceeds their exjpeatdor Learner Instructor from

Online Courses before Improvement” are rejected, and tbeenatlive hypotheses are
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accepted, that means there are gaps between perceived 'stgdénfaction and their
expectations for elements of satisfaction and thisased through:

e P value ranges between (0.000, 0.007) which are less than (0.05) Caiculated
which ranges between (-9.78, -2.58) which is less than (T3t that equal (-
2.010) and this confirm previous results.

e Also, this is confirmed through confidence interval whiseipper bound is ranges
between (3.143, 4.367), which does not include the value (4.5).

These results confirm there is a gap between student'sieercgatisfaction and their
expectations; and it means that students for satisfecfibearner Instructor do not exceed
their expectation.

5.7.4 Students Satisfaction on Learner Learner after Improvement

To evaluate Student Satisfaction on dimension Learnkearner from Online Courses
which includes 7 qualitative questions, researcher developed f@gteble for Student's
perceptions for these questions, and (1-Sample P) testdretStudent's perceptions and
Table (5-26) shows the answers of Students on the qualitative questiof)s if is clear
that the percentage of all questions ranges between @8%%), which are greater than the
expected value (90%), and that means the Students aredatith theselLearner —
Learner.

Table (5-26) Answers 3rd dimension of Student's Satisfaftiearner- Learner) after improvement

The online discussion board provides opportunlt
problem solving with other learners.

The online discussion board provides opportunit
critical thinking with other learners.

3 I The discussion board in the online class is a wasimef tI

In the online class, learner is able to ask for clartfom
from a fellow student when needed.

The online course creates a sense of community a
learners.

The online course encourages learners to discuss ide
concepts covered with other learners.

Learner at the online course receives timely feedback
other learners in the class (within 24-48 hrs.)
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Also to confirm validity and significance of this resuttsearcher apply 1-Sample P test
and results are summarized in Table (5-27), which provequevesults through:

e P value ranges between (0.750, 0.995) which is greater than @id)esearcher
cannot reject Null hypothesis, which states that "peecestudent satisfaction for
Learner — Learner from Online Courses after Improvement exceeds th
expectation”.

e Also, this is confirmed through confidence interval wheseupper bound ranges
between (0.972, 0.993) which include the value (0.900).

Table (5-27) Results of 1 Sample-P test for Evaluatioactibes of Student's Satisfaction (Learndrearner)

after improvement

, Sample
Questions of Learner Contents Upper Bound C.I. || P value

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

Question 7

These results confirm that students are satisfied Wwihhird dimension LearnerLearner

from Online Courses.
5.7.5 Students Satisfaction on Learner Technology after Improvemeén

To evaluate Student Satisfaction on dimension Learffachnology from Online Courses
after Improvement which includes 9 quantitative questions wiltert scale three,
researcher calculate mean and standard deviation fo thesstions and developed (1-

Sample T) test between Student's perceptions and theictatipe, and Table (5-28)
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shows the answers of Students on the Quantitative quegti)sof Learner Technology,
which has a mean (2.835), against standard deviation equal (OABR20)the statements of
this dimension have mean ranges between (2.800, 2.880), and dtdeg@tion ranges
between (0.041, 0.186).

Table (5-28) Answers fourth dimension of Student's Satisfa¢tearner Technology) after improvement

Standard
Statements o
Deviation.

Most difficulties encountered when using computers, can bé
with.

Enjoy working with computers.

Very confident in abilities to use computers.

Computer software packages make learning easier

Learner of online courses considered to be a skilled compseer] 2.830

Learner of online courses find working with computers \eagy

Computers make learner much more productive

Using computers makes learning more interesting

‘ Computers are a good aids to learning

Learner- Technology Mean and Std. Dev. 2.835f 0.030

It is also noted from Table (5-28) that:

e Statement (1) which states that "Most difficulties encergdt when using
computers, can be dealt with", has achieved the highest (8€880) and standard
deviation (0.041).

e While construct (2) which states that "Enjoy working with comgitehas

achieved the least mean (2.800) and standard deviation (0.092).
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To validate and confirm these results, researcher dewklapg@ample T test between
Student's perceived answers and their expectations, die (Ea29) shows the results of

this test:

Table (5-29) 1 Sample-T for Overall Student's Satisfadli@earner Technology) at e- learning program after

improvement

SE Lower Bound T P
Variables Mean || Std.Dev
Mean of C. | Calculated Value

Overallstudent’s
_ _ 2.835 0.030 0.004 2.828 32.27 0.000
satisfaction

From Table (5-29), researcher rejects Null hypothesis lwhktates "perceived student
satisfaction for the dimension Learner Technology from Online Courses after
Improvement do not exceeds their expectation”, and aclteptaive hypothesis, and that
means there is no gap between student's perceived saisfant their expectations on

Learner- Technology and this is proved through:

e (P value = 0.000) which is less than (0.05), and (T Calculatdd.27) which is
greater than (T Tabulated) that equal (2.010) and this copfiemious result.
e Also, this is confirmed through confidence interval whése Lower bound is
(2.828), which does not include the value (2.7).
These results confirm there is no gap between studentsiye satisfaction and their
expectations on the dimension Learner Technology, ammnfirm the previous results a
comparison between the answers of students (perceivedksyédueall statements of this
dimension and their expectation were done by developing-&@nple T test and Table

(5-30) shows the results of these tests:
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Table (5-30) 1 Sample-T for elements of student's pexdesatisfaction and their expectations on the
dimension Learner Technology after improvement

Lower Bound

Variables Std.Dev|| SE Mean T Calculated
of C. |

Statement 1

Statement 2

Statement 3

Statement 4

Statement 5

Statement 6

Statement 7

Statement 8

Statement 9

From Table (5-30), researcher reject Null hypotheses wdiaties "perceived elements of
student's satisfaction do not exceed their expectafmmsearner— Technology from

Online Courses after Improvement”, and the alternative hgpethare accepted, that
means there are no gaps between perceived student's satisdact their expectations for

elements of satisfaction and this is proved through:

e (P value = 0.000) which is less than (0.05), and T Calculabéch ranges between
(4.72, 31.14) which is greater than (T Tabulated) that equal (2.&dif)this
confirm previous results.

e Also, this is confirmed through confidence interval whisdower bound is ranges
between (2.778, 2.870), which does not include the value (4.5).

