
Psychological Construct as Core Determinant of Effective E-Learning 

Process 

 

SUBMITTED BY     HASSAN JALIL SHAH 

       PH.D SCHOLAR  

RESEARCH SUPERVISOR    DR. SAMAN ATTIQ  

 

ADVANCE STUDY AND RESEARCH BOARD 

______ 

(Convener) 

___________        ___________ 

(Member)            (Member) 

___________        ___________ 

(Member)            (Member) 

   Higher Education Comission 

Sector H-9 Islamabad 

www.hec.gov.pk



i 
 

Psychological Construct as Core Determinant of Effective E-Learning 

Process 

 

BY 

 

_____________________________ 

HASSAN JALIL SHAH  

NDU-LMS/PhD-13/F-009 

 

 

_____________________________ 

DR. S aman Attiq 

(SUPERVISOR) 
 

 

 

 

______________________________ 

PROF. DR. PERVAIZ IQBAL CHEEMA 

(DEAN, FACULTY OF CONTEMPORARY STUDIES) 

 

 

DEPARTMENT OF LEADERSHIP AND MANAGEMENT 

STUDIES 

NATIONAL DEFENCE UNIVERSITY, ISLAMABAD 

JUNE- 2016 

  



ii 
 

Psychological Construct as Core Determinant of Effective E-

Learning Process 

 

By 

 

Hassan Jalil Shah 

Reg.No: NDU-LMS/PhD-13/F-009 

 

 

Submitted in partial fulfillment of the requirements for the Doctor of Philosophy degree in 

Leadership and Management Studies at the Faculty of Contemporary Studies, National Defence 

University, Islamabad. 

 

 

DEPARTMENT OF LEADERSHIP AND MANAGEMENT STUDIES 

NATIONAL DEFENCE UNIVERITY,ISLAMABAD 

JUNE, 2016 

 

 

 

 

 

Supervisor -----------------------------------   Date: ----/----/2016. 

 (Dr. Saman Attiq) 

  



iii 
 

COPYRIGHTA®2016 BY HASSAN JALIL SHAH 

All rights are reserved. No part of this material, protected by this copyright notice, may be reproduced 

or utilized in any other form or any means, electronic or mechanical, including photocopying, recording 

or by information storage and retrieval system, without the permission from the author. Strict legal 

action will be taken against the violators. 

  



iv 
 

 

  

 

 

 

IN THE NAME OF ALLAH, THE MOST MERCIFUL AND 

BENEFICENT



 
 

v 
 

 

DEDICATIONS 

 

 With the bowed head, I dedicate this thesis to the Exalted and Al Mighty Allah who gave me 

the strength and courage to seek knowledge.  

 

 

 

 

       Hassan Jalil Shah   



 
 

vi 
 

DECLARATION 

 

I, the undersigned, hereby declare that this dissertation entitled, “Psychological construct as core 

determinant of effective e-learning process” is my own work and that all the sources I have used 

or quoted have been indicated or acknowledged by means of completed references. 

 

 

 

 

 

 

 

Signature: ------------------------------------------- 

 

Name: Hassan Jalil Shah 

 

Date: ----------------- 

 

 

 

 

 

 



 
 

vii 
 

FORWARDING SHEET 

 

Psychological Construct as Core Determinant of Effective E-Learning Process, 

submitted by Hassan Jalil Shah, Reg. No. NDU-LMS/PhD-13/F-009 in the partial 

fulfilment of Ph.D. degree in Leadership and Management Studies with specialization in 

the subject topic has been completed under my guidance and supervision. I am satisfied 

with the quality of student’s research work. 

 

 

 

 

 

 

 

Date: --------------------------   Signature: -------------------------- 

      Dr. Saman Attiq 

 

 

 

 

  



 
 

viii 
 

CERTIFICATE 

 

 

I, Dr. Saman Attiq, National Defence  University Islamabad, supervisor of Mr. Hassan Jalil 

Shah, research student of National Defence  University Islamabad, do hereby certify that the thesis 

entitled “Psychological Construct as Core Determinant of Effective E-Learning Process.” 

being submitted in partial fulfilment of Ph.D degree in the discipline of Leadership and 

Management Studies is an original research work of the student except where otherwise 

acknowledged in the text, has not been submitted or published earlier for obtaining any degree 

from this or any other university or institution. The thesis is complete in all respects and ready for 

evaluation by external subject’s experts. 

 

 

Dr. Saman Attiq 

Department of Leadership and Management Studies, 

National Defence University, Islamabad. 

 

 

Date: ----------------------------    Signature: ----------------------------- 

 

 

  



 
 

ix 
 

Abstract  
 

The purpose of the current study is to examine the role of external influences (i.e. E-

environment and Technology-Internet-Quality) associated with individual’s psychological 

influences (i.e. Learning Orientation, Learning Motives, Perceived-Ease-of-Use and Perceived-

Usefulness) and customer satisfaction. Basically, study identifies the environmental, technological 

and psychological perspectives in the development/creation of particular of consumer’s response 

behaviors through the cognitive process in the context of e-learning.  

Current study was based on descriptive and causal research design. Data was collected 

from a sample of 1,338 customer / students of e-learning (from three universities providing E-

learning education) through convenient sampling. Hence, responses were analyzed using structural 

equation modeling through AMOS 22. 

The results suggest that customers’ e-environmental, technological and psychological 

influences play a significant role in the development of customer satisfaction as well as subjective 

well-being.  In comprehensive manner, the finding indicates that ‘E-environment (i.e. Self-Paced 

Learning Environment and Instructor-Led Learning Environment)’ and ‘Technology factors (i.e. 

Technology Quality and Internet Quality)’ have positive impact on individual’s psychological 

influences (i.e. Learning Orientation, Learning Motives, Perceived-Ease-of-Use and Perceived-

Usefulness) and which ultimately determine customer’s satisfaction and his/her subjective 

wellbeing. Finally, the overall results of the current study contribute in building a rigor of social 

cognitive theory and consumer planned behavior theory in the context of e-learning.  

The study, adds significant value to the literature in three ways: first, it provides 

comprehensive discussion on e-learning construct and also the role of motivational forces in the 
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formation of customer satisfaction as well as his/her subjective well-being from two perspectives 

i.e. external influence (e-environment and technology elements) and internal influence 

(psychological elements). Second, Stimulus-Organism-Response framework is used to 

conceptualize and propose that an individual’s external influences affect the psychological 

influences, thus leading to the development of response behavior. Third, conceptual framework is 

based on the integration of two disciplines in the formation of individual ‘behavior i.e. ‘consumer 

behavior’ (Stimulus-Organism-Response Model) and Information Technology (Technology 

Acceptance Model). Basically, this framework is used to test and verification of the individual’s 

planned behavior theory derived from individual psychology, social psychology and IT. According 

to consumer’s cognitive process, it is established that customer’s e-environmental, and 

technological factors have significant impact on psychological characteristics which ultimately 

effects his/her response behaviors. 

This study would be helpful in making good relationships with customers/students to 

improve their learning skills and enhance learning motives. To the knowledge of the researcher, 

the study of customer satisfaction and subjective well-being simultaneously in individual’s 

psychology, consumer behavior studies and technology contexts is almost ignored. Neither has it 

been studied quantitatively. Thus, the current study also intends to fill these gaps and contributes 

to the existing literature on these issues besides improving the understanding of the academicians, 

policy makers, universities’ management, psychologists, behaviorists, IT experts and marketers 

regarding these major issues working behind e-learning implementation. 
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CHAPTER 1 

INTRODUCTOIN 
____________________________________________________________________________________ 

1. Introduction 

Education process, the center of development of individual intellectual capacity, is a 

continuous and evolving phenomenon. In the emerging knowledge based economies, education is 

considered as the main strategic pillar of sustainable economic growth and social events. The 

importance of innovative disruptions becomes vital in education when seen in the backdrop of 

human capital being linked to the economic growth of any emerging society. Responding to the 

evolving requirements of emerging labor and customer market, would therefore require investment 

in human capital in the shape of major investment in education and adaptation of new technologies 

having impact on the education. As an agent of change, the education environment, should 

therefore respond to the challenges by enhancing quality through implementing new concepts and 

marketing strategies to face the challenges which are affecting today’s environment.  

Considering students as the main stream of marketing, the contemporary educational industry 

is highly responsive to the needs and expectations of students by developing. Addressing the needs 

and expectations, the educational strategies focus on satisfying students’ informational and 

intellectual development requirements. Drawing an analogy between marketing and education, the 

bench mark in marketing success is measured in sale figures of a product, the success of an 

educational institution is measured by students’ achievement.  



 
 

3 
 

The tumultuous changes which have impacted the society owing to the accelerated 

technological evolution has left its foot prints on education with equal intensity, resulting into 

adaptations and behavioral changes imposed on all the stakeholders related to education sector. 

The emergence of e-learning, corollary to integration of technology in the traditional streams of 

education not only changed the dynamics of labor market and customers’ needs but also resulted 

into the need of lifelong learning. With the focus on interaction, responsibility, surplus of 

interactivity, and collaboration, the introduction of technology in traditional education has caused 

behavioural changes in the stakeholders. The creation of an effective education system in this 

backdrop calls for in-depth understanding of consumer behaviour, factors influencing behaviour 

and psychological process of decision making. For successful implementation process of 

innovation and meaningful assessment of its effectiveness, understanding the perceptions, motives 

and apprehensions of the primary consumers of educational (e-learning) services is therefore of 

utmost importance (Cristina, Emanuela, & Adriana, 2010).  

1.1 E-Learning in Marketing Context 

The focus of this research is on evaluating the impact of major behavioural theories on student 

customers, seeking to establish and explain the impact of environment and technology on the 

factors which would assuage the satisfaction of the e-learning students, which would ultimately 

lead to the subjective well-being of the learners, the main customers of the educational products 

and services. The results of this investigative study may lead to the development of a complex 

behavioural pattern, focusing on the education market by assimilating the behavioral aspects of all 

stakeholders who provide education and confront them with the main factors of influence. 

The onslaught of the new technologies along with the rapid advances in the existing 

technologies has flooded the marketplace with innovative products and services (Parasuraman & 
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Colby, 2007). Having embraced the Hi-tech revolution, marketing in the new millennium has 

become increasingly competitive, fragmented and facing low cost competition. With customer 

becoming more literate and interactive through remote technological channels, understanding the 

implications for market-customer relationships has become more important than ever (Durkin & 

Howcroft, 2003).  

To face the onslaught of technology in marketing, organizations and marketers are 

increasingly focused on integration of web-based technologies into their operations so as to 

transform their traditional system into virtual systems (Aladwani & Palvia, 2002; Dominici & 

Palumbo, 2013; Murillo & Vela´zquez, 2008).  This transformation from traditional marketing 

environment into virtual environment and digitization of marketing economy has resulted into 

creation of an online environment, the epitome being the online shopping wherein, free from the 

limitation of time, space and travel, customers can now shop flexibly in the luxury of their home 

(Kaufman-Scarborough & Lindquist, 2002). Globally, companies like Amazon, ebay, spotify and 

Alibaba are harvesting the fruits of digital marketing and today all the leading brands and stores 

are offering their products online. The same trend is being followed in Pakistan, where online 

shopping is gaining wider currency.  

In the cut throat competition, the digitization of market has also impacted on the traditional 

concepts of marketing relationship where the acceptance, buying motives, customer satisfaction 

and customers’ loyalties in online environment are being conceptualized through the framework 

of online and offline environment in terms of e-satisfaction and e-loyalty (Bashar & Wasiq, 2013; 

Shankar, Smith, & Rangaswamy, 2003; Sumathi & Saravanavel, 2003).    



 
 

5 
 

Customer service is a valuable commodity in the marketing world as it directly affects the 

bottom line. Marketing, in its true manifestation has become an acknowledged reality in the higher 

education environment (Jurkowitsch, Vignali, & Kaufmann, 2006). In the wake of tumultuous 

impact of technology, struggling economy and cutthroat competition, the revenues of traditional 

seats of learning are rapidly decreasing. Faced with resource crunch, educational institutions are 

placing renewed focus on meeting the expectations of their students by treating them as customers 

(Boyed, 2012). It is this quest for customers’ satisfaction that taking advantage of technology 

revolution, organizations and educational institutions have innovated the delivery of education in 

the shape of introducing E-learning as a mode of employee training and students learning (Al-

Musawi, 2011).  

Customer satisfaction is at the core of every business and organizations catering for the 

customers’ satisfaction enjoy a greater competitive advantage than those organizations which fail 

to address this important aspect (Barsky & Nash, 2003).  It is generally believed that raison d'être 

of any enterprise is customer satisfaction (Valdani, 2009). The increased usage of technology and 

proliferation of web-based applications has increased customers’ power to such an extent that the 

distinction between producer and customer has become blurred, resulting into customer becoming 

a ‘prosumer’ from customer (McLuhan & Nevitt, 1972; Toffler, 1980). With its roots in the 

customer satisfaction, the customer satisfaction concept can be applied to student satisfaction with 

impunity (Zeithaml, Parasuraman, & Berry, 1990).  

The European Commission elaborates that e-learning is use of the multimedia technologies 

and internet with a motive of enhancing the learning quality by simply giving approach to 

resources and services, and by facilitating with collaboration and remote exchange ( Alptekin & 

Karsak, 2011).  
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Service providers of E-learning are well aware of the impact that Internet casts on their 

activities and are engaged in developing new applications and interfaces by applying their 

significant amount of time and money into it. In fact, the market has expanded with a growth rate 

of 36% during past few years (Alptekin, et al., 2011; Shah & Attiq, 2016)). E-learning systems 

provide an authentic solution of dealing with problems associated with physical mobility, by 

allowing people to join individual online courses while staying at homes. Although university 

students are basic concern but corporate training is also an important target for providers of E-

learning. 

 

The real motive of every business is to satisfy all needs that lead to customer satisfaction. 

Organizations that are capable of understanding and satisfying customers’ needs are more 

profitable than those who cannot (Barsky et al., 2003). Focusing on customer satisfaction is not as 

convenient and simple as it looks; this mandates creation of schedules, strategies, operative and 

methods for identification of customers’ needs and designing services and products accordingly. 

Customer satisfaction should not be anticipated to be point of difference among competitors, but 

it should also be interpreted as a business philosophy that creates customer’s value, comprehending 

and taking care of their expectations and needs by taking it all as a responsibility. The existence of 

organizations is because of their satisfied customers (Valdani, 2009). In the customer’s context, 

the revolutionized virtual world has made it convenient to interact with applications that are web 

based, thus customer is more empowered and becoming ‘prosumer’.   

McLuhan, et al., (1972) predicted that customers would become producers owing to the 

advent of electronic technologies. After a few years, (1980) explained the term ‘prosumer’ as 

guessing the vague difference between the customer and producer because of concentration of 
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standardized products in the markets, which would consequently gear the need to sort out high 

levels of personalization and product differentiation. It indicates that in order to achieve customer 

satisfaction recognizing customer’s need is not enough anymore because customers want their 

involvement in designing of new product or service. Firms should be able to manage value creation 

with the help of customers. 

1.1.1. The student as a customer today 

Marketing is widely acknowledged in the competitive environment of higher education 

(Jurkowitsch, Vignali, & Kaufmann, 2006).  Goldgehn (1991) explain marketing ‘‘as an excellent 

way to attract students” (p. 40). For many institutions, student satisfaction remains oscillating in 

the admissions office, and fulfils [sic] strictly a function of sales and promotions. Customer 

satisfaction has given rise to the concept of student satisfaction. Zeithaml, et al., (1990) pondered 

on understanding the gap between expectations and consumption experiences in order to measure 

the concept of satisfaction. This concept needs improvement with a motive to apply it to 

educational services with a view to settle administrative policies, educational goals and 

constitutional amendments (Lunenburg & Ornstein, 2011; Stone & Thomson, 1987).  

Satisfaction has been asserted to be an emotional issue, which could be identified as an 

individual concern by taking beliefs and personal experiences as a base (Oliver & Swan, 1989). 

Based on this assertion, by involving emotional issues in the context of student’s satisfaction, the 

phenomenon of satisfaction can be explained as to what student perceives about attitude towards 

activities related to learning (Sun, Tsai, Finger, Chen, & Yeh, 2008; Drennan, Kennedy, & 

Pisarski, 2005). Whereas happiness can be viewed as a part of satisfaction with this perspective, 

students’ satisfaction may be considered as the basic outcome of education they receive (Snders 

& Chan, 1996). Satisfaction can also be regarded as a tool to increase quality that is designed with 
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a motive to improve the experience of student (Wiers-Jenssen, Stensaker, & Gr⊘ gaard, 2002; 

Harvey, Plimmer, Moon, & Geall, 1997). To track students’ satisfaction, educational institutions 

needs to constantly gather data and information about thinking of students towards their services. 

Ability of educational institutes to monitor and address student’s requirements is 

considered as measure of their efficiency and success by many authors (Rasli, Danjuma, Yew, & 

Iqbal, 2011). Universities can use the information gathered about student satisfaction for 

developing a better understanding of their needs and design their services according to student’s 

desires. E-learning due to its empowering and relevant educational characteristics is flourishing 

with an unprecedented speed and considered the need of the hour. E-learning enables students to 

select from a variety of products. Comparing to a traditional learning course, students adopting E-

learning as mode of education can opt for the course which best suit their requirements with their 

own free will, free from multiple barriers and physical, financial or geographical limitations.  

The globalization, the introduction of cutting edge educational technologies, weaning 

governmental financial support, reduced funding and unprecedented competition between 

educational institutions to attract students for revenue generation has brought to the fore an 

interesting debate whether to treat student as a customer and education as a product and apply the 

theories and concepts of marketing to the field of education or otherwise. Proponents of both 

schools of thoughts have articulated their view points from different perspectives.  

 Kotler (1971, 1972) proposed treating students as customers and adoption of marketing 

strategies for attraction and retention of students so as to enable universities to overcome the 

recession in students demanding education from these institutions. Remarketing of education as a 

product was also advocated. Similarly, Convway, et al. (1994) expressed identical views on the 

status of treating students as customer with educational course/ programme as product. For long 
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term retention of students, inculcation of loyalty through marketing relationship has been proposed 

by Rashid and Raj (2006) proposed an E-relationship marketing model for higher education 

institutions. The said model is based on the attributes of relationship marketing with service 

quality, communication, customer orientation, experience, shared values, trust, commitment and 

loyalty as relational drivers.  Though not agreeing to the notion of treating students as customers 

in totality, Rashid and Raj (2006) also advocate adoption of customer oriented practices and 

marketing relationship by universities. The opponent of considering students as customers argue 

that contrary to customers who are cognizant of their needs and can choose their needs amongst 

the competing products, students may not have those self-serving tendencies. Universities may 

also not be able to determine the needs of students (Driscoll & Wicks, 1998). Brooks (2003) also 

substantiate the view that students cannot be treated as customers. 

 The evaluation of opposing viewpoints brings to the fore conclusion that in view of the 

changing dynamics of education in shape of designing of courses with job prospects in mind, the 

intense competition between universities in the domestic market as well. International market to 

attract maximum students for revenue generation, students may be treated as customer and 

universities may adopt market oriented practices for attracting maximum students.  There are 

major strategies are required such as aggressive marketing strategies and government level 

strategies to attract international students to win market from international competitors. Based on 

relationship marketing for inculcating for enhancing student’s loyalty through the internet as 

relationship building tool and student retention. This research would therefore use the terms 

students and customer interchangeably during the course of discussion.  

Bolton and Drew (1991) corroborated that though customer satisfaction and service quality 

are different concepts but both of these concepts cannot be separated.  With this backdrop, students 
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embracing e-Learning as a mode of education can be perceived as customers who can choose the 

services or products according to their choice and who could be provided with guarantee of their 

satisfaction (Bolton & Drew, 1991; Dominici, et al., 2013).  

1.2. Rationale of the Study 

The advent of a variety of technology enabled e-Learning tools has caused numerous 

changes in the educational delivery and support processes of higher education institutions. 

Research has shown that there is no substantial difference in learning outcome between e-learning 

and conventional learning methods (Biner, Bink, Huffman, & Dean, 1997; Allen, Bourhis, Burrell, 

& Mabry, 2002). E-learning has been found not only feasible, but also offer multiple advantages 

over traditional learning in terms of flexibility of time and space, convenience of asynchronous 

participation, learner centered and self-paced activity, global availability, a permanent record of 

learning activities, and a host of analysis tools (Bowers & Kumar, 2015; Liaw, 2008; Zhang et al., 

2004). The effectiveness of e-learning can be gauged from the fact that U.S. Department of 

Education has asserted that generally, online learning is found more effective than conventional 

class room learning (Bowers, et al., 2015; Planty, et al., 2009). 

The facts and figures about the growth of e-learning bears testimony to the profound global 

proliferation of e-learning industry. With the e-learning adoption rate of 55% in India and 52% in 

China, the international e-learning market is anticipated to reach $ 107 billion, Learning 

Management System (LMS) market $4billion and mobile learning market $8.7 billion by the end 

of 2015.  The rise of e-learning in corporate sector is also phenomenal. Presently, 77 % of US 

based companies are offering online corporate training to their employees, 8 % of companies are 

using Massive Online Open Courses (MOOCs), while another 7 % are considering to join the 

stream (Pappas, 2015). Sloan Consortium in a report has claimed that there are currently more than 
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6.1 million students registered in one online course (Bowers, et al., 2015). With 90 % of higher 

education institutions offering some form of online education and 31% of students taking 

minimum one online course, the growth rate of 10% has surpassed the growth rate of overall 

growth in higher education in US (Bowers et al., 2015).  The endeavors of MIT to offer bulk of its 

courses through the online medium has radiated a signal to institutes indicating the ever increasing 

significance of e-Learning, resultantly, 65 % of HEIs have made online education an integral part 

of their long term strategy (Bowers et al., 2015; Chang & Tung, 2008).  

However, the IT revolution in the later parts of the 20th century led to the establishment of 

IT based virtual universities. Seeing the tremendous response to e-Learning as the mode of 

education, all the leading traditional universities of the world are now offering education through 

dual mode i.e. conventional education as well as e-Learning (Islam & Selim, 2006).  

Though university students are the basic target of e-learning services, the corporate training 

is also an important target of e-Learning industry. In order to get a competitive edge in this 

tumultuous business environment, top management, marketers and companies employees, should 

be equipped with latest knowledge and technologies. Resultantly, many companies like Cisco 

Systems and Hewlett-Packard (HP) have adopted e-Learning for the training their employees 

(Zhang & Nunamaker, 2003). The main bodies of UN and its Departments and Offices spread 

around the world are also offering online training for job enrichment and increased productivity 

(UN, 2016).  

Keeping abreast with the latest trends in fusing technology with business development, a 

number of corporation and training institutions in Pakistan are also offering training and business 

development solutions to corporate world through e-Learning mode of business education. 

Management Development Institute (MDI-Pakistan), established in 1999 is providing international 
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quality education, training, consulting and project development services through online E-learning 

mode of training. To enable continuous education and training through this changing face of 

learning, MDI has collaborated with the leading US-based video learning content provider VADO 

(MDi , 2016).  Pakistan Society for Training and Development is another organization, which is 

providing creative learning solutions for industry since last 47 years. PSTD has also embarked 

upon the e-learning mode of training delivery to build and broaden professional leadership, 

capacity and capability in Pakistan (PSTD, 2016). 3i Logic provides Learning and Development 

(L&D) through e-learning training modules and developing LMS products and services (3i Logic, 

2016). Viftech Solutions, a subsidiary of N.S. Industry besides providing IT solutions also provide 

enterprise solutions to individual training programmes (Viftech, 2016). 

With flexibility and interactive connectivity, education is now available seamlessly, 

cheaply and beyond the time and space dimension.  This on demand method of learning provide 

learning opportunity to student customers through reduced training time and costs. It also bridges 

the void between preferences and needs and surmount the distance and barrier between national, 

regional and international distances (Wang, Wang, & Shee, 2007; Murillo, et al., 2008).   

Like other sectors of the globalized village, education could not have remained immune 

from the IT revolution and the global phenomenon of internet. With info now available at a click, 

technology has impacted our lives to an extent that it has changed the way we live as well as the 

way we learn (Dominici et al., 2013). Resultantly, the traditional domain of black board education, 

confided to class room is now giving way to education being imparted in the virtual environment 

(Marold, Larsen, & Moreno, 2002; Zhang, et al., 2003). E-Learning is one of the most spectacular 

contemporary developments in the IT industry dimensionality which has seen its realization due 
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to the exponential growth in educational technologies, allowing acquisition of learning through 

reduced costs and improved educational methodologies (Cross, 2004; Wang, 2003).   

The tremendous growth of the e-Learning industry is attributed primarily to its ability to 

give powers to customer s to choose from a variety of available services and products. Not bounded 

by the physical, geographical or financial constraints, e-learning customer has the liberty to choose 

the product/ service that best fits their requirement. Owing to their ability to choose the service/ 

product of their choice which would guarantee their satisfaction, e-Learner qualifies to be 

considered as a customer (Dominici, et al., 2013).  

1.3. Background 

Knowledge seeking has been as old as the history of mankind itself. Man has been learning 

and applying the acquired knowledge for survival and development (Davenport & Prusak, 1998). 

Education is a force multiplier and an enabling tool which equip an individual of the society to 

perform effectively and efficiently not only to raise own standard of living but also contribute in 

the overall progress of the society. The process of learning is an individualistic, complex and 

chaotic phenomenon, the organization, main streaming and accessibility of this main pillar of 

development have thus remained a major challenge of any society. The development and growth 

of society would not have been possible without innovation, learning and innovation have thus 

remained complementary cogs of human development. Technology has been the main instrument 

of innovative approaches to learning and overall development and the field of education owes its 

progress to a large degree to the adoption of educational technologies.  

 The urge to spread education flexibly, economically, seamlessly non-contiguously and free 

from the bounds of time and space gave prominence to distance education in the early 1850s in 



 
 

14 
 

many parts of the Europe and America (Schlosser & Simonson, 2002).  Distance education as 

defined by Rudolf Manfred Delling (1987) is the “a systematic and planned activity which 

constitutes the presentation, choice, and didactic preparation of teaching material as well as the 

support and supervision of students learning which is achieved by spanning the physical distance 

between the teacher and student by means of at least one appropriate medium (Keegan, 1986, p.58; 

Schlosser & Simonson, 2010, p.3; Simonson, 1999). 

The convergence of unparalleled technological innovation in communications and the 

demand for continuous learning brought distance education approaches to the pre-eminence of 

educational practice (Garrison R. , 2000). By virtue of its flexibility and affordability, the 

discipline of distance education saw a tremendous growth, with the leading universities like 

University of London offering DE in 1858 (Universit of London, 2015), Illinois State University 

in 1874, University of Chicago in 1891 and University of Queensland in 1911 (Pittman, 2013) etc. 

The epitome in DE came with the establishment of British Open University in 1970s (Tait, 2008).  

The exponential growth in educational technologies as a corollary of revolution in 

information technologies, advent of internet age, reduced costs and improved educational 

methodologies encouraged substantial investment and research in the field of distance education 

to surmount the difficulties in the DE, thus giving birth to the new phenomenon of e-Learning 

(Liaw, Huang, & Chen, 2007). The University of London is credited to be the first University 

which offered distance learning degrees in 1828 (Rothblatt, 1988). International agencies involved 

in promoting education like World Bank (WB), UNESCO, and European Commission etc have 

claimed distance and open learning to be gaining currency since 1990 (Perration, 2007).   
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1.3.1 E-Learning: Developing vis-à-vis Developed Countries 

Being in the nascent stage of development, the challenges being encountered in the 

implementation and adoption of e-Learning in the developing countries vary from the developed 

countries. Towards this end, Ayesha (2013) carried out a qualitative study and undertook a 

comparison of Pakistan with developed countries to identify the problem of implementing e-

Learning in Pakistan. Major issues identified are technology and system quality. The eagerness of 

developing countries like Pakistan to integrate e-Learning mode of education notwithstanding, 

they continue to experience a host of issues including; lack of resources, internet access, 

underdeveloped infrastructure, lack of support from institutions, personal characteristics, cultural 

barriers and lack of policy guide lines for promoting e-Learning mode of education (Bhusiri, 

Xaymoungkhoun, Zo, Rho, & Ciganek, 2012; Nawaz, 2012). The obtaining law and order 

environment resulting into frequent closing of educational institutions along with economic 

constraints make e-Learning a panacea for most of the problems encountering higher education in 

Pakistan (Khan B. H., 2005).  

1.3.2 Overview of E-learning in Pakistan 

In Pakistan, higher education is being used as a catalyst for social and economic uplift of 

the masses (Iqbal & Ahmad, 2010). The Higher Education Commission (HEC) acts as the 

overarching body for supervision of universities and degree awarding institutions. The mandate of 

HEC is to evaluate, improve and promote research and higher education in the seats of higher 

learning in Pakistan. Higher Education has been categorized in three segments by HEC including; 

public sector, and private sector universities, and institutions focused on specific disciplines (Farid, 

et al., 2015; Finance, 2014). With 139 degree awarding institutions and universities offering higher 



 
 

16 
 

education, demand for higher education far exceeds the existing capacity of these institutions of 

higher learning (Khattak, 2010).  

