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ABSTRACT 

  COVID-19 has impacted educational processes in most countries: some educational institutions have closed, while others, 
particularly in higher education, have converted to online learning systems, due to the advantages offered by information technologies.  

 The COVID-19 Pandemic has caused substantial growth in the online education industry and hence it is significant to pay 
more attention to the various factors that can influence and impact student satisfaction in online education. Studying the various factors 
and their impact on customer satisfaction in online education will help organizations strategize better and focus on improving student 
satisfaction. 
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I. Introduction 

 While customer satisfaction is important in determining the success of the online education, it is also worth noting that the 
right way to measure customer satisfaction is of equal importance. As a growing industry, various methods are popularly used to 
measure customer satisfaction however, which one to follow can be tricky. 

 
 Online education has gradually become an inevitable trend in the development of education, and students’ perceived 

satisfaction is one of the core indicators to measure the formative assessment of online teaching. It is proved that perceived satisfaction 
can not only predict students’ learning effects and the emotional tendency of continuous learning to a great extent, but also actively 
facilitate cooperation and sharing among students, and effectively improve the effectiveness of online learning.  

 
 Therefore, it will be a practical task in the new era to study the driving factors of students’ perceived satisfaction with online 

teaching.  
 

II. Literature Review 
 The World Economy is undergoing a fundamental structural change thanks to globalization and this new techno – economic 

paradigm. Technology is going to change and restructure education at all levels ranging from schools and universities to professional 
training and lifelong learning. We are living in a knowledge society; a society which devotes its intellectual and technological capital 
towards its own future development. [2] 

 
 Online learning or (E-learning) is defined as "the use of electronic media for a variety of learning purposes that range from 

add-on functions in conventional classrooms to full substitution for the face-to-face meetings by online encounters” [6]. According to 
[13], e-learning is defined as “technology-based learning in which learning materials are delivered electronically to remote students via 
a computer network”. Learning management systems (LMS’s), meanwhile, is considered as one of the most widely used applications in 
higher education institutions to support course activities in the digital environment [5].  

 
 E-Learning is the use of telecommunication technology to deliver information for education and training. The great advantages 

of e-Learning include liberating interactions between students and instructors, or students and students, from limitations of time and 
space through the asynchronous and synchronous learning network model (Katz, 2000; Katz, 2002). E-learning’s characteristics fulfill 
the requirements for learning in modern society and have created a great demand for e-Learning from businesses and institutes of higher 
education. E-learning is a useful tool for enhancing the quality of teaching and learning. E-learning is an “innovative approach to 
education delivery via electronic forms of information that enhance the student’s knowledge, skills, or other performance” [12]. 

 
 Many factors can impact online learning and its success or failure, as students feel engaged and rewarded while attending 

online courses [8]. [10] Demonstrate that teachers must be well-trained, and the resources should be useful.  
 
 It has been proved that students’ behavioral intention and learning effects can be predicted to a certain extent through students’ 

satisfaction [3]. The interaction between students and teachers, between students, between students and teaching content, and between 



 
Cover Page 

  

  
 
DOI: http://ijmer.in.doi./2022/11.03.69  

            

 

ISSN:2277-7881; IMPACT FACTOR :7.816(2022); IC VALUE:5.16; ISI VALUE:2.286 
Peer Reviewed and Refereed Journal: VOLUME:11, ISSUE:3(4), March: 2022 

Online Copy of Article Publication Available (2022 Issues): www.ijmer.in 
Digital Certificate of Publication: http://ijmer.in/pdf/e-Certificate%20of%20Publication-IJMER.pdf 

Scopus Review ID: A2B96D3ACF3FEA2A 
Article Received: 2nd March 2022   
 Publication Date:10th April 2022 

Publisher: Sucharitha Publication, India 

 

 
52 

 

students and platform interface, and the choice of students’ independent learning seem to be influencing factors of online learning 
satisfaction 

 
According to recent studies, universities have attempted to execute or create e-learning frameworks that are tailored to their 

hierarchical structure and to utilize mixed learning in their courses. These e-learning frameworks offer noteworthy enhancements to 
the learning cycle and significantly lessen the negative impacts of conventional education techniques.[1] 

 
 [2] Defined e-learning as the use of the Internet by users to learn specific content. Other researchers define e-learning as using 

modern Information and Communications Technology (ICT) and computers to deliver instruction, information, and learning content 
[14]. The stakeholders of e-learning are students, faculty, administrative and technical staff, and employers [10]. 

 
 Student satisfaction is the subjective perceptions, on students’ part, of how well a learning environment supports academic 

success [7]. Strong student satisfaction implies that appropriately challenging instructional methods are serving to trigger students’ 
thinking and learning. Important elements in student satisfaction are likely to concern the role of the instructor and the students; these 
elements may be central to student learning.  