These results confirm there is no gap between studentsiye satisfaction and their
expectations; and it means that students for satisfacti Learner Technology exceed

their expectation.
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5.7.6 Students Satisfaction on General Satisfaction after Improvement

To evaluate Student Satisfaction on fifth dimension Gen8adisfaction from Online
Courses which includes 6 qualitative questions, researcher pegefeequency table for
Student's perceptions for these questions, and (1-SaRjpleest between Student's
perceptions and their expectation, and Table (5-31) shavartéwers of Students on the
gualitative questions (1-6), it is clear that the pergmntaf all questions ranges between
(92%, 96%) which are greater than the expected value (90% )hanoh¢éans the Students
are satisfied with this dimension.

Table (5-31) Answers fifth dimension of Student's SatigfadiGeneral Satisfaction) after improvement

Learner is SatISerd with this online course.

Learner likes to take another online course.

The online course did not meet the learner needs.

Learner would recommend the online course to others.

Learner learned as much in the online course as com

to a face to face course.

Learner feels online courses are as effective as fafeed

courses.

Also to confirm validity and significance of this resultsearcher apply 1-Sample P test

and results are summarized in Table (5-31), which prowequeresults through:

e P value ranges between (0.750, 0.966) which is greater than @desearcher
cannot reject Null hypothesis, which states that "peeckstudent satisfaction for
General Satisfaction from Online Courses after Improveneteeds their
expectation”.

e Also, this is confirmed through confidence interval wheseupper bound ranges
between (0.972, 0.983) which does include the value (0.900).
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Table (5-32) (1 P Test) for fifth dimension (General Sattion) after Improvement

Questions of Learner
Sample p Upper Bound C.I. | P value
Contents

Question 1

Question 2

Question 3

Question 4

Question 5

Question 6

These results confirm that students are satisfied with fiftle dimension General

Satisfaction from Online Courses.

In general we can realize improvement of satisfactiomftie offered E-learning program

after partially applying the suggested E-Learning quality system.
5.8Summary

e The Idea of this Model is based on a merge between the Eigments of Total
Quality Management, Baldrige criteria for performanceetignce frame work, and
Quality function deployment.

e The main process of the offered service is the commumicat appears in the

Model comprising the core activities of the teaching aathiag process.

204



The Idea of this model is to use Quality function Deploy{€¥D) to translate
and plan the” voice of the customer” into the quality characteristique of the service
before enter the market.

The result of all theSuggested Model phases shall atfiectearner through the
afforded high quality E-learning service.

The cost of suggested Model was calculated according trcieg to (Philip
Kotler, Karen F.A.Fox, 2002)in the book titled “Strategic Marketing for
Educational Institutions™.

To validate the suggested E- learning model, an approach hasniege to
introduce a new training program to the elementary teadheEgypt. But, it
couldn’t go further due to National Policies in Egypt. In the meantime, the
suggested model was applied at the Arab Academy for Sci€éacénology and
Maritime Transport (AASTMT) at the College of Businessl arechnology in
Heliopolis.

a house of quality was built using the QFD Online

Competitive analysis shows where is our program from the offered at
University of Nottingham (UoN) and the Egyptian E-Learning Unitserisefore
and after the application of the suggested model

The same statistical analysis used before applying theestegh model was used
after its application.

After applying the suggested model, results of analysis shmwsovement in
satisfaction from the offered E-learning program, as vgelha decrease of the Gap
between our program, and the ones offered by Universityottingham and the

Egyptian E-learning University
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Chapter six

Conclusions and Recommendations

6.1 Introduction

In this chapter the conclusion of our research is ptedeto infer that achieving its
objectives, reveal the importance of applying Total Quality &d@ment on E-learning
service in Egypt. It declares the implication of applyirgal Quality Management on
E-service, especially E-learninghis research had four objectives to achieve, seven
guestions to answer, and ten hypotheses to prove. Social giemspeas considered
while implementing this research, but couldn’t be reached as targeted due to

Organizational policies.

6.2 Achievement of research objectives

The four objectives of this research were achieved ksvsi-

1- The relationship between total quality Management and e-servieeeveduated.
The research could achieve its objectives by examiningdlagionship between
total quality management and e-service. We could find that whality circle will
be introduced in the Higher education institute which offensEa learning
programme, then it will be easily accessible, clearfanized, and well written. It
will be also, authoritatively presented, Learner centaed, Affordable. As well as

Efficient, Flexible and, has a Facilitated learning envirortmen

2- E-learning as an E- service provided in High educationaitubss in Egypt was
evaluated. When we examined the E-learning as an E-servig@gqaoin High
Educational Institutes in Egypt, we could find that only 9.09%igher education
institutes in Egypt offer E-learning and apply Total quality manmege as a
general management process required by the Council offttigbation in Egypt in
order to accredit the overall offered education by thatimst Although, 18.18%
offer E-learning and do not apply Total Quality Managem@ntthe other side, we
found that 13.63% of the higher education institutes in Eglgptnot offer E-

learning and do not apply Total Quality Management.