Research carried out to identify the obstacles in promotion of education has concluded that 

a host of issues continue to impede the promotion of education in Pakistan at all levels of education 

in general and at the higher echelon of education in particular. These problems to be surmounted 

include; outdated curriculum, shortage of quality faculty, students’ low level of motivation, 

skewed urban-rural divide, acute gender inequalities and dis-equilibrium in the inter provincial 

educational development (Aziz, et al., 2014; Shah & Attiq, 2016). With the burgeoning population 

of 170 million having urban-rural divide standing at 49:51 and literacy level of 76%, allocation of 

2% of the GDP on education, speaks volumes about the priority being given to the development 

of education in Pakistan (Finance, 2014; Rehman, 2014).  

With the bulk of the population living in rural areas of Pakistan, access to higher education 

in rural areas is hampered by lack of awareness of the importance of education as an instrument of 

economic uplift, lack of educational facilities, which is accentuated by lack of quality faculty. Lack 

of access to education in general and higher education in particular continues to be the main 

challenge in development of human capital along with transformation of this asset into knowledge 

based economy. The efforts to develop higher education and the diversify from 

conventional/traditional education to the new avenue of learning i.e. e-Learning seems to be a 

daunting task in view of meagre allocation of funds for the development of education (Qureshi, 

Ilyas, Yasmin, & Whitty, 2012). This calls for a paradigm shift from traditional brick and mortar 

education system to the technology mediated educational ventures through adoption of integration 

of ICT in the higher education system in the shape of e-learning mode of education.  
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With the focus of research on identification of challenges, issues and problems being 

confronted in implementation and adoption of e-Learning in Pakistan, the volume of research 

carried out on e-Learning in Pakistan is far from satisfactory (Farid, et al., 2015; Shah & Attiq, 

2016). Pakistan like other developing countries has still not reaped the full benefits of e-Learning 

owing to a host of factors including technological considerations and socio-economic barriers 

(Sife, Lwoga, & Sanga, 2007). Post 2000, Pakistan has witnessed a technological growth in 

infrastructure for digital connectivity. Technology integrated education in Pakistan is governed 

under the “ICT in Education Master Plan– 2007” (HEC, 2015). This plan defines the strategies for 

using ICT in expanding educational opportunities, improving student learning, and developing 

capacity at all levels (HEC, 2015).  Establishment of Virtual University of Pakistan (VU) in 2002 

and National ICT R&D is a step in the same direction (Toor, 2005; Pakistan, 2015).   

1.3.3 E-learning: Student Perspective 

 In broader context, E-learning is considered a substitute for the conventional system of 

instructions”. The effectiveness and efficacy of e-learning is at par with conventional medium of 

teaching with the level of motivation of e-learning learners on the higher side (Khan S. B., 2012). 

Few studies also recommend that learning and teaching process may be made more lucrative by 

embracing ICT in education e.g. (Khan & Jumani, e-Learning versus Traditional Learning in 

Pakistan, 2012). The study recommended hectic efforts by all stakeholders and different handling 

due to the diversities of available technologies, professionalism, and variations in economic, 

political, personal, social and cultural contexts (Nawaz & Khan, 2012). The development practices 

as well as approaches differ in developing and developed world owing to the contextual disparities.  

To delineate the problems and opportunities of e-Learning in implementation of higher education 

in developed vis-à-vis developing worlds, few studies have identified a host of issues including 
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broader social background, user-demographics, and government and institutional policies (Nawaz, 

2012).  

Moreover, implementing e-Learning poses not only organizational and technical 

challenges, but also requires a promotional strategy. Pakistan’s eagerness to implement the e-

Learning paradigm notwithstanding (Farid, et al., 2015); the Pakistani higher education system 

faces many problems at all tiers such as low student motivation and acute shortage of qualified 

faculty etc. (Aziz, et al., 2014). Authorities on e-learning studies found that core problems include 

internet quality, infrastructure, institutional support and most important is personal/psychological 

factors need to analyze in the promotion of e-learning (Bhuasiri, Xaymoungkhoun, Zo, Rho, & 

Ciganek, 2012; Nawaz, 2012).  

Few studies have also been conducted from other disciplines i.e. perspective other than 

Virtual education such as ‘Virtual education: Instructional paradigms and student’s attitude 

towards virtual education (Hussain, 2007)’ and E-health perspectives such as ‘Success of e-health 

practices are based on e-health polocies and top management support and infrastructure barriers to 

e-health implementation in developing country (Qureshi, et al., 2013). 

 In Pakistan, a number of qualitative researches have been conducted to determine the 

efficacy of e-learning vis-à-vis the prospects of adoption of e-learning mode in seats of learning 

(from student’s perspectives). Undergoing through its nascent stages, e-Learning continues to face 

challenges in Pakistan, which are obstructing adoption of e-learning at a massive scale. Towards 

this end, various perspective/issues have been discussed in e-Learning context in Pakistan. The 

host of issues evaluated in these studies include; critical issues for e-learning promotion (Farid, et 

al., 2015), E-learning: threat and opportunities (Kundi & Nawaz, 2014; Farid, Ahmad, Niaz, 

Imtiazi, & Asghar, 2014), Computer usage and attitudes (Jawaid, Hafeez, Khan, & Khalique, 
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2013), E-learning: methodologies (Nawaz, Hussain, & Zaka, 2013), Communication technologies 

and use of information (Sana, & Mariam, 2013),  E-learning: change management and its shifting 

paradigms (Nawaz, 2012; Nawaz, & Khan, 2012; Nawaz, 2014), E-learning: implementation 

challages (Qureshi et al., 2012), Traditional learning versus e-learning (Khan & Jumani, 2012), 

Impact of IT on e-learning system (Ali, Ahmed, Shaikh, & Bukhari, 2011), user-satisfaction,  

prediction of the problems, and prospects of e-learning (Qureshi, Nawaz, & Khan, 2011), 

Predictors of e-learning success (Kundi, Nawaz, & Khan, 2010), User’s attitude and behavior 

towards internet use (Safdaar, Qutab, & Mahmood, 2010),  Case study of AIOU: quality of 

education (Iqbal, & Ahmed, 2010), Promoting strategies and challenges (Siddiqui, 2007) and ‘A 

Hybrid Distance Education Model’ (Sherazi, & Ikram, 2002) etc. The enumerated studies 

notwithstanding, DE continue to face barriers like technological hindrances, domestic distractions, 

lack of experience economic constraints, learner-instructor interaction and lack of support services 

(Galusha, 1997). By summarising major results of above mentioned studies, host of critical factors 

have been identified such as: electricity failure, lack of technical support, borrowed e-learning 

models, lack of knowledge about technology, ineffective user training, and lack of user perception, 

computer literacy and access, technical difficulties, security/privacy, learner-learner interaction.  

Lack of proficiency in English and resistance to change etc. have been recognized as the most 

significant barriers to successful integration of e-learning.   

However, the research carried out for evaluating the impact of critical factors of e-learning 

in quantitative context has been scarce. Studies carried out include; ‘Students’ acceptance and 

commitment (Riaz, Riaz, & Hussain, 2011), Factor effecting learner’s satisfaction (Malik, 2010), 

Students’ attitude towards internet use (Rehman, Hunjra, Safwan, & Ahmad, 2010). Finding of 

these studies’ inidcate that friendly interface of the online learning environment, instructor and 
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student attitude towards technology, instructor response, computer efficacy, and proper facilitation 

of technical matters are critical factors that impact upon student satisfaction towards online 

education. Many studies have also given recommendations for future research, particularly in the 

development of learner’s attitude and behavior regarding e-learning in Pakistani context (e.g. 

Malik, 2010; Riaz et al., 2011), and technology quality assurance model for e-learning adoption 

(e.g. Farid, et al., 2015).  

The tremendous growth rate, huge benefits and numerous opportunities offered by e-

learning notwithstanding, e-learning continues to bleed through an attrition rate which is higher 

than conventional learning opportunities (Boston , Ice, & Gibson, 2011), (Wu, Tasi, Chen, & Wu, 

2006). Numerous studies have been carried out to investigate and determine the causes of 

dissonance, lack of satisfaction and high attrition rate in e-learning. Main reason advocated are; 

isolation, lack of interaction and disconnectedness, lack of social presence and lack of motivation 

(Keengwe, 2015), (Bolliger & Inan, 2012).  Learner as well as instructor attitude toward e-

Learning, course flexibility, course quality, computer anxiety, perceived ease of use, perceived 

usefulness, and diversity in assessments have also been found to be critical factors influencing 

students’ satisfaction in e-learning environment (Arbaugh, 2000, 2002; Chang, et al., 2008; 

Piccoli, Ahmad, & Ives, 2001; Thurmond, Wambach, Connors, & Frey, 2002) 

1.3.4 E-Learning: Customer Perspective 

There are very few studies which are conduct with the perspective of e-learning 

phenomenon in the context of marketing and consumer behavior perspectives. Researchers studies 

such as Vaikunthavasan and Samarakoon, (2015) explored the relationships between market 

orientation, innovativeness and performance in E-Learning Programme of the Government 

Universities in Sri Lanka and e-learning and market orientation. Similarly, Flavián et al., (2013) 
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proposed a theoretical framework based on market orientation to give an insight into student’s 

intentions to continue e-learning in Universities of European Union. Whereas, Dominici and 

Palumbo, (2013) found student satisfaction of e-learning in non-academic courses of university 

students for identifying their expectations and established core features of e-learning product in 

the formation of customer satisfaction with a customer oriented approach (Dominici, et al., 2013). 

Can student considered as customer, to think in this angle previous studies also examined its 

importance, for example, Boyed, (2012) explained the advantages and disadvantages of treating 

students as customers and suggested ways of infusing customer-service principles into academia. 

Similarly, Rashid and Robinson, (2006) debated on the issue of treating student as a customer.   

Previous studies also focused on the integration of two different discipline in identification 

of e-learning outcome. Towards this end, Cristina, et al., (2010) dwelled on complex behavioral 

pattern/ theories of educational market in the context of educational innovation and consumer 

behavior. One study is applied the concepts of service marketing; gap model to identify the gap 

between perceived and received product/services in e-learning experience from Australian 

universities’ students (Jurkowitsch, et al., 2006). From previous studies, few studies proposed a 

conceptual model of customer satisfaction based on relationship marketing in higher e-learning in 

higher educaiton (Rashid & Raj, 2006).  

Gap Analysis: Directions from recommendations of studies from both perspectives 

The body of reseaerch has given a number of recommendations and future directions given 

by previous research in the field of e-Learning. It has been recommended to identify and analyse 

of external factors such as technological capacity, and socio-political factors with the view to 

explicate the growth of e-learning. A need has also been felt to designs a causal model with relation 
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ships between different variables within the field of higher education (Flavián, Longás, & Lozano, 

2013). Authorities have proposed that educational institutions, corporates and other companies 

who are keen on developing and selling e-learning courses to evaluate students needs and adopt 

customer oriented approach while offering their products and services to students (Dominici, et 

al., 2013). 

Moreover, few researcher have propsed that there is need to develop a complex behavioral 

pattern, exclusive to educational market through integration of  behavioral aspects of all stake 

holders involved in dissiminating education and challenging them with the main factors of 

influence (Cristina, et al., 2010). Similarly, it is also suggested to develop a conceptual framework 

of e-relational drivers in the context of e-learning (Rashid & Raj, 2006). 

Janke, Nitsche, and Dickhauser, (2015) have probed into comprehension  of environmental 

predecessors for domain-specific learning goal orientations and recommending that the causal 

effects of the environmental design on students’ evaluations of the activities be determined 

according to their learning approach and style (Gurpinar, Kemal, Mamakli, & Aktekin, 2010). It 

is also recommended many researchers such as by Sun et al., (2008) that there should be more e-

learning outcome variables (as dependent variables) along with ‘Perceived learner satisfaction ‘in 

the identification of predictors/antecedents of e-learning effectiveness (Alavi, Youngjin, & Vogel, 

1997; Leidner & Fuller, 1997; Vogel, Davison, & Shroff, 2001). As far as methodology is 

concerned, few researchers have also recommended employment of other methods such as SEM 

for exploring cause/effect relationship amongst the variables (Sun et al., 2008). 

 

Whereas, most of these studies have identified host of issues but these issues have not been 

classified. Ostensibly, no study has been conducted which has identified as well as classified the 



 
 

23 
 

internal and external influences in the development of learner’s attitude and behavior. In simple 

words, there has been a dearth of research undertaken on the factors affecting students’ satisfaction 

resulting into subjective well-being using e-learning, no research has been undertaken to 

investigate the simultaneous effects of external influence (i.e. ‘e-environment, technology factors’) 

and internal/psychological influences (i.e. learning orientation, learning motives, perceived 

usefulness and perceived ease of use) on the learner’s e-learning outcomes (i.e. customer 

satisfaction and subjective well-being).   

1.4. Problem Identification 

 Modern era learning environments are distinguished by the liberty of place and time, the 

communication facilities and integrated presentation, and their capabilities for re-use of learning 

technologies in the shape of learning objects. Many researchers vouch that technology thrust would 

result into quality enhancement in education. Clark (1994) argue that whether technology or media 

will ever influence learning would remain a debatable issue. In fact, it is not the technology or 

media used which enhances the quality of education, rather, it is the positive attitudes towards 

technology or media that could enhance the quality of teaching or learning (Krishnakumar & 

Rajesh, 2011). Comprehending users’ attitudes (including instructors’ and learners’ attitudes) 

toward learning technology would therefore, enable us to make learning more effective, efficient 

and appealing. When developing a learning system or tool for students, there is a requirement to 

examine the impact of both e-environment as well as technology in the development of learners’ 

attitudes toward that tool or system.  

Perceptions toward e-Learning include cognitive, affective, social, and behavioral 

components. Based on this assertion, researchers advocate that constructs of Internet technologies 

and user attitudes toward computer be segmented into three main measurements: “cognitive, 
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affective, and behavioral measurements” (Liaw S.-S. , 2002, p. 19). Moreover, the significance of 

evaluating affective, cognitive and social components has been underlined while evaluating the 

comprehension of user attitudes (Jones & Issroff, 2005; Liaw et al., 2007). Therefore, it still lacks 

the important contribution from environment and technology perspective simultaneously in the 

development of user’s response such as attitude and behaviour. Internal and external influences 

are the main factors which affects individual usage of IT (Stucki, 2009). Ironically, only a scant e-

learning literature assesses both internal and external influences toward using e-Learning as 

learning tools. Alternatively, comprehending users’ attitudes toward e-Learning facilitate the 

formulation of appropriate e-learning environments for learning. Hence, the necessity to undertake 

a multi-disciplinary method to survey individual attitudes toward e-Learning (Wang, 2003). This 

research, integrates major approaches to understand learners’ learning outcomes as response such 

as development of an attitude(s) and/or behaviour(s) from e-environment, technology and 

cognitive perspectives simultaneously. 

1.4.1. External Influence 

E-learning platform provide user extra opportunities to be a self-regulated and an active 

learner. In e-learning environment, students have the ability to control the timings and procedures 

of learning autonomously by themselves. Hence, based on learner perspectives, e-Learning 

environment is a learner autonomy environment. Three considerations have been proffered while 

formulating effective e-learning environments; interaction, learner characteristics, and 

instructional structure (Liaw S.-S. , 2004). Additionally, various assisted functions of the e-

Learning environment consist of various ‘online’ provisions such as teacher-made instruction, 

conferencing, suggestions and help, monitoring and examination. These functions offer options to 

teachers to act as assisted tutors. Since e-learning environs normally provide interactive, 
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collaborative, multimedia contents, and network systems, these provide a learning environment, 

which enhances thinking skills and problem-solving capabilities of the learners. Simply stated, 

learners’ learning orientation and motivation, which includes strategic, deep and surface 

approach/motives or high order thinking skills, is impacted by teacher helps, learner autonomy, 

and multimedia content, (Gurpinar et al., 2010). Iinstructor-led learning and Self-paced learning 

environments, as well as multimedia instruction, all being main predictors notwithstanding, 

learners mostly resort to multimedia instruction, with most believing interaction with others to be 

of necessity. Collaboration in learning, the major component of learning process consists of 

instructor-led learning. Put simply, instructor-learner interaction is a critical success factor for 

enhancing e-learning effects (Kuutti, 1997; Palloff & Pratt, 1999). 

a. E-Learning Environment 

Self-paced learning is gaining increasing currency in the educational institutions to meet the 

ever-growing demands of adult learners (Rhode, 2009).  Such types of learning not only cater for 

the need of large segment of adult learners, but also addresses the issue of economy of scale for 

the educational institutions offering online learning (Anderson, Annand, & Wark , 2005). Self-

paced learning provides autonomous learning environment to the students to customize their own 

pace of learning, while their learning progress is supervised to assess their academic achievements 

(Spector, Merril, Merrienboer, & Driscoll, 2008).  

Instructor-led learning environment is another type of learning environment where learners 

are guided by an instructor through the required instruction content. Characterized by learner-

instructor interaction, in Instructor-led learning environment, all learners take part in the same 

learning activities at specified times and instructor controls the pace of learning and instructional 
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sequencing (Moore, Dickson-Deane, & Galyen, 2011). Hence, based on the fundamental criterion 

of e-learning, two guidelines i.e. self-paced and instructor-led learning are mostly preferred for 

building effective learning environments in comparison with the remaining e-environment factors 

such as multimedia. In the context of e-environment, the current study considers Self-paced 

learning and Instructor-led Learning environment as more strong predictors in the formation of 

learner’s cognitive elements such as learning orientation, learning motives, beliefs and perceptions 

towards e-learning as effective learning tool. 

b. Technology Quality 

Similarly, technology and internet quality are also considered as external influences in the 

development of user’s attitude and behaviour towards e-Learning. Previous research suggest that 

both information quality and system quality are measured by system quality.  Both of these 

qualities are crucial constructs and are related to the success of information systems (DeLone & 

Mclean, 1992). Identically, based on concepts of 3-TUM models, individual affective and 

cognitive components are influenced by the key factors of system quality and information 

technology (Liaw S.-S. , 2008).  

Previous researches indicate that, students believe both system (technology) quality and 

quality of e-learning environment i.e. multimedia instruction to be the vital factors, which affect 

students’ attitudes toward e-Learning in the shape of an effective learning system/tool (Liaw, et 

al., 2007). Learner’s system quality and e-learning environment are crucial factors which impact 

the perceived usefulness and perceived self-efficacy of learners toward e-Learning (Fatma, 

Alanazy, Alyahya, & Gall, 2011; Shah & Attiq, 2016; Sun, et al., 2008). Students, moreover, 

perceive e-learning environments to be an efficient learning system/tool (Kose & Deperlioglu, 

2012; Liaw, et al., 2007). Results from previous studies recommends that e-environment factors 
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should be investigated concurrently while comprehending learner attitudes toward e-Learning 

(Sun, et al., 2008).    

The emergence of new frontier of learning in the shape of e-Learning as a result of fusion of 

technology and education, a plethora of definitions have been offered by various researchers.  

Through computer and internet based technologies, this new learning paradigm extends 

conventional learning modes into new dynamic and interactive learning systems and models.  

Technology Quality has been defined as the quality of IT perceived by students/ learners, 

applied in e-learning including gadgets like electronic blackboards, earphones, and microphones 

etc.” (Shah & Attiq, 2016; Sun, et al,  2008, p.6). Since e-learning is primarily computer based and 

heavily technology dependent, the reliability and quality of technology act as an important tool in 

applying and ensuring the success of e-learning (Sandholtz, Ringstaff, & Dwyer, 1992; Webster 

& Hackley, 1997). Previous researches verified that the quality and reliability of technology, and 

access to HW and SW are key contributing factors of e-Learning effectiveness (Hiltz, 1995, 1993; 

Shah & Attiq, 2016; Piccoli, et al., 2001).   

Internet Quality is defined as “learners’ perceived quality of network including network 

transmission speed” (Sun, et al,  2008, p.1188). While highlighting the role of internet in e-

Learning, Simuth and Sarmany-Schuller, (2013) concluded that e-learning development is 

“characterized by transition from learning machines and programmed education toward internet 

based learning, used as a mediator of information and communication between real human subjects 

of education”. ICT enables students to access their study materials anywhere at any time through 

the use of computers and / or mobile devices such as tablets, smartphones etc. In view of 

tremendous growth in ICT vis-à-vis seamless connectivity, ostensibly, the era of closed e-learning 

courses (off-line courses) is over. The flexibility offered through online education allows students 
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to progress at their own pace, making students responsible for their own learning and enhancing 

student centeredness (Smith, 1997).   

Similarly, quality of information could be considered as “various information formats” 

(Liaw, et al., p.1069). Studies have found that ‘the technology and e-learning qualities are 

correlated positively to user’s cognitive elements such as instructors’ perceived usefulness, 

perceived enjoyment, and perceived self-efficacy (Compeau & Higgins, 1995a; Compeau, 

Higgins, & Huff, 1999), and individual’s behavior intention to adopt info tools/systems (Liaw & 

Huang, 2003; Moon & Kim, 2001; Venkatesh, 1999) etc.  Similarly, technological design 

significantly impact learners’ perceived ease of use and usefulness of a course. It would impact 

significantly on students’ satisfaction (Shah & Attiq, 2016; Sun, et al,  2008, p.1196). 

This research provides guidelines to educational institutions aimed at improving and 

strengthening their e-Learning policies so as to raise the level of satisfaction of the students 

pursuing their education through the medium of e-learning. Dissatisfied perceptions of the learners 

would dampen their motivation to continue their education obtained through this mode of 

education. These vital factors cannot be over looked when adopting and implementing a successful 

e-learning system/environment. From the external perspectives, e-environment and technology 

factor are the critical factor which affect learners’ cognitive aspect as well as learner’s attitudes. 

Hence, the current study will represent a carefully articulated and systemic foray for incorporating 

elements of e-Learning in the formation of user’s satisfaction and wellbeing. 

1.4.2. Internal Influence 

Customer’s psychological influence is another vital territory with reference to its effects 

on customer’s attitude development in the context of e-Learning. A number of psychological 

constructs impact significantly on customer satisfaction as well as his/her subjective well-being. 
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However, this study consider four constructs out of these to be of significant importance i.e. 

Learning Orientation, Learning Motives, Perceived-Usefulness and Perceived-Ease-of-Use as 

these are vital predictors of learner’s satisfaction. Findings of the several previous researches 

reveal perceived e-learning satisfaction to be the main factor which is influenced by learners’ 

psychological/cognitive elements. Based on these arguments ‘Learning Orientation’ (Colquitt & 

Simmering, 1998; Diener, Napa-Scollon, Oishi, Dzokoto, & Suh, 2000; Wang Z. , 2014), 

‘Learning Motive’ (Min, Khoon, & Tan, 2012; Der Pol, 2011), ‘Perceived Ease of Use’ (Sun, et 

al., 2008; Wu, Tennyson, & Hsia, 2010) and ‘Perceived Usefulness’ (Arbaugh & Duray, 2002; 

Sun, et al., 2008) are strong predictors recommended by authorities from others factors of e-

learning (Sun, et al., 2008). Thus, user attitudes toward e-learning such as satisfaction can be 

evaluated from a variety of perspectives, such as cognitive, behavioral, affective, and social 

components. This research provides cognitive and behavioral perspectives to comprehend 

students’ response towards e-Learning. Addressing these four aspects would be an ideal beginning 

to further our understanding of the role of attitude factors while interacting with learning 

technologies.  

a. Learning Orientation 

In the current study, learning orientation refers as first individual’s cognitive element- and 

learning orientation refers to “individuals’ strong willingness to learn new knowledge and skills to 

achieve priority in one’s life” (Colquitt, et al., 1998). Learning orientation or personal development 

aimed at updating skills, abilities and work competence is corollary to strong intrinsic motivation 

and aimed at improving competitiveness and derived from the fear about employability (Ames & 

Archer, 1998; Nóvoa & Jong-Lambert, 2003;Wang Z. , 2014).  



 
 

30 
 

In a broader sense, learning orientation portrays a comprehensive set of psychological 

factors which influences the way how individuals approach learning. These factors include; 

conative, cognitive, social, and affective factors. Learning orientation focuses on increasing 

competence by developing new skills. Research has shown that learning orientation and learning 

motivation are significantly and positively correlated (Colquitt & Simmering, 1998), belief that 

ability and skill can be increased to achieve success (Dweck C. S., Motivational process affecting 

learning, 1986), engagement in problem solving (Dweck & Leggett, 1988) etc. According to 

Martinez, (2003), learning orientation model consist of four major types i.e. resistant, conforming, 

performing and transforming.  Learning orientation has significant impact of learning approaches 

and motivations.  

b. Learning Motives 

Based on students’ involvement, intentions, motivation and goals in their learning 

approach, researchers of educational psychology in Sweden and Britain have identified three 

predominant approaches for studying in higher education; surface approach, deep approach and 

strategic approach (Entwistle, McCure, & Walker, 2001; Marton & Säljö, 1976; Richardson, 

2005). However, the learning approach may vary from one situation to another, the choice 

contingent upon the content, and course units variance (Eley, 1992), context and task, (Biggs, 

1987; Jennifer & Marshall, 2009; Ramsden, 1979), teaching quality and environment (Vermetten, 

Lodewijks, & Vermunt, 1999), and assessment (Scouller, 1998).  

Generally, research on learning motivation depends on the samples of student who are 

either young or adolescents. However, few studies have covered older adults and middle age 

respondents (Kolland & Ahmadi, 2010; Kolland F. , 2000; Staudinger & Baumert, 2007; Leen & 

Lang, 2013; Huang, Lee, & Chang, 2007).  
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Adaptation to new experiences in cognitive domain, resulting from changing 

circumstances result into changes in the learning approaches over a period of time.  Towards this 

end, the paradigm shifts from teacher-focused to student-focused has been the hallmark of the 

changes implemented for improving higher education instructions.  With this backdrop, student-

focused classroom would require concepts, strategies and theories for effective pedagogical 

transition. These evolved concepts and strategies can provide insight into students’ skills and 

learning abilities, to allow for optimum effectiveness of teaching activities as well as enhancing 

their level of satisfaction. (Olivso, et al., 2016, p.26). In the organisational context, it has been 

observed that learning approach, and learning styles helps to understand organisational behaviours, 

such as employees’ confidence (Yamazaki, 2012). Whereas, in technology context, the user’s 

perception of ease of use can be determined via learning orientation and motives (Arquero & 

Romero-Frias, 2012; Klein, Moe, & Wang, 2006; Yi & Hwang, 2003). 

The findings of a study indicate that learning motivation involves three learning-based 

motives. These motives involve either completely or combine motives of knowledge acquisition 

with socio-emotional needs in distinct ways. These motives include; strive for personal growth, 

the motives of belonging, competitiveness and instrumentality. (Leen, 2013, p.15). According to 

Svirko and Mellanby, (2008) there are three learning motives or approaches i.e. strategic approach, 

deep approach and surface approach, mostly used in e-learning context. For example, a learner 

with the deep approach would be expecting that the success of the learning effort may influence 

his career or may result into other long-term benefits. This does not exclude the possibilities of 

other relevant classes of motives. However, these identified three types of motives are significant 

for comprehending learning orientation as well as Perceived Ease of Use, Perceived Usefulness 

and Customer Satisfaction. 
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Few researches also examined the causal effects of the practicum design on students’ 

evaluations of the activities in term of learning styles and motivation (Olivosa, et al., 2016; 

Gurpinar, et al., 2010). Therefore, literature generally back the view that intrinsic motivation is the 

result of a learning goal orientation (Ames, 1992; Ciani, Sheldon, Hilpert, & Easter, 2011; Meece, 

Anderman, & Anderman, 2006), however, most of the research on work-related achievement goal 

orientations only targets learning goal orientation (Nitsche, Dickhäuser, Fasching, & Dresel, 2011; 

Butler, 2007). Whereas researchers have highlighted the significance of this necessity for the 

development of motivations and intrinsic learning orientation, but the assumed relation ship 

between these two constructs has not been subjected to investigation (Deci & Ryan, 2000; 

Vansteenkiste, et al., 2006). 

The term work related learning goal orientation of the learner is used synonymously with 

learners’ learning orientation (Dweck, 1986). To establish linkage between our research and the 

existing body of knowledge, the term learning approach has been used synonymously to describe 

learning motives.  

