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Abstract 
This article identifies the primary dimensions and sub-dimensions of e-learning service quality for Massive 
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physical environment quality (convenience, platform appearance, and security), interaction quality 
(student-instructor interaction and student-student interaction), learning quality (teaching material and 
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instructors and OpenLearning need to note in order to improve their MOOCs. 
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1 Introduction 
Students worldwide can now learn online and attend institutions that were 

previously out of reach, thanks to e-learning and virtual classes (Kharod, 2021). Instead 
of the traditional face-to-face classes, students are linked to their respective virtual 
classrooms, regardless of time zone and location, allowing students to access the course 
material everywhere (Business Matters, 2020; University of Illinois, 2020). The e-
learning services segment is witnessing a high demand for curriculum design and 
development, training delivery, and analytics services to ensure digital learning systems 
function seamlessly (Wadhwani & Gankar, 2020). Therefore, the primary purpose of 
MOOC is to offer a free online course for everybody without university entry 
requirements. More than 900 universities worldwide have confirmed or launched 
13,500 MOOCs by the end of 2019 (Shah, 2019). Based on MOOC popularity, the 
Ministry of Higher Education proposed online learning as an essential component in 
teaching and learning in Malaysian higher education. The former Ministry selected 
OpenLearning as Malaysia's National MOOC platform, allowing everyone to create, sign 
up, and participate in any course from any location (Dhiman, 2015; Sahyoun, 2014). Even 
with full government support, MOOC have still not been fully utilized by enrolled 
students. Many argue that this phenomenon is probably due to the low student 
engagement in the lessons and the lack of motivational factors for them to complete 
the courses (G2 Collective Inc, 2011). 

Consequently, the lack of interaction between the students and the facilitator and 
in-depth discussion affects the students' motivation, excitement, and sense of being 
part of a learning community (Littlefield, 2017; Swain, 2015). Previous studies focused 
more on the types and comparison of MOOCs, MOOC platforms, and factors that affect 
student engagement and learning experience in MOOCs rather than the e-service 
quality of MOOCs (Chen et al., 2017; Smith et al., 2017; Zhu et al., 2017). However, a 
lack of research focuses on how undergraduate students use MOOCs as their learning 
experience. Therefore, using MOOC in Malaysia as a context, this paper aims to explore 
the MOOC e-learning service quality experienced by undergraduate students. 

2 Literature Review 

2.1 OpenLearning Platform 
e-learning is education delivered on a digital device (such as a desktop computer, 

tablet, or smartphone) to support learning (Clark & Mayer, 2016). Moreover, through e-
learning, interaction still occurs between students and the teacher without meeting 
face-to-face in the classroom (Janice, 2017). One of the e-learning systems is MOOC 
which was developed by George Siemens and Stephen Downes in 2008. MOOCs are 
designed and developed by instructors who later become the courses' facilitators.  

The OpenLearning platform was developed by OpenLearning Limited (OLL), an 
Australian company that provides a social online learning platform for MOOCs, short 
courses, and online degrees (Swan, 2015). The main goal of OpenLearning was to 
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increase access to quality education (Jacobs, 2019). When OpenLearning came to 
Malaysia, it worked with Taylor's University to create the first pilot MOOC subjects in 
Entrepreneurship and Achieve Success With Emotional Intelligence (Al-Atabi, 2013; 
Jacobs, 2019; Wilshire, 2017). Moreover, the OpenLearning platform was chosen to 
promote education access in the university environment and help the Malaysian 
community get an education without borders (Azhan et al., 2016). 

2.2 e-Service Quality 
Higher education service quality is the gap between students' expectations and 

experiences with higher education services (Stodnick & Rogers, 2008). Service quality is 
also known as customer judgment and evaluation regarding the quality of e-service 
delivery on a website (Santos, 2003). Besides, e-service differs from traditional service 
based on interactive information movement between service providers and customers 
(Li & Suomi, 2009). SERVQUAL has been a popular measurement scale in different 
traditional service environments to evaluate service quality and the direct interactions 
between customers and employees of service providers. With advances in technologies, 
internet coverage, speeds, and the growth of e-commerce and e-services, SERVQUAL is 
unsuitable for evaluating and measuring e-service quality characterized by interactions 
between customers and websites of service providers (Pham et al., 2019). Some scholars 
have already researched e-service quality in higher education in the literature. However, 
their studies do not rely on the e-learning approach of using MOOCs. Pham et al. (2019) 
focused on overall e-learning service quality, the relationship between overall e-learning 
service quality and e-learning student satisfaction, and e-learning student loyalty. In the 
meantime, Zhu et al. (2017) study focused on video content in MOOCs in elementary 
schools, while Chen et al. (2017) study examines the emotions derived from different 
types of commonly used videos in MOOCs. Meanwhile, the study by Smith et al. (2017) 
focuses on comparing the two ways of developing and delivering MOOCs. 