 
 Satisfaction refers to the emotional assessment of the different outcomes that can also apply to viewpoints seen as lovely or 

upsetting. Satisfaction considers shared sentiments based on past encounters with online systems [9] and has been viewed as a suitable 
variable in examinations of online help [3] and the success of online administration. 

 
III. Formulation of Hypothesis and Testing 

  Based on the literature review and previous research, this research adopted four factors in online education that will impact 
student satisfaction. 

The factors shortlisted were: 
1. Course structure 
2. Course flexibility 
3. Course quality 
4. Technology usage 

 
I Hypothesis 
 To attain the research objective, the hypothesis is proposed as follows.  
H0: Online education has no impact on student satisfaction 
H1: Online education has an impact on student satisfaction 
 
A. Research Methodology 

A causal research method was used to understand the influence of independent variables: Course structure, course flexibility, 
course quality, and technology usage on the dependent variable: student satisfaction. 

 
The data was collected using a survey methodology. The present research applied a five-point Likert scale questionnaire, 

which is a quantitative data collection tool [15]. Each item is a statement to which the respondent must express a degree of agreement or 
disagreement between 1 and 5 (e.g., 1 = strongly agree, 2 = agree, 3 = neither agree nor disagree, 4 = disagree, 5 = strongly disagree).  
B. Pilot Test 

Pilot testing was done to establish if the research instrument will work efficiently through its application with a small pilot 
population. Initially, 50 questionnaires were sent to the respondent’s basis which ambiguities were removed, and meaningfulness of the 
instrument guaranteed. 

 
Probability sampling is the most frequently used method for drawing robust and reliable conclusions. The questionnaire was 

distributed online via Google Forms, emails to over 500 respondents. 150 valid responses were received after data cleaning. 
 

C. Data Analysis  
The first step was to test the validity and reliability of the data that has been collected from survey respondents using the 

coefficient of Cronbach’s Alpha. The next step was to test hypotheses to determine the effect among variables by multiple linear 
regressions. 
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Coefficients and item-total correlation are used to test the reliability of each variable. A variable can be classified as reliable if 
it has Cronbach's Alpha value greater than 0.60. This means that the variable has met the reliability test. In other words, the internal 
consistencies of the items in the questionnaires are acceptable.  

 
The result of the reliability test showed that all variables in this research are reliable as shown below. 

 
TABLE I. RELIABILITY TEST 

 
 
 
 
 
 
 
 
 
 
 

To understand the influence between the variables a multiple linear regression was conducted next. Multiple regression is a 
statistical technique that can be used to analyze the relationship between a single dependent variable and several independent variables. 
It also shows how strong the relationship is between two or more independent variables and one dependent variable.  

 
The independent variables can be proven to influence the dependent variable if the standard p-value is less than or equal to 

0.05. This will mean that the independent variable significantly influences the dependent variable with a confidence interval of 95% and 
a deviation rate of 5%.  

 
The result of multiple linear regression is shown below. 

 
TABLE II. MULTIPLE LINEAR REGRESSION 

Independent Variable Dependent Variable P-Value 

Course structure Student Satisfaction 0.002 

Course flexibility  0.043 
Course quality  0.024 
Technology usage  0.017 

 
The table shows that all independent variables have a positive impact on student satisfaction as all p values are below 0.05.  

Since all the p values are less than 0.05, we can reject the null hypothesis. 
 

We can conclude that online education has a positive impact on student satisfaction basis the variables used in this study. It can 
be observed from this table that Course structure seems to have the maximum positive impact on student satisfaction followed by 
technology usage and course quality. The student’s attitude towards the course structure also reflects their perception about interactivity 
and effectiveness of the system used. As compared to this course flexibility seems to have a less positive impact on student satisfaction.  

 
IV. Limitations & Conclusion 

This study observes the relationship of student satisfaction basis four independent variables namely, Course structure, Course 
flexibility, Course quality, Technology usage. However, there could be other factors that can be considered as well like students’ 
learning styles, perceived usefulness of the course, course fee and the value derived from it, time saved in travelling to attend physical 
course, learning intentions, learning attitudes to name a few. Consequently, factors leading to adoption of technology in itself is a 
complex process and can be further studied in detail. 

 
The study was conducted in a specific geography and with limited sample size. It may differ when conducted across multiple 

geographies, multiple educational levels, and a large sample size. Also, observations and qualitative insights will add further inputs to 

Variable Cronbach 
Alpha 

Remark 

Course 
structure 

0.92 Reliable 

Course 
flexibility 

0.90 Reliable 

Course quality 0.95 Reliable 
Technology 
usage 

0.93 Reliable 
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understand what drives student satisfaction better including the design of instructor development programs to improve their technology 
skill sets. 

 
Subsequent research can be done on the area of student satisfaction to explore further driving forces that can impact online 

education.  
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