3- The feasibility of applying the total quality management ondfrieg in Egypt

was discussed, and we could find that the cost of E-learnogggim is affordable, and

206



according to the calculated break even volume, onludesits can cover the program
cost. Also, applying Total Quality Management on E-learning wilffilfuhe
requirements of the American Accreditation board dé&ning (DETC)

4- While analysing the implications of applying TQM on E-learning ighHEducational
Institutes in Egypt, we could realise that Applying Quality nexjuents increase the
satisfaction of customerdt means increase the efficiency of the offered service.
could expand the market and increase revenues of the rHgloeation institutes in
Egypt. Also, if it applied as a social responsibility frome tnstitutions it could defeat
poverty and ignorance, expand knowledge, improve the somidtiyre and behaviour
through interacting with different nationalities, and/igg the chance to everybody
everywhere to learn whatever they like whenever itiigble to them. But, the risk of
applying individual E-learning program is high, due to politicatl a&ultural issues,
while it can be to the minimum if it is applied trough a vegdlble Educational institute.
The suggested E- learning model achieved improvementeoE learning program
offered. It is difficult to start a new E-learning progranEigypt with new Ideas, due to

cultural and political issues.
6.3 Research approach results

This research was based on a multi method choicecdllexted data was a mix between
guantitative and qualitative. It was analysed using statfistiethods. Referring to results
of analysis and literature reviews, the suggested model veagndd. It was applied to be
validated. Better results could be achieved if the suggested madealpplied as planned,
in two situations; to start a new program, and to improveumning program.

Organisational policies, culture, and resistance for chafiget the implementation of the
suggested model as it was planned. The Suggested model was emgénonly to

partially improve a running e-learning program.

Through the literature review, we could answer the firgelguestions of this research:-
1- What is TQM (Q1)

2- The overall business performance within TQ{®2)

4- The effects of TQM implementation on overall E-leagnservice performance (Q3)
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We could answer the following research Question throughrdbelts of the Pilot
Survey executed through the International conference-learging (ICEL) 2012 which
was held by the Egyptian E- learning University (EELU) fréhl July 2012 in Cairo
— Egypt.:-

1-To what extent TQM is applied in High Educational InstguteEgypt? (Q4)

3- To what extent the E-learning service is applied in High B Institutes in
Egypt? (Q5)

To Identify the kind of TQM implementation model (Q6)etaturereviews was made:-

- Application of E-learning standardization technold®yy:Li Zheng, LeiXu and Yu
shan LiTsingua University China (Chapter 22 from a book titeled *“ Advanced
Learning” Edited by Raquel Hijin — NeiraP ublished onlineww.intechopen.com
October 2009

- The Baldridge Business Mod@y :Paul steel in 2012

- The eight Elements of Total Quality ManagemBgtNayantara Padhi published
In 2010
- Evaluation of a Virtual Learning Environment for the Prsiesal Training in
Public Administration doi:10.3991/ijjac.v2i1.589 M. Sannial, G. Ercoh@d &.
Leo21 University of York, York, UK, 2 Universita Politecnica deNéarche,
Ancona, Italy
- Quality Fuction Deployment for Service - Hand BoBk:- MBA Luis Bernal Dr.
Utz Dornberger MBA Alfredo Suvelza MBA Trevor Byrsie
Three papers were published:-
1- E-Learning and Quality Circles
[IJSRP Volume 3 Issue 2 February 2013 edition.
2-E-learning benchmark and quality Function deployment role
Compr. Res. J. Manage. Bus. Std. October 2013 1(1): 013-017
3-Total quality Management (TQM) and Continuous Impmove as addressed by
researchers
International Journal of Scientific and Research Putidiog, Volume 3, Issue 10,
October 2013 1 ISSN 2250-3188vw.ijsrp.org
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Then a total Quality Management Model to improve E-learsieiyice was suggested
where we should Apply Quality function Deployment, Focus gtekey elements of
TQM, and Use the Baldrige criteria for performance excedldramework.
The fourth paper was published:-
Suggested Model for E-learning Quality service
Journal of Business Management & Social Scienese& ch (JBM&SSR) ISSN No:
2319-5614 Volume 4, No.1, January 2015 © 2012 Ta#ér © Blue Ocean Research
Journals 2012ww.borjournals.com
To demonstrate the Total Quality Management suggested mauliciiice Q7), the
field of study was chosen putting in consideration a speiedpective of illiterate and
poverty of Egyptian people. It was planned to implementuggested model under
two situations- the first was to start a new program to senciety, which couldn’t be
achieved due to Organizational policies, and culture resistBaotet could be
implemented under the second situation which is the imprenmtof a running
program. A case study of a High educational Institutegypt was made, and the
suggested model was partially applied.
While measuring the Instructors Satisfaction before ApplyiegSuggested E-learning
Quality Model The significance level (P Value) which is = Ovdbies between 0.000
and 0.025 < 0.05. But After Applying the suggested model, the sigmegcievel varies
between 0.000 and 0.01< 0.05. The null Hypothesis stating that Instructor’s satisfaction
from work at E-learning program does not exceed their exjimtsas rejected. And the
alternative hypothesis is accepted. This means that itmtsuare satisfied from work at
E-Learning program.
While measuring the Learner to content Satisfactionrbedpplying the Suggested E-
learning Quality Model The significance level (P Value) which &.05 varies between
0.000 and 0.002 <0.05. But After Applying the suggested model, the signuiéidevel
varies between 0.750and 0.995 >.005. The null Hypothesis statiigstirdent
satisfaction from content exceeds their expectatiaidcbe accepted after applying the
suggested E-learning Quality Model. This means there is improvemepened and
we could achieve students’ satisfaction from the contents of E-learning courses.
While measuring the Learner to instructor Satisfaction kefgplying the Suggested
E-learning Quality Model The significance level (P Value) ahhis = 0.05 varies
between 0.000 and 0.007 <0.05. But After Applying the suggested model, the
significance level varies between 0.750and 0.995 >.005. The nullti&g® stating
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that student satisfaction from Instructors exceeds #gectation could be accepted
after applying the suggested E-learning Quality Model. This meéasese tis
improvement happened and we could achieve students’ satisfaction from the instructors

of E-learning courses.