Owing to dearth of research on antecedents of learning orientation, there is a need to probe 

into, understand and evaluate the research carried out on students. The enquiry of Ames (1992) 

highlights that student autonomy and learning goal orientation are positively correlated. Moreover, 

results also established that autonomy supports strengthens the effect of intrinsic framing on 

outcome variables (Vansteenkiste & Lens, 2006; Vansteenkiste, Lens, Dewitte, Witte, & Deci, 

2004). Evaluating students’ and instructors’ attitudes toward e-learning thus becomes a critical 

issue in training and learning. Moreover, this study explores learners’ learning orientation and 

learning motives in the development of satisfaction and his/her subjective well-being. 
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c. Perceived Ease-of-Use (PEOU) 

Third factor of individual’s cognitive element and described as “the degree to which a person 

perceive the use of a particular system to be free from effort” (Change, et al., 2008; Davis, 1989, 

p.320; Shah & Attiq, 2016).  Perceived ease of use entail perception of ease of adoption and in e-

learning context has been defined as learners’ perception of the ease of adopting an e-learning 

system (Sun, et al., 2008).  

d. Perceived Usefulness 

Fourth variable of interest of current study and defined by Davis as “the degree to which a 

person believes that using a particular system would enhance his or her job performance” (Davis, 

1989, p.320).  The notion describes the extent to which people believe that the use of a particular 

system will enhance their job performance (Change, et al., 2008). In e-learning context, the notion 

has been denoted by Sun, et al., (2008) as the “perception of degrees of improvement in learning 

effects because of adoption of such a system”. The application of new products and systems in the 

fields of IT and marketing have been investigated through the notions of perception of usefulness 

and ease of use. According to previous results, perceived usefulness and perceived ease of use by 

learners have been found to be significantly influencing their satisfaction, especially in the context 

of information systems (Arbaugh, 2002; Arbaugh & Duray, 2002; Davis et al., 1989; Davis, et al., 

1989; (Karahanna, Straub, & Chervany, 1999). e-Learning system adoption provides useful 

content to learners and helps them in preparing for career enhancement. Perceived ease of use 

facilitate the individuals to pay attention in understanding the material of the course rather than 

undertaking additional endeavors in understanding the instrument. Resultantly, a higher learning 

satisfaction should result (Sun, et al., 2008).  
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e. Consumer Satisfaction:  

Customer satisfaction can be the feelings of pleasure or disappointment of an individual, which 

results from drawing a comparison between product’s perceived performance vis-a-vis 

expectations (Owens, 2004). The notion is also denoted as “feelings or affects or emotions which 

results from one’s evaluation of the situation”.  

The concept of satisfaction as affect include both positive affect (satisfaction) and negative 

affect (dissatisfaction) (Savickas, 1994). Positive affective response to a situation determines 

satisfaction from individual’s own point of view (Osipow & Fitzgerald, 1996). Customer 

dissatisfaction is considered as the bipolar opposite of satisfaction; alternatively, it can be argued 

that consumer satisfaction and dissatisfaction may be viewed as two different opposing dimensions 

(Giese & Cote, 2000). Disconfirmation, on the other hand, having a significant effect on 

satisfaction denotes to the discrepancy between an individual’s perceptions of a product or services 

performance and the level of his or her expectations from the product/ service (Owens, 2004).  

f. Subjective Well-Being 

The last construct of the study is individuals’ subjective well-being (SWB), which is denoted 

as “a person’s cognitive and affective evaluation of her or his  life”. Subjective Well-being is 

regarded as the individual experiences of pleasant emotions, higher satisfaction regarding affective 

and cognitive evaluations (Diener et al., 2003, p. 9). Research has indicated that the well-being of 

the individuals contributes significantly in the development of loyalty and commitment (Spector, 

1997). Deci, et al. (2002) found satisfaction to be of fundamental needs, which may also result in 

happiness or subjective well-being. Gong, Choi and Murd (2016) advocated that customer value 

would elevate customer well-being, hence it can be deduced that value is not embedded into 
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product or service but it is formulated through the process of customer own use that highlighted 

value as hedonic or utilitarian (Grönroos & Voima, 2013).  

However, due to the interdependence of e-environment factors, technology factors and 

psychological factors, it can be assumed that all factors/influences are accumulatively important 

for the development of learner’s satisfaction and Subjective well-being. After detail discussion, 

the core intent of this research is to ascertain and analyses the impact of external influences (i.e. e-

environment and technology) on internal influences from cognition aspect (i.e. learning 

orientation, learning motives, perceived ease of use and perceived usefulness) and learning 

outcomes that is (satisfaction and subjective well-being) regarding use of e-learning as a learning 

system/tool in customer context.  

1.4.3. Cognitive Process 

Cognitive process of the individual is third issue which leads into response behavior. 

Cognitivism approach postulate that consumer’s cognitive decision process relates to the manner 

in which the two influences (external and psychological), motivate the consumer satisfaction and 

subjective well-being. Enough justification therefore emerges which calls for better 

comprehension of the course/system through which the individuals get influenced by the external 

factors present in their e-environment, in collaboration with the individual’s psychological 

influences which ultimately formulate the customer satisfaction.  

From cognitive models of consumer behavior theories, Stimulus-Organism-Response (S-O-R) 

is the prominent and essential model which analyses individual behavior/response in the existence 

of external and internal influences. The main postulation of the decision process is that when 

exposed to a stimulus, individuals develop certain responses, which in turn leads to the 

development of a particular attitude or behaviour. In the enumerated proposition, external 
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influence acts as stimuli variables, customer’s psychological factors act as intervening variable in 

the formation of customer satisfaction as response /behavior (McElroy, Keck, Pope, Smith, & 

Strakowski, 1994; Moital, 2006; Rotter, 1990; Stewart, 1994; Mahmood, Attiq, & Azam, 2014;  

Parraga, 1990) etc. Similarly, as far as technology is concerned, various theoretical models, which 

have been developed to examine users’ response, outcomes, attitudes and intentions of using 

technology. The famous and core model technology acceptance model (TAM) amongst these has 

described perceived usefulness, and perceived ease of use to be  keys that influences behavioural 

factors (Liaw, Huang, & Chen, 2007; Liaw, et al., 2003; Moon, et al., 2001; Taylor & Todd, 1995; 

Szanja, 1996; Venkatesh, 1999; Gefen & Straub, 1997; and Vankatesh & Davis, 1996).  

Theoretical/conceptual building of the current study is based on two core models i.e. S-O-R 

model and TAM. Owing to the significance of individual’s psychological factors in improving and 

predicting e-learning usage, this research will highlight the importance for further exploration of 

the issue to fully investigate the role of external and internal influences context of e-learning. 

Extensive literature review highlights that three associated issues (i.e. external influences, 

internal/psychological influences and cognitive process) are still in need of elaborate qualitative 

and quantitative explanations, hence require further comprehensive research. There is therefore, a 

need to understand that the above mentioned influences ought to be probed together in order to 

examine their interplay and to analyze their contribution towards cognitive process of user’s 

response i.e. customer’s satisfaction and subjective well-being in e-learning context.  

1.5 Problem Statement 

“To what extent customer’s external influences (i.e. E-environment and Technology-

Internet-quality) and internal/psychological influences (i.e. Learning Orientation, Learning 
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Motives, Perceived-Ease-of-Use and Perceived-Usefulness) determine customer’s satisfaction and 

his/her subjective wellbeing”. 

1.6 Research Objectives 

Consequent to exhaustive review of literature, major objectives of this study are: - 

1. To examine the role of external influences (i.e. E-environment and Technology-Internet-

Quality) associated with individual’s psychological influences (i.e. Learning Orientation, 

Learning Motives, Perceived-Ease-of-Use and Perceived-Usefulness) and customer 

satisfaction 

 To investigate the impact of E-environment on Learning Orientation 

 To investigate the impact of E-environment on Learning Motives 

 To investigate the impact of E-environment on Perceived-Ease-of-Use 

 To investigate the impact of E-environment on Perceived-Usefulness 

 To investigate the impact of T-I-Quality on Learning Orientation 

 To investigate the impact of T-I-Quality on Learning Motives 

 To investigate the impact of T-I-Quality on Perceived-Ease-of-Use 

 To investigate the impact of T-I-Quality on Perceived-Usefulness 

 To investigate the impact of E-environment on Customer satisfaction 

 To investigate the impact of T-I-Quality on Customer satisfaction 

2. To examine the impact of individual’s psychological influences (i.e. Learning Orientation, 

Learning Motives, Perceived-Ease-of-Use and Perceived-Usefulness) on customer 

satisfaction 

 To investigate the impact of Learning Orientation on customer satisfaction 

 To investigate the impact of Learning Motives on customer satisfaction  
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 To investigate the impact of Perceived-Ease-of-Use on customer satisfaction 

 To investigate the impact of Perceived-Usefulness on customer satisfaction 

3. To investigate the impact of customer satisfaction on his/her subjective well-being 

4. To integrate two core models i.e. Stimulus-Organism-Response (S-O-R) model from 

consumer behaviour literature and Technology Acceptance Model (TAM) from IT 

literature to understand consumer’s cognitive process model in term of E-learning or under 

the phenomenon of e-learning context. 

1.7 Research Questions 

To achieve the objectives, following main research questions would be addressed: - 

1. What is the role of external influences (i.e. e-environment and technology quality) in the 

development of customer internal/psychological influences (learning orientation, learning 

motives, perceived ease of use and perceived usefulness)? 

2. How do individuals’ psychological influences persuade them in the development of 

customer satisfaction?  

3. How do external influence i.e. ‘e-environment and technology quality’ stimulate 

customer’s psychological influences in the formulation of his/her satisfaction as well as 

subjective well-being? 

4. To what extent, two integrated model i.e. S-O-R model and TAM model explain the overall 

variance of SAT and SWB in e-learning context? 

1.8 Significance of the study 

1.8.1 Theoretical Significance 

The significant contributions of this research study towards existing theories, models and literature 

are:  
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1. Conformation and concrete establishment of the taxonomy of e-learning phenomenon in 

customer context. 

2. Identification of the significance of relationship between the external influence (i.e. ‘e-

environment and technology quality’) and internal influences (i.e. Learner Orientation, 

Learner Motivation, Perceived Ease of Use and Perceived Usefulness).  

3. Authentication of strong significant relationship between four psychological influences i.e. 

learning orientation, learning motives, perceived usefulness and perceived ease of use and 

satisfaction, particularly in customer context.  

4. Identification of measures of external influences and their impact on psychological 

influences predicting the customer satisfaction as well as his/her subjective well-being.  

5. Conceptualization and integration of consumer behaviour model i.e. Stimulus-Organism-

Response (S-O-R) model and Technology Acceptance Model (TAM) in e-learning context. 

1.8.2 Practical Significance 

E-Learning has emerged as one of the major instrument of ICT revolution for spread of 

education in developing countries like Pakistan to meet the growing need of education 

effectively.  Being an alternative to formal system of education, it is considered as a panacea 

for learning enhancement of distance learners by providing education to the learners flexibly, 

economically at their door steps and in the comfort of their homes. By providing need based, 

informative and latest skills and knowledge, it is considered as a viable source of professional 

development in knowledge based economy. Continuing to face enormous restrictions, female 

have emerged to be the major beneficiary of quality education in the safety of their homes or 

workplace, thus the system is a major instrument in bridging the gender gulf and urban-rural 

divide in our country. The widespread implementation of e-learning system would therefore 
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result into socio-economic development, mitigation of poverty and human resource uplift in 

Pakistan.  

However, the acceptance of this new learning paradigm in the developing countries like 

Pakistan has not been as smooth as developed countries. The huge potential of the ICT to 

ameliorate the standard of learning and education at a low cost notwithstanding, it also entails 

imposition of a number of support requirements, which would have to be addressed by 

institutions initiating e-Learning in their institutions. The identified issues need deep 

understanding and immediate attention by the Government, HEC, universities offering e-

Learning and HEIs intending to initiate e-Learning as mode of education in their institutions. 

The seats of higher learning of Pakistan must take cognizance of and gauge the factors, which 

drive their learners and teachers toward the e-Learning system. Critically evaluating and deeply 

understanding and redressal of the issues affecting the successful implementation of e-

Learning would lead to the realization of full potential of this new paradigm of lifelong 

learning.  

Education and development are closely interlinked (Memon, 2007). The poor indicators of 

development of Pakistan is thus correlated to lack of progress in education. The population of 

Pakistan exceed 184 million, out of which 64% live in resources and infrastructure starved 

rural areas. The problem is further accentuated with the abysmal literacy rate of 56% (Malik 

et al., 2015).  Pakistan stand at 146 out of 186 on the Human Development Index (HDI). On 

Education Development Index, Pakistan lies at the bottom at par with Bangladesh. Missing the 

Millennium Development Goals (MDG) by 2015, Pakistan’s standing at other benchmarks like 

health, education, and related elements of competitiveness, is not appreciable (Malik, Amin, 

Kakli, Piracha, & Zia, 2015). Ranked at 113 out of 120 as per UNESCO table, the main 
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attributing factor in lack of progress in educational sector include lack of infrastructure and 

low participation rate in higher education and unsatisfied students. Other problems include; 

financial constraints, students and staff quality, lack of library and laboratory facilities, non-

relevance of education with society needs, lack of research facilities, weaknesses of 

examination system, academic results not being at par with international standards, and 

ineffective governance (Iqbal & Ahmad, 2010; Memon, 2007). 

The realization of full benefits of the e-Learning is contingent upon initiating major reforms 

in current practices of e-Learning in Pakistan. Therefore, it is crucial for policy planners and 

educational institutions to redress the identified issues in the most efficient and effective 

manner. Government and educational institutions ought to synergise their endeavours so as to 

address the existing critical issues for promoting and supporting e-learning initiatives. This 

research is the first step in identifying the critical issues being faced by the HEIs of Pakistan. 

Besides improving the understanding of the policy makers, marketers, academicians, 

psychologists, and behaviourists, regarding these major issues working behind e-learning 

implementation, this research study also endeavours to fill these voids and contributes to the 

existing body of knowledge on these issues. 
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1.9 Operational Definition of Constructs 

 Variable Code Definition Reference 

1. Self-Paced 

Learning 

Environment 

SPLE  Type of Learning environments that enable individuals to study 

online in their own time and at their own pace, from their own 

location. Learning in which learner control his learning, and monitor 

and manage the cognitive and contextual aspects of their learning 

(Garrison D. R., 

Cognitive presence 

for effective 

asynchronous online 

learning: The role of 

reflective inquiry, 

self-direction and 

metacognition., 

2003) 

2. Instructor-led 

learning 

Environment 

ILLE An environment where an instructor guides learners through the 

required instruction content. In this type of learning environment, the 

instructor controls the instructional sequencing and pacing and all 

learners participate in the same learning activities at specified times 

(Rhode, 2009) 

3. Technology 

Quality 

TEQU Learners’ perceived quality of Information Technology applied in e-

learning including gadgets like microphones, earphones, electronic 

blackboards etc. 

(Sun, et al., 2008) 

4. Internet Quality INQU Learners’ perceived quality of network including network 

transmission speed 

(Sun, et al., 2008) 

5. Learning 

Orientation 

LORT Individuals’ strong willingness to learn new knowledge and skills to 

achieve priority in one’s life 

(Colquitt & 

Simmering, 1998) 
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Variable Code Definition Reference Variable 

6. Learning 

Motives 

LMOT Based on students’ involvement, intentions, motivation and goals in 

their learning approach, three predominant approaches/motives for 

studying in higher education have been identified; surface approach, 

deep approach and strategic approach 

(Marton & Säljö, On 

qualitative 

differences in 

learning: I- Outcome 

and process, 1976) 

7. Perceived Ease 

of Use 

PEOU The degree to which a person believes that using a particular system 

would be free from effort 

(Davis F. D., 1989) 

8. Perceived 

Usefulness 

PUSF The degree to which a person believes that using a particular system 

would enhance his or her job performance 

(Davis F. D., 1989) 

9. Customer 

Satisfaction 

CSAT An individual’s feelings of pleasure or disappointment, resulting from 

comparing the products perceived performance in relation to 

expectations 

(Owens, 2004) 

10. Customer 

Subjective 

Well-being 

CSWB A person’s cognitive and affective evaluation of his or her life. The 

individual experiences of pleasant emotions, higher satisfaction 

regarding affective and cognitive evaluations 

(Diener, Shigehiro, 

& Lucas, 2003) 
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1.10 Organization and Structure of the Thesis 

This thesis is organized into five chapters.  

Chapter one encompasses a detailed introduction to the topic, its background, and 

emphasizes on the problem statement, research objectives and research questions. Besides, it also 

provides the theoretical and practical significance of the research study, operational definitions 

describe key terms used. 

Chapter two comprises of literature review and encompasses an overview of the impact of 

psychological constructs on the overall adoption of e-learning in Pakistan. The variables of 

cognitive instrumental process, learning motives, learners’ behaviour and learner performance in 

e-learning environment have reviewed in detail in this chapter. The chapter also cover an overview 

of e-learning in Pakistan, various HEIs offering education through e-learning and research 

undertaken on e-learning in Pakistan.  

Chapter three deals with the research design and methodology. Focus of this chapter is on 

issues including research approach, sampling design, design of questionnaire, administration of 

questionnaire, and the statistical techniques used to evaluate the research hypotheses of this study. 

Chapter four deals with data analyses and displays the results of the current study. The 

sample characteristics, reliability measures, and the results of hypotheses testing using different 

statistical techniques, have been duly presented in this chapter. 

Chapter five discusses the results and their implications. Efforts have been made to 

compare the present results with the previous work and gender perspective as well. The limitations 

of the study and future recommendation are also included in this chapter.    
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Organization and structure of the complete thesis 
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Box 1:      Summary of Chapter 1 ‘Introduction’     
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________________________________________________________________________ 

CHAPTER 2 

LITERATURE REVIEW 

______________________________________________________________________________ 

2. Introduction 

 

This Chapter extensively reviews the literature and the key theoretical fundamentals based 

on e-learning theories, models and approaches, which are exceedingly important in studying 

consumer’s satisfaction in e-learning context. The fundamental objective of the current study rests 

on two edifices; first, to evaluate the extent of e-environmental and psychological influences in 

achieving motivation in e-learning satisfaction and customer subjective well-being. The second 

analyzes the role of these two influences in the development of the cognitive process in e-learning 

context. Hence, this chapter explains the consumer/student e-learning phenomenon, diverse 

description of the constructs, and relationships among variables. Overarching theory and model 

provide detail insights to analyze the pattern/cognitive instrumental process of e-learning 

satisfaction. Moreover, this chapter also discusses the conceptual framework along-with 

hypotheses development.  

The current study discusses eight major aspects to describe student/customer response in 

context of e-learning.  

a) E-environment i.e. Self-Paced, and Instructor Led Activity; 

b) Technology i.e. Technology quality and Internet quality; 
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c) Learning Orientation; 

d) Learning Motives i.e. Deep, Strategic and Surface Approach; 

e) Perceived Ease of Use; 

f) Perceived Usefulness; 

g) Customer Satisfaction  

h) Customer Subjective Well-being 

2.1 E-Learning Phenomenon 

 

The increased application of technologies, and internet in the past few decades has brought 

a technological revolution in all fields of life. Old systems and operations are frequently being 

replaced by integrated virtual systems and web technologies in different organizations with 

different scopes (Murillo & Velázquez, 2008). Many sectors, especially educational system has 

been affected by this technological revolution. The integration of technological innovations and 

internet in the traditional educational processes has imposed behavioral changes and adaptations. 

It can be observed that not only ways of living have been influenced but also the learning methods. 

Traditional educational and training systems have been altered by online alternatives, opening new 

horizons of experiences (Zhang & Nunamaker, 2003). In the internet learning context, a perfect 

substitute for learning & training in cheaply and in less time to individuals was given in the shape 

of e-Learning. E-learning has not only been flourished by leaps and bounds but also out grew the 

difference of needs and preferences and broke the barriers of distance (Murillo, et al., 2008).  

E-learning is often confused with distance learning, distance is mere a part of E-learning 

(Moore et al., 2011). Being more precise, e-learning is different from ubiquitous learning (u-

learning), which constitutes the chances of learning in any place. Furthermore, it also covers 
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personal learning, which is a type of learning by a person from himself. Basic unique feature of E-

learning is its technological support. 

E-Learning has also been defined as “an approach to learning and teaching, which 

represents all or part of the educational model applied, that is based on the use of electronic media 

and devices as systems or tools for improving access to training, communication and interaction 

and that facilitates the adoption of new ways of understanding and developing learning” (Adonis 

& Driria, 2007; Sangrà, Vlachopoulos, & Cabrera , 2012). 

Environment from customer perspective 

There are diverse natures of consumer around the world. Consumers are engaged in buying of 

incredible variety of goods and services. How do consumers respond to various products and 

services is affected by various drivers and it can easily comprehend by using stimulus-response 

model (Jacoby, 2002). Stimulus response model posit that different stimulus like cultural, political, 

technological, economic, environment and marketing efforts are processed by a consumer in a 

black box that ultimately leads toward response i.e. the ‘buying decisions’ (Kotler & Armstrong, 

Principles of marketing, 2010).  Based on the viewpoint of environmental psychology, Mehrabian 

and Russell(1974) argued that human behaviors are derived from emotions. Moreover, certain 

environmental factors stimulate emotional reaction in a person (Lazarus & Folkman, 1984). 

Ittelson (1973) suggested that formation of emotional reactions is the result of environment which 

ultimately tend to determine behaviors tendency for specific environmental conditions. Mehrabian, 

et al. (1974) in psychological environment model documented that environmental factors serve as 

a stimulus of emotional reactions (organism) that consequently turns into a behavioral reaction. 

Literature on consumer behavior acknowledges that in purchase decisions, consumer consider 

more than the core offerings of the product or service and respond to total product. Place from 



 
 

51 
 

where product is bought is considered as one of the fundamental feature of total product. More 

specifically the atmosphere of the place (environmental conditions) is more influential factor than 

product itself in developing purchase decisions (Kotler, 1973). 

Extant of literature is available concerning environmental conditions for instance 

environmental programming, interior design and store design (Chang & Tseng, 2013; Holbrook & 

Hirschman, 1982; Mohan, Sivakumaran, & Sharma, 2013) categories consumer based research as 

on tangible benefits like utilitarian functions and on experiential perspective like symbolic 

meanings. Above in view, consumer consumption carries both utilitarian as well as symbolic 

aspects.  

On the other hand, Donvoan, Rossiter, Marcoolyn, and Nesdale, (1994) determined that 

environment (atmosphere) cultivate favorable feelings of consumer.  For instance, good layout 

may reduce consumer effort for product search and entice customer for purchase. Results regarding 

the research on retail store environment revealed a positive association between store environment 

and consumer evaluations regarding products ( Guenzi, Johnson, & Castaldo, 2009). Ghosh, 

Tripathi, and Kumar (2010) asserted that cooperative, informative signage, visual merchandizing, 

and efficient billing systems are customers’ preferences in a retail environment. Retail 

environment is consistent of a host of factors, e.g. social factors like availability and effectiveness 

of salespersons; design factors like assortment and layout; music, scent and lighting (Baker, 

Parasuraman, Grewal, & Voss, 2002). Mohan, et al. (2013) explored and reported a positive 

relationship between store environment and buying behavior. Bitner (1990) also confirmed that 

physical surroundings as a contributing factor in employees and consumer behavior in a service 

organization.  
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Research studies also height the importance of service environment in consumer behavior. It 

is evident from ‘seven P’s’ model (Booms & Bitner, 1981) and Dramaturgy Model (Grove & Fisk, 

1983) that service environment plays an important role during service encounter stage. Bitner 

(1990) argued that environment in which service is delivering can influence psychological, 

cognitive and emotional response that ultimately turn into behaviors and evaluations. Baker (1986) 

developed a three factor topology of environmental elements as factors social elements, design 

elements and ambit elements that may affect the consumer behavior.  

The development of internet and online services has a rapid growth in form of video on 

demand, online games, internet broadcasting, e-music, e-book and e-learning (Wang, Yeh, & Liao, 

2013). Eroglu, Machleit, and Davis (2001) proposed a model for online service delivery and argued 

that online atmospherics design, layout, graphics and colors play a significant role in developing 

consumer behavioral and emotional reactions. The relationship between consumer behavior and 

atmosphere of website has been elaborated by Mummalaneni (2005) through the help of Stimulus-

Organism-Response model. Jiyoung and Lenon (2013) also examined and reported a significant 

impact of website quality (security privacy, customer service, reliability and website design) on 

purchase intentions. A series of studies have examined the contribution of service environment in 

consumer behavior like banking sector (Shanka, 2012), restaurants (Heesup & Ryu, 2012), telecom 

(Lai, Griffin, & Babin, 2009), web services (Agarwal, et al., 2005), and e-learning; (Cyr, 

Hassanein, Head, & Ivanov, 2007; Roca, Chiu, & Martínez, 2006; Chiu, Hsu, Sun, Lin, & Sun, 

2005). 

2.1.1 E-Learning and E-Environment  

The definition of e-learning is as “technology-based learning in which learning material is 

delivered electronically to remote learners via a computer network” (Alavi, Youngjin, & Vogel, 
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1997; Zhang, Zhao, Zhou, & Nunamaker, 2004, p.76). The multimedia technologies along with 

internet and have completely reshaped the delivery of knowledge, resulting into e-learning 

becoming an alternative to the conventional brick and mortar class room education (Zhang, et al., 

2004). This has resulted into exponential growth in e-learning across the globe. In contrast with 

traditional, classroom instructor centric learning, in which the instructor has control over the 

content and pace of learning, the instructions delivered through e-learning offers a learner-centred, 

self-paced flexible learning environment, free from time and space constraints (Fallah, How, & 

Ubell, 2000; Morales, Cory, & Bozell, 2001; Picolli, Ahmad, & Ives, 2001; Hiltz & Turoff, 2002; 

Zhanget, al., 2004).  

Learning environment describes as the “The setting in which learning takes place; may be 

in physical-classroom or virtual-web based environment” (Picolli, et al., 2001). Learning 

environment can be defined as an Virtual Learning Environment (VLE), Learning Management 

System (LMS), a Course Management System (CMS), a or even a Knowledge Management 

System (KMS) (Moore et al., 2011) and managed learning environment or MLE” (Brown, 2007) 

etc. Virtual learning environment is the platform (Web-based) which is used for the digital aspects 

of courses. The definition of this web-based plate form is "computer-based environments which 

are relatively open systems, and which allows encounters and interactions amongst the 

participants” (Picolli, et al., 2001; Wilson, 1996). Technology-Mediated Virtual Learning 

Environment” (TVLE) is denoted “computer-based environments which are relatively open 

systems, that permits interacting and sharing of knowledge amongst participants and instructors’ 

and which provide access to a wide array of resources”(Chou & Liu, 2005).  

To address the issue of Learner-Instructor lack of contact, many solutions have been 

presented including Virtual mentoring, interactive E-Classroom, learning by Asking and non-
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linear interactive digital videos (Zhang, Zhou, Briggs, & Nunamaker Jr, 2006).  Based on 

“Constructivist Learning Theory” and “Cognitive Information Processing Theory” (Tsay, Morgan, 

& Quick, 2000), these concepts work on the principles of multi-media integration, just in time 

knowledge acquisition, flexibility, interactivity, and self-directivity (Zhang, et al., 2004). 

Contrarily, the inadequately prepared e-learning system with insufficient learner-content 

interactively and lack of flexibility may result into confusion, reduced learner interest and 

frustration instead of facilitating the learning environment. The examples include text only 

learning material, lack of control over knowledge structure and process, inability to locate the 

required knowledge and the failure to seek an instant answer to the query. However, the advances 

in multimedia interactive technologies resulting into rich multimedia e-learning environment goes 

a great deal in addressing this concern (Zhang, et al., 2004).  

2.1.1.1 Self-Paced Learning Environment  

Denoted as “what the learner undertakes by executing the e-learning process” (Alonso, 

López, Manrique , & Viñes , 2005). Self-paced learning environments and instructor-led 

environment differ significantly in format and structure (Ngwenya, Annand, & Wang, 2004). Self-

paced learning activities are characterized by flexibility with the freedom of place and time of 

accessing the learning activity resting with the learner. Self-paced learning allows the learner to 

learn appropriately and provide the right skills at the right time, providing autonomy to learners 

with learners having the liberty to proceed at their own pace while at the same time providing 

benchmarks for achievement and progress (Rhode, 2009). Self-paced learning is dynamic, 

collaborative, personalized, and comprehensive. This form of learning environment has the 

advantage of real time access and enable the organizations to form communities whose associates 

move ahead together. When combined with live e-learning and conventional class room learning 
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in a blended learning environment, self-paced learning makes the most efficient teaching model 

(Alonso, et al., 2005; Ngwenya, et al., 2004; Rhode, 2009). 

Perceived as an independent form of learning, devoid of learner-learner interaction, 

Garrison, (2003) has defined self-paced learning as type of learning in which the learning is 

controlled by the learner. The self-paced learner monitor as well as manage the contextual and 

cognitive aspects of their learning (Moore et al., 2011). However, self-paced learning environment 

poses a challenge for fostering durable collaboration since the individual learners might be at 

different stages of the learning at any given point in time (Feder, Shouse, Lewenstein, & Bell, 

2009) . 

The study carried by Rhode (2009) to evaluate the relation ship between self-paced e-

learning activities and types of interaction indicated that participants of the online self-paced 

course graded learner-instructor interaction and the quality of the course content as the most 

important aspects of a self-paced course. Relationship between self-paced learning and locus of 

control has been explored in a number of studies with locus of control significantly affecting the 

self-paced learning environment (Knowles, Holoton, & Swanson, 1998; Martinez, 2003; Pratt, 

1988). 