2.3 Student Experience 
Student experience refers to the student's emotional and rational responses 

(Clemes et al., 2008). Findings from Annamdevula and Bellamkonda (2016) in the higher 
education context show that service quality has a positive outcome on experience, 
which is a possible consequence of student motivation. Clemes et al. (2008) and Clemes 
et al. (2013) also find that there is a positive relationship between service quality and 
student experience in higher education which leads to positive future attendance and 
the perceptions of the price (tuition fees) being paid. 

3 Methodology 
A qualitative approach was used in this paper to discover a fundamental research 

interest and the connection between them. Thus, this paper used a purposive sampling 
technique since the method allows respondents to be selected based on the study 
purpose (Muhammad et al., 2018; Ramayah et al., 2011; Silverman, 2013).  
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The sample population involves students who have already completed three MOOC 
courses through the OpenLearning platform. Respondents were recruited from public 
universities. Therefore, respondents were invited from the Faculty of Hotel and Tourism 
Management (FHTM), Puncak Alam Campus, Selangor, Universiti Teknologi MARA 
(UiTM), Malaysia, as the faculty has over 20 MOOC subjects. The faculty lecturers 
develop all the MOOC subjects. An invitation to participate in this study was emailed 
before the face-to-face interview was initiated. 

The survey was divided into a few questions. The first part is on the OpenLearning 
platform. The second part of the survey concentrated on the student learning 
experience through MOOC. The interviews were conducted in English, each taking about 
thirty to forty minutes. The informants were asked semi-structured questions about 
their learning experience in using MOOCs. During the interview process, all answers 
were audio-recorded. Thematic analysis was used to examine all the responses. 
Thematic analysis was used to record and codify the qualitative data collected and make 
coding the data easier. The transcripts were written by hand, with the coding method 
and the generation and determination of themes to address the research goal due to 
the limited data collected. The coding was completed entirely by hand. After the 
analyzed codes, the students' MOOC experiences were identified and grouped into 
themes. The final step in data analysis was writing the result per the research questions. 

4 Finding 
The researcher interviewed 16 informants (eight undergraduate students of 

semester five and eight undergraduate students of semester six) from the FHTM, UiTM. 
Of the sixteen informants, six were males, and 10 were females. All the informants were 
aged between 22 to 25 years old. 

Detailed descriptions of the four primary service quality dimensions are presented 
in the following sections. 

4.1 Theme 1: Physical Environment Quality 
The physical environment quality is focused on the MOOC platform, the 

OpenLearning website. The primary response from students about what they think of 
the OpenLearning platform is the platform's physical environment quality. 

Three sub-themes emerged from the analysis that helps explain what students think 
of the OpenLearning platform where MOOC operates: convenience, platform 
appearance, and security. Most respondents agreed that the MOOC platform is 
convenient for them. The example supporting statements from the informants are as 
follows: 

I feel like MOOC is convenient, easy to access, and the course's navigation bar is easy to 
understand (Informant 4) 

By learning through MOOC, I can organize my time. I can learn the course anytime, 
anywhere as long there is internet connection (Informant 7)  
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Although MOOCs are convenient, some students do not know how to use them well. 
Two informants think that MOOC is not suitable for first-time users as they experience 
some difficulty in using MOOC: 

There are lots of improvements in MOOC design from last year. However, most of my friends 
do not know how to use it (Informant 2) 

It takes lots of time for the first-time students to learn how to use the OpenLearning as the 
layouts are not so organized, it is challenging for me to find information (Informant 9) 

One informant mentions that the MOOC platform has an attractive design. The 
quote illustration is as follows: 

My first impression of Open Learning is that it has an attractive design. The MOOC page has 
an attractive colour, the layout of the MOOC is nice (Informant 3) 

Nevertheless, some informants highlight how they feel about OpenLearning's color, 
that it is not attractive, the discussion forum is too informal, the messy flow of the 
contents, and the MOOC direction is too complicated while they use MOOC. The 
informants provide feedback as follows to support this theme: 

The students can skip the MOOC contents, so the flow of the contents is being messed up. 
OpenLearning should make the next topic being open after the students accomplish the 

previous topic. (Informant 5) 

I think MOOC is quite difficult and confusing. I need to observe each section in the MOOC. 
The MOOC layout needs to be interesting and it need simple direction. (Informant 14) 

Therefore, the MOOC platform must provide the instructors with design choices to 
create an attractive MOOC. Besides, with the attractive appearance of MOOCs, students 
will feel motivated to learn. Also, the layout needs to be easily understood and user-
friendly. Moreover, OpenLearning must ensure that the next topic can only be opened 
after the students finish the previous one. Next, two informants were concerned that 
signing up using their Facebook account may harm their privacy. The quote illustration 
is as follows: 