While measuring the Learner to Learner SatisfactionrbeApplying the Suggested E-
learning Quality Model The significance level (P Value) which 305 varies between
0.000 and 0.000 <0.05. But After Applying the suggested model, the signuiéidevel
varies between 0.750and 0.995 >.005. The null Hypothesis statgstirdent
satisfaction from Learner to Learner exceeds their @gpen could be accepted after
applying the suggested E-learning Quality Model. This means thareprovement
happened and weould achieve students’ satisfaction from the communication with
other learners of E-learning courses.

While measuring the Learner to Technology Satisfadi@re Applying the Suggested
E-learning Quality Model The significance level (P Value) akhis = 0.05 varies
between 0.000 and 0.000 <0.05. After Applying the suggested modeignifeance
level remains between 0.000and 0.000 <.005. The alternative Hgmostating that
student satisfaction from technology exceeds their @gpien could be accepted after
applying the suggested E-learning Quality Model. This means tidgrds are satisfied
from the technology of E-learning courses.

While measuring the General Students Satisfaction befpmyig the Suggested E-
learning Quality Model The significance level (P Value) which & 05 varies between
0.000 and 0.025 <0.05. But After Applying the suggested model, the signuiéidevel
varies between 0.750and 0.996 >.005. The null Hypothesis sté@igGeneral
student’s satisfaction from E-learning program exceeds their expectation could be
accepted after applying the suggested E-learning Quality Moded. fiéans there is
improvement happened and we could achieve students’ satisfaction from the overall E-

learning program.
In general we could have an E-learning quality system with rallegs continuous

improvement process. Total Quality Management applicatiornthign system imply

positively to achieve required customers’ satisfaction.
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6.4 Summary of the work done, emphasising the contribution to

knowledge.

Egypt will adopt a strategy for development, while 14.9 of itsking force are poor
educated because the bad education system ranking 131 of 144wnorltheThere is a
need for a good educational system affordable and easy torys®or people to help them
being part of the required development. In organisatio@ Thas become the most
widely management acronym keeping an eye on details. Alsenice is applied to
compete in market place, to achieve the highest returinestment. Customer can
achieve the service through webpage without a need to any thatyy aime. Hoping to
achieve a good affordable E-learning System, it was decidedidg the implications of
applying TQM on E-learning in Egypt. TQM practices were esthbll through seven
guestions and ten hypotheses. Literature review, survey, astoqumires were used to
apply case study. All studies related to the field of Enlegr quality focus on the
importance of evaluation of the provided service. Eachyspudsented different way of
evaluation. All studies advocate the necessity of etialuao achieve improvements.
Introducing E-learning in High education, require new methdd®wurse design, teaching,
and evaluating students. It will also, expand the varietyutitires, and eliminate borders
between people all over the world. Thus, it will bring a witlange in learning process
which can affect the society's culturEheories and models in the field of Total Quality
Management start from the same base of principlesrahtbesame results (the importance
of teamwork and continuous improvement...etc.) but in different approaches. Quality
Function Deployment offers the best way to gain thepmiition of benchmarking. An E-
learning Quality model was developed and implemented relying nsntiiing the voice
of customer (Staff members and Students) to leadership theqmiing QFD analysis
using HOQ, and then applies the eight TQM elements witls¢kien Baldrige criteria for
business excellence. The model was implemented to be vdlidatstomer satisfaction
(staff members and Students) was measured before andtging the model. House of
Quality (HOQ) and SPSS software were used to analyse themmrssatisfaction before
and after applying the model. During the implantation of gsearch four papers were
published in international journals to gain credibility foe tiwork in each stage. Those
papers were downloaded through the research gate by 50 reseancherd the world.
The application of the suggested model achieves improveofesditisfaction for both

instructors and students. It offered an endless improveryelat of the process.
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6.5 The lessons learned from this experience

Culture is main issue to consider while seeking introduciegy meas and concepts.
Changing culture is the most difficult thing. Persoma¢rests and benefits, Politics and
policies considered as big resistant to change. To make chasgeiety, mutual benefit

should take place. This research couldn’t go so far without the support of the top
management. Change happens from top to bottom by force.

6.6 Lessons from undertaking research

While conducting this research, many codes were revealed, R0t everyone wants
to cooperate, unless there is a mutual benefit. Second, @gamspolicies are main
issue to consider, if we want the change. Third, surveys ligarature review are
important to choose the field of study. Fourth, peopleucalaffect improvement.
Fifth, the variety of knowledge help researcher to firgmy to his target.

Adopting an interpretive philosophy for this research provitedability to understand
general methodological issues and problems. It helpedte¢goret and analyse texts,
and facts. It guided to develop critical thinking, and achidgwee new model of E-

service quality process.
6.7 The possible limitation of the work.

The suggested model is considered to be a recognised emergefdpsetedures for
validation of quality framework. It can be used as managersgstem for any
organisation. It guarantees safety of national systentjnfegy of the providers, reveal

fake providers.

6.8 Recommendations
» The way to deliver E-learning courses in Egypt needs to beagr

» It is recommended to use Quality Function Deployment to dfferbest way to

gain the Competition of E-learning benchmark.