2.1.1.2 Instructor-Led Learning Environment 

Instructor-Led learning is described the type of learning environment where “learners are 

guided by an instructor through the required instruction content” (Liaw et al., 2007). The 

significant difference between self-paced and instructor led environment in structure and format, 

(Ngwenya, et al., 2004), characterizes Instructor-Led learning activities by learner-instructor 

interaction. The pacing and sequencing of instructions in the Instructor-led learning environment 
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are directed by instructor, wherein all the students take part in the same learning activities at the 

times specified by the instructor (Moore, et al., 2011). The Community of Inquiry Model (CIM) 

which has been developed as an online learning research tool, comprises of three elements of 

presence i.e. teaching, social and cognitive presence (Anderson, Rourke, Garrison, & Archer, 

2001; Garrison, Anderson, & Archer, 2000). Instructional presence is denoted “the design, 

facilitation and direction of cognitive and social processes for realizing [students‟] educationally 

and personally meaningful worthwhile outcomes”. Instructional presence constitutes management 

and design of learning, expertise of subject matter and facilitation of active learning. Teaching 

presence is segregated into three segments; facilitating discourse, design and organization and 

direct instruction (Gorsky & Blau , 2009).     

In such type of imposed learning, all learners are engaged in the same learning activity at 

the same pace, and restricted by specific time periods (Rhode, 2009). The instructor-paced learning 

activities are characterized by the specific end and start dates, instructor led discourse and limited 

entry points (Ho, 2005).The Instructional presence is a meaningful determinant of student 

satisfaction, perceived learning, and sense of community. The study carried out by Gorsky, et al. 

(2009) determined significantly high level of relationships between the levels of teaching presence 

and social presence, and students’ participation, both active and passive in the forum and their 

satisfaction with it. The results regarding instructor led activity is corroborated by other studies 

including (Garrison & Cleveland-Innes, 2005; Meyer, 2003; Varnhagen, Wilson, Krupa, 

Kasprzak, & Hunting, 2005). The quality of teaching presence, student satisfaction and learning 

have been found to be strongly correlated (Shea, Pickett, & Pelz, 2003; Shea , Vickers , & Hayes, 

2010). 
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To make people more effective learners and to address the need of designing learner-centred 

courses and technologies aimed at addressing the users as learners, Learner-Centred Design 

paradigm as a learning environment was formulated. With emphasis on affective learning factors, 

the design is tailored to motivate the learners (Soloway, Guzdial, & Hay, 1994). Similarly, Phillips, 

(2004) concluded four dimensions for analysing the design of e-learning applications i.e. student-

teacher interaction, student-student interaction, student-resource interaction and the interaction 

between student and computer. The study determined that these are an important/useful tool in 

both classifying and designing e-learning applications. Learner-centred approaches put special 

emphasis on the factors leading to affective learning, especially motivation to learn. As a process, 

its focus is on cognitive factors like memory, learning, perception, and problem-solving, etc. 

(Norman & Draper, 1986; Zaharias, 2005).  

A study carried out to determine the influence of interactive video on satisfaction and 

learning outcome in e-learning established that the value of video for learning effectiveness and 

provision of interactivity were positively correlated (Liaw S.-S. , 2008; Zhang, et al., 2006). The 

results of a study to determine behavioral intentions, learners’ satisfaction, and Blackboard e-

learning system effectiveness revealed that both perceived satisfaction and perceived usefulness 

contributed to the learners’ behavioral intention for using the e-learning system. According to 

Liaw, (2007) interactive learning activities, multimedia instruction, and e-learning system quality 

could influence e-learning satisfaction. Moreover, learners’ attitude, self-paced, teacher-led, and 

multimedia instruction are found to be key factors which influence learners’ attitudes toward e-

learning as an effective learning system/tool.  
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Research suggests four elements for improving e-learning outcomes while developing e-

learning environments: learners’ and environmental characteristics, learning activities, and 

environmental satisfaction (Liaw & Huang, 2007). Based on previous studies, useful learning 

environments, positive learning attitudes, effective learning activities, and individual learning 

characteristics have been identified as the factors for effective e-learning environments 

development (Bouhnik & Marcus, 2006; Capper, 2001; Liaw, et al., 2007; Motiwalla, 2007; Shee 

& Wang, 2008).  

Multimedia training effectiveness and self-efficacy have been reported to highly correlated, 

leading to the conclusion that besides training content and media presentation, training 

effectiveness is also determined by the learner’s self-efficacy (Christoph, Schoenfeld, & Tansky, 

1998). The results of a study carried out to determine learners’ satisfaction, effectiveness of the 

blackboard e-learning system and behavioral intentions indicated that both perceived satisfaction 

and perceived usefulness contributed to the learners’ behavioral intention for using the e-learning 

systems (Park, 2009).  The results of an enquiry to determine the influence of interactive video on 

learning outcome and satisfaction in e-learning indicated that the value of video for learning 

effectiveness was correlated to the provision of interactivity (Liaw S.-S. , 2008; Zhang, et al., 

2006). Effectiveness of E-learning could be influenced by interactive learning activities, 

multimedia instruction, and e-learning system quality (Park, 2009; Zhang, et al., 2006). The 

relationship between satisfaction and e-learning as multimedia, self-paced activity has been shown 

as positively correlated (Liaw, 2008; Zhang, et al., 2006).  

Relationship between learning environment and learning orientation has been determined 

in Encyclopedia of Distance Learning (Rogers, et al., 2009). A study aimed at exploring the 

dynamics of interaction within a self-paced online learning environment concluded that all types 
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of interactions may not be equally valued by students or be effective (Rhode, 2009). Another study 

aimed at evaluating the influence of learner and instructional variables on learning outcomes for a 

blended learning environment concluded that the influence of instructional, learner, and 

motivational variables on learning outcomes determined to be consolidated around the variable in 

learning application (Lim & Morris, 2009). E-learning success model was found to be based on 

the relation ship between quality perception of the e-learning environment and learner’s self-

regulatory efficacy (Lee & Lee, 2008). Results of a study found positive relationship among 

perceived usefulness, perceived satisfaction, interactive learning environments, perceived self-

regulation (Liaw, et al., 2013). Another study conducted in the context of working place as learning 

environment corroborated the positive (same) results (Coetzer, 2007). Another researches on e-

learning environment investigated many aspects positively such as ‘interaction between learner’s 

traits and characteristics of learning environment (Wesely, 2012), satisfaction and learning 

environment (Lo, 2010; Sun et al., 2008), multi-media environment, internal knowledge 

characteristics instructional design and level of control (Lawless & Brown, 1997). Similarly, the 

results of a number of studies found students' perceptions of learning environment to be stronger 

predictor of performance outcomes ( Kamaruddin, Zainal , & Aminuddin, 2009; Lizzio, Wilson, 

& Simons, 2002), as well as well-being (Awartani, Whitman, & Gordon, 2008).  

Both forms of interactions i.e. between learner and instructor and learner and learner were 

found to significantly predict student satisfaction (Kuo, Walker, Belland, Schroder, & Kuo, 2014). 

However, the interaction between learner and instructor was determined to be strongest predictor 

of student satisfaction than internet self-efficacy (Kuo, Walker, Belland, Schroder, & Kuo, 2014). 

Learner interaction can be positively influenced by technology integration (Miller, 2007). By 

summarizing, e-leaning environments i.e. self-paced, instructor-led, and multimedia instructions 
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learning environment have been found to be the major factors which affect learners' attitudes 

toward e-learning as an effective learning tool (Park, 2009; Tatnall, Kereteletswe, & Visscher, 

2011). 

2.1.2 E-Learning and Technology 

The ICT revolution has altered all dimension of human life. Throughout the history, 

technology has been profoundly impacting the field of learning. Resultantly, the Info tech 

revolution has altered the land scape of education to such an extent that today, technology is 

completely embedded in every dimension of learning (Kravitz, 2004; Shah & Attiq, 2016). The 

technology customization in the learning field has led to the evolution of the concept of 

‘Technology Enhanced Learning’. TEL consists of learners and technology provide socio and 

technological innovations for supporting educational practices in a variety of settings. With the 

digital content becoming central cog of the TEL, the new concept of learning has now been termed 

as “learning through networks” (Wiberg, 2007). Technology has been categorized in four 

dimensions; artefacts, knowledge, process and volition (Custer, 1995).  

According to Khan, (2005) the technology dimension assesses the HW (hardware), SW 

(software), and infrastructural planning. User friendly SW and HWs, demanding little effort from 

users would entice its adoption and increase satisfaction (Amorosos & Cheney, 1991). The issues 

relating to the choice of the suitable learning management system, audio/ video conferencing 

platforms i.e. communication tools for the achievement of the learning goals and objectives of the 

institution are also addressed in this dimension. Technical requirements such as the bandwidth, 

server capacities, security backups, and other infrastructural issues are also taken care of in this 

dimension (Edtech8372, 2012). 
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Quality in e-learning context has been defined as “an e-learning experience which provides 

just the right content at just the right time, and which helps learners master needed knowledge and 

skills, in such a manner so they are motivated to learn and apply their learning to improve 

individual and organizational performance” (Zaharias, 2005, p. 1). The complex activity of 

learning design is influenced by a wide array of factors including: the designer’s awareness of 

cognition, prior experience, background and various technology related factors relating to the use 

of media and the properties they possess (Atkinson, 2011; Baker, 2008). 

2.1.2.1 Technology Quality 

Technology Quality has been defined as the “learners’ perceived quality of Information 

Technology applied in e-learning including gadgets like electronic black boards, microphones, 

earphones, etc.”(Sun, et al., 2008. p.1188). Since e-learning is primarily computer based and 

heavily technology dependent, the reliability and quality of technology act as an important tool in 

applying and ensuring the success of e-learning (Sandholtz et al., 1992; Webster & Hackley, 1997). 

The quality, reliability of technology, and access to HW and SW are important determinants of the 

effectiveness of learning (Hiltz, 1993,1995a ;Piccoli, et al., 2001). The technology dimension 

would be evaluated through both the factors i.e. Technology Quality and Internet Quality. 

E-learning is found normally with a suitable and compatible software tool. The advent of 

latest technologies like tablets and smart phones can now contribute as the easiest ways of 

implementation of e-learning. In the contemporary environments, e-learning and technology 

applications are now complementary and synonymous to each other and the effects of technology 

on the effectiveness of e-learning have positive results (Yacob, Abdul Kadir, Zainudin, & 

Zurairahq, 2011). A study carried out by Oliver and Towers (2000) found that san appropriate 

equipment and ease of access, it would be quite difficult, if not impossible to implement any e-
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learning. Contrarily, Broadbent (2001) obviates the necessity of a huge infrastructure for e-

learning. Furthermore, the use of new technology invokes students’ attention in searching and 

enhancing their knowledge. Management therefore ought to keep the technology for ensuring the 

usefulness of e-learning for the students (Yacob, et al., 2011). 

2.1.2.2 Internet Quality 

Internet Quality is defined as “learners’ perceived quality of network including network 

transmission speed” (Sun, et al., 2008. p.1188). While highlighting the role of internet in e-

learning, (Simuth & Sarmany-Schuller, 2013) concluded that e-learning development is 

“characterized by transition from learning machines and programmed education toward internet 

based learning, used as a mediator of information and communication between real human subjects 

of education”. ICT enables students to access their study materials anywhere at any time through 

the use of computers and / or mobile devices such as tablets, smartphones etc. In view of 

tremendous growth in ICT vis-à-vis seamless connectivity, ostensibly, the era of closed e-learning 

courses (off-line courses) is over. The flexibility offered through online education allows students 

to progress at their own pace, making students responsible for their own learning and enhancing 

student centeredness (Smith, 1997). The four sub-workflow e-learning system, proposed consists 

of teaching, learning, administration and technology support. Quality enhancement of these focal 

activities would result into significant improvement in the entire Internet-based e-learning process 

and result into enhanced satisfaction all aspects of teaching, learning, technology support and 

administration (Young, 2005).  

Although, the advances in ICT and seamless connectivity has digitized the entire education 

spectrum including access to digital libraries throughout the world, distance teaching institutes 

face difficulties in imparting education as compared to campus education on account of lack of or 
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limited access to computers and internet (Bates, 2001). This forces distance educational institute 

to resort to duplication by printing the educational material, thus substantially rising the cost of e-

learning (Guri-Rosenblit, 2005). However, with increased affordability and exponential growth in 

the ICT to stay competitive, a need is being felt for web-based educational institutions delivering 

e-learning to develop new online delivery methods (Oslen, 2002). Technical problems include; 

limited access to services, inadequacies in infrastructure lack of internet connection, very low 

bandwidth and poor ICT infrastructure have been identified as the potential threats in the 

implementation of e-learning (Cojocariu, Lazar, Nedeff, & Lazar, 2013).  

The quality of technology and learning effects have been proved to be positively correlated. 

Since technology quality along with Internet quality both significantly affect the e-learners’ 

satisfaction (Sun, et al., 2008). E-learners’ satisfaction is significantly affected by technology 

dimension which consists of technology quality and Internet quality (Piccoli, et al., 2001; Sun, et 

al., 2008; Webster, et al., 1997).  

Research has shown that e-learning satisfaction is significantly influenced by technology 

and internet quality (Picolli, et al., 2001; Sun, et al., 2008; Webster,  et al., 1997). User friendly 

characteristics of technology would result into its adoption, resulting into user satisfaction and 

positive correlation between quality/reliability in IT and learning effects (Amorosos, et al., 1991; 

Davis, 2012). The effects of technology learning environment through technology enhanced 

learning has been highlighted through a series of measures (Keppell, Suddaby, & Hard, 2015; 

Mandinach & Cline, 2010)/ 

In the field of educational psychology, the role and impact of emotion on shaping student’s 

engagement and learning has been under intense study (Cleveland-Innes & Campbell, 2012). 

According to various researchers such as Contarello and Sarrica, (2007) investigated the 
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relationship between internet, social well-being, manifested in its various components including 

acceptance, integration, actualization, contribution and coherence. Similarly, Scherer, et al. (2011) 

indicated the existence of a significant relationship between the assistive technology devices 

(ATD) PA's measure of personal factors and the SWB.   

Technology-Internet Quality from customer perspective  

In current era, electronic commerce (e-commerce) is used as competitive edge to interact 

with customers. Businesses realized that the key determinants for success are not merely low price 

or presence of website but also the quality of electronic services. Service quality is referred as 

overall assessment of customer while in e-services context it deals with the judgments in the virtual 

marketplace (Santos, 2003). Over the past two decades, research studies explored the role of 

service quality in developing consumer behavior, but recently the results have been applied in 

online context (Wolfinbarger & Gilly, 2003).  E-service quality is a key determinant for customers 

as in online setting comparison of technical features as well as price of can be much easier than 

traditional channel (Santos, 2003).  

Resultantly, in online context consumer expect equal or even higher level of quality than 

traditional channels. McKinney, et al. (2002) documented that e-customer satisfaction is 

influenced by quality which includes the quality of information and the quality of system. A 

number of research studies in domain of consumer behavior, modeled information quality and 

system quality as the antecedents of consumer satisfaction (Seddon, 1997; Rai, Lang, & Welker, 

2002). Information quality is the quality of output like accuracy, relevance, timeliness and scope 

of information generated with the help of information system (McKinney, et al., 2002). While 

system quality is referred as documentation quality, ease of use, consistency in user interface, 

reliability and maintainability (Seddon, 1997). Different research studies have reported that 
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customer satisfaction is significantly impacted by the system and information quality (Bharatia & 

Chaudhury, 2004; Negash, et al., 2003). 

2.1.3 E-Learning and Learning Orientation 

Learning orientation also called as “lifelong learning” (Centeno, 2011) refers to 

“individuals’ strong willingness to learn new knowledge and skills to achieve priority in one’s 

life” (Colquitt & Simmering, 1998). Learning orientation or personal development aimed at 

updating skills, abilities and work competence is corollary to strong intrinsic motivation and aimed 

at improving competitiveness and derived from the fear about employability, (Ames & Archer, 

1998; Nóvoa & Jong-Lambert, 2003; Wang Z. , 2014),.  Similarly, Duff, et al. (2004) concluded 

that it is the individual’s personality which determine individual’s approach to learning and 

learning orientation.  

Results of another study carried out by Niiya, Crocker, and Bartmess (2004) also indicated 

an effective way to minimize threat to self-esteem amongst learners whose self-worth is highly 

dependent on academics is through endorsement of learning orientation. This would allow them 

to persist in the face of challenges and to learn from failure. Diseth (2011) showed strong 

relationship between the motivational variables of self-efficacy, learning orientation and deep/ 

surface learning strategies.  

A study carried out to evaluate the relationship between learning goal orientation (LGO), 

delivery mode and success factors related to motivation to learn and the outcomes of course 

determined that students in the blended mode of learning who are high in LGO and with higher 

degree of perceived utilization were significantly more motivated to learn, resulting into higher 

level of satisfaction and performance outcome (Klein et al., 2006). Learning orientation and 

attitude have been established to be positively correlated, wherein, students perceiving an 
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emphasis on mastery goals in the class room preferred challenging tasks, have been reported 

through the use of more effective strategies, had a more positive attitude toward the class, and had 

a stronger belief that success follows from one's own efforts (Ames & Archer, 1988). Technology 

acceptance model and learning goal orientation in determining the actual use of web-based 

information system have been proved to be positively correlated (Klein, et al., 2006; Yi & Hwang, 

2003).  

Learning orientation acts as a positive motivator for mastering new skills and learning new 

knowledge. Individuals with higher learning orientation tend to have higher life satisfaction by 

virtue of their tendency to follow positive construction as they are supposed to be good at repelling 

negative affective feelings and experience (Colquitt, et al., 1998; Diener et al., 2000).  Student’s 

orientation can be modified with time depending on different learning tasks or in diverse 

environment. (Entwistle & Peterson, 2004). Results of a study carried out in Chinese context to 

determine the relationship of life satisfaction with learning orientation and Chines Guanxi (a 

central idea in Chinese society based on personalized networks of influence) reflected that learning 

orientation and guanxi, both  had a positive impact on life satisfaction. However, the association 

between learning orientation and life satisfaction was not moderated by Guanxi, (Wang, 2014).  

In broader context, a significant positive correlation exists between learning orientation 

and learning outcomes such as academic achievements and learning orientation has strong 

association with consistency between career aspiration and career expectation (Harris & Harris, 

1987). Hence, learning environment influences learner’s learning orientation (Rogers, et al., 2009). 

The significant relationships exist among the students' approaches to learning, perception of 

learning environments and academic achievement were examined (Pimparyon, Caleer, Pemba, & 

Roff, 2000; Ying-Fang & Samuel, 2008). Another findings of a study carried out to examine the 
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student attitude and performance towards use of IT in online and conventional settings found no 

significant performance and attitudinal differences between these two groups (Ali & Elfessi, 

2004). Researchers also found significant relationship between learner-content interaction and 

performance outcome e.g. (Zimmerman, 2012). On the same side, however, students possessing 

higher self-efficacy tend to go for network-based learning, thus achieve significantly higher 

terminal grades (Wang & Newlin, 2002). Similarly, it is found that a positive correlation between 

deep learning and academic achievement exists and an inverse relation between surface approach 

and academic achievement (Hasnor, Ahmad, & Nordin, 2013). Another study found that the 

approaches to learning mediate the relationship between epistemological beliefs and academic 

achievement (Cano, 2005). A study aimed at determining the relationship between personalities, 

approach to learning and academic performance determined deep approach to be positively related 

with extraversion and openness to undertake experience. Surface approach and agreeableness and 

neuroticism were found to be positively correlated. Similarly, strategic approach was found to be 

positively associated with conscientiousness and extraversion, and correlated negatively with 

neuroticism. Both deep and strategic approaches were found to be positively correlated with 

academic performance. Corroborating the earlier research, surface approach and academic 

performance were found to be negatively correlated (Duff A. , Boyle, Dunleavy, & Ferguson, 

2004). Similarly, Subjective well-being has an important role in evaluating the role of learning and 

goal achievement. Research has found the existence of positive correlation ship between goals 

related to self-improvement and growth and well-being (Fleeson, Malanos, & Achille, 2002) and 

students’ meaningful learning orientation has a significant effect on rote learning orientation (Kiliç 

& Saglam, 2010).  
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2.1.4 E-Learning and Learning Motives 

Leaning mostly advances through rational process composed of preliminary planning and 

setting of goals, intention development, task formation, consequence assessment, action execution 

and control (Dörnyei, 2000); (Hickey, 1997). The term used by Lave and Wenger (1991) as 

“legitimate peripheral participation” (p.33) where learning is described to develop through 

reflection and participation. Often learning is also explained as incidental, as learners are mostly 

not indulged in constructing abstract instead controlling the familiar skills which are required to 

act successfully in their surroundings. This type of learning, combined with identity development 

is very well assumed as an instinct feature of involvement in family and community practices. In 

about all human societies learning through involvement occurs but due to more technologically 

advanced societies there is no longer requirement of this type of learning.  

Leontiev (1978) described that activities take a specific form when individual’s basic desire is met 

by some particular entity in the material world. This entity, or end in mind is considered as real 

motive belong to that activity. Motives determines activity system, irrespective of the particular 

individuals who ordains the essential roles on any specific occasion. Study performed by Marton 

(1976) argued about students’ selection of diverse approaches on the similar course, and identified 

students adopted deep approach more actively participate and indulged in self- learning process, 

however students adopted surface approach are more passive and view learning as something that 

occurs unexpectedly. Five approaches identified by him in the same study includes a) learning as 

knowledge extension b) learning as remembering c) learning as acquiring of realities or processes 

d) learning as a construct possess some meaning e) learning as an explanatory process intended at 

acceptance of truth.  
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Another study performed by Paimin, Hadgraft, Pripic, and Alias (2011) represented 

affection as learning motive. Mostly, the terms “motives” and “motivation” are used 

interchangeably and acts as substitutes to each other, while considering the relationship between 

learning and actions in which people are involved, distinguishing between these two terms become 

easier. Motivation has been classified as either internal or external. Whereas intrinsic motivation 

(outlooks, sensations) influences the person internally while extrinsic refers to motivation effecting 

individuals from outside (learning environment, compensation). According to Shwalb, Nakazawa, 

& Shwalb (2005) learning motives consist of two-factor model and comprise of six categories i.e., 

pleasure, cultivation, realism, superiority, compensation and relation. First three motives including 

pleasure, cultivation and realism are termed as “content-attached’ motives while the other three 

superiorities, compensation and relation are referred as “content-detached motives.” However, it 

is also found that strategy selection is effected by motives, which consequently influences 

achievement in language learning (Shwalb, et al., 2005). The core approaches to learning theory 

was adopted by Biggs (1987) who recognized three learning related approaches or motives i.e. 

deep, surface and strategic/achieving, having motive and associated strategy with each. 

2.1.4.1 Deep Approach  

Deep Approach is denoted as “examination of new facts and ideas critically, tying them 

into existing cognitive structures and making numerous links between these ideas” (Loughran, 

Berry, & Mulhall, 2010; p.30; Turner, 2012).  Deep Approach is based upon the fundamental of 

understanding the text and meanings of the course material. It is characterized by intrinsic 

motivation, quest for understanding, irrespective of the strategy adopted during the process 

(Richardson J. T., 2005). Deep approach has been further classified into two variations, “Holding 

and Moving”. Holding approach involving strategies of structuring and control, focusses on 
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achieving a fixed goal understanding. Moving approach on the contrary, involve strategies offering 

changes in perspective and deliberate variation with an ongoing intention to continuously develop 

understanding with an open ended outlook (Fyrenius, Wirell, & Silen, 2007; Richardson, 2005).   

Students who uses deep approach have been generally found to have qualitatively superior learning 

outcome, greater recall of facts and more successful than those who used surface approach for 

learning. Deep approach users presented ideas as a coherent whole, obtained multi-structured level 

of outcome and presented ideas as a coherent whole (Svensson, 1977; Prosser & Millar, 1989; Van 

& Schenk, 1984). 

2.1.4.2 Surface Approach 

Surface Approach is denoted as “accepting new ideas and facts uncritically and 

endeavoring to store them as isolated, and unconnected, items” (Loughran et al., 2010, p.30). It 

aims at not understanding the text, but on memorizing the course related material for passing the 

assessment. Learners with surface approach are extrinsically motivated, treating course content as 

un-related bits of knowledge, and they aim at meeting the requirements of the course. They aim at 

identifying and memorize only those elements of the course in which they are likely to be assessed 

(Lublin, 2003). Those with the surface approach treat the learning course as an unrelated bits of 

knowledge, carry out procedures and routinely memorize facts. 

2.1.4.3 Strategic Approach  

Strategic Approach or Achieving approach, a combination of deep and surface approach is 

a well-organized form of approach aiming towards top achievement with the motivation of 

achieving the highest grades whether deep or surface approach is adopted in the process (Entwistle 

N. J., 1997). Learners adopting Strategic Approach put in consistent efforts in their studies, 

effectively manage their time and efforts, are alert to the requirements of assessment and they gear 
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their work to the perceived preferences of their teachers. The strategic approach simultaneously 

developed by Entwistle (1997) and Biggs (1987) has been dropped and replaced with scales 

measuring “organized studying” and “effort management” (Richardson J. T., 2005). A study found 

strong co-relation between approaches to learning and conception of learning, with surface 

approach being adopted by students at the lower end of conception of learning hierarchy (Van 

Rossum & Schenk, 1984). In another study, students adopting surface approach were found with 

higher workload, unclear goals/ standards, lack of flexibility and a high focus on examination 

preparation (Entwistle & Ramsden, 1983). 

The results of a study indicated that students scoring high on learning environment 

achieved higher GPA than those students who scored low on learning environment (Pimparyon et 

al., 2000). A study carried out to determine the impact of technology and internet on the students’ 

performance outcome in the context of Pakistan found that students performed better on deep 

approach (Siddiqui, 2006). The results of a study carried out to determine the quality and type of 

approach adopted by students while interacting with technology determined that students adopting 

surface approach achieved relatively poorer learning outcomes and lower performance 

achievements vis-à-vis students with deep approaches for learning (Ellis, 2006). Deep learners use 

internet for educational purposes than surface learners, hence the internet quality affect them more 

as compared to surface learners who use internet mostly for non-educational purposes (Yılmaz & 

Orhan, 2010).  

The motivational variables of learning orientation, self-efficacy and surface/deep learning 

strategies have been found to strongly correlated to each other ( Diseth, 2011). The approaches to 

learning and perceived usefulness in the context of personal learning environment have been found 

to be correlated (Arquero & Romero-Frias, 2012; Karacapilidis, 2009). A cross sectional study 
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aimed at investigating the nature of relation ship between learners’ perception of learning environs, 

approaches to study, and academic achievements found that Students’ perception strongly 

predicted the learning outcomes in terms of academic achievement and satisfaction directly as well 

as mediation through the learning approaches. A study carried out in a university settings of an 

Australian university by Burton, Ballantine and Mcllveen (2009) to determine the relationships 

between learning approaches, personality, academic success and satisfaction with student support 

services found that students having more orientation towards deep learning behaviors are more 

satisfied with college, account greater educational achievements, and obtain higher grades (Laird, 

Shoup, & Kuh, 2005). Contrarily, a significantly negative correlation ship was ascertained between 

surface approach and academic achievements (Mayya, Rao, & Ramnarayan, 2004).   

A study on the suitability of learning environment vis-à-vis learning approach found that 

the perceived of academic quality of courses delivered via distance education were strongly 

correlated with the approaches to learning adopted during the course (Richardson, 2005). Another 

study found that Revised Approaches to Studying Inventory (RASI) and Course Experience 

Questionnaire (CEQ) were robust research instruments for measuring students’ perceptions 

(Entwistle, Tait, & McCune, 2000; Richardson, 2005; Wilson, Lizzio, & Ramsden, 1997). In 

distance/e-learning context, a major study on learning approaches in distance education undertaken 

by Richardson, Morgan and Woodley (1999) found commensurability in the approaches to 

studying between distant students and traditional class room students with the distant students 

likely to adopt learning approach corresponding to the espoused aims of higher education.  

Students with deep approach motive considered an intrinsic interest and suitable 

commitment in task (Biggs J. B., 1987). Students with surface approach motive had fear of failure 

and yearning to get their obligations with the least struggle and trouble. However, students adopted 
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strategic/achieving approach efficiently manages and utilizes his/her time and working 

surroundings to get the maximum achievement. Significant relationship has been found between 

deep learning approaches with high self-efficacy, and the study also found extensive shift of 

students on rote memorization (surface learning approaches) during their first medical year 

(Papinczak, Young, Groves, & Haynes, 2008). It is also suggested that this shift to surface learning 

and motivation threat can cause seriously effects self-efficacy and retention of knowledge for 

longer time. 

Learning approaches incorporate intentions as well as actions which a student leads to 

learning task (Byrne, Flood & Willis, 2004). The learning approach adopted by student’s 

influences processing level as well as achievement level of students (Marton & Säljö, 1976). A 

number of studies have been undertaken regarding former knowledge and its impact on leaning.  

Prior knowledge is considered as the strongest and most reliable individual difference construct of 

academic outcomes (Angeli & Valanides, 2004; Jonassen & Grabowski, 2012).  A shorter version 

of SPQ developed by (Biggs, Kember, & Leung, 2001) incorporated surface and deep approaches 

only. Most extensively used instrument for assessing student’s know-how about use of leaning and 

strategies related to study is ‘Learning and Study Strategies Inventory’ (LASSI) (Weinstein C. E., 

1988; Weinstein, Schulte, & Palmer, 1987). Lot of research has been carried out about prior 

knowledge and its influence on the outcome of learning indicating prior knowledge to be sturdiest 

and consistent individual difference predictors of learning achievement (Jonassen & Grabowski, 

2012)  

A significant influence of computer self-efficacy on individuals’ expectation of the effects 

of computers usage, their emotional reactions to computer as well as their actual computer usage 

has been established (Compeau & Higgins, 1995). Relationship between learning approaches and 
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quality of learning outcome through the application of technology has been documented, wherein 

deep learning and quality learning outcomes have been positively correlated to each other (Cohen, 

2002).  