The sign-up is quite difficult for me as I do not want to give my information and do not want 
to sign up using my Facebook account. I am afraid to share my information with other 

people. (Informant 6) 

4.2 Theme 2: Interaction Quality 
Two sub-themes emerged under interaction quality which is student-instructor 

interaction and student-student interaction. The student-instructor interaction is 
perceived to be the expected part of MOOC. Two informants feel that the interaction 
with the instructor should be informal and fast: 

The instructors always give fast feedback or responses on comment, liking, and so on from 
my experience. The direct chat or message make MOOC more convenient. (Informant 1)  

The interaction in MOOCs should be friendly so that students feel included in the topic 
discussion. (Informant 13) 
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However, four informants repeatedly highlight how they feel about low support, 
advice, or information from MOOC instructors. The following are some examples of 
supporting statements from the informants: 

If I do not understand the tasks, I need to wait for the instructors to reply my message which 
sometimes take lots of time. (Informant 12) 

I know the instructors do not have lots of time but at least they should set a time when they 
will be online so that I can get the guidance on that time, I do not like to wait. (Informant 

16) 

Although the informants feel that all instructors are responsible for providing 
support, information, and guidance about the tasks or contents, informants generally 
think there should be an interaction with other students as they are learning in the same 
MOOC course. The example supporting statements from the informants are as follows: 

There is no depth interaction between student and student, I feel lonely when I use MOOC. 
When I ask for their help, no one responds. (Informant 10) 

However, some informants feel the interaction with other students in MOOC is 
awkward as they do not know each other and prefer not to interact with each other: 

I do not like when I need to give comments and liking other students works as I feel like I am 
exposing myself. (Informant 6) 

I am not comfortable to learn with students that I do not know. I feel awkward to interact 
with them. (Informant 11) 

4.3 Theme 3: Learning Quality 
The two sub-themes that emerged under learning quality are teaching material and 

assessment. Most informants cite several difficulties of MOOC teaching materials. The 
understanding of MOOC slides and videos associated with MOOC experience is the most 
mentioned. Such challenges include the contents being too simple, thus making it hard 
to understand the slides: 

The important thing that I look in MOOC is content. The MOOC's contents need to be 
detailed as the students need to understand it by their own. (Informant 4) 

It is difficult to understand what the instructors want to deliver based only on the slide and 
videos. (Informant 7) 

Some of the slides are colourful but hard to understand without the instructors explained 
more about it. (Informant 9) 

Other problems with MOOC experience include a lack of instructor elaboration and 
information, content flow, and video duration. The informants respond as follows 
regarding this matter: 

The instructors need to put more explanation in the slide's notes. I know there is minimum 
guidance from the instructors, but they need to put all the details so that students do not 

get wrong knowledge and information. (Informant 8) 
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The video contents sometimes too long. The slides note only have points without further 
explanation. (Informant 16) 

Assessment is commonly cited as the barrier to learning in MOOCs. It is perceived 
to harm available time and evaluation marks. The example supporting statements from 
the informants are as follows: 

The difficulty of the task and lack of guidance from the instructors make I just ignore the 
task in MOOC. There are some of MOOC that I take lots of time to complete it. (Informant 5)  

The task's mark based on automatic evaluation, sometimes I want the instructors give 
comments about my task result. (Informant 15) 

4.4 Theme 4: Learning Outcome Quality 
While the informants lacked guidance from the instructors and other students on 

the contents and assessment during the learning process in MOOC, the learning 
outcome in MOOC encouraged them to complete their MOOC. However, they do not 
know the benefits of a MOOC certificate: 

I look for the learning outcome in the MOOC that at least give me little bit of knowledge as I 
strive for success from the MOOC assessment and activities. It an extra if the outcome can 

give me skills or inputs that I can use in my future career. (Informant 2)  

The learning outcome of MOOC is good as if we must fulfil the objectives and done the task. 
At the end of the course we get online certificate. Right now, I do not sure whether the 

certificate will give benefit to me or not. (Informant 14) 

5 Discussion 
Based on the findings, the informants in this study can allow their experiences to 

inform future academic practices about the service quality in MOOCs. Besides, the 
results will give instructors and MOOC's website platforms the dimensions of e-service 
quality needed to increase the students' experience (Safri et al., 2020a). The study has 
resulted in four primary themes, and seven sub-themes emerged from the findings.  

