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ABSTRACT 

Ministry of Higher Education Malaysia has made online learning as an essential module of higher education 

and lifelong learning. The effort includes the conversion of conventional undergraduate courses into Massive 

Open Online Course (MOOC) and requiring up to 70% programs to use blended learning models. However, 

the new challenges in e-learning are characterized by the increased focus on users' reactions and changing 

needs. Thus, the primary objective of this study is to identify the e-learning service quality dimensions that 

preferred by undergraduate students in MOOC. This study will use qualitative method, where the researcher 

will interview sixteen informants from Faculty of Hospitality and Tourism Management, UiTM, Puncak 

Alam, Malaysia. All the informants had completed at least 3 MOOC courses in 2017 through platform of 

OpenLearning. The finding of this study might improve the way the instructors created their MOOC courses. 

Moreover, the findings also will give further knowledge on the importance of e-service quality in the online 

education. This will be a valuable framework for future researcher who are examining the relationships of the 

construct in the online education. 
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1. INTRODUCTION 

E-learning is a rapidly growing phenomenon in the 

education sector, where it caters to the needs of modern-

day learners [1]. Approximately, 5.5 million students 

worldwide were taking at least one class online [2]. In 

Malaysia, e-learning has become the major part of 

experience in teaching and learning to the instructors and 

students [3]. Data shown that 67.6 percent of internet user 

in Malaysia are using internet for study purposes [4]. 

In Malaysia, Massive Open Online Course (MOOC) 

started after Ministry of Education Malaysia created 

National e-Learning Policy 2.0. The policy is about online 

pedagogy where the Ministry of Higher Education 

Malaysia (MOHE) required each of the local universities 

in Malaysia to provide online courses by using MOOC [5]. 

Through the medium of MOOC, MOHE anticipate that it 

offers better direction on career option and education, 

balancing the student’s morality and knowledge that 

prepares the students for employment and challenges in 

the future. With MOOCs courses, the instructors will no 

longer be the main source of courses information.  

This leads to changes in conventional methods of teaching 

and learning in Malaysia. Although MOOC were new, but 

the finding showed positive acceptance of MOOC in 

teaching and learning by the students [6].  

However, one of the Malaysian academicians, Prof. Tan 

Sri Dato’ Dzulkifli Abdul Razak, in the newspaper article 

in The Sun Daily (11th January 2018) argued on the 

alarming issues and challenges pertaining the self-learning 

in MOOC in Malaysia. He claimed that Malaysian 

government was too fast in introducing new learning 

concept, in which may have no significant differences 

between the previous one. He was focusing more about the 

changes from heutagogy (self-determined learning) 

concept towards two new learnings concepts: paragogy 

and cybergogy [7].  

Ironically, successful online learning normally requires 

students to commit more time and effort than they would 

in a traditional class. Furthermore, there is no effective 

correlation between the student’s engagements in MOOC 

and motivation factors for them to complete the course. 

These behaviours may arise as they are no specific 

obligation, warning or penalty that encourage them to 

complete the MOOC course they enrolled [8]. Besides, 

most of the students who completed the MOOCs are 

usually the undergraduate students. They were enrolled as 

the fulltime or part time students at the particular 

university, in which raised the questions of how many 

non-undergraduates students might have completed the 

MOOCs courses [9]. 
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Meanwhile, researchers argued that large numbers of 

students enrolling the MOOCs courses never received any 

personal knowledge or advice to encourage them to 

complete the course [10, 11]. This uncommon practices 

may lead to numerous negative outcome such as, the 

students might feel unhappy with the online learning, 

becoming frustrated, or overwhelmed, and lastly 

incomplete the course [10]. Thus, this paper research 

objective and research question:  

RO1: To investigate the factors e-learning service 

quality in MOOC specially in the field of hospitality and 

tourism.  

RQ1: What are the e-learning service quality 

preferred by undergraduate students in MOOC 

2. LITERATURE REVIEW 

2.1. Overview of MOOC 

MOOC was first developed by George Siemens and 

Stephen Downes in 2008. Generally, the main idea of 

MOOC is offering a free online course enrolled by students 

from all around the world without the university entry 

requirements. The MOOC courses was well designed and 

developed by the instructors, later will become the 

facilitator of the courses, while the students study the 

courses during their free time by experiencing a complete 

online course only by using internet connection [12]. 