Another learning approach was established from social-cognitive viewpoint about learning 

and motivation strategies where students are viewed as dynamic information processer with 

opinions and reasoning that facilitated task features and instructional contributions. Studies about 

information system shows user satisfaction as most significant element in evaluating success in 

system implementation (DeLone & Mclean, 1992). From the areas of individual’s psychology and 

information system many researchers acknowledged critical variables related to e-learning, 

amongst them Technology Acceptance Model (TAM) has moderately contributed for 

understanding success related to e-learning (Oliver, 1980). Prior studies reveal that perceived ease 

of use (PEOU) and perceived usefulness (PU) influence e-learning and learner’s satisfaction. 

However, both PEOU and PU were found to be an integral part in TAM and also in environmental 

dimension as perceived interaction of learners with others (Sun et al., 2008) 

A study carried out in Singapore investigated students’ intentions and motives in studying 

overseas and the effects that these different motives had on their assessment of service quality of 

the academic institutions. Results indicated that students perceived four types of motives: career 

and migration, academic and education, work and pleasure and experience (Min, Khoon, & Tan, 

2012). The relationships between approaches to learning, personality, academic success and 

satisfaction with student support services, has been determined in a study carried out in a university 

settings of an Australian university (Burton et al., 2009). Research has indicated that students who 

are involved more frequently in deep learning behaviours are more satisfied with college, report 

greater educational gains, and obtain higher grades (Laird et al., 2005).  
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Based on students’ involvement, intentions, motivation, goals, and perceived objective, 

students would take different learning approaches for goa accomplishment. Research conducted 

out in educational psychology in Sweden and Britain has determined three predominant 

approaches for students pursuing education at a higher level; surface approach, deep approach and 

strategic approach (Entwistle et al., 2001; Marton & Säljö, 1976; Richardson J. E., 2005). These 

learning approach may vary from one situation to another, the choice contingent upon the content, 

and variance in course units, quality of teaching, context and task and assessment (Biggs J. B., 

1987; Jennifer and Marshall, 2009; Laurillard, 1979; Marton, 1976; Ramsden, 1979; Scouller, 

1998; Vermetten, Lodewijks, and Vermunt, 1999).  

2.1.5 E-Learning and Perceived Ease of Use 

Degree to which a person believes that using a particular system would be free from effort 

(Chang & Tung, 2008). According to Davis (1989), if the user perceives that even a given 

application is useful, he may still believe that hardships faced in using outweighs its potential 

benefits. Perceived ease of use (PEOU) is considered to be an important factor which influences 

usage behaviour and user acceptance of information technologies (Brown I. T., 2000; Rose & 

Fogarty, 2006; Venkatesh V. , 2000). 

It is presumed that the more learners perceive ease of use and usefulness in course delivering 

media, their attitude would be more positive towards e-learning, resulting into improvement in 

their learning experiences and satisfaction, and aggregating their chances of e-learning re-use in 

future ( Sun, et al., 2008 ; Arbaugh, 2002).   

Various studies also found that interactive learning environment, and perceived self-efficacy 

influence perceived ease of use (Liaw, et al., 2013). Similarly, the relationship between approaches 

to learning and perceived ease of use (PEOU) and usefulness in the personal learning environment 
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context (Arquero & Romero-Frias, 2012; Karacapilidis, 2009), and self-esteem (Becerra & Stutts, 

2008; Kwon & Wen, 2010) have been established. Learners’ attitude towards learning is 

contingent upon his perceived ease of use (Selim, 2007; Sun, et al., 2008). Users’ perception of 

ease of use is an important predictor of perceptions of satisfaction in e-learning context. According 

to (Davis, et al., 1992) ‘‘the easier a system is to use, the less effort required to carry out a given 

task’’. A study aimed at evaluating factors for student learning satisfaction in a blended e-learning 

environment through a learning satisfaction model found perceived ease of use (PEOU) to be one 

of the factor which affect satisfaction (Wu, Tennyson, & Hsia, 2010), towards their academic 

performance (Naeini & Krishnam, 2012). The influence of perception of ease of use and computer 

self-efficacy was more significant on women. Whereas, perception of usefulness of e-learning was 

found to be a strong antecedent in mens’ usage decision (Claes, 1999; Ong & Lai, 2004). No 

significant variances in perceived usefulness and ease of use between the groups by demographic 

factors has been established (Naeini & Krishnam, 2012). 

2.1.6 E-Learning and Perceived Usefulness 

 “Degree to which people believe that using a particular system will enhance their job 

performance” (Change & Tung, 2008; Tung, 2007) also defined “degrees of work improvement 

after adoption of a system” (Davis, 1989). Perceived usefulness is one of the two determinants 

which establishes whether people would use or otherwise an application to the extent they believe 

that it would help them enable to do their job better. Learners’ perceived usefulness in an e-learning 

system has been denoted as the “perception of degrees of improvement in learning effects because 

of adoption of such a system” (Shah & Attiq, 2016; Sun, et al., 2008).  

Interactive learning environment and perceived self-efficacy influence perceived usefulness 

(Liaw, et al., 2013), perceived output quality (Davis, et al., 1992). Self-efficacy and perceived 
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usefulness have been found to be positively correlated (Hsia, Chang, & Tseng, 2014) , (Johnson, 

Hornik, & Salas, 2008). Similarly, the relation ship between approaches to learning and perceived 

usefulness in the context of personal learning environment has been also established (Arquero & 

Romero-Frias, 2012). The system is perceived to be useful when a user believes in the existence 

of a positive user-performance relationship and learners’ attitude towards learning would therefore 

be contingent upon his perceived usefulness (Sun, et al., 2008; Tung, 2007; Suo-Chao Chang, 

2008; Lee, 2000; Salleh, Yaacob, Shapri, & Shapri, 2012).  

Perceived usefulness has been found to be positively correlated to perceived satisfaction, 

perceived self-efficacy and interactive learning environments (Liaw, et al., 2013). The results of a 

model of e-learning effectiveness incorporating social presence to other variables including 

perceived usefulness, self-efficacy, course interaction and e-learning effectiveness demonstrated 

that self-efficacy and perceived usefulness were positively correlated to satisfaction, performance 

and course instrumentality (Johnson et al., 2008). Another study conducted in the context of 

working place as learning environment corroborated the same results (Coetzer, 2007).  

The results of a study carried out to establish the relationship between social media and 

academic performance demonstrated the existence of a positive and significant relationship 

between social media and collaborative learning with perceived ease of use,  interaction with peers, 

interaction with supervisor, engagement, and perceived usefulness (Al-rahmi, Othman, & Musa, 

2014). Conceptualizing perceived usefulness as a combination of perceived learning assistance 

and perceived community building assistance, the findings of a study suggested that e-learning 

utilization, perceived community building assistance, and perceived learning assistance predict 

students’ perceived academic achievement and satisfaction (Islam N. M., 2013).  
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In e-learning context, the objective measurement of outcome variable such as academic 

performance is operationalized on bases of the quantitative aspects of tests, exams and course 

grades, whereas subjective performance is based on the aspects of satisfaction, attitude and 

evaluation of instruction factors (Shachar & Neumann , 2003). The previous studies showed 

positive relationship between perceived usefulness and learners’ satisfaction (Anthony R. 

Henderkeson, 1993), perceived satisfaction (Liaw, et al., 2013; Johnson et al., 2008). Because, 

students with higher degree of perceived utilization were significantly more motivated to learn, 

resulting into higher level of satisfaction and performance outcome (Klein, et al., 2006). Similarly, 

a study carried out on delineating the causes of success of e-learning determined that learners’ 

satisfaction is significantly influenced by the perceived usefulness (Arbaugh, 2000; Arbaugh & 

Duray, 2002; Sun, et al., 2008).  

Positive correlation has been found between performance and learner satisfaction in a wide 

array of research studies (Martirosyan, Saxon, & Wanjohi, 2014; Oja, 2011; Tat, Rasli, & Chye, 

2011; Sun, et al., 2008). Furthermore, there is significant impact of interactive learning on 

satisfaction and learning outcomes (Zhang, et al., 2006). Students' perceptions of learning 

environment were a stronger predictor of performance/academic outcomes as compare to 

approaches to study (Lizzio et al., 2002). 

In the tradeoff between happiness and academic achievements, a study carried out in the 

cultural context found students of Asian-American origin to be likely to be happy when engaged 

in an activity which impacts their future goals (e.g., academic achievement). Students of Caucasian 

origin on the other hand felt happier when involved in an activity which had an impact on them at 

that moment (Diener, Shigehiro, & Lucas, 2003; Asakawa & Csikszentmihalyi, 1998). 
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The relationship between individual’s subjective well-being and customer satisfaction has 

been established through the argument which posit that distinguishing amongst different 

conceptions of utility is more fruitful than evaluating a single, unifying concept which would 

motivate all human choices and registers all relevant feelings and experiences (Kahneman & 

Krueger, 2006). 

2.1.7 E-Learning and Customer Satisfaction 

Notwithstanding the extensive research carried out to find out a common definition, a 

consensual definition of ‘Satisfaction’ remains abstract and yet to be defined universally 

(Deguffroy , 2007). A dichotomy also exists whether Satisfaction is a process or outcome (Giese 

& Cote, 2000).  However, one definition of Satisfaction can be an individual’s feelings of pleasure 

or disappointment, which results from the comparison of the perceived performance of the 

products in relation to expectations (Kotler & Keller, 2006, p. 144; Owens, 2004).  

Satisfaction is also denoted as “affect or feeling or emotion which results from one’s own 

evaluation of the situation”. The concept of satisfaction as an affect include both positive affect 

(satisfaction) and negative affect (dissatisfaction) (Savickas, 1994). Positive affective response to 

a situation determines the satisfaction from individual’s own point of view (Osipow & Fitzgerald, 

1996). Consumer dissatisfaction is regarded as the bipolar opposite of consumer satisfaction; 

alternatively, it can be argued that consumer satisfaction and dissatisfaction may be viewed as two 

different dimensions (Giese & Cote, 2000). Disconfirmation, on the other hand, having a 

significant effect on satisfaction denotes the discrepancy between an individual’s perceptions of a 

product or services performance and his or her expectation levels (Owens, 2004).  

Learners Satisfaction 
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Learner’s satisfaction is denoted as the “perceptions of the extent to which their learning 

experiences were helpful and enjoyable” (Kuo et al., 2014, p. 164). Declaring student satisfaction 

both to be an enjoyable and a successful experience, learner’s satisfaction in a conventional 

learning environment that blends online elements. Sweeney and Ingram (2001) have denoted 

learners’ satisfaction as “the perception of enjoyment and accomplishment in the learning 

environment” (Sinclaire, 2011). The Sloan Consortium, defines student satisfaction as: “Students 

are successful in the learning experience and are pleased with their experience” (Moore, 2009, p. 

92). This definition is compatible to the one explained by Sweeney and Ingram (2001): “The 

perception of enjoyment and accomplishment in the learning environment,” in that both the 

definitions emphasize on success as well as accomplishment in learning, accompanied by 

enjoyment and pleasure with the experience. Learner satisfaction as explained by Thurmond, 

Wambach, Connors and Frey, (2002) state “a concept that reflects outcomes and reciprocity that 

occur between students and an instructor”. Students’ satisfaction is also denoted as “a short-term 

attitude, which is derived from the evaluation of the education service received” (Elliot & Healy, 

2001). According to Tough  (1982) “student satisfaction refers to the student’s perception or 

attitude towards the learning activities”. When the student is happy with her/his studies or adopts 

an aggressive learning attitude, student is considered to be satisfied; when the student is unhappy 

or adopts a negative or a passive attitude, and student is reasoned to be dissatisfied. Student 

satisfaction therefore, could be cognized as the positive feelings or attitude of the student towards 

his/her learning activities (Chen, Hsiao, & Lee, 2005).  

The marketing definition of the Learner’s satisfaction as “an emotional response which 

could be induced by actual product, service, or process quality or some combination of product 

and service quality” (Leary & Quinlan 2007. p. 135). Student/ learner satisfaction concept is based 
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on the concept of customer satisfaction, wherein customer satisfaction not only plays an important 

role in marketing, but also act as a critical factor in repurchase/reuse behaviour of consumers 

(Churchill & Surprenant, 1982).  The need for adoption of customer satisfaction model to learners 

by adopting the contents and notion of customer satisfaction pointed by Stone and Thomson 

(1987). 

Perceived E-Learner’s Satisfaction  

 Described as “the degree of perceived learner satisfaction towards e-Learning 

environments as a whole” (Shah & Attiq, 2016; Sun, et al., 2008).In a hybrid/ blended learning 

environment, it is denoted “the sum of a student’s behavioural beliefs and attitudes that results 

from aggregating all the benefits which a student receives from using the blended system” (Shah 

& Attiq, 2016; Wu, Tennyson, & Hsia, 2010, p. 157). In the e-learning context, described as “the 

degree of perceived learner satisfaction towards e-Learning environments as a whole” (Shah & 

Attiq, 2016; Sun, et al., 2008). Another description is “summary affective response of varying 

intensity which follows asynchronous e-learning activities, and is stimulated by several focal 

aspects, such as user interface, customization, content, learning community, and learning 

performance” (Wang Y.-S. , 2003). Being a key measure of computer system success (DeLone & 

Mclean, 2002; DeLone & Mclean, 1992), Computer user satisfaction is described as” the user 

opinion about a specific computer application, which they are using” (Doll & Torkzadeh, 1988) .  

Student satisfaction has been explored through a series of studies e.g. (Artino, 2007; 

Martindale & Bolliger, 2004; Sahin, 2007; Reinhart & Schneider, 2001). Comprehending the 

factors affecting user's satisfaction with e-learning/ online courses therefore becomes a critical 

issue of identical importance both for researchers as well as practitioners. The critical factors 

identified which affect user satisfaction are: perceived usability, perceived value and perceived 
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quality (Al-Fahad, 2009; Chiu, et al., 2005). Few factors which impact student satisfaction toward 

online education are; instructor rapport, enthusiasm, student control, and group interaction etc. 

(Al-Fahad, 2009; Lee, Yoon, & Lee, 2009). Another study found faculty credentials to be the most 

influential factor affecting the students’ satisfaction as compare to other determinants of 

satisfaction of private university students in Bangladesh (Faruky, Uddin, & Hossain, 2012).  

Previous researches showed significant relation between learning orientation and life 

satisfaction (Wang, 2014). Learning orientation acts as a positive motivator for mastering new 

skills and learning new knowledge. Individuals with higher learning orientation tend to have higher 

life satisfaction by virtue of their tendency to follow positive construction as they are supposed to 

be good at repelling negative affective feelings and experience (Colquitt, et al., 1998; Diener et 

al., 2000). Similarly, the findings of another study indicated that life satisfaction, general self-

efficacy beliefs, and burnout of university students were significantly correlated (Capri, Ozkendir, 

Ozkurt, & Karakus, 2012). Interaction with reference to learner-instructor and learner-content, and 

Internet self-efficacy have been reported as good predictors of student satisfaction. Another 

research also found that satisfaction, autonomy, and dialogue, had significantly positive correlation 

in the beginning and the middle point of the course, which waned towards the end of the course 

(Kostina, 2011). Satisfaction and learning environment are positively correlated to each other (Lo, 

2010; Sun, et al., 2008). Using the Distance Education Learning Environment Survey (DELES), 

relationships between satisfaction, autonomy and dialogue was evaluated by Burgess, (2006) and 

its findings indicated significant correlation between variables.  

Adopting the perspective of relationship marketing, a study was carried out to determine 

the relation ship between Taiwanese students’ loyalty and student satisfaction (Chen, Hsiao, & 

Lee, 2005). Another aspect of satisfactions’ studies, satisfaction is also considered as a function of 
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perceived quality, whereas ‘disconfirmation’- is the extent to which perceived quality fails to come 

up to pre-purchase expectations (Anderson & Sullivan, 1993). 

A study carried out to evaluate factors for student learning satisfaction in a hybrid/blended 

e-learning environment through a learning satisfaction model found that learning satisfaction was 

significantly affected by learning climate/environment, perceived value and perceived ease of use 

(Wu, Tennyson, & Hsia, 2010; Shah & Attiq, 2016). The study found significant and positive 

relation between learner satisfaction, perceived usefulness and perceived ease of use (Sun, et al., 

2008; Wu, Tasi, Chen, & Wu, 2006; Arbaugh, 2000; Arbaugh & Duray, 2002).  

Research has shown that e-learning satisfaction is influenced significantly by technology 

and internet quality, the two variables of the technology dimension of this study (Sun, et al., 2008; 

Picolli, et al., 2001; Webster, et al., 1997). User friendly characteristics of technology would entice 

its adoption, resulting into user satisfaction and positive correlation between quality and reliability 

in IT and learning effects. Technology and internet quality thus assume added significance (Picolli 

et al., 2001; Webster & Hackley, 1997; Amorosos, et al., 1991). Using individual level retention 

and loyalty model, a mathematical framework for evaluating the value of customer satisfaction 

was forwarded to enable mangers to determine the factors impacting customer satisfaction (Rust 

& Zahorik, 1993). 

In comprehensive manner, various satisfaction factors serving as predictors of perceived 

student learning have been enumerated as the student’s own commitment to learning, instructor 

performance, and course policies (Lo C. C., 2010). The work of Sahin (2006) also focused on 

exploring the relationship between student satisfaction vis-a-vis student interaction - collaboration, 

instructor support, and personal relevance, authentic learning, student autonomy, and active 

learning. In another study, satisfaction was shown positive association with future continuance 
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intention vis-a-vis its impact on the attitude and intentions of re-purchasing or to continue using 

or otherwise of a product or service (Owens, 2004). In the context of various components of e-

learning, significant relationship exists between satisfaction and components of e-learning such as 

instructor attitude, flexibility, quality and concern about computers affect learner satisfaction 

(Liaw, 2008). Statistical analyses of a study indicated significant differences for academic 

performance and student satisfaction, wherein, students reporting lower satisfaction displayed 

lower academic performances (Martirosyan, et al., 2014). Other studies carried on the subject 

corroborated the findings (Oja, 2011). However, another study found the relation ship between 

satisfaction and academic performance significant, however, the relationship was found to be weak 

(Tat, et al., 2011).  

Research has shown that satisfaction and subjective well-being (SWB) are positively 

correlated, wherein individuals possessing high levels of SWB possess higher satisfaction and 

experience higher levels of happiness (Suldo & Huebner, 2006; Diener & Seligman, 2002). Even 

though, research found that gender has a substantial effect on student’s satisfaction level and GPA 

(Tessema, Ready, & Malone, 2012; Perry, Sekelsy, & Skarsten, 2011; College, 2009). However, 

other studies reported non-significant relationship between gender and satisfaction (Witowski, 

2008; Mupinga, Nora, & Yaw, 2006).   

2.1.9 E-Learning and Subjective Well-Being    

Often used synonymously with ‘happiness’ and life satisfaction, Deiner, Lucas, & Oishi, 

(2002) have described the phenomenon as “a person’s cognitive and affective evaluation of her or 

his life”. It is also described as “individual’s evaluations of their lives. It encompasses variables 

such as satisfaction with life, satisfaction with marriage and work domain , the frequent 

experiences of pleasant emotions, the infrequent experience of unpleasant emotions, and feelings 
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of fulfilment and meaning” (Diener & Oishi, 2004). Subjective Well-being is regarded as the 

individual experiences of pleasant emotions, higher satisfaction regarding affective and cognitive 

evaluations (Diener et al., 2003, p. 9). Ryan and Deci, (2001) described well-being as “optimal 

psychological functioning and experience” (p.142). Based on emotional reactions and cognitive 

judgments, Subjective well-being denotes how individuals perceived and experience the quality of 

their lives. Happiness on the other hand is defined as the “combination of life satisfaction and 

relative frequency of positive and negative affect. Subjective well-being therefore, comprises 

moods and emotions. It also evaluates individual’s satisfaction with general and specific areas of 

one's life (Diener, 1984; Diener, Suh, Lucas, & Smith, 1999). 

In simple words, Subjective well-being evaluate life in quotient of satisfaction and balance 

between positive and negative effects. Besides positive and negative affect, it encompasses 

happiness and life satisfaction (Keyes , Shmotkin, & Ryff , 2002). There has strong relationship 

exist with personality traits and subjective well-being and has proved to be stable over a period of 

time (Steel, Schmidt, & Shultz, 2008). The extensive research on SWB (Diener, Suh, Lucas, & 

Smith, 1999; Wilson, 1967) has resulted into a shift from demographic factors to psychological 

factors such as “goal striving, adaptation, personality, and coping strategies” (Christopher, 2009). 

Resultantly, the adapted definition of SWB posit that “individuals with high subjective well-being 

(SWB) are those who have a positive temperament, who dwell in economically developed 

societies, who do not contemplate excessively over bad events, who have strong social relation 

ships and master adequate resources to progress towards their goals” (Christopher, 2009; Diener 

et al., 1999).  

Consequent to pioneering work on SWB (Andrews & Withey, 1976; Wilson, 1967; 

Campbell, Converse, & Rodgers, 1976), resulting into rich body of literature, SWB is currently 
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being researched with equal intensity (Dolan, Peasgood, & White, 2008), both by psychologists as 

well as economists. In the economic domain, SWB, over a period of time has become a viable tool 

for economic enquiry (Kapteyn, 1994). The concept of SWB by Blanchflowe and Oswald (2008) 

and is considered as a proxy for the utility of an individual (satisfaction, derived from goods 

consumption) (Christopher, 2009).  

A field of Positive Psychology (Seligman & Csikszentmihalyi, 2000; Christopher, 2009), 

SWB can be compartmented between various indicators for measuring a person’s perceived well-

being. SWB encompasses domain satisfaction, emotional responses of the people (pleasant as well 

as unpleasant affects), and global judgments of satisfaction from life (Diener et al., 1999). Various 

theories have been proposed to answer many questions regarding what make people happy and 

SWB (Moghal, 2012). These theories include; “Comparison theory” and the “affect theory” 

(Veenhoven, 2006), “Integrated Model” by (Vitterso, Dyrdal, & Roysamb, 2005), “Five 

Component Model of Well-Being” (Keyes, 1998), “Scales of Psychological Well-Being” (Ryff, 

1989), “Habituation of Adaptation Theory” (Helson, 1964), “Self-Determination Theory” (Deci & 

Ryan, 2000), “Discrepancy Theory” (Michalos, 1985) etc.  

The relationship between good health and SWB have proved to be positively co-related 

(Okun, Stock, Haring, & Witter, 1984). The study dwelling on the progress of SWB concluded 

that youth and modest aspirations are not positively co-related to SWB (Diener et al., 1999). A 

study carried out to understand consumer SWB and its relation ship with selected secular and 

sacred values established significant variance between high and low religiosity consumers relating 

to role materialistic attitudes and income in predicting SWB (La Barbera & Gürhan, 1997). The 

effects of marketing strategies on general happiness was determined through establishing a 

relationship amongst the constructs of consumer behavior and happiness (Desmeules , 2002). 
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Subjective well-being (SWB) is also viewed as the individual experiences of pleasant 

emotions, higher satisfaction, and low level of negative mood regarding affective and cognitive 

evaluations (Diener, Lucas, & Oishi, 2005). Literature stated that well-being significantly 

contributes in developing commitment and loyalty for instance well-being of employees resulted 

in commitment and lower the turnover of employees (Spector, 1997).  

In the same way in consumer behaviour literature it is acknowledged that shopping well-

being has a significantly positive impact in developing mall loyalty (El Hedhli, Chebat, & Sirgy, 

2013). Well-being, as enunciated by Ryan and Deci (2001) denote “optimal psychological 

functioning and experience” (p.142). From the view point of psychology wellbeing is divided into 

two primary positions. First is known as subjective wellbeing emphasizing on the hedonic aspects 

like life satisfaction, positive and negative affect. Second is known as psychological well-being 

focuses on eudaimonic perspectives for example meaning and purposes of life and personal growth 

(Ryan & Deci, 2001). Endpoint theory or telic theory proposes that subjective well-being is an 

outcome of an achievement (Diener E. , 1984).  

Extensive literature is available exploring the concept of well-being (Valenzuela, Park, & 

Kee, 2009; Steinfield, Ellison, & Lampe, 2008; Ellison, Steinfield, & Lampe, 2007). Gong, Choi 

and Murdy (2016) applied role episode theories and self-determination to examine the consumer 

value creation behavior that argued that customer role stress decreases the customer value while 

self-determination of the customer increases the customer value that ultimately lead to well-being 

of customer. Self-determination theory (SDT) is with the view point that effective functioning of 

human beings depends upon the fulfillment of psychological needs which are relatedness, 

competence and autonomy (Levesque, Zuehlke, Stanek, & Ryan, 2004). Role episode theory on 

the other hand assert that unclear or incompatible demands or expectation when exceed the role 
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receiver’s ability, it becomes role stressors. Consequently, role occupant experience role stressors. 

This elicits a process which may result in negative attitudinal outcomes that undermine the well-

being of an individual (Singh, Verbeke, & Rhoads, 1996). It implies that the value creation 

behavior of the customer may affect the customer value as well as customer well-being. Helkkula, 

Kelleher, and Pihlström, (2012) documented that customer value is the value in use for the 

customer. Grönroos and Voima (2013) stated that customer value is a hedonic or functional 

outcome served by service or product utility. So it can be concluded that value is not embedded 

into service or product but it is formed through the process of customer own use that highlighted 

value as hedonic or utilitarian.  This narrated to customers’ aspirations, objectives and lives (Payne, 

Storbacka, & Frow, 2008).  Moreover, Woodrfuu (1997) examined that customer value help out 

in achieving customer purposes and goals. Therefore, Gong, Choi and Murd (2016) argued that 

customer value would correspondingly increase customer well-being. Accordingly, customer 

value is an antecedent that may leads a customer towards positive aspects of live like reduced 

responsibility, satisfied needs, and peace of mind (Grönroos & Voima, 2013). Deci and Ryan 

(2002) also found that satisfaction of fundamental needs may also resulted in happiness or 

subjective well-being.  

There have various studies, which showed significant association between SWB and many 

other constructs such as personality traits such as LOC (Kulshrest & Sen, 2006), Neuroticism and 

extraversion (Hotard, MaFatter, McWhirter, & Stegall, 1989). Neuroticism has been extensively 

researched in the context of its relationship with psychological health and SWB (Costa & McCrae, 

1987; Scheier, Carver, & Bridges, 1994; Costa & McCrae, 1980; Rusting & Larsen, 1997; McCrae, 

1990; Kendler, Kuhn, & Prescott, 2004; Schimmack & Diener, 2003; Diener, 2000). Generally, 

individuals with stronger general self-efficacy report higher level of SWB (Tong & Song, 2004). 
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Research has found that both genders have similar level of SWB, the results of a study, however, 

suggest that the existence of subjective well-being is related significantly to the differences in 

gender. However, these differences are cloaked by an interaction effect between gender, age, and 

well-being (Inglehart, 2002; Stocks, April, & Lynton, 2012). In the field of educational 

psychology, the role and impact of emotion on shaping student’s engagement and learning has 

been under intense study (Cleveland-Innes, et al., 2012). To determine the relationship between 

relationship specific performance and SWB to the use of assistive technology devices (ATDs), the 

results of a study indicated the existence of a quantifiable relationship between the ATD PA's 

measure of personal factors and the SWB (Scherer, Craddock, & Mackeogh, 2011). The results of 

a study carried out to investigate the relationship between internet and social well-being revealed 

a medium-high level of social well-being, manifested in its various components including 

acceptance, integration, actualization, contribution and coherence (Contarello & Sarrica, 2007).  

Analysis of a study indicate that perceived parental attitudes predict subjective well-being 

and life satisfaction significantly ( Deniz, Karakuş, Traş, & Eldeleklioğlu, 2013; Warr, 2011). The 

effects of learning on children’ well-being has been evaluated in a study aimed at creating tools 

and methodologies for measuring children perception (Awartani et al., 2008). Similarly, positive 

relation exists between life satisfaction and subjective well-being (Diener & Seligman, 2002) and 

therefore, Individuals possessing high levels of SWB possess higher life satisfaction and 

experience higher levels of happiness (Suldo & Huebner, 2006). Results of another study carried 

out in the cultural context found that that students of Asian-American origin tend to be happier 

when engaged in an activity which impact their important future goals, e.g. academic achievement.  

Students with Caucasian origin on the other hand are happier when they are engaged in an activity 
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which is deemed important to them in the forgoing moment (Asakawa, et al., 1998; Diener, et al., 

2003). 