The sub-themes for the physical environment quality are convenience, platform 
appearance, and security. The physical environment quality is focused on the MOOC 
platform, the OpenLearning website. Convenience for a website means it is easy to read 
and understand (Loiacono et al., 2002). Additionally, convenience is a subdimension in 
e-banking services and physical banking, where poor service quality leads to reduced 
customer satisfaction (Bakar et al., 2017; Chu et al., 2012). Besides, if MOOCs can 
become convenient for students, it can increase the number of students who enroll and 
complete the courses. Therefore, the MOOC pages must be structured, and the 
information content must be accurately logical and easily understood. A well-organized 
navigation structure will provide students with a better sense of technology readiness 
and greater enjoyment in learning (Pham et al., 2019). Platform appearance, color, and 
website appearance attract much attention (Cyr, 2014; Manganari et al., 2009). 
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Additionally, website appearances include color appeal, visual design, navigation, 
and information design (Cyr, 2014). Meanwhile, security is the freedom to form risks, 
dangers, or doubts during service (Li & Suomi, 2009). OpenLearning needs a robust 
security system where students must use different and stronger passwords than their 
Facebook passwords. 

The second primary theme is interaction with two sub-themes: student-instructor 
and student-student interaction. In MOOC, student-instructor interaction can be 
improved if the instructors utilize personal email, chat rooms, and discussion forums 
(Sher, 2009). Therefore, instructors are encouraged to reply to students' questions or 
comments as soon as possible and frequently post messages on discussion boards to 
increase student interaction (Kuo et al., 2014). Moreover, the interaction between 
students and instructors should be informal and friendly to make students feel welcome 
and motivate them to finish their MOOCs. Furthermore, instructors must always care 
about students' interests and motivate students to interact and give feedback. Student-
student interaction is essential in e-learning; as shown in a previous quantitative study 
by Sher (2009), student-student interaction was significantly associated with perceived 
learning. Therefore, it is the instructor's responsibility to encourage students to actively 
participate in the course discussions as only then the student-student interaction can 
begin. 

The third primary theme is teaching material with two sub-themes: conducting 
material and assessment. This study suggests that instructors invest in developing their 
MOOC for the sub-theme of teaching material. They must create self-explanatory MOOC 
content so students will understand even with a little instructor's help. Although 
instructors must build their learning material, MOOC materials can be used for several 
semesters, and new content can be introduced when their curriculum is changed (Safri 
et al., 2020c). For the sub-theme assessment, as MOOC is e-learning that students can 
learn at their own pace, MOOC assessment needs to be reasonable and rational for the 
students to do as it can indirectly influence student satisfaction  (Seng & Ling, 2013; Tam, 
2014). 

The fourth primary theme is the quality of learning outcomes, where MOOC is 
certified by public universities. In the current study context, MOOC needs to be verified 
by UiTM to be used for job applications among fresh graduates and provide additional 
knowledge and skills for experienced workers. If the students feel that a MOOC 
certificate is worthy, they will finish it quickly. If employers can accept a MOOC 
certificate, the candidate must show tangible proof of the hard skills they have acquired 
through MOOC and any evidence of completed work projects (McIntyre, 2018). 

Based on the thematic analysis, this study identifies four primary dimensions of e-
learning service quality: physical environment quality, interaction quality, e-learning 
quality, and outcome quality that the informants perceived from MOOC (see illustration 
in Figure 1). 
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Figure 1: e-Service Quality of MOOC Model 

6 Limitation and Conclusion 
This study has explored learning through MOOCs among undergraduate students of 

hotel and tourism management. Using the e-service quality approach, this study 
highlights a range of subdimensions that have affected the students using MOOCs as a 
learning medium. These views and experiences should be considered when designing 
MOOCs to improve students' experience and increase the completion number of 
MOOCs (Safri et al., 2020b). It is essential to recognize its limitations. Firstly, the sample 
size is small as there is no definite or minimum number of informants for a qualitative 
study. Thus, the number will stop when the data collected are enough to support the 
study's result. 

Moreover, all participants have already completed at least three subjects from 
MOOC. Thus, they may have the motivation to continue using MOOC as a study medium. 
The participants are also relatively well educated in using online technologies. The 
findings may not be generalizable to other settings or students of different faculties, age 
groups, and countries (since all participants are from the FHTM, Malaysian, and under 
25 years old). Additionally, the findings can be generalized for the OpenLearning 
platform and may not apply to other MOOC platforms used by other universities. Thus, 
future researchers could do more analysis, such as comparing what e-service quality is 
used on various MOOC platforms. Therefore, this study has generated a detailed 
understanding of physical environment quality, learning quality, interaction quality, and 
learning outcomes influencing students' learning experience through MOOC. The 
findings target instructors and other MOOC platforms to motivate students to complete 
their MOOC courses. The study also highlights MOOCs' weaknesses that instructors and 
OpenLearning need to note in order to improve their MOOCs. Moreover, MOOC 
platforms and instructors need to enhance their MOOCs by following the identified sub-
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dimensions and investigating each sub-dimension issue to help students stay focused 
on MOOC courses and eventually complete them. Although MOOC is life-long learning, 
instructors must ensure that their MOOC courses can help students achieve their 
studies. 
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