Besides, MOOC is an unique opportunities and a tools to 

expand the access into the global education [13, 14]. There 

are more than 70 of MOOC providers and above 700 

universities around the world have launched free online 

courses [15, 16]. At the end of 2016, approximately 58 

million students take at least one MOOC [16]. The most 

popular website for MOOC are edX, Coursera, Futurer 

Learn, and Udacity. However, Ministry of Higher 

Education in Malaysia selected Open Learning as Malaysia 

National MOOC platform as its allows everyone to create, 

sign up and run in any course from anywhere [15, 17]. 

2.2. Limitation of Service Quality assessment 

in education sector 

Service quality refers to the comparison between customer 

expectations of what an organization should deliver and the 

perceived service performance [18]. Thus, the key to 

measure and understand service quality is from the 

customer judgment of how the service is perceived and the 

overall impression of organization performance and it 

services [19].  

Besides, e-service is different from traditional service as it 

is based on interactive information program between 

service providers and customers [20]. Therefore, e-Service 

quality can be identified as interactive, content centre, and 

internet based customer service and shared with the support 

of technologies and systems offered by service providers, 

which intention to support the relationship between service 

provider and customers [21]. 

Previous researches focused on the service quality in higher 

education by adopting SERVQUAL model [22, 23, 24]. 

However, with the criticism of application of generic model 

in higher education, as result there are alternative models 

and measurements such as HiEduQual is to measure the 

level of service quality in higher educational institutions in 

India that abandonment how level of service in education 

has changed [25], and HEdPERF was proposed to focused 

on the staff, physical facilities, academic staff, and 

institution was not focused on the e-learning in Higher [26].   

Previous studies show that there is positive and significant 

relationship between interaction and student learning and 

satisfaction [27, 28]. However, student-instructor 

interaction has no strong influence on student satisfaction 

[29]. Nevertheless, students’ experience in e-services of 

online learning in higher education requires attention as 

well. Moreover, both public and private universities need 

valuable information to identify the e-learning service 

quality in order to understand the factor that can impact their 

students’ perception or experience towards their e-learning 

courses. 

3. METHODOLOGY 

To get more comprehensive understanding on the 

occurrence, qualitative method will be use in this study. 

Besides, qualitative study can discover a fundamental 

research interest and the connection between them [30]. 

Meanwhile, for the data collection, this study will use cross-

sectional study where the data will be collect once to answer 

the research questions. This study will use a purposive 

sampling technique. This technique is considered a 

nonprobability sampling technique that relies on the 

judgment of the researcher when it comes to selecting the 

informants that are to be studied. Meanwhile, the goal of 

purposive sampling was not to randomly select students 

with the intention of generalizing. Therefore, the main goal 

is to focus on characteristics of the population of interest 

which is students who already completed three MOOC 

courses in 2017 through platform of Open Learning. 

Hence, the researcher will be interviewed sixteen 

informants from Faculty of Hospitality and Tourism 

Management, UiTM, Puncak Alam, Malaysia, which is 

consisting of eight undergraduates’ students of semester 5 

and eight undergraduates’ students of semester 6 [31]. All 

the informants had experienced in learning through MOOC. 

All of them had completed at least 3 MOOC courses in 2017 

through platform of Open Learning.  

The data will be collected through an informal interview to 

help researcher participate in naturally unfolding events and 

to observe the unit study as objectively and carefully [32]. 

The interviews will be conducted in English and Malay 

language as English is not Malaysian first language and all 

the data collected were translated in English. The interviews 

will take about thirty to forty minutes for each informant. 

During the interview process, all the answer will be 

recorded in the audio form. 
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4. CONCLUSION 

In conclusion, the finding obtained may help MOHE in 

getting some input on how to improve and upgrade the 

education system more efficiently. Besides, the findings 

will give instructors, MOOC’s website platforms the 

dimensions of e-learning service quality that being needed 

to increase the students’ experience. Indirectly, the goal of 

MOHE where Malaysia become the region education hub 

by the year 2020 can be achieved. 
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