2.2 Theories and Models related to ‘Consumer Behavior’ and ‘Technology’ Perspectives 

 

The acceptance of technology and development of e-Learning is based upon a number of 

theories, models and frameworks proffered from time to time. Understanding human behaviour 

has been subject of immense research by scholars and psychologists, resulting into formulation of 

a variety of theories and models on the subject (Al-Harbi, 2010). Some of the widely used models 

and theories are actor-network theory, matching persons and technology (MPT) model, social 

construction of technology (SCOT),technology acceptance (TAM), three-tier technology use 

model (3TUM), time, interaction and performance (TIP) Theory, motivational model, decomposed 

theory of planned behavior (C-TAM- TPB), Goodhue’s task- technology fit (TTF) Model, 

capability maturity model, unified theory of acceptance and use of technology (UTAUT), e-

learning maturity model (eMM), eight dimensional E-Learning framework, people–process–

product continuum, social informatics theory (2005), communication (multimodal) theory, social 

learning theory (SLT) etc. The discussion about above mention related theories and models is as 

follow. 

Having identified these models and theories related to technology and individual behavior, 

we will now discuss and focus on only few selected theories and models which are related either 

directly or indirectly in the development of our model. 

Nysveen Model (2005) state that Behaviour Intention (BI) is dependent upon attitude 

toward technology, image, perceived enjoyment, perceived usefulness perceived ease of use, and 
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normative pressure (subjective norm- SN) (Nysveen, Pedersen, & Thorbjørnsen, 2005). Similarly, 

the concept of transaction has its origination from Dewey (1916) which takes cognizance of the 

interplay between the individuals, behaviors and environments. The cognitive space can be 

reduced through dialogue (between learner and instructor), structure of the programme and 

autonomy of the learner (Moore, 1993) and the two important components in transactional 

distance; dialogue and structure (Moore & Kearsley, 1996). Real interactions amongst other 

learners, technology and instructor yield a reciprocal exchange of information. This interaction is 

aimed at enhancing the development of in the learning environment (Thurmond, 2010). Interaction 

is considered as an important constituent of the educational process where “transformation of the 

inert knowledge or information occurs, in terms of the transactional view where human factors and 

the environment are both taken into cognizance” (Dewey, 1938).  

Social Construction of Technology (SCOT), postulated by Pinch and Bijker (1984) argue 

that “technology does not determine human action, rather, it is human action which shapes 

technology”. The ways a technology is used can only be understood by comprehending how that 

technology is embedded in its social context” (Pinch & Bijker, 1984). General Technology Theory 

by Markus and Robey in 1988 consists of the causal structures of agency (technological, 

imperative, organizational, emergent), its structure (process, variance), and its level (macro, micro) 

of analysis (Markus & Robey, 1988).The bedrock on which all theories and models related to 

adoption of technologies are based, on the extension of TRA, Technology Acceptance Model 

(TAM) by Davis (1989) state that “an individual’s acceptance and use of a technology is 

determined by the attitudes of the individual toward the technology”. The Theory of Planned 

Behavior (TPB) postulated by Ajzen (1985) claim that “attitude toward behavior, subjective 
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norms, and perceived behavioral control, together shape an individual's behavioral intentions and 

behaviors” (Ajzen, 1985, 1991; Conner, 1998). 

Motivational Model (MM) presented in 1992 by Davis, Bagozzi, and Warshaw claimed 

that “behavioural intention of using new technology will be affected by users’ intrinsic and 

extrinsic motivation”. The Decomposed Theory of Planned Behavior (C-TAM- TPB) clubs the 

predictors of the theory of planned behaviour with perceived usefulness from TAM to formulate a 

hybrid model (Taylor & Todd, 1995). Goodhue’s Task- Technology Fit (TTF) Model (1995) is the 

degree to which a technology (including information technologies, as well as other manual 

technologies or techniques used in task accomplishment) assists an individual in performing her 

or his portfolio of tasks (Goodhue & Thompson, 1995). 

Contingent upon the theories of user attitudes, behaviours and beliefs, Utilization Model 

(1995) by Goodhue and Thompson (1995) claim that increased utilization would lead to positive 

performance impacts (Goodhue & Thompson, 1995) . Technology to Performance Chain (TPC) 

by same authors in 1995 combines both Utilization model and TFF was proposed to overcome the 

limitations of utilization and TTF Models and seeks to predict the impact of an information system 

on an individual user’s performance (Goodhue & Thompson, 1995). 

 Cognitive instrumental processes can be defined as the “mental representations that people 

use in order to make a decision whether to adopt a technology or otherwise” (Venkatesh & Davis, 

2000). Variables that could be included in cognitive instrumental processes include; perceived 

usefulness, perceived ease of use, compatibility with values, leaming style, result demonstrability, 

long-term consequences of use and perceived enjoyment etc (Brown I. T., 2003). Cognitive 

instrumental process having its roots in Technology Acceptance Model (TAM) suggests that 



 
 

93 
 

perceived usefulness and perceived ease of use of technology are predictors of user stance towards 

using the technology, successive behavioural intent and actual usage (Venkatesh, et al., 2000; 

Davis, 1989). Building on Social Cognitive Theory by Bandura (1986), Computer Self-Efficacy 

Model by Deborah et al. (1995), explained as “judgment of one’s own capability” to apply 

computer technology to specific tasks.  Compeau et al., (1995) argue that the concept has been 

expanded owing to recent research wherein it offers a model of general computer self-efficacy as 

well as task specific self-efficacy. 

2.3 Theoretical Grounding for Current Study 

2.3.1 Social Learning Theory (SLT) 

The phenomenon of learning has resulted in the emergence of new and different values, 

behaviors, themes and concepts that ensures the development of consciousness. Societal 

interactions, practices and social environment cause rapid changes in attitudes and behaviors. 

Exploration and examination of the contributing that can influence or modify the behavior 

becomes important. Bandura (1978; 1986) presented that behavior is learned from the environment 

also known as social learning theory. Literature suggested that social learning theory is emerged 

from behavior approach and also considered as behavioral theory. The theory is a view point that 

behavior is derived from environmental factors like situational, political, economic, cultural, social 

and legislative etc.  

Stimulus-Response Model 

Stimulus-Response model is developed by Hull (1951) to explain the social learning theory 

as behavioral model. In SR model it is assumed that those stimuli are directly related for the 

response. This model is of the view point that environmental factors like cultural inputs, social 

forces, conditions and economic factors into a consumer black box that result in particular 
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responses. Consumer behavior is extensively explored by using SR model for developing 

effective marketing mix strategies by organizations. Consumer behavior literature acknowledges 

that responses of consumer are not purely derived from stimuli there are some other internal 

processes that may also influence on buying behaviors.  

2.3.2 Social Cognitive Theory (SCT) 

Social Cognitive Theory explicates the “reciprocal determinism” or “Triadic reciprocal 

causation” i.e. the behavioural notion in the context of triadic recprocality (Bandura, 1986). Seen 

as one of the most elaborative endeavour in explaining human behaviour, SCT propagates the 

mutual and reciprocal interaction of interpersonal factors, environmental factors and behavioral 

factors, all operating as operating as interacting contribution of each other (Baranowski, Perry, & 

Parcel, 1997). Contradicting the previous models and theories, SCT clearly identifies that 

behaviour formulation is neither the result of intrinsic factors, nor an individual antecedent of their 

environment. Rather their behaviour is formulated through influence over their personal 

characteristics, influence over their actions, environment and their response to the environment. 

Observational learning, an environmental variable is the one of the key concept of the Social 

Cognitive Theory (Glanz, Rimer, & Viswanath, 2008, p. 172). SCT posit that rather than 

reinforcing or punishing behaviours, environment provides a situation wherein individual could 

observe other’s acts and learn the results of those behaviours.  SCT provides a platform to the 

planners to evaluate the perception of the target audience regarding their abilities to undertake the 

wanted behaviour, the anticipated results of action and the premium they lay on that result 

(Gollwitzer, 1993). This theory has invoked numerous endeavors to formulate new behaviours 

underlying the need for addressing the processes of attention, retention, production and motivation 

for effective learning and performance of new behaviours (Lefebvre, 2000).  
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Social cognitive theory is developed by integrating the perspective of cognitive psychology 

and social learning theory (Bandura, 1986; Rotter, 1966). Behavioral learning is with the view 

point that behaviors are influenced by environment only and environment leads them to behave in 

a specific manner. While cognitive learning proposes that behaviors are derived from 

psychological factors. The consideration on cognitions and internal thoughts allow the integration 

of cognitive development and learning theories. Consequently, social cognitive theory postulates 

that environmental factors along with personal characteristics and experiences are the sources of 

learning for an individual that ultimately leads towards a specific response or behavior (Rotter, 

1990; Moital, 2006). Stewart (1994) stated that within the perspective of social cognition, 

individuals are nor utterly controlled by external stimuli and neither entirely compelled by inner 

drives. Accordingly, social learning is an interactional process of environment, cognition and 

behavior (Parraga, 1990). Furthermore, it is documented that individuals are considered as the 

manufactures as well as the product of their social systems and surroundings. McElroy et al., 

(1994) extoled that humans are regarded both as products and manufacturers of their own 

surroundings and their social systems.  

2.4.2 Stimulus-Organism-Response (S-O-R) Model 

The S-O-R model under the view point of cognitive psychology provides the guidelines 

and frameworks for better understanding of consumer behavior (Attiq, 2013). The S-O-R model 

is also useful to understand the decision process of consumer so the acceptance of e-learning can 

by e-learners can be conceptualized with the help of S-O-R model. The S-O-R model provides 

basis under which order and influences of certain causal constructs can be specified. The consumer 

response is impacted by two major constructs that is external stimuli and internal characteristics. 
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Figure 2-1: Social Cognitive Theory 
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Figure 2-2: Stimulus-Organism-Response model 

Source: (Bagozzi, 1986; Cziko, 2000) 

Initially individual’s cognitive elements are considered and treated as stimulus for example 

perceptions, belief, motives, attitudes, lifestyle, psychology traits and involvement. (Figure 2-2). 

As stimulus is acknowledged as external stimuli i.e. e-environment (self-paced learning 

environment and Instructor-led learning environment) and technological quality (technology 

quality and internet quality) could be considered as stimulus. The combined effect of e-

environment and technology factors can affect the organism that ultimately modifies existing 

behavior or generates responses. 

COGNITIVE 

PROCESSES STIMULUS RESPONSE 

Social Cognitive Theory 
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This research indented to investigate the development of e-learning behavior and its 

process. A plethora of literature concerning individual psychological and social theories and 

theoretical models of e-learning acceptance provide the evidences to develop a rationale from the 

existing body of knowledge. A comprehensive theoretical framework is developed on the basis of 

literature review for comprehending the e-learning acceptance. The theoretical framework is 

empirically tested to obtain the research objectives of the study. Major objective of the research is 

to examine the satisfaction of e-learning process under S-O-R model by introducing few new 

variables. Because, Social cognitive theory (SCT) provides the most appropriate grounds to 

understand individual response or learning outcomes in the context of e-learning. Social cognitive 

theory (SCT) is with the view point that individual’s cognition is influenced by some external 

factors that resulted into a specific response or behavior. Basically, SCT explains the process and 

patterns on which individual preserve and form behaviors. The theory proposes that external 

environment, past experiences and personality characteristics are the sources of knowledge for a 

consumer.  

Hilner (1984) proposed intrapersonal cognitive processes as the main leading and causative 

factors behind explicit behavior. The cognitive approach documented that individual act as an 

information processor for making intrapersonal decision that resulted in a specific behavior (R) 

(Stewart, 1994). Due to the above said reason cognitivism approach is a foremost important 

approach for exploring user response/behaviors and consumer decision making processes (Furedy 

& Riley, 1987). The increasing attention being paid to cognitive research and the evolution of new 

instructional design models and guidelines indicates that quality of e-learning design remains to 

be a developing issue. The conclusion drawn from the previous research is that learners’ 

characteristics should be the main focal point in e-learning design (Zaharias, 2005). 
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In context of consumer behavior models, cognitive models propose approaches that are 

analytic approach and prescriptive approach to explain the consumer behavior (Moital, 2006). The 

complete consumer response can be understood by the help of both approaches. The analytical 

approach further classifies as “Stimulus-Organism-Response model” and buyer’s behavior theory. 

Stimulus-Organism-Response model deals with the decision making of consumer while buyer’s 

behavior theory is about the buying behavior and patters of the consumer. On the other hand, 

perspective approach also detailed two models that are theory of reasoned action (TRA) and theory 

of planned behavior (TPB). Besides providing explanation of the consumer’s planned behavior 

along with the rules which govern the dynamic structures, this approach segregate the influencing 

factors while establishing relationship between those factors in consumer decision making.  

The overall consumer’s buying behavior construct has been explained in the analytical 

approach through two comprehensive concepts/models i.e. buyer’s behavior theory and 

consumer’s decision model. These models offer a comprehensive understanding of consumer 

behavior by incorporating cultural, social, marketing and psychological impact in a sophisticated 

amalgamation (Foxall, 1990). The buyer’s behavior theory is comprising of three constructs inputs 

conceptualized as environmental stimuli, processes conceptualized as exogenous and intervening 

variables and outputs conceptualized as psychological reaction and consumer’s buying behavior. 

Decision making model for example Stimulus - Organism-Response also operationalized into three 

phases external or environmental stimuli, organism conceptualized as psychological influences 

and response to explain the phenomenon of cognitive decisions process of customer satisfaction 

in context of e-learning.    

Perceptive approaches are the second part of cognitive models of consumer behavior. 

Moital (2006) argued that theory of planned behavior theories are also the prominent theories for 
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determining the behavior of the consumers. These models illustrated the order and sequence of 

factors and their impact causing the behavior (Bagozzi, 1986). The theory of planned behavior 

argued that beliefs and attitudes are the sources for developing intentions of the consumer that 

ultimately leads towards actual response behavior. Basically, it is based on the beliefs-attitudes-

behaviors relationship. Consequently, both approaches suggested the same systematic approach 

that is input-process-output. There are penalty of factors works as input that turn into process that 

ultimately generate a response that is behavior. Basically both approaches propose the patterns and 

structures of input-process-output or stimulus-organism-response of individuals’ behavior in 

broader way. 

2.4.3 Technology Acceptance Model (TAM) 

Proposed by Davis (1989), this model is considered as valid in predicting the individual 

acceptance of various systems (Chang, et al. 2008). Based on the TAM, a system is perceived to 

be useful when user believes in the existence of a positive user-performance relationship. Learners’ 

attitude towards learning would therefore be contingent upon his perceived usefulness (Sun, et al., 

2008). Research has validated that both ease of use as well as usefulness are critical factors in the 

context of technology and information systems (Davis, Bagozzi, & Warshaw, 1989; Lee, 2000; 

Karahanna et al., 1999; Chang, 2008; Tung, 2007).  Perceived ease of use has been recognized to 

be an important factor which influences user acceptance and usage behavior of information 

technologies (Brown, 2000; Rose, et al., 2006; Venkatesh, 2000).   

A number of studies have reported positive correlation relationship between attitudes 

towards technologies and computer self-efficacy (Ardies & Maeyer, 2013; Goldman, Platt, & 

Kaplan, 1973; Rehmand et al., 2010; Safdar, Mahmood, & Qutab, 2010; Varol, 2014). The TAM 

(technology acceptance model), proposed and defined by Davis (1989) predicts and assesses 
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technology acceptance by users by focusing on three important variables; “perceived usefulness, 

ease of use, and attitudes and intention in adoption” (Sun, et al., 2008). Out of these variables, two 

specific variables; perceived usefulness and perceived ease of use were postulated to be 

fundamental determinants of user acceptance (Arbaugh, 2002; Adams , Nelson , & Todd , 1992; 

Hsia, et al., 2014) 

Perceived usefulness and ease of use have been applied consistently in marketing and IT 

areas to investigate existing/new products or systems. Moreover, researches have validated that 

both usefulness and ease of use are critical factors in the context of technology and information 

systems (Davis, 1989; Karahanna, et al., 1999). In e-learning context, TAM framework and its 

variables have proved to be quite effective in predicting learners’ satisfaction (Arbaugh J. B., 

2002). The application of TAM to e-learning is grounded on the presumption that learners’ 

perceived ease of use and perceived usefulness in courses delivering media (course websites/ file 

transmitting software) and learners’ attitude towards e-learning are positively correlated. This 

positive correlation ship would consequently improve their learning experiences and satisfaction, 

and increase their probabilities of resorting to e-learning in future (Atkinson & Kydd, 1997; 

Arbaugh & Duray, 2002; Sun, et al., 2008; Arbaugh, 2000, Arbaugh, 2002). 
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Figure 2-3: Cognitive Models of Consumer Behaviour 
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2.5 Hypotheses Development 

The Stimulus: From the view point of external influence, two main factors i.e.  e-environment 

factors (self-paced activities and Instructor-led Learning) and technology factors (technology 

quality and internet quality) are considered as the stimulus in e-learning context. 

The Organism: In the view point of individual’s psychology, organisms are the representation of 

the consumer’s internal states or consumer’s cognition. This research used four factors for the 

illustration of psychological influence that are learning orientation, learning motivation, perceived 

usefulness and perceived ease of use as organism in e-learning context. 

The Response: The response is simply characterized by customer’s attitudinal factor i.e. 

satisfaction and subjective well-being.  
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Figure 2-4 Theoretical framework 
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Summary of All Hypotheses  

Hypotheses Structural Paths 

H1      Relationship from Stimulus to Organism SO 

H1a E-environment has positive influence on learning orientation. EENV LROT 

H1b E-environment has positive influence on learning motives. EENVLMOT 

H1c E-environment has positive influence on perceived ease of use. EENVPEOU 

H1d E-environment has positive influence on perceived usefulness. EENVPUSF 

H1e T-I-Quality has positive influence on learning orientation. TIQULROT 

H1f T-I-Quality has positive influence on learning motives. TIQU LMOT 

H1g T-I-Quality has positive influence on perceived ease of use. TIQU PEOU 

H1h T-I-Quality has positive influence on perceived usefulness. TIQU PUSEF 
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Hypotheses 

 

Structural Paths 

H2       Relationship from Organism to Response OR 

H2a Learning orientation has positive impact on customer satisfaction. LROTCSAT 

H2b Learning motives has positive impact on customer satisfaction LMOTCSAT 

H2c Perceived ease of use has positive impact on customer satisfaction. PEOUCSAT 

H2d Perceived usefulness has positive impact on customer satisfaction. PUSFCSAT 

H3      Relationship from Stimulus to Response SR 

H3a E-environment has positive impact on customer satisfaction. EENVCSAT 

H3b T-I-Quality has positive impact on customer satisfaction TIQUCSAT 

H4       Relationship within Stimulus S S 

H4 E-environment has significant association with T-I-Quality EENVTIQU 
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Hypotheses 

 

Structural Paths 

H5      Relationship within Organism OO 

H5a Learning orientation has positive influence on learning motives. LMOTLROT 

H5b Perceived ease of use has positive influence on perceived usefulness. PEOU PUSF 

H6       Relationship within Response RR 

H6 Customer satisfaction has significant impact on subjective well-being  CSAT SWBG 
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Box 2:    Summary of Chapter 2 ‘Literature review’
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CHAPTER 3 

RESEARCH METHODOLOGY 

 

3. Introduction 

This chapter consists of the rationalization of testing hypotheses as well as the detailed 

information and justification of the research design adopted for this research, sample description 

and sampling techniques adopted for data collection and procedure adopted for data analysis. The 

study aimed to integrate and investigate the theoretical framework in term of Stimulus-Organism-

Response model (S-O-R) and Technology Acceptance Model (TAM) with E-Environment, 

Technology-Internet Quality as stimulus, learning orientation, learning motives, perceived ease of 

use, perceived usefulness as organisms and customer satisfaction and his/her subjective wellbeing 

as response.  

The research design is structured by using the guidelines provided by Saunders et al., 

(2011) which described onion metaphor as a basic path for research design. Onion metaphor 

suggest that research process is a composition of inter connected layers including philosophy, 

approaches, strategies, choices, times horizon, techniques and procedure. The current thesis is 

based upon positivism philosophy and adopted quantitative research approach since the purposes 

of the research is to test the theoretical model by using empirical data collected from e-learner’s 

customer/student. Furthermore, this study is descriptive in nature as it attempted to find out the 

cause and effect subject variables. Research strategy is an important step since it explains how data 
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is collected in accordance with research questions and its objectives, time frame, and available 

resources. Research methodology of current study is survey based upon various following types 

e.g. survey, experiment, case study, archival studies, grounded theory , action research, 

ethnography (Saunders, et al., 2011). This research is based on mono method since the data is 

collected by using self-administrative questionnaire at one point of time to measure the important 

factors of e-learner.  Data is analyzed by using descriptive statistics, validity analysis, reliability 

analysis, correlation analysis and structural equation modeling. 

3.1 Sampling and Data Collection 

Data was collected through survey method which questionnaire was used a tool for data 

collection. The adoption of survey method was based on two reasons. Firstly, it is useful for the 

collection of data from a large sample of multiplicity of behaviors. Secondly; is helpful in 

comprehensive examination of the relationship between wide range of variables (Bloch, Ridgway, 

& Dawson, 1994, Sproles, 1981)  

The data for study was collected by floating questionnaire to the students of three universities 

which are offering either fully or partially, e-learning as medium of education. For determining 

the universities offering e-learning as a mode of education, the list of universities recognized by 

Higher Education Commission (HEC) Pakistan was consulted 

(http://www.hec.gov.pk/OURINSTITUTES/Pages/Default.aspx).  

Research Context: E-Learning Initiatives in Pakistan  

Before giving the details of measures, it is worthwhile to give an over view of the state of 

higher education in Pakistan and Universities offering education through e-learning. All the 

http://www.hec.gov.pk/OURINSTITUTES/Pages/Default.aspx
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universities indicated in the list were contacted to determine whether they offer e-learning as mode 

of education or otherwise. Territory Educational institutions, Universities and all the HEIs offering 

distance education, a hybrid/ blended learning or using e-learning as a tool for offering education 

were contacted through email for the identification of educators offering education through e-

learning. The result of the extensive exercise resulted into zooming on to three universities offering 

fully or partly e-learning as mode of education. Accordingly, the students enrolled in these 

universities were considered as population for the study. These universities include; Virtual 

University of Pakistan (VUP), Virtual component of COMSAT (VCOMSAT) and Virtual segment 

of Allama Iqbal Open University (AIOU) (Shah & Attiq, 2016).   

3.2 Measures 

The online questionnaire, created through Google doc was forwarded to these Universities 

online and response recorded online, hosted directly through my designated email. In the beginning 

of the questionnaire in introduction was given which explain the purposes of the research. The 

questionnaire further consisted of 59 items with twelve main research variables dividing the 

questionnaire in eight main sections including E-environment i.e. (self-paced learning, instructor-

led learning environment) Technology-Internet Quality (i.e. technology quality and internet 

quality), learning orientation, learning motives/approaches (i.e. Deep, Strategic and surface 

approach), perceived ease of use, perceived usefulness, customer satisfaction and subjective well-

being. Five point Likert scales ranging 5=strongly disagree to 1=strongly agree was used to record 

the responses of the respondents regarding study variable. Demographic information such as age, 

gender, degree/course, education, study mode, city, location and university were asked from 

respondents. The measurement scales used for measuring the study variables are as follow: 
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3.2.1 E-Environment (EENV) as Stimuli 

E-Learning environment is defined as the settings in which learning takes place, may it be physical 

class room based environment or web based virtual environment.  

3.2.1.1 Self-Paced Learning Environment (SPLE) 

Self-paced learning environments denotes the environment in which individuals study online 

flexibly, at their own pace, in their own time and, from the location of their own choosing. This 

variable is denoted as Self-Paced Learning (SPLE) measured on six items as a whole. The study 

has used (Liaw, et al., 2007) for measuring these six items of Self-paced learning environment. 

Liaw et al., (2007) documented .85 cronbach’s alpha value (reliability coefficient) for self-paced 

learning environment which is an indication of consistency of the measurement scale.  

3.2.1.2 Instructor-Led Learning Environment (ILLE) 

Learning environment where learners are guided by an instructor through the required 

instruction content. The Instructor led learning environment is characterized by environment in 

which the timings, sequence and pace of learning is controlled by the instructor (Ho, 2005;Moore, 

et al., 2011;Rhode, 2009). This variable Instructor-Led Learning Environment (ILLE) is measured 

on three items. The study has used Liaw, et al., (2007) for measuring these three items of 

Instructor-led learning environment. . Liaw et al., (2007) reported  .84 cronbach’s alpha value 

(reliability coefficient) for instructor-led learning environment which is an indication of 

consistency of the measurement scale. 
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3.2.2 Technology-Internet-Quality (TIQU) as Stimuli 

3.2.2.1 Technology Quality (TEQU) 

Technology Quality has been denoted as the “learners’ perceived quality of Information 

Technology applied in e-learning including gadgets like microphones, earphones, electronic 

blackboards etc.” (Sun, et al., 2008). Since e-learning is primarily computer based and heavily 

technology dependent, the quality and reliability of technology act as an important tool in applying 

and ensuring the success of e-learning (Sandholtz et al., 1992; Webster, et al., 1997). Technology 

Quality (TEQU) has been measured on four items. This study has used (Amorosos, et al., 1991) 

for measuring these four items of technology quality. The authenticity of Amorosos, et al., (1991) 

measure is consistent as studies calculated the reliability, coefficient; cronbach’s alpha value was 

0.83 when measured on a 7 point Likert scale.  

3.2.2.2 Internet Quality (INQU) 

Internet Quality is defined as the quality of internet perceived by user including the speed at which 

the data transmission takes place. While highlighting the role of internet in e-learning, Simuth and 

Sarmany-Schuller (2013) concluded that e-learning development is “characterized by transition 

from learning machines and programmed education toward internet based learning, used as a 

mediator of information and communication between real human subjects of education”. Internet 

Quality (INQU) has been measured on four items with two items reversely coded. This study has 

used Amorosos, et al., (1991) for measuring these four items of technology quality. The 

authenticity of Amorosos, et al., (1991) measure is consistent as studies calculated the reliability, 

coefficient, Cronbach’s alpha value was 0.82 when measured on a 7 point Likert scale.  
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3.2.3 Learning Orientation (LORT) as Organism 

Learning orientation (LORT) refers to “individuals’ strong willingness to learn new 

knowledge and skills to achieve priority in one’s life” (Colquitt, et al., 1998). Learning orientation 

or personal development aimed at updating skills, abilities and work competence is corollary to 

strong intrinsic motivation and aimed at improving competitiveness and derived from the fear 

about employability (Ames, et al., 1998; Nóvoa, et al., 2003; Wang, 2014). Learning orientation 

focuses on increasing competence by developing new skills. Learning Orientation has been 

measured by using 6 items. The study has used the scale developed by Santhanam, Sasidharan, 

and Webster (2008) for measuring these six items of learning orientation. The authenticity of 

Santhanam et al., (2008) measure is consistent as studies reported it as a reliable and valid 

measurement scale.  

3.2.4 Learning Motivation (LMOT) as Organism 

Kleinginna and Kleinginna, (1981a) extol mmotivation to be an internal state or condition 

(sometimes described as a need, desire, or want) which serves to activate or energize behavior and 

give it direction (), whereas motive influences how a person behaves. Based on students’ 

involvement, intentions, motivation and goals in their learning approach, three predominant 

approaches/motives for studying in higher education have been identified; surface approach, deep 

approach and strategic approach (Entwistle et al., 2001; Marton et al., 1976; Richardson J. E., 

2005). 

Learning Motives (LMOT) and has been measured separately for each type of learning 

motives. For deep learning approach 6 items have been considered, for strategic learning approach 

6 items have been considered and surface learning approach has also been evaluated through 6. 

The study has used Short Version of the “Approaches and Study Skills Inventory for Students” 
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(ASSIST) for measuring these three dimensions (with 18 items) of learning motives (Entwistle, 

McCune, & Tait, 2013). 

3.2.5 Perceived Ease of Use (PEOU) as Organism 

Denoted as the users perceptions regarding the efforts required while using a particular 

system (Davis, 1989). Perceived-Ease-of-Use has been measured by using four items. Scale 

developed by Arbaugh (2000) has been used in this study for measuring these four items of 

perceived ease of use. The authenticity of Arbaugh (2000) measure is consistent as studies 

calculated the reliability, coefficient, Cronbach’s alpha values was .90 when measured on a 7 point 

Likert scale.  

3.2.6 Perceived Usefulness (PUSF) as Organism 

Perceived Usefulness (PUSF) describes the degree to which people believe that using a 

particular system will enhance their job performance (Change & Tung, 2008). Perceived 

Usefulness has been measured by using four items. Scale conceived by Arbaugh (2000) has 

been used in this study for measuring these four items of perceived ease of use. The 

authenticity of Arbaugh (2000) measure is consistent as studies calculated the reliability 

coefficient / Cronbach’s alpha value was 0.91 when measured on a 7 point Likert scale.   

3.2.7 Customer Satisfaction (CSAT) as Response 

Customer Satisfaction (CSAT) is a measure of how a product or service supplied by an 

organization or company meets or surpasses specified satisfaction goals and customer expectations 

(Farris, Bendle, Pfeifer, & Reibstien, 2010). In the domain of e-learning, perceived e-Learner 

Satisfaction are the perceptions regarding the satisfaction towards e-Learning environments (Sun, 

et al., 2008). Consumer Satisfaction (CSAT) has been measured through four different 
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perspectives along with four items; satisfaction with the content, (1-items), with the system quality 

(1-items), with delivery method/instructors (1-items) and overall satisfaction (1-item). Scale 

developed by Yi-Shun (2003) has been used to measure these items of e-learners’ satisfaction 

(shorter version). The authenticity of Yi-Shun measure is consistent as studies calculated the 

reliability coefficient / Cronbach’s alpha value was 0.90 when measured on a 7 point Likert scale.  