» Applying the suggested Model in Higher educational Institutasgose people in
my country and other developing ones the opportunity to hageod education

while working to live. The good education could develop their mirdl aay of
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thinking, which be reflected in their outputs. It could brthgm hope in better
future. Also, such a kind of education will expand the mankeirfstitutions, and
allow to people who work in them to be part of the globabrathrough being
expanded to different culture. This model can unify the illieeq@oor people all

over the world under the same level of education withouatidiation.

» Offering an accredited E-learning to illiterate people iryggshould become a
national project to improve the society. It could benspoed through none
governmental Organisations, which can have a plan of alilawareness and

human development.
6.9 Future areas of research

The process of E-learning is not all what is needed tionpeoved. Quality does
not imply process only. The course design offered throudgaEHng program
should be considered. It is important to apply the quality remeénts on E-
learning courses contents. Also, it is important to reveal online teaching
methods with high quality performance teachers. The futuré& wvemommended
emerged from research could be Measurements of Qualiiyliok course content

and Teachers performance.
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Appendix A
Pilot Survey

The following is the questionnaire used to execute the sulotey:

N M. = === m e oo oo oo oo
POSIION: == ==mmm e e e e e e e e e e e e
Name of OrganisSation: -=--=-==-====s=eeome oo e oo e e e e

Activity of OrganiSation: ------=-=-=-=mmmm oo oo e e
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1- Do you offer E-learning Service through your organization?  YES [1 No [

2- If yes, how many students do you have in this program

Please indicate a number: -----------=-----m-mmmmm e

3- How many people involved in the E-learning service?

Please indicate a number: ---------------memommommomm oo

4- Since when your organization offer the E-learning service?

Please indicate a yea:--------=-=---=-m-mmmmmmmmmemmm oo

1- Do you apply Quality Management System in your organizationYES [ ] NO [ ]
2- If yes, which quality standard do you follow?

- 1SO 19796-1:2005(E)

-ISO /IEC 15939

-1ISO 9001:2000

-Other:

3- Since when your organization apply Quality management system?

Please indicate a year:- -----------m-mmmmmmm e
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Appendix B

(Table 2-1) E- Learning Pivot table of a pilot surveywb&pplying TQM and E- Learning in Egypt

Sum of years of applying
quality
0

©O O O O O O O O O O 0O OO0 OO0 OO0 oo oo o o o o o o

Sum of years offering e-learning

0

o O O o o o

oo o1 o1 o1 o1 01 O1 O O O O O O O
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Sum of
id
21
21
21
21
21
21

5 b DD DDA DN NN NN NR

e e e e S e S T S B
o O O 0O 0O O O

Row Labels
Admin
education

no

no
0
Ass. Prof
education
yes
49
1000
no
0
AUC instr.
cont. edu

no

o O O

0
comp. trainer
school
yes
100
120
yes
0



Sum of years of applying
quality
0

A A B O O O O O O O O O O O O O OO O OO OO 0o o o o o o o

Sum of years offering e-learning

0
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Sum of
id
18
18
18
18
18
18

0101010101010107030303030703'5\0

P P P P P PR
© @ ©® LB R R R R R

Row Labels
Comp.syst
e-learning

no

no
0
Developer
education
yes
200
1000
no
0
Dir. E-lear
education
yes
150
150
yes
1SO15189
founder
Ar.Lang.tech
yes
40
0
no
0
G.M
Software

yes



Sum of years of applying
quality
4
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Sum of years offering e-learning

2
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Sum of
id

N N = e = = e e B B o)

73

51
51
51
17
17
34
34
22
22
22
22
22
14
14
14
14
14
14

Row Labels
15000
1200

yes
CMMI
IT Expert
Telecom
yes
130 000
130000
yes
ISO9001
Lecturer
education

no

no

yes

yes
80
60
yes
ISO9000
lecturer at SA
teaching
yes
20
all staff

yes



Sum of years of applying
quality
4
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Sum of years offering e-learning
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Sum of
id
14
19
19
19
19
19
19
19
20
20
20
20
20

Row Labels
don't know
Master St.
education

no

no
0
Q.A mngr.
furniture
no
0
0
yes
ISO9000
Software
Develop
yes
300
300
no
0
Teacher
consulting
no
no
0
0
0
school

no



Sum of years of applying Sum of

quality Sum of years offering e-learning id Row Labels
0 0 12 no
0 0 12
0 0 12
0 0 12
0 0 3 univ. Prof
0 0 3 education
0 0 3 no
0 0 3 0
0 0 3 0
0 0 3 0
0 0 3 0
0 3 23 van Holland
0 3 23 e-learning
0 3 23 yes
0 3 23 14
0 3 23 8
0 3 23 no
0 3 23 0
21 43 276 Grand Total
Appendix C

Questionnaires

Evaluation of the instructors for the work at e- learning program

1. How easy is it to get the resources you need to teach e- l@éagnprogram?

Extremely easy
Very easy
Moderately easy
Slightly easy

Not at all easy
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2. How safe do you feel teaching his e-learning program?

Extremely safe
Very safe
Moderately safe
Slightly safe
Not at all safe

3. How useful is the feedback the principal at this e-learningrogram gives you?

Extremely useful
Very useful
Moderately useful
Slightly useful
Not at all useful

4. How much support does the administration at this e-learningrnegram give to the
teaching staff?

A great deal

A lot

A moderate amount

A little

None at all

5. How reasonable are the expectations for student achievementthis e-learning
program?

Extremely reasonable
Very reasonable
Moderately reasonable
Slightly reasonable

Not at all reasonable
6. How much does this e-learning program give attention to standardid tests?

Much too much
Somewhat too much
Slightly too much
About the right amount

too little
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7. How well do instructors at this e-learning program collaborate wit each other?

