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ABSTRACT 

The Ministry of Education (MOE) of Malaysia has identified e-learning as an integral 

component of higher education and lifelong learning. However, the emergence of 

Massive Open Online Courses (MOOCs) and the development of various delivery 

systems for these courses have raised concerns about the quality of education. The 

new challenges in online education are characterised by the increased focus on users’ 

reactions and fast-changing needs. Furthermore, because of the restricted availability 

of face-to-face (F2F) interaction and access between instructors and students, MOOCs 

have limited interaction and access between instructors and students. In particular, this 

study focuses on applying a hierarchical model to identify the dimensions of e-

learning service quality as perceived by undergraduate students at public universities 

in Malaysia. The proposed research framework adapted the hierarchical and 

multidimensional model that Brady and Cronin (2001) developed, with modifications 

to make it more appropriate for MOOCs in Malaysia. The UiTM MOOC was chosen 

as the study setting focusing on the programme the Faculty of Hotel and Tourism 

Management (FHTM) offered. The undergraduate students are able to learn theories 

and practical skills such as housekeeping, pastry, and culinary through the UiTM 

MOOCs. Using convenience sampling, online questionnaires were distributed to 

students who have experience learning hospitality, culinary, and tourism courses 

through FHTM MOOC on the OpenLearning platform. Four-hundred and eighty-two 

responses were obtained from the data collection process. The data were analysed by 

using the structural equation modelling assessment. The hierarchical factor structure, 

including the e-Learning Service Quality, consists of four primary dimensions 

(Physical Environment Quality, Interaction Quality, Learning Quality, and Learning 

Outcome Quality), used to measure Student Experience and Continuation Intention 

MOOCs in Malaysia. This study has found that e-Learning Service Quality positively 

correlates with Student Experience and Continuance Intention. Besides that, only 

Learning Quality and Learning Outcome Quality have a positive relationship with the 

Student Experience. In addition, Physical Environment Quality, Learning Quality and 

Learning Outcome Quality have a positive relationship with Continuance Intention. 

Additionally, the Student Experience also has a positive relationship with Continuance 

Intention in MOOC. Meanwhile, based on the findings, Interaction Quality negatively 

relates to Student Experience and Continuance Intention. This study offers a valuable 

framework for understanding the interrelationships among e-learning service quality, 

student experience, and continuance intention in MOOCs.  

 

Keywords: Massive Open Online Course (MOOC); e-Learning Service Quality; 

Student Experience; Continuance Intention 
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CHAPTER ONE 

INTRODUCTION 

This chapter sets the purpose and aim of the study. It begins with the 

background of the study, which introduces e-learning in higher education, then 

focuses on the Massive Open Online Course (MOOC), and after that, the Faculty of 

Hotel and Tourism Management and relates it to e-learning service quality as a central 

focus of the study. Then it followed with a problem statement to better understand the 

issue. Next, the research objectives and questions are discussed in the subsequent 

section. After that, this chapter highlights the significance of the study from academic 

and practical perspectives. Last but not least, this chapter ended with the definitions of 

key terms of the dimensions used in this study and the thesis outline. 

1.1 Background of the Study 

Education plays a significant role in determining a person’s future 

achievements in anything from medical discoveries and advances in agriculture to 

improvements in state administration and the growth of the private sector (King, 

2011). Furthermore, people who lack lifelong learning skills face more significant 

barriers to earning potential and employment later in life because they are more likely 

to have poor health outcomes and are less likely to engage in decisions that affect 

them (UNICEF, n.d). Moreover, UNICEF (n.d) also mentioned that the lack of skills 

for lifelong learning could jeopardise a person’s ability to create a better future for 

themselves and their communities. As a result, it was demonstrated that education is 

the backbone of any country; it is vital to technological growth and transmits a variety 

of skills, values, and awareness (Bansal, 2020).  

Formal education in Malaysia begins at age four with pre-school education, 

which is optional. In order to prepare for school, most six-year-olds have started 

formal pre-school education. After preschool, the education system in Malaysia is 

structured with six years of compulsory primary education beginning at age seven, 

followed by five years of secondary education and two years of pre-university senior 

secondary study before entering higher education (Clark, 2014). In addition, 

certificate, diploma, undergraduate, and postgraduate study options are available 

throughout the tertiary education period. Tertiary education at the diploma level is 