3.2.8 Customer Subjective Wellbeing (CSWB) as Response 

 Subjective Well-being (CSWB) denotes people’s evaluation of their lives and 

denotes how people experience their quality of life (Diener, 1984; Diener & Oishi, 2004).  CSWB 

is often measured through a single-item question for gauging the general happiness trend or a 

complex multiple-items scales to investigate different aspects of well-being (Diener, et al., 1999; 

Frey & Stutzer, 2002). In current study, CSWB has been measured by using five items. Scale 

developed by Diener, Emmons, Larsen and Griffin (1985) has been used for measuring these 

five items of Consumer Subjective Wellbeing. The authenticity of Diener et al. (1985) measure 

is consistent as studies calculated the reliability coefficient / Cronbach’s alpha value was 0.92 

when measured on a 7 point Likert scale. 
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Table 3-1Summary of all measures 

Sr. 

No. 

Variables Codes Instrument authors (year) No. of Items Measurement Scale 

1 Self-Paced Learning 

Environment 

SPLE Liaw et al., (2007) 06 1 = Strongly Agree, 

5=Strongly disagree 

2 Instructor-Led Learning 

Environment 

ILLE Liaw, et al. (2007) 03 1 = SA, 5=SD 

3 Technology Quality TEQU Amorosos and  Cheney (1991) 04 1 = SA, 5=SD 

4 Internet Quality INQU Amorosos and Cheney(1991) 04 1 = SA, 5=SD 

5 Learning Orientation LORT Santhanam et al., (2008) 06 1 = SA, 5=SD 

6 Learning Motives LMOT Entwistle, McCune, and Tait (2013) 07 1 = SA, 5=SD 

7 Perceived Ease of Use PEOU Arbaugh,(2000) 04 1 = SA, 5=SD 

8 Perceived Usefulness PUSF Arbaugh,(2000) 04 1 = SA, 5=SD 

9 Customer Satisfaction CSAT Wang (2003) 04 1 = SA, 5=SD 

10 Customer Subjective 

Well-being 

CSWB  Diener, Emmons, Larsen, and Griffin (1985) 05 1 = SA, 5=SD 

11 
Demographics 

 Gender, Age, Experience, Education, Profession, 

location, status, results etc.  

06 
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Table 3-2Summary of all measures 

Sr. 

No. 

Variables Codes 
Instrument authors 

(year) 

No. of 

Items 

Measurement 

Scale 

1 
Self-Paced Learning 

Environment 

SPLE Liaw et al., (2007) 06 1 = Strongly 

Agree, 

5=Strongly 

disagree 

2 Instructor-Led Learning 

Environment 

ILLE Liaw, et al. (2007) 03 1 = SA, 5=SD 

3 Technology Quality TEQU Amorosos and  Cheney, 

1991) 

04 1 = SA, 5=SD 

4 Internet Quality INQU Amorosos, et al., 

Cheney(1991) 

04 1 = SA, 5=SD 

5 Learning Orientation LORT Santhanam et al. (2008) 06 1 = SA, 5=SD 

6 Learning Motives LMOT (Entwistle, McCune, 

and Tait (2013) 

07 1 = SA, 5=SD 

7 Perceived Ease of Use PEOU Arbaugh, 2000) 04 1 = SA, 5=SD 

8 Perceived Usefulness PUSF Arbaugh, 2000) 04 1 = SA, 5=SD 

9 Customer Satisfaction CSAT Yi-Shun Wang (2003) 04 1 = SA, 5=SD 

10 Customer Subjective Well-

being 

CSWB  Diener, Emmons, 

Larsen, & Griffin 

(1985) 

05 1 = SA, 5=SD 

11 
Demographics 

 Gender, Age, 

Experience, Education, 

Profession, location, 

status, results etc.  

06 
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3.3 Pilot study 

 Before collection of data, a pilot study survey was also carried to confirm the 

validity of the questionnaire. For this purpose, questionnaire was filled from 60 

respondents who were undertaking academic pursuits through e-Learning mode of 

education. After data collection of pilot study, Cronbach’s alpha test was used to test the 

reliability of study variables. Results of reliability test was in acceptable range i.e. >.70.  

3.4 Data Analysis 

Series of analysis tools are used in systematic manner such as (a) data screening, (b) 

descriptive analysis of demographic variables and study variables, (c) reliabilities analysis, (d) 

correlation analysis, (e) multicollinearity analysis, (f) common method variance and (g) structural 

equation modeling (i.e. measurement model and structural model). For the data analysis, 

‘Statistical Package for the Social Sciences’ (SPSS-21) and ‘Analysis of Moment Structures’ 

(AMOS-22) version has been used. 

3.4.1 Data Screening 

 Prior to moving towards hypotheses testing, data is screened out carefully. For this purpose, 

missing values, minimum and maximum values are determined through SPSS.  

3.4.2 Descriptive Analysis 

The first part of data analysis ‘descriptive analysis is used to present many pieces of data in 

a meaningful manner by using few indices. The descriptive statistics include measure of central 

tendency of the responses, measure of variability among responses and measure of shape of the 

data. Central tendency (mean) is used to measure average score of a group score. A measure of 
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variability (standard deviation) is an indication of dispersion among the scores of groups. Measures 

of shape (skewness and kurtosis) are also used to confirm the normality of the data where the 

acceptable criteria for value of skewness (<3) and kurtosis (<5). Descriptive analysis of 

demographic variables is also measured in term of frequencies, mean, mode, S.D, skewness and 

Kurtosis.    

3.4.3 Reliability Analysis 

Reliability is one of the important issues as it is critical. It measures whether the same set of 

items extract the same responses if these questions are re-administered and re-casted to the same 

respondents. Study variables are declared as reliable if the scale items are internally consistent. 

The most common measure of internally consistency is cronbach's alpha. The value of Cronbach 

alpha above 0.70 by O'Leary-Kelly and Vokurka (1998) and 0.70 Sekaran (2006) is considered 

acceptable.  

3.4.4 Correlation Analysis 

Correlation analysis shows the association between two variables. The values of correlation 

coefficient (r) fall between +1 and -1. Correlation coefficient +1 shows perfect positive association, 

-1 indicates perfect negative correlation and zero is for no relationship.   

3.4.5 Multicollinearity Analysis 

Multicollinearity is the correlation among multiple factors other than response variable. 

Presence of multicollinearity may alter the significance of a relationship by overinflating the 

standard errors. Variance inflation factor is a measure to detect the issue of multicollinearity. The 

VIF value less than or equal to 1 is an indication of no multicollinearity. Literature recommended 
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that the VIF value less than 4 is considered as acceptable value (O’Brien, 2007) .The value falls 

between the ranges .7 to .1 is a representation of high correlation that may be problematic and 

regression coefficients are poorly estimated.  

3.4.6 Common Method Variance 

Common method variance (CMV) may be point of concern when data regarding explanatory 

as well as dependent variables is collected by using self-reported questionnaire from the same 

respondent at the same time (Chang, Witteloostuijn, & Eden, 2010). Harman’s one-factor is used 

to test the common method effect.  In this technique exploratory factor analysis is used to find out 

the variance explained by the common latent factor. Podsakoff, MacKenzie, Lee, and Podsakoff 

(2003) posit that variance less than 49 % is considered as acceptable arrange, value greater than 

49% is an indication of the presence of common method bias. 

3.4.7 Structural Equation Modeling 

Data is analyzed for hypotheses testing by using structural equation modeling (SEM). The 

review of literature of E-Learning showed (in Table 3-III) that very few research studies employ 

SEM for data analysis. Thus, an opportunity exists not only to fill this gap but also elaborate the 

constructs in detail. Secondly, SEM also provides the advantage by the facilitation of the 

estimation of the impact of each variable on other associated variables in an accurate manner 

(Scarpi, 2006). SEM is a three phase approach for modeling, first phase is the identification of 

latent variables which is known as common factor analysis, conformation of measurement model 

which is known as confirmatory factor analysis (CFA) and hypotheses testing by estimating 

structural model (Mulaik & Millsap, 2000). In support Kline (2005) also suggested and 

summarized three steps approach into two steps: conformation of measurement model (common 
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and confirmatory factor analysis) and estimation of structural model. The overall fitness of model 

is calculated with the help of multiple indices for instance, Root Mean Square Residual (RMR), 

Root Mean Square Error of Approximation (RMSEA), Comparative Fit Index (CFI), Adjusted 

Goodness-of-Fit Index (AGFI), Goodness-of-Fit Index (GFI), and Relative chi-square 

(CMIN/DF). 

3.4.7.1 Step1: Measurement Model 

Measurement model consists of two measures. First common factor analysis is measured, then 

confirmatory factor analysis (CFA) is estimated. The evaluation of these two process with the help 

of fit statistics indices ensure the reliability and validity of measurement model. 

Common Factor Analysis 

Common factor analysis is the method used for the estimation of the common variance of 

observed variables. This method is used for the composition of new variables by the reduction of 

original variables (Sharma & Kumar, 2006). The above said approach is suitable when latent 

variables are measured by the selection of observed variable for example responses to perceived ease 

of use (Reise, Widaman, & Pugh, 1993).  Communalities and loadings are the process used for 

factors analysis. Squared factors analysis are the indication of communalities while standardized 

regression coefficients are the indication of factors loadings (Cattell, 2012).  Communalities are 

the measures of the percentage of variance in a latent variable caused by observed variable and 

this might be considered as the criteria of observed variable reliability (Alwin, 2012). Squared 

multiple correlations (SMCs) and factors loadings are the estimators’ communality are essential. 

Cohen (1988) suggested that in the specification of measurement observed variables are eliminated 
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if it shows less theoretical significance with low SMCs and factor loading (Floyed & Widaman, 

1995). Common factor analysis is compulsory for the development of measurement model.  

Confirmatory Factor Analysis 

The second phase is testing phase of model which is done by conducting confirmatory factor 

analysis. The CFA is an indicator for the assurance of the comprehensive representation of latent 

variables by observed variables (Steenkamp & Baumgartner , 2000). Researchers argue that 

According to for the establishment of congeneric properties CFA can be used (Arnold & Reynolds, 

2003). Furthermore Kline (2005) documented and suggested the establishment of convergent and 

discriminate validity as a preliminary step before the testing of hypotheses by estimating structural 

model. 

Analysis of Measurement Model 

Squared multiple correlations (SMC), factor loading (FL), average variance extracted 

(AVE), composite reliability (CR) and Goodness of fit for fitness of model are calculated for the 

analysis of measurement model. Kline (1998) documented full model as a composition of structural 

model and measurement model and also recommended that before moving towards structural model, 

measurement model should be estimated.  

3.4.7.2 Step2: Structural Model 

Structural model is consisted of indirect and direct relationship among latent variables. 

Steenkamp et al., (2000) stated that structural model can be used for the testing of linear 

relationship among exogenous and endogenous variables as well as hypotheses testing.  



 
 

124 
 

Analysis of Structural Model 

The structural model is analyzed through un-standardized (significance value / p-value) and 

standardized estimates (regression weights / coefficients). After significant paths, the model fit of 

structural model is assessed on the bases of widely accept indices like RMR, RMSEA, CFI, AGFI, 

GFI, and CMIN/DF. 

3.4.8 Fit Indices for SEM Models 

For the confirmation of model fitness statistics of measurement and structural model multiple 

indices are available. This study adopts six multiple indices to confirm the model fitness 

recommend by pervious research studies. Lastly, an overall measurement model fit is evaluated 

through famous indices i.e. CMIN/DF, RMR, GFI, AGFI, CFI, RMSEA. 

a. Relative Chi-square (CMIN/DF) 

Chi square test is most often considered but less useful when it comes to measuring the 

goodness of fit of the model with big data and complex model. The limited usefulness of the test 

is because of its tendency to be highly effected by the sample size of the study. When the sample 

size increases from 200, either the model is rejected or there are greater chances of generation of 

type II error. Type II error means that case is rejected even when the phenomenon is true. If the 

sample size is increased or the more number of variables are included, then a poor model fit may 

arise because increase in sample and inclusion of variable affects the degree of freedom. So relative 

chi square is used in which chi square is divided by degree of freedom to reduce the dependence 

of chi square on degree of freedom. Relative chi square ranging from 1 to 3 is considered best fit, 
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ranging from 3 to 5 is considered reasonable fit and above 5 is considered poor fit (Marsh & 

Hocevar, 1985).  

b. Root Mean Square Residual (RMR)  

The RMR is estimated by calculating the square root of the difference between the sample 

and hypothesized covariance matrix. The interpretation of RMR is complex as it is calculated on 

the bases of scales of each indicator that is unstandardized (Kline, 2005). This complexity can be 

resolved by using standardized RMR (SRMR) values which are much more meaningful to 

interpret. Values of SRMR range from 0 to 1 with values less than .05 is recommended for well 

fitted model (Byrne B. M., 1998). However value up to .08 is also recommended to be acceptable 

value (Hu & Bentler, 1999). 

c. Goodness Fit Index (GFI) 

This index is considered the absolute fit for both the measurement model and structural 

model because of its undoubted ability to undertake a comparison between no models at all and 

hypothesized model (Byrne B. , 2001). The value of GFI falls between 0 and 1 while analyzing 

measurement and structural models. Its value exactly one indicates a perfect fit whereas it value 

less than 0.9 is considered as the rejection evidence. At 0.9 it is considered reasonably fit.  

d. Adjusted Goodness Fit Index (AGFI) 

AGFI is calculated from a different method than GFI for the adjustment of the degree of 

freedom number for the model (Byrne B. , 2001). It compares the theorized model with no model. 

The value f AGFI ranges between 0 and 1, 1 is an indication of perfect fit and 0 is for no fit. The 

value above .80 is considered as threshold value for well fitted model.  
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e. Comparative Fit Index (CFI) 

Heteroscedastic relationship between independent and dependent variables is tested by 

comparative fit index (CFI). This heteroscedastic relationship differs with the class of modifier. 

CFI is least influenced by the size of sample. It is conducted to find matches between models 

covariance matrixes and observed covariance. Range of CFI values varies between 0 and 1 where 

1 is considered as perfect fit indicator and any value between 0.9 and 1 indicates reasonable 

acceptance of the model.  CFI value less than 0.9 indicates the poor fit.  

f. Root Mean Square Error of Approximation (RMSEA) 

Another important model fit indices which represent the deviation caused per degree of freedom. 

Contrary to CFI, RMSEA does not require a proposed feasible model or a null model with the 

comprehensive independence for comparison. RMSEA is the estimated by the degree of 

approximation of model to data. As RMSEA is estimating by incorporating both degree of freedom 

and sample size, Byrne(2010) recommended its contemporaneousness for fit statistics. 

Furthermore, RMSEA is also preferred index as its satiability is not sample size sensitive (Fan, 

Thompson, & Wang, 1999). Different research scholar recommends different threshold vale for 

RMSEA for instance. Schumacker and Lomax (2004) recommended ≤ 0.05 as good fit and ≤ 0.80 

as significantly sufficient. Similarly, Hu and Bentler (1995) recommend the cut off value of ≤ 0.06. 

Byrne (2001) claimed that the value of RMSEA between the ranges of 0.80 to 0.10 is considered 

as average or even good fit.  
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Table 3-3 Adopted Goodness of Fit Statistics 

 
 

Sr. No Fit indices Ranges and acceptance criteria 

1 Relative / Normal chi-square (CMIN/ DF) 

(1.00< CMIN/DF <5.00) 

Best/excellent fit:                 1-3 

Reasonably acceptable:               3-5 

Poor fit:                     above 5 

2  Root mean square residual (RMR) 
Best/excellent fit:                   < 0.05 

Reasonably acceptable:         < 0.08 

3 Goodness Fit Index (GFI) 

Best/excellent fit:            ≥ 0.95 

Reasonably acceptable: ≥ 0.90 

(0.80< AGFI <1.00) 

4 Adjusted Goodness Fit Index (AGFI) 

Best/excellent fit:             ≥ 0.90 

Reasonably acceptable: ≥ 0.80 

(0.90< CFI <1.00) 

5 Comparative Fit Index (CFI) 

Best/excellent fit:             ≥ 0.95 

Reasonably acceptable: ≥ 0.90 

(0.01< RMSEA <1.00) 

6 Root Mean Square Error of Approximation 

(RMSEA) 

Best/excellent fit: < 0.05 

Reasonably acceptable: 0.06 – 

0.08 

Poor fit:                 above 0.10 
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BOX 3: Summary of Chapter 3 ‘Research methodology’ 
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_________________________________________________________ 

CHAPTER 4 

RESULTS AND DATA ANALYSIS 
_____________________________________________________________________________ 

4. Introduction 

Results of empirical data collected by using survey questionnaire have been presented in 

this chapter. The results of the study are presented in seven major sections: (1) Data Screening, (2) 

Descriptive statistics of sample characteristics and study variables, (3) Reliability analysis, (4) 

Correlation analysis, (5) Test of multi-Collinearity, (6) Common Method Variance affects, (7) 

Structural Equation Modeling (i.e. Measurements model and Structural model).  

4.1. Data Screening 

Data screening test was applied by checking missing values and observing the 

minimum/maximum range of all study variables. 

4.2. Descriptive Analysis 

Population of the study was students studying following education through e-learning 

mode in three universities offering e-learning as mode of education i.e. Virtual University of 

Pakistan (VUP), Virtual Campus of COMSAT University (VCOMSAT) and e-learning section of 

Allama Iqbal University (AIOU). Individual i.e. university student was the unit of analysis in this 

study. The sample was limited to the students of three universities offering e-learning as mode of 

education throughout Pakistan. Before floating questionnaire, an exercise was carried out to 

determine the universities offering education through the e-learning mode. Towards this end, a list 

of all universities was obtained from the website of HEC. Subsequently, an email was forwarded 
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to the administration of all the listed universities to confirm the existence of e-learning as mode of 

education. The survey was closed on receipt of 1338 responses from students of the three 

universities (i.e. VU, VCOMSAT, and VAIOU). Results showed that number of students in VU 

on basis of campus based study were higher than other two universities. In same way, number of 

students in VU on basis of home based study were higher than other two universities. But in other 

modes of study, number of students in VAIOU were higher than other two universities.   

 

Figure 4-1: Sample Distribution 

 

4.2.1 Descriptive Analysis of All variables (Demographic & Study Variables) 
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The sample includes 500 females and 838 males. The 7% of respondents were less than 20 

years of age, 32 % between the age group of 21-25, 32 % between the age group of 26-30 years, 

17% between 30-35 years, 7 % between 35-40 years and 5 %  were 40 and above. 65 % of the 

respondents were from VUP, 15 % from VCOMSAT and 21 % from AIOU. 52% of the 

respondents were pursuing their e-learning education through campus based learning mode, 33 % 

home based and 15% followed other modes of education for pursuing e-learning education. The 

categorization of respondents based on the number of years completed in education indicated that 

39% of the respondents had completed 16 years of education, 30% had completed 14 years of 

education, 20% had education less than 14 years and 12% had 18 years or more education.  37% 

of students were pursuing MBA/MSc or MA through e-learning. Whereas 3 % were studying for 

various types of certificates offered by these universities. 33 % were studying for BBA/ BS, 23 % 

MS/ MPhil and 4% were studying various types of diplomas.  

Description of Study Variables 

The information of the respondents of the survey has been tabulated in table 4.1. 

Descriptive statistics for measuring Mean, SD, Skewness, Kurtosis is depicted in table 4.2.
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Table 4-1Demographic information of respondents of the survey (n=1338) 

Demogra

phic 

variables 

Codes Frequency 

% 

Total 

Sample 

Mean / 

(Mode) 

S. D Skewness Kurtosis 

Gender 1.Male 

2.Female 

Total 

500 

838 

1338 

37% 

63% 

100 

2 (mode) 0.48 -.52 -1.72 

Age 

(in years) 

1.Less than 20 

2. 21-25 

3. 26-30 

4. 31-35 

5. 36-40 

6. 41 & above 

Total 

94 

431 

434 

221 

98 

60 

1338 

7% 

32% 

32% 

17% 

7% 

5% 

100 

3 1.21 .65 .72 

Education 

(in years) 

1.Below 14 

2. 14 

3. 16 

4. 18 & above 

Total 

261 

403 

517 

159 

1338 

20% 

30% 

39% 

12% 

100 

1.5 0.60 -.07 -.91 
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Demogra

phic 

variables 

Codes Frequency 

% 

Total 

Sample 

Mean / 

(Mode) 

S. D Skewness Kurtosis 

University

/ 

Institution 

1.VU 

2. VCOMSAT 

3. VAIOU 

Total 

866 

195 

277 

1338 

65 

15 

21 

100 

1 

(mode) 

0.81 .96 -.91 

Study 

Mode 

1. Campus Based 

2. Home Based 

3. Other Modes 

Total 

695 

437 

206 

1338 

52% 

33% 

15% 

100 

1 (mode) 0.75 .97 -.80 

Degree/ 

Course 

1.BBA/BS 

2. MBA/MSc/MA 

3. MS/MPhil 

4. Certificate 

5. Diploma 

Total 

446 

495 

313 

35 

49 

1338 

33% 

37% 

23% 

3% 

4% 

100 

2 

(mode) 

0.99 .92 .72 
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Table 4-2 Descriptive statistics and Scaling for Items 

Codes Statement Mean S. D Skewness Kurtosis 

SPLE1 I can learn actively in the e-learning environment 2.02 .78 1.01 1.99 

SPLE2 I have more opportunities to create my own knowledge in the e-learning environment 2.07 .80 .77 1.08 

SPLE3 The hypertext online instruction can enhance my lea ring motivation 2.13 .75 .63 1.08 

SPLE4 I can discus actively with other in the e-learning environment  2.30 .91 .75 .47 

SPLE5 I can read the online instruction actively 2.00 .72 1.02 2.58 

SPLE6 I can find information actively in the e-learning environment  1.96 .68 .93 2.65 

ILLE1 I like the instruction’s help and suggestions in the e-learning environment  1.92 .71 .85 1.10 

ILLE2 I like the instructor’s voice and image in the e-learning environment  2.09 .82 .65 .45 

ILLE3 I like the instructor’s online multimedia instruction in the e-learning environment 2.00 .78 .87 1.56 

TEQU1 I feel the IT used in e-Learning are very easy to use 1.99 .85 1.14 2.04 

TEQU2 I feel the IT used in e-Learning have many useful functions 1.85 .74 1.16 2.90 

TEQU3 I feel the IT used in e-Learning have good flexibility 1.90 .74 .95 2.13 

TEQU4 I feel the IT used in e-Learning are easy to obtain 1.99 .81 1.00 1.65 

INQU1 I feel satisfied with the speed of the Internet 2.51 1.05 .67 -.22 

INQU2 I feel the communication quality of the Internet is not good* 3.09 1.06 -.22 -.85 
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Codes Statement Mean S. D Skewness Kurtosis 

INQU3 I feel the fee to connect to the Internet is very expensive*  2.73 1.07 .12 -.91 

INQU4 I feel it is easy to go on-line 2.08 .75 .91 1.65 

LORT1 The opportunity to learn new things is important to me 1.57 .9 2.27 5.42 

LORT2 The opportunity to do challenging things is important for me 1.82 .90 1.62 3.52 

LORT3 I prefer to work on task that force me to learn new things 1.80 .92 1.64 3.25 

LORT4 If I don’t succeed on difficult task, I plan to try harder for the next time 1.97 .96 1.17 1.32 

LORT5 In learning situation, I tend to see fairly challenging goals for myself 2.00 .81 1.29 3.11 

LORT6 I am always challenging myself to learn new concepts. 1.81 .84 1.51 3.52 

LORT7 The opportunity to extend my range of abilities is important to me. 1.66 .80 1.78 4.79 

DEAP1 When I’m reading an article or book, I try to find out for myself exactly what the author means 2.06 .77 .83 1.59 

DEAP2 Before tackling a problem or assignment, I first try to work out what lies behind it 2.08 .77 .80 1.38 

DEAP3 When I’m working on a new topic, I try to see in my own mind how all the idea fit together 1.91 .65 .66 1.84 

DEAP4 Often I find myself questioning thing I hear in lectures or read in books 2.04 .70 .78 2.01 

DEAP5 Ideas in course books or articles often set me off on long chains of thoughts of my own 2.36 .82 .44 .32 

DEAP6 When I read, I examine the details carefully to see how they fit in with what’s being said 2.01 .66 .73 2.21 
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Codes Statement Mean S. D Skewness Kurtosis 

STAP1 I organize my stud time carefully to make the best use of it 2.27 .89 .77 .60 

STAP2 I work steadily through the term or semester, rather than leave it all until the last minute 2.34 .93 .77 .48 

STAP3 I’m pretty good at getting down to work whenever I need to 2.18 .74 .71 1.31 

STAP4 I put a lot effort into studying because I’m determine to do well 2.07 .89 .74 .91 

STAP5 I don’t find it at all difficult to motivate myself  2.33 .91 .74 .32 

STAP6 I think I am quite systematic and organized when it comes to revising for exams. 2.26 .87 .74 .58 

SRAP1 I often have trouble in making sense of the things I have to remember 2.99 .99 .01 -.832 

SRAP2 There’s not much of the work here that I find interesting or relevant 3.27 1.01 -.22 -.71 

SRAP3 Much of what I’m studying make little sense: it’s like unrelated bits and pieces 3.32 .99 -.28 -.55 

SRAP4 Often I feel I’m drowning in the sheer amount of material we’re having to cope with 3.00 .91 .09 -.38 

SRAP5 I’m not really sure what’s important in lectures, so I try to get down all I can 3.07 1.08 .01 -.99 

SRAP6 I often worry about whether I’ll ever be able to cope with the work properly 2.94 1.01 .16 -.83 

PUSF1 Using e-learning system would enhance my effectiveness  1.92 .73 .85 1.82 

PUSF2 Using e-learning system would improve my performance 1.93 .77 1.11 2.59 

PUSF3 I would find e-learning system useful 1.86 .69 .95 2.77 
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Codes Statement Mean S. D Skewness Kurtosis 

PUSF4 Using e-learning system in the program would enhance my productivity  1.97 .74 .84 1.67 

PEOU1 It would be easy for me to become skillful  at using e-learning systems 1.93 .73 .96 2.14 

PEOU2 Learning to operate e-learning systems would be easy for me 1.90 .71 .78 1.57 

PEOU3 I would find it easy to get a e-learning system to do what I want it to do 2.01 .75 .77 1.39 

PEOU4 I would find e-learning systems easy to use 1.91 .71 1.02 2.67 

CSAT1 I am satisfied with system quality 2.11 .80 .33 .03 

CSAT2 I am satisfied with instructor(s) 2.14 .81 .40 .27 

CSAT3 Overall I am satisfied 2.17 .78 .30 .22 

CSAT4 I am satisfied with contents/methods 3.07 .96 -.20 -.39 

CSWB1 In most ways my life is close to my ideal 2.48 .96 .62 .14 

CSWB2 The conditions of my life are excellent 2.37 .93 .62 .34 

CSWB3 I am satisfied with my life 2.11 .93 .86 .82 

CSWB4 So far I have gotten the important things I want in life 2.32 .93 .70 .31 

CSWB5 If I could live my life over, I would change almost nothing 3.03 1.07 -.01 -.67 
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4.3 Reliability Analysis 

In psychometrics the internal consistency of a measurement scale is known as reliability of 

the scale. For instance a measure that reveled consistent results in different conditions is said to be 

reliable scale (Carlson, Buskist, Heth, & Schmaltz, 2009). Cronbach’s alpha is used for measuring 

the scales reliability which is an internal consistency predictor. Cronbach’s alpha value ≥ 0.7 is 

considered as the threshold for assessing reliability. Cronbach’s alpha values for ten variables were 

calculated and presented in the Table (4.3). Reliability coefficients for all construct exceeded the 

required limit.   

Table 4-3 Reliability of constructs 

Variable Name Codes   No. of 

Items 

Alpha 

1. E-Environment 

a. Self-Paced Learning 

EENV 

SPLE 

  9 (total) 

6 

.84 

b.  Instructor Led Learning ILLE   3  

2. T-I-Quality 

a. Technology Quality  

TIQU 

TEQU  

  8 (total) 

4 

.71 

b. Internet Quality INQU   4  

3. Learning Orientation  LORT   7 .81 

4. Learning Motivation  LMOT   18 (total) .80 

a. Deep Approach DEAP   6  

b. Strategic Approach STAP   6  

c. Surface Approach SRAP   6  

5. Perceived Ease of use PEOU   4 .89 
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6. Perceived Usefulness PUSE   4 .90 

Variable Name Codes   No. of 

Items 

Alpha 

7. Customer Satisfaction CSAT   4 .89 

8. Customer Subjective Well-Being CSWB   5 .80 

 

4.4 Correlation Analysis 

Conducted to estimate the relationship between variables. The results regarding correlation 

analysis are depicted in Table 4.4 illustrate that correlation exist between variables. The results 

showed that all the variables are positively and significantly related with each other. Perceived 

ease of use (MPEOU) was high correlated with perceived usefulness (MPUSF) as r = 0.82, p<0.01. 