Extremely well
Very well
Moderately well
Slightly well
Not at all well

8. How much attention does this e-learning program give to your professal
growth?

A great deal

A lot

A moderate amount
A little

None at all

9. How much financial support does this e-learning program give you forour
professional growth?

A great deal

A lot

A moderate amount
A little

None at all

10. Overall, are you satisfied with the teaching experience at this e-learningogram?

Extremely satisfied
Moderately satisfied
Slightly satisfied
Neither satisfied nor dissatisfied

dissatisfied
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11. How positive are your interactions with other members of your depament
working in e-learning program?

Extremely positive
Very positive
Moderately positive
Slightly positive
Not at all positive

12. How effective is the leadership of your department chair toward-garning
program?
Extremely effective
Very effective
Moderately effective
Slightly effective

Not at all effective

13. How much do you feel your department chair values your input imaking
decisions concerning e-learning program?

A great deal

A lot

A moderate amount
A little

None at all

14. How effectively do you feel your talents are being used by your depaent in the
E-learning program?

Extremely effectively

Very effectively

Moderately effectively

Slightly effectively

Not at all effectively
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15.

How fair are the administrative procedures at the E-learning progam?

Extremely fair
Very fair
Moderately fair
Slightly fair
Not at all fair

16. Are you satisfied with the senior administration at this e- learning fogram?

Extremely satisfied
Moderately satisfied
Slightly satisfied
Neither satisfied nor dissatisfied
dissatisfied

. How manageable is your teaching requirement at this e-learning pgram?

How manageable is your teaching requirement at this univerEikgfemely manageable
Very manageable

Moderately manageable

Slightly manageable

Not at all manageable

. How fair is your pay at this e-learning program?

How fair is your pay at this university? Extremely fair
Very fair

Moderately fair

Slightly fair

Not at all fair

19. Overall, are you satisfied with this e-learning program as a place to work?

Extremely satisfied

Moderately satisfied

Slightly satisfied

Neither satisfied nor dissatisfied

dissatisfied
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Appendix D

Questionnaire to measure
Student Satisfaction from Online Courses

Learner — Content:-

1- The websites linked to the course facilitate learning.

Yes NO

2- The course documents/ lessons/ lecture notes facilitate learg.

Yes NO

3- The assignments / Projects in the course facilitate learning.

Yes NO

4- Learning activities in the course require application of problem slving skills
which facilitate learning.

Yes NO

5- Learning activities require critical thinking which facilitate learning.

Yes NO

6- Preparations for quizzes/ exams in the online course facilitalearning.

Yes NO

7- The online classes help to improve written communication skills.

Yes NO

8- How much did success in the course depend upon understandiitgas, rather
than memorizing facts?

A great deal

A lot

A moderate amount
A little

None at all
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9- How well did section or lab fit in with the other parts of the courg?

Extremely well
Very well
Moderately well
Slightly well
Not at all well

10- Were you given too many assignments, too few assignments, or about the
right amount?

Much too many
Somewhat too many
Slightly too many
About the right amount

too few

11- How easy were the assignments in this course?

Extremely easy
Very easy
Moderately easy
Slightly easy

Not at all easy

12-How worthwhile was the course material?

Extremely worthwhile
Very worthwhile
Moderately worthwhile
Slightly worthwhile

Not at all worthwhile

13-How useful were the assignments in helping you understand the neaital?

Extremely useful
Very useful
Moderately useful

Slightly useful
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Not at all useful

14-How organized was the course content?

Extremely organized
Very organized
Moderately organized
Slightly organized
Not at all organized

15-Were you satisfied with the course content, neither satisfied nor disssfied with it,
or dissatisfied with it?

Extremely satisfied
Moderately satisfied
Slightly satisfied
Neither satisfied nor dissatisfied

dissatisfied
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Learner — Instructor:-

1- In the online class, the instructor was an interactive member dhe discussion
group offering direction to posted comments.

Yes

2- In the online course, feedback is received timely from thmstructor (within 24

to 48 hrs.)

Yes

3- In the online course there is a Lack of feedback from the structor which

frustrate learner.

Yes

4- In the online course, learner can get individualized attentionrbm instructor

when needed

Yes

5- The learner can feel the presence of the instructor ithe online class

Yes

6- In the online class the instructor encourage communication contirously.

Yes

7

Extremely clearly
Very clearly
Moderately clearly
Slightly clearly

Not at all clearly

NO

NO

NO

NO

NO

NO

How clearly did your instructor explain how students would be grade@

8- How fair was your instructor's grading?

Extremely fair
Very fair
Moderately fair
Slightly fair

Not at all fair
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9- How concerned was your instructor with how well students were leaing?

Extremely concerned
Very concerned
Moderately concerned
Slightly concerned
Not at all concerned

10-How motivating was your instructor?

Extremely motivating
Very motivating
Moderately motivating
Slightly motivating
Not at all motivating

11-How well did your instructor relate course topics to each other?

Extremely well
Very well
Moderately well
Slightly well
Not at all well

12-How much did your instructor stress the importance of understading ideas,
rather than memorizing facts?

A great deal

A lot

A moderate amount
A little

None at all

13-Did your instructor present the material too quickly, too slowly, or atabout the

Much too quickly
Somewhat too quickly

Slightly too quickly
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© About the right speed

too slowly

Were you satisfied with your instructor's teaching, neither satisfied nodissatisfied with it, or dissa
with it?

‘ Extremely satisfied

Moderately satisfied

Slightly satisfied

Neither satisfied nor dissatisfied
dissatisfied

14- How clearly did your instructor explain the objectives of the cours?

Extremely clearly
Very clearly
Moderately clearly
Slightly clearly

Not at all clearly

15- How many of the course objectives did your instructor meet?

How many of the course objectives did your instructor medt®f them
Most of them

About half of them

Some of them

None of them

16-How knowledgeable in the course content was your instructor?

How knowledgeable in the course content was your instructatferiely knowledgeable
Very knowledgeable

Moderately knowledgeable

Slightly knowledgeable

Not at all knowledgeable

17- How clearly did your instructor explain difficult material?

Extremely clearly

Very clearly
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Moderately clearly
Slightly clearly
Not at all clearly

18-How well did your instructor distinguish between the most important tgics and the least in
topics?
Extremely well
Very well
Moderately well
Slightly well
Not at all well

19- How much class time was spent discussing the most important iop?

A great deal
A lot
A moderate amount
A little

None at all

20-How much class time was spent discussing the least important topics?

A great deal

A lot

A moderate amount
A little

None at all
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Learner — Learner:-

The online discussion board provides opportunity to problemngpith other
learners.

Yes NO

The online discussion board provides opportunity to critluaking with other
learners.

Yes NO

The discussion board in the online class is a wasimef t

Yes NO

In the online class, learner is able to ask for claifn from a fellow student
when needed.

Yes NO

The online course creates a sense of community amomgisa

Yes NO

The online course encourages learners to discuss ideasraegisocovered with
other learners.

Yes NO

Learner at the online course receives timely feedback @tiner learners in the
class (within 24-48 hrs.)

Yes NO
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Learner — Technoloqgy:-

Most difficulties encountered when using computers, can dewliga

Always Sometimes Never

Enjoy working with computers.

Always Sometimes Never

Very confident in abilities to use computers.

Always Sometimes Never

Computer software packages make learning easier

Always Sometimes Never

Learner of online courses considered to be a skilled compsieer

Always Sometimes Never

Learner of online courses find working with computers \eayy

Always Sometimes Never

Computers make learner much more productive

Always Sometimes Never

Using computers makes learning more interesting

Always Sometimes Never

Computers are a good aids to learning

Always Sometimes Never
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General Satisfaction:-

1-Learner is satisfied with this online course.

Yes NO

2- Learner likes to take another online course.

Yes NO

3-The online course did not meet the learner needs.

Yes NO

4- Learner would recommend the online course to others.

Yes NO

5- Learner learned as much in the online course as cethpaga face to face course.

Yes NO

6-Learner feels online courses are as effective astéaface courses.

Yes NO
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Appendix E

Quality management system manual for e-learning program

1. Policy and objectives

1.1Policy

The E-learning department is committed to the online provisicgdatation and training
services— through High educational institute - to a multinationaldsnt and customer
base, and to ensure that these services conform to agréaeheusequirements.

These online services are provided by academically qualified ahdidally competent
members of staff who continuously seek to achieve lesklperformance which will
enhance the reputation of the organization.

It is our policy to ensure that our online services Batise requirements of appropriate
registration, accreditation and certification agencies

Commitment to this policy is demonstrated by the impleat@rt of an e- learning

program following a quality management system which sasigfie requirements of 1ISO
9001:2008, 1SO26000, 1SO20000, 1SO29000, and Distance education and training
council(DETC) Merged Quality Management System Manual, suppbstequality Plans

and Quality Management Procedures.

1.2 Objectives

Through the implementation of our e-learning quality sygpeogram we seek to achieve
the following objectives:-

1- Gain international recognition as an “Accredited e-learning program provider” in
the fields of education and training.

2- Have a significant impact in human development, andjiate social
responsibility into the organization.

3- Improve levels of customer satisfaction.

4- Improve morale amongst members of staff.

5- Improve internal and external communications.

6- Create a culture which identifies opportunities to changeraprove our systems.

7- ldentify and eliminate areas of inefficiency and noreetif/eness.

8- Achieve consistency for the various processes in the aaj#on.

1.3Scope

Although this manual describes the Institute e-learning gqualgiem in total, the scope of
the currently e- learning programs is:-

1- “The development and delivery of online courses of programs of study leading to
bachelor degrees”

2- “The development and delivery of online training programs leading to professional
certificate”
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These programs are provided by the colleges, Continuous edueaiti community
service department, and training departments of the orgamzatio

2. Responsibilities

2.1Head of E-learning department

The Head of E- learning department is responsible for aatioglthe department strategy,
and monitoring and approving associated policies and planss Hiso responsible for
coordinating the activities and functions of various orgaional units in the E-learning
department.

2.2 Executive department committee

Executive committee is responsible for establishing and mmaiing business strategy
and monitoring performance. The executive committee spomesible for periodically
reviewing the effectiveness of the E-learning Departmentii@Management system.

2.3 Developers

Developers report to the head of E-learning department. Hneyresponsible for
developing and implementing systems and practices in @mooe with strategy
established by the executive committee. They are algoonsible for monitoring and
reporting on the performance of activities within the@aaof responsibility.

Each developer establishes and maintains a quality plarhveascribes their area of
responsibility contributes to and participates in thedrmg quality management system.

2.4 Senior Instructors

Senior instructors report to the president of E-learning tieeat. They are primarily
responsible for education, and training. They establistpleiment and maintain
programmes of study, and training courses in line with edusdtand business strategies
by the executive committee.

2.5 Administrators

Administrators report to the Head of E-learning department, aowider support in the
area of human resource, Finance and budgeting, procurameifdgistics, health service,
information centre, Catering service, and community sesvi

2.6 Internal Auditor

The internal auditor is responsible for ensuring thatgbality management system is
implemented effectively throughout the E-learning departmemd, for reporting on its
effectiveness to senior management through the manatjezn@w process.
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3.0 Quality System

To support its business objectives the e- learning departrasntriplemented a quality
management system which complies with the eight elesneh TQM engaged in the
Baldrige criteria framework and apply the requirementdS&® 9001:2008, I1ISO26000,
1ISO20000, 1ISO29000, and Distance education and training council(DETC).

3.1 Documentation

To ensure consistent methods of management throughout kwrriizg department, a
suite of documentation has been established as follows:

3.1.1 Quality Management System Manual

This document contains the E-learning Department policy abjectives for quality. It

defines the key responsibilities of who manage the variougifuns within the E-learning

department, and gives a summary of the core businessugpdrsng processes which
enable it meet its business objectives.

3.1.2 Quality Plans

These documents contain further detail as for the Eileg department and services
provided within the department. They also contain a mafrtke applicable management
procedures. A list of existing quality plans is included wliis manual.

3.1.3 Quality Management Procedures

These documents describe the key processes within garidg department. They define
responsibilities and methods of control and ensure congglianth the eight elements of
TQM engaged in the Baldrige criteria framework and apply tlgirements of 1SO
9001:2008, 1SO26000, 1SO20000, ISO29000, and Distance education and training council
(DETC). They fall into three categories: Core businessijriess Support and ISO support
procedures. A matrix of Core Business procedures is atlaith each quality plan. A
matrix of Business & 1ISO Support procedures can be foune arth of this manual.

3.1.4 Work Instructions

These documents supplement management procedures and dopatbwhen there is a
need to provide perspective detail in order to ensure t¢enesjsin the performance of a
task.

3.1.5 Codes of Practice

These documents provide detailed information regarding stasa@ad criteria which are
required for the provision of the E-learning departmentices. Other sources and types
of document exist within the E-learning department which aed Usy staff in the
performance of their tasks.
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3.1.6 E-library

The E-library includes all the E-books, E- Referencespé&riodical, and publications
which are used by the staff and students in the perforndrbeir tasks.

3.1.7 Standards

All the national and international standards and codaseelto the activities performed in
the E-learning department, including ISO 9001:2008, 1SO26000, 1SO20000, 1SO29000,
and Distance education and training council(DETC) requirements.

3.2 Quality Planning

The implementation of quality plans and management proceémsare that the 1ISO and
Distance education and training council (DETC) requiremétquality planning are
satisfied. In addition the following activities take place énsure that the E-learning
department is capable of meeting its objectives for busiQeslity.

3.2.1 Financial planning

The financial officer is responsible for putting the finahcstrategic plan for the E-
learning department and assuring the effectiveness ofpismentation.

3.2.2 Human resource planning

The human resource officer is responsible for anabyfsadl the activities performed in the
E-learning department and plan accordingly for the recrmtraed development of the
staff.

3.2.3 Facilities planning

The procurement and logistics officer is responsibteeftsuring the appropriate facilities
on the form of equipment used in performing the differ&ctivities in the E- learning
department.

4.0 Core Business Activities

The E-learning Department offers a range of servicesdrctine activities of education,
and training.

4.1 Education
4.1.1 Programs

The E-learning department offers online courses of Busiadssinistration programs
leading to bachelor degrees. Also, it offers online trainingm@mms leading to professional
certificate.
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4.1.2 Provided in collaboration with
1-College of business administration and technology,
2-Continuing education and community service department.

4.1.3 Core processes

1) Marketing of online training programs

2) Development of online training programs

3) Approval of online training programs

4) Development of online courses

5) Approval of online courses

6) Delivery of online courses

7) Review /Modify/ withdraw online courses
8) Prepare and conduct online examinations

4.2 Software systems monitoring
4.2.1 Purpose

The purpose of software system is to ensure the integrigftware systems and
associated data.

4.2.2 Scope
All software systems developed or purchased by E-learning degartm

4.2.3 Definitions

4.2.3.1Stand-alone system: Application software which is usea single personal
computer or on a Local Area Network.

4.2.3.2Networked system: Application software which is distributedavnetwork from
the Information Centre.

4.2.4 Distribution of Software Systems

4.2.4.1The head of e-learning department shall maintain a saftvegister (app. 7.1) of
stand-alone software received by them. This shall exdaftevare which is networked to
them.

4.2.4.2The head of e-learning department shall send a copy ebftware register to the
information centre manager.

4.2.4.3The head of e-learning department shall maintain a satdiatribution list (app.
7.2) which records the users of the software listed in (&Ap.

4.2.4.41 the head of e-learning department shall ensure that seftsvdistributed in
accordance with appropriate license agreements.

4.2.4.5The information centre manager shall control the ibistion of networked
software systems through the software information secsygtem.

4.2.5 Control of Software Systems

4.2.5.1The dean/ manager shall establish access rights for sefsyatems and record
these on app. 7.2.

4.2.5.2All software systems shall have self-checking anti-viggsesns.
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4.2.5.3Where practicable or specified, all software systera#l sttlude automatic back-
up systems. Failing these backup systems shall be seledt@d@emented according to
section 4.2.6 of this procedure.

4.2.5.4The dean / manager shall ensure that operating system softvgiored in a
secure environment away from the user locations

4.2.6 Back-Up Methods

4.2.6.1 Data stored on stand-alone systems which have no aitobaek-up shall be
backed-up daily weekly or monthly.

4.2.6.2 The frequency of back-up shall be decided by local manageameinshall be
recorded on the back-up log (app. 7.3).

4.2.6.3The media for back-up can be chosen from the foligyilepending on the volume
of data to be transferred

a) External Floppy Drives ex.:

- Diskettes

- Zip Drive

- Jaz Drive

b) Tapes

c) External Hard Drive

4.2.6.4Regardless of the type of media and frequency, all backystems shall contain
two sets of media, one of which is used (in rotationptrh back-up situation.
4.2.6.5Those performing back-up activities shall record the tin date on the media
used and shall update the back-up log.

4.2.6.6All back-up media shall be stored safely and separatety the system on which
the data is used.
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