Internet quality (MINQU) was high correlated with learning orientation (MLORT) as r = 0.21, 

p<0.01. From the results it can be concluded that correlation values ranged from 0.21 to 0.82. 

Because of high correlation among some variables, multicollinearity test is also conducted. 
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Table 4-4 Correlation Analysis 

 1 2 3 4 5 6 7 8 9 10 Mean S. D 

1. MSPLE 1          2.24 .66 

2. MILLE .71** 1         2.18 .71 

3. MTEQU .65** .58** 1        2.13 .72 

4. MINQU .53** .42** .58** 1       2.42 .73 

5. MLORT .31** .28** .34** .21** 1      1.89 .66 

6. MLMOT .41** .41** .41** .33** .33** 1     2.57 .41 

7. MPEOU .77** .67** .73** .56** .35** .42** 1    2.13 .70 

8. MPUSF .75** .65** .70** .54** .35** .39** .82** 1   2.14 .71 

9. MCSAT .73** .66** .61** .45** .31** .42** .73** .76** 1  2.14 .73 

10. MCSWB .67** .66** .58** .45** .37** .56** .69** .65** .69** 1 2.15 .62 

**. Correlation is significant at the 0.01 level (2-tailed). 
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4.5 Multicollinearity Test 

The independent variables are tested for multi-Collinearity by calculating Variance 

Inflation Factor (VIF). The results regarding the VIF and tolerance are reported in Table 4.5. The 

results revealed that the VIF and tolerance are well below acceptance range (O’Brien, 2007). 

Table 4-5 Results of Collinearity Statistics 

Model 

Collinearity Statistics 

Tolerance VIF 

1. SPLE .31 3.23 

2. ILLE .45 2.25 

3. TEQU .39 2.55 

4. INQU .61 1.65 

5. LORT .82 1.21 

6. LMOT .74 1.35 

7. PEOU .24 4.22 

8. PUSF .27 3.74 

Dependent Variable: CSAT 

4.6 Common Method Variance 

Harman’s single factor test was used to establish CMV. Results showed first factor 

indicated 35.78% of total variance that was less than tolerance limit i.e. 49% of CMV. So, no CMV 

issue was happen in survey data. Results showed that 67% (with 12 factors) customer subjective 

well-being was explained by all study variables. Results of CMV is presented in following Table 

4.6 
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Table 4-6 Total Variance Explained 

 

Component Initial Eigenvalues Extraction Sums of Squared Loadings 

Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

1 20.398 35.785 35.785 20.398 35.785 35.785 

       

Extraction Method: Principal Component Analysis. 

4.7 Structural Equation Modeling 

 

4.7.1. Measurement Model 

Two analysis were executed for measurement model. Common factor analysis was first 

and confirmatory factor analysis (CFA) was second analysis that was executed. There were two 

main points for common factor analysis and confirmatory factor analysis  

(CFA). First point was re-specification of model and lessening factors on basis of validity and 

reliability. Second point was to judge discriminant and convergent validity of measurement model. 

4.7.1.1. Common Factor Analysis for Measurement Model 

Common factor analysis was initial part of measurement model. There was two ways to 

verify all observed variables to enhance significance of model with help of common factor analysis 

of all variables. Loading of items in common factor analysis provide lesser signal of validation of 

variable in common factor analysis while squared multiple correlation (SMC) provide information 

about association between items of variables. As per criteria, any item with FL value below 0.50 

and SMC value below 0.20 was excluded. 
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This study consisted ten latent variables (i.e. MSPLE, MILLE, MTEQUAL, MINQU, 

MLORT, MLMOT, MPEOU, MPUSF, MCSAT, and MEFLE). With help of observed variables, 

these all latent variables were evaluated. 

4.7.1.1.1 E-Environment  

a. Self-Paced Learning Environment (SPLE) 

Self-paced learning was first latent variable and denoted by “TSPLE”. It describe 

environment in which individuals study online flexibly, at their own pace, in their own time and, 

from the location of their own choosing. It consist of six items (i.e. SPLE1, SPLE2, SPLE3, 

SPLE4, SPLE5, and SPLE6) with no item deleted due to accepted values of FL and SMC. Results 

of FL and SMC values ranged from 0.69-0.85 and 0.50-0.73 with alpha reliability 0.91. Mean and 

standard deviation of self-paced learning was 2.24 and 0.66 respectively 

 

Figure 4-2Self-Paced Learning Environment’s Measurement Model 
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Table 4-7 Results of Measurement Model of Self-Paced Learning 

Environment 

 Observed Variable St. FL SMC 

1 SPLE1 0.84 0.71 

2 SPLE2 0.80 0.64 

3 SPLE3 0.79 0.62 

4 SPLE4 0.69 0.50 

5 SPLE5 0.83 0.70 

6 SPLE6 0.85 0.73 

 

4.7.1.1.2 E-Environment  

b. Instructor-Led Learning Environment (ILLE) 

Instructor-led learning was second latent variable and denoted by “TILLE”. It describes 

learning environment where learners are guided by an instructor through the required instruction 

content (Moore et al. 2011). It consists of three items (i.e. ILLE1, ILLE2, and ILLE3) out of which 

no item was deleted due to accepted values of FL and SMC. Results of FL and SMC values ranged 

from 0.81-0.87 and 0.66-0.75 with alpha reliability 0.87. Mean and standard deviation of 

instructor-led learning was 2.18 and 0.71 respectively. 
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Figure 4-3: Instructor-Led Learning Environment’s Measurement Model 

Table 4-8 Results of Measurement Model of Instructor-Led Learning 

Environment 

 Observed Variable St. FL SMC 

1 ILLE1 .82 .68 

2 ILLE2 .81 .66 

3 ILLE3 .87 .75 

 

4.7.1.1.3 T-I-QUALITY  

a. Technology Quality 

Technology quality was third latent variable and denoted by “TTEQU”. It describes 

“learners’ perceived quality of Information Technology (IT) applied in e-learning including 

gadgets like electronic blackboards, earphones, microphones etc” (Sun et al., 2008). It consists of 

four items (i.e. TEQU1, TEQU2, TEQU3 and TEQU4) out of which no item was deleted due to 

accepted values of FL and SMC. Results of FL and SMC values ranged from 0.76-0.90 and 0.57-
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0.81 with alpha reliability 0.90. Mean and standard deviation of technology quality was 2.13 and 

0.72 respectively. 

 

Figure 4-4Technology Quality Measurement Model 

Table 4-9 Results of Measurement Model of Technology Quality 

 Observed Variable St. FL SMC 

1 TEQU1 .76 .57 

2 TEQU2 .89 .80 

3 TEQU3 .90 .81 

4 TEQU4 .81 .66 

4.7.1.1.4 T-I-QUALITY  

b. Internet Quality 

 Internet quality was fourth latent variable and denoted by “TINQU”. Internet Quality is 

defined as the quality of internet perceived by user including the speed at which the data 

transmission takes place (Sun et al., 2008). It consists of four items (i.e. INQU1, INQU2, INQU3 

and INQU4) out of which two items (i.e. INQU2, and INQU3) were deleted due to low values of 
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FL and SMC. Results of FL and SMC values ranged from 0.50-0.78 and 0.25-0.60 with alpha 

reliability 0.55 of remaining two items (i.e. INQU1, INQU4). Mean and standard deviation of 

internet quality was 2.42 and 0.73 respectively.  

 

Figure 4-5 Internet Quality Measurement Model 

 

Table 4-10 Results of Measurement Model of Internet Quality 

 Observed Variable St. FL SMC 

1 INQU1 .50 .25 

2 INQU4 .78 .60 

4.7.1.1.5 Learning Orientation (LORT) 

Learning orientation was fifth latent variable and denoted by “TLORT”. It describes 

individuals’ strong willingness to learn new knowledge and skills to achieve priority in one’s 

life”(Colquitt & Simmering, 1998). It consists of seven items (i.e. LORT1, LORT2, LORT3, 

LORT4, LORT5, LORT6 and LORT7) out of which two items (i.e. LORT1, and LORT4) were 

deleted due to low values of FL and SMC. Results of FL and SMC values ranged from 0.62-0.73 

and 0.38-0.53 with alpha reliability 0.81 of remaining five items (i.e. LORT2, LORT3, LORT5, 
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LORT6 and LORT7). Mean and standard deviation of learning orientation was 1.89 and 0.66 

respectively. 

 

Figure 4-6 Learning Orientation Measurement Model 

 

Figure 4-7 Results of Measurement Model of Learning Orientation 

 Observed Variable St. FL SMC 

1 LORT2 .65 .42 

2 LORT3 .62 .39 

3 LORT5 .68 .47 

4 LORT6 .73 .53 

5 LORT7 .73 .53 
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4.7.1.1.6 Learning Motives (LMOT) 

Learning Motive is defined as students’ involvement, intentions, motivation and goals in 

their learning approach through three predominant approaches for studying have been in higher 

education; surface approach, deep approach and strategic approach (Entwistle et al., 2001; Marton 

& Säljö, 1976; Richardson, 2005). Deep learning approach is denoted by “DEAP” It consist of six 

items (i.e. DEAP1, DEAP2, DEAP3, DEAP4, DEAP5, and DEAP6) and one items (i.e. DEAP5) 

was deleted due to low values of FL and SMC. Results of FL and SMC values ranged from 0.64-

0.82 and 0.41-0.68 with alpha reliability 0.85 of remaining five items (i.e. DEAP1, DEAP2, 

DEAP3, DEAP4, and DEAP6).   

 

Figure 4-8 Learning Motives Measurement Model 
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Table 4-11 Results of Measurement Model of Learning Motives 

 Observed Variable St. FL SMC 

1 DEAP1 .64 .41 

2 DEAP2 .71 .50 

3 DEAP3 .82 .68 

4 DEAP4 .71 .50 

5 DEAP6 .75 57 

6 STAP1 .68 .46 

7 STAP2 .70 .48 

8 STAP3 .69 .48 

9 STAP4 .77 .59 

10 STAP6 .69 .47 

11 SRAP2 .69 .48 

12 SRAP3 .85 ..72 

13 SRAP4 .64 .41 

 

Strategic learning approach is denoted by “TSTAP” It also consist of six items (i.e. STAP1, 

STAP2, STAP3, STAP4, STAP5, and STAP6) and one items (i.e. STAP5) was deleted due to 
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low values of FL and SMC. Results of FL and SMC values ranged from 0.68-0.77 and 0.46-0.59 

with alpha reliability 0.83 of remaining five items (i.e. STAP1, STAP2, STAP3, STAP4, and 

STAP6). Surface learning approach is denoted by “TSRAP” It also consist of six items (i.e. 

SRAP1, SRAP2, SRAP3, SRAP4, SRAP5, and SRAP6) and three items (i.e. SRAP1, SRAP5, 

and SRAP6) were deleted due to low values of FL and SMC. Results of FL and SMC values 

ranged from 0.64-0.85 and 0.41-0.72 with alpha reliability 0.77 of remaining three items (i.e. 

SRAP2, SRAP3, and SRAP4). 

4.7.1.1.7 Perceived Ease of Use (PEOU) 

 This was seventh latent variable denoted by “TPEOU”. It is the perceptions of a person 

regarding the efforts required for particular system (Davis, 1989). It consists of four items (i.e. 

PEOU1, PEOU2, PEOU3, and PEOU4) and no item was deleted due to acceptable values of FL 

and SMC. Results of FL and SMC values ranged from 0.83-0.89 and 0.70-0.79 with alpha 

reliability 0.92. Mean and standard deviation of perceived ease of use was 2.13 and 0.70 

respectively. 

 

Figure 4-9 Perceived Ease of Use Measurement Model 
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Table 4-12 Results of Measurement Model of Perceived Ease of Use 

 Observed Variable St. FL SMC 

1 PEOU1 .86 .73 

2 PEOU2 .89 .79 

3 PEOU3 .83 .70 

4 PEOU4 .87 .75 

4.7.1.1.8 Perceived Usefulness (PUSF) 

 Perceived usefulness was eighth latent variable denoted by “TPUSF”. It describes the 

perceptions of an individual that using a particular system will enhance their job performance 

(Change & Tung, 2008). It consists of four items (i.e. PUSF1, PUSF2, PUSF3, and PUSF4) and 

no item was deleted due to acceptable values of FL and SMC. Results of FL and SMC values 

ranged from 0.83-0.90 and 0.69-0.82 with alpha reliability 0.93. Mean and standard deviation of 

perceived usefulness was 2.14 and 0.73 respectively. 

 

Figure 4-10 Perceived Usefulness Measurement Model 
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Table 4-13 Results of Measurement Model of Perceived Usefulness 

 Observed Variable St. FL SMC 

1 PUSF1 .83 .69 

2 PUSF2 .89 .78 

3 PUSF3 .90 .82 

4 PUSF4 .87 .75 

 

4.7.1.1.9 Customer Satisfaction (CSAT) 

 Customer satisfaction was ninth latent variable denoted by “TCSAT”. It illustrate an 

individual’s feelings of disappointment or pleasure derived from the evaluation of product 

performance and expectation (Owens, 2004).  

 

Figure 4-11 Customer Satisfaction Measurement Model 
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It consists of three items (i.e. CSAT1, CSAT2, CSAT3, and CSAT4) out of which one item was 

deleted due to low values of FL and SMC. Results of FL and SMC values ranged from 0.85-0.90 

and 0.75-0.82 with alpha reliability 0.90 of remaining three items (i.e. CSAT1, CSAT2, and 

CSAT3). Mean and standard deviation of consumer satisfaction was 2.14 and 0.73 respectively. 

 

Table 4-14 Results of Measurement Model of Customer Satisfaction 

 Observed Variable St. FL SMC 

1 CSAT1 .85 .72 

2 CSAT2 .90 .82 

3 CSAT3 .87 .75 

 

4.7.1.1.10 Customer Subjective Well-Being (CSBW) 

Customer subjective well-being was tenth latent variable denoted by “TCSWB”. It 

describes people’s evaluation of their lives and denotes how people experience their quality of life 

(Diener & Oishi, 2004)(Diener E. , 1984). It consists of five items (i.e. CSWB1, CSWB2, CSWB3, 

CSWB4, and CSWB5) and 1 item was deleted due to low values of FL and SMC. Results of FL 

and SMC values ranged from 0.66-0.75 and 0.43-0.56 with alpha reliability 0.80 of remaining four 

items (i.e. CSWB1, CSWB2, CSWB3, and CSWB4). Mean and standard deviation of consumer 

satisfaction was 2.15 and 0.62 respectively. 
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Figure4-12 Customer Subjective Well-Being Measurement Model 

Table 4-15 Results of Measurement Model of Customer Subjective Well-

being 

 Observed Variable St. FL SMC 

1 CSWB1 .75 .56 

2 CSWB2 .66 .43 

3 CSWB3 .73 .54 

4 CSWB4 .70 .49 
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4.7.1.2 Confirmatory Factor Analysis 

CFA model is estimated to ensure the reliability convergent and discriminant validity of 

the latent constructs. A total of eleven items have been dropped from the original scales. The 

remaining forty-eight observed items load significantly and fairly well (standardized regression 

weight>0.5; p<.01) to their proposed scale. The eleven items were dropped based on following 

two considerations: 

 

Figure 4-13 Measurement Model 
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First, items were eliminated from final model being statistically insignificant. Remaining items 

were correlated significantly with their measures and FL ranged 0.55-0.94 and SMC ranged 0.50-

0.88. As results presented in Table 4.17, remaining forty-eight items demonstrated satisfactory 

communality to their respective scales (SMC>0.03). In same way, these remaining forty-eight 

items were highly correlated with their concerned construct (standard regression coefficient>0.50). 

 

4.7.1.3  Convergent and Discriminant Validity Test 

Validity and reliability of theoretical model were also examined in measurement model. 

Satisfactory results were produced for reliability analysis (i.e. Cronbach’s alpha) and also for 

composite reliability (i.e. internal consistency) in measurement model testing. Cronbach’s alpha 

was ranged from 0.71-0.90. 

To examine validity of measurement model, construct validity was evaluated. Composite 

reliability (CR) and average variance extracted (AVE) were inspected for convergent and 

discriminant validity in CFA. Composite reliability (CR) and average variance extracted (AVE) 

results of all ten latent variables (i.e. TSPLE, TILLE, TTEQUAL, TINQU, TLORT, TLMOT, 

TPEOU, TPUSF, TCSAT, and TCSWB) were presented in following table 4.6. Results of CR and 

AVE were in range of 0.57-0.93 and 0.50-0.85 respectively. 

 

4.7.1.4. Model Fit for Measurement Model 

 Measurement model was examined and results were quite satisfactory as indices results 

were good fit i.e. CMIN/DF= 3.41, RMR= 0.02, CFI= 0.94, GFI= 0.90, AGFI= 0.88 and RMSEA= 

0.04. 



 
 

159 
 

4.7.2 Structural Model 

The structural model is estimated to test the path of the hypothetical model. The specification 

of model is illustrated in Figure 4-15 based on the theoretical model depicted in Figure 4-15.  E-

environment is first latent exogenous variable which is computed through mean score of two 

observed variables i.e. self-paced activities and instructor led activities. Technology-Internet 

quality is second latent exogenous variable which is computed through mean score of two observed 

variables i.e. technology quality and internet quality. While learning motives, learning orientation, 

perceived ease of use, perceived usefulness, customer satisfaction and customer subjective 

wellbeing were specified as endogenous latent variables. 

 

4.8 Hypotheses Testing 

 

This section presents the testing of hypothesis with respect to the results of structural 

equation modelling.  The primary objective of this study is to find the empirical evidences 

regarding the relationship between e-environment, technology internet quality, learning motives, 

learning orientation, perceived ease of use, perceived usefulness, customer satisfaction and 

consumer subjective wellbeing. SEM can be analysed on the bases of three parameters 

recommended by Kline (1998), first parameter is between latent variable and indicator (λ), second 

parameter is path between dependent latent variables and between independent latent variable (γ) 

and third parameter is path between all dependent latent variables (ß). The detail of all the 

hypotheses is as follow: 
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Figure 4-14 Hypothesized Model 

 

4.8.1 Hypothesis1: Relationship from Stimulus to Organism (S-O) 

 

H1a: E-environment have positive impact on learning orientation. 

It was proposed that e-environment (MEENV) has significant impact on learning 

orientation (MLORT). Results showed that MEENV has a significantly positive impact on 
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MLORT as of St. Regression coefficient0.21 or (γ= 0.21) with p<0.05. So the results were in 

favour of H1a.  

H1b: E-environment have positive impact on learning motives. 

It was hypothesized that e-environment (MEENV) has significant influence on learning 

motives (MLMOT), H1a. From the results it is evident that MEENV has a significantly positive 

impact on MLMOT as of St. Regression coefficient0.26 or (γ= 0.26) with p<0.05. So the results 

were in favour of H1b. 

H1c: E-environment have positive impact on perceived ease of use. 

It was hypothesized that e-environment (MEENV) has significant impact on perceived ease 

of use (MPEOU). Results showed that MEENV has a significantly positive impact on MPEOU as 

of St. Regression coefficient0.53 or (γ= 0.53) with p<0.05. So the results were in favour of H1c.  

H1d: E-environment have positive impact on perceived usefulness. 

It was hypothesized that e-environment (MEENV) impact significantly on perceived 

usefulness (MPUSF). Results showed that MEENV has a significantly positive impact on MPUSF 

as of St. Regression coefficient0.21 or (γ= 0.21) with p<0.05. So the results were in favour of H1d. 

H1e: Technology-Internet quality have positive impact on learning orientation. 

It was hypothesized that Technology-Internet quality (MTIQU) has significant influence 

on learning orientation (MLORT). Results showed that MTIQU has a significantly positive impact 

on MLORT as of St. Regression coefficient0.17 or (γ= 0.17) with p<0.05. So the results were in 

favour of H1e. 
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H1f: Technology-Internet quality have positive impact on learning motives. 

It was hypothesized that Technology-Internet quality (MTIQU) has significant influence 

on learning motives (MLMOT). Results showed that MTIQU has a significantly positive impact 

on MLOMT as of St. Regression coefficient0.19 or (γ= 0.19) with p<0.05. So the results were in 

favour of H1f. 

H1g: Technology-Internet quality impact positively on perceived ease of use. 

It was hypothesized that Technology-Internet quality (MTIQU) influence significantly on 

perceived ease of use (MPEOU). Results showed that MTIQU has a significantly positive impact 

on MPEOU as of St. Regression coefficient0.38 or (γ= 0.38) with p<0.05. So the results were in 

favour of H1g. 

H1h: Technology-Internet quality have positive impact on perceived usefulness. 

It was hypothesized that Technology-Internet quality (MTIQU) has significant influence 

on perceived usefulness (MPUSF). Results showed that MTIQU has a significantly positive impact 

on MPUSF as of St. Regression coefficient0.16 or (γ= 0.16) with p<0.05. So the results were in 

favour of H1h. 

4.8.2 Hypothesis 2: Relationship from Organism to Response (O-R) 

 

H2a: Learning orientation have positive impact on customer satisfaction. 

It was hypothesized that learning orientation (MLOTR) has significant impact on customer 

satisfaction (MCSAT). Results showed that MLORT has not significantly positive impact on 

MCSAT as p>0.05. So the results were not in favour of H2a, hence the hypothesis was rejected. 
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H2b: Learning motives have positive impact on customer satisfaction. 

It was hypothesized that learning motives (MLMOT) has significant impact on customer 

satisfaction (MCSAT). Results showed that MLMOT has a significantly positive impact on 

MCSAT as of St. Regression coefficient0.07 or (γ= 0.07) with p<0.05. So the results were in favour 

of H2b. 

H2c: Perceived ease of use impact positively on customer satisfaction. 

It was hypothesized that perceived ease of use (MPEOU) has significant impact on 

customer satisfaction (MCSAT). Results showed that MPEOU has a significantly positive impact 

on MCSAT as of St. Regression coefficient0.14 or (γ= 0.14) with p<0.05. So the results were in 

favour of H2c. 

H2d: Perceived usefulness have positive impact on customer satisfaction. 

It was hypothesized that perceived usefulness (MPUSF) has significant impact on customer 

satisfaction (MCSAT). Results showed that MPUSF has a significantly positive impact on 

MCSAT as of St. Regression coefficient0.36 or (γ= 0.36 with p<0.05. So the results were in favour 

of H2d. 

4.8.3 Hypothesis 3: Relationship from Stimulus to Response (S-R) 

H3a: E-environment have positive impact oncustomer satisfaction. 

It was hypothesized that e-environment (MEENV) has significant impact on customer 

satisfaction (MCSAT). Results showed that MEENV has significantly positive impact on MCSAT 

as of St. Regression coefficient0.33or (γ= 0.33) with p<0.05. So the results were in favour of H3a. 
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H3b: Technology-Internet quality have positive impact on customer satisfaction. 

It was hypothesized that Technology-Internet quality (MTIQU) has significant influence 

on customer satisfaction (MCSAT). Results showed that MTIQU has not significantly positive 

impact on MCSAT as p>0.05. So this hypothesis is rejected as no direct effect of Technology-

Internet quality on customer satisfaction. While, indirect effect result were significant as St. 

Regression coefficient0.20 with p<0.05. 

4.8.4 Hypothesis 4: Association among Stimulus (S-S) 

 

H4: E-environment have positive association with technology and internet quality. 

 It was hypothesized that e-environment (MEENV) has positive association with 

technology-internet quality (MTIQU). Results showed that MEENV has significant positive 

association with MTIQU as r = .66, p<0.05. So the results were in favour of H4.  

4.8.5 Hypothesis 5: Relationship among Organisms (O-O) 

 

H5a: Learning orientation have positive impact on learning motives. 

It was hypothesized that learning orientation (MLOTR) has significant impact on learning 

motive (MLMOT). Results showed that MLORT has a significantly positive impact on MLMOT 

as of St. Regression coefficient0.18 or (γ= 0.18) with p<0.05. So the results were in favour of H2c.  

H5b: Perceived ease of use have positive impact on perceived usefulness. 

It was hypothesized that perceived ease of use (MPEOU) has significant impact on 

perceived usefulness (MPUSF). Results showed that MPEOU has a significantly positive impact 
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on MPUSF as of St. Regression coefficient0.51 or (γ= 0.51) with p<0.05. So the results were in 

favour of H5b. 

4.8.6 Hypothesis 6: Relationship among Responses (R-R) 

 

H6: Customer satisfaction have positive impact on customer subjective wellbeing. 

It was hypothesized that consumer satisfaction (MCSAT) has significant impact on 

customer subjective wellbeing (MCSWB). Results showed that MCSAT has a significantly 

positive impact on MCSWB as of St. Regression coefficient0.69 or (γ= 0.69) with p<0.05. So the 

results were in favour of H6. 

4.7.2.2. Structural Model Fitness 

Structural model was examined and results were quite satisfactory as indices results were 

good fit i.e. p <0.05, CMIN/DF > 5; RMR= 0.03, CFI= 0.92, GFI= 0.80, AGFI= 0.93 and 

RMSEA= 0.10.  
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Figure 4-15: Structural Model with all Hypotheses vs Structural Model with Significant Hypotheses 
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Table 4-16 Summary of Hypotheses Results 

 Hypotheses Structural Path Std. Reg. Weight Results 

H1:  Relationship from Stimulus to Organisms (SO)  

H1a E-environment have positive impact on learning orientation MEENV  MLORT 0.21, Significant Accepted 

H1b E-environment has positive impact on learning motives MEENV  MLMOT 0.26, Significant Accepted 

H1c E-environment has significant impact on perceived ease of use MEENV  MPEOU 0.53, Significant Accepted 

H1d E-environment has significant impact on perceived usefulness MEENV   MPUSF 0.21, Significant Accepted 

H1e Technology-Internet quality has positive impact on learning orientation MTIQU     MLORT 0.17, Significant Accepted 

H1f Technology-Internet quality has positive impact on learning motives MTIQU     MLMOT 0.19, Significant Accepted 

H1g Technology-Internet quality has positive impact on perceived ease of use MTIQU     MPEOU 0.38, Significant Accepted 

H1h Technology-Internet quality has positive impact on perceived usefulness MTIQU     MPUSF 0.16, Significant Accepted 
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 Hypotheses Structural Path Std. Reg. Weight Results 

 

H2:  Relationship from Organism to Response (OR) 

H2a Learning orientation has positive impact on consumer satisfaction MLORT    MCSAT p>.05 Insignificant Rejected 

H2b Learning motives has positive impact on consumer satisfaction MLMOT   MCSAT 0.07, Significant Accepted 

H2c Perceived ease of use has positive impact on consumer satisfaction MPEOU    MCSAT 0.14, Significant Accepted 

H2d Perceived usefulness has positive impact on consumer satisfaction MPUSF    MCSAT 0.36, Significant Accepted 

H3:  Relationship from Stimulus to Response (SR) 

H3a E-environment has positive impact on consumer satisfaction MEENV    MCSAT 0.33, Significant Accepted 

H3b Technology-Internet quality has positive impact on consumer satisfaction MTIQU     MCSAT p>.05 Insignificant Rejected 

H4:  Relationship among Stimulus (S  S) 

H4 E-environment have positive association with technology internet quality MEENV   MTIQU 0.66, Significant Accepted 
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 Hypotheses Structural Path Std. Reg. Weight Results 

H5:  Relationship among Organisms (OO) 

H5a Learning orientation have positive impact on learning motives MLORT    MLMOT 0.18, Significant Accepted 

H5b Perceived ease of use have positive impact on perceived usefulness MPEOU    MPUSF 0.51, Significant Accepted 

H6:  Relationship among Reponses (RR) 

H6 Customer satisfaction have positive impact on customer subjective well-being MCSAT    MCSWB 0.69, Significant Accepted 
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BOX 4: Summary of Chapter 4 ‘Results and Data Analysis’ 
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_________________________________________________________ 

CHAPTER 5 

DISCUSSION, LIMITATION AND RECOMMENDATION 
__________________________________________________________________________ 

5. Introduction 

Chapter 5 presents the explanation of the findings as well as the logically derived 

interpretations of the results. Additionally, a comprehensive discussion on implications of the 

findings, limitations of the study and recommendation for future studies is provided. This 

chapter is divided into three parts. Detailed discussion and logical interpretations along with 

the justifications of the proposed hypotheses rationally drawn from literature are covered in 

first part. Second part comprises of the theoretical and practical implication of the results in e-

learning context. The last section elaborates the limitations of the study along with and 

recommendations for future research for further exploration and comprehensive understanding 

of the e-learning phenomenon. 

The core objective of the study was to find out the influence and pattern of 

environmental, technological and psychological factors in development of customer 

satisfaction (e-leaner satisfaction) and subjective well-being in an e-learning environment. The 

objective of the study has been achieved by empirically testing a comprehensive theoretical 

framework of e-learner’s satisfaction and subjective wellbeing in term stimulus-organism-

response (S-O-R), model based on social cognitive theory.  
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5.1 Discussion on findings  

H1      Relationship from Stimulus to Organism (SO) 

H1a: E-Environment has significant impact on Learning Orientation: 

It was proposed that environment has significant influence on learning orientation. Results 

revealed that environmental factors have a significantly positive impact on learning orientation, 

supporting proposition H1a.The results are in line with the previous literature such as Rhode 

(2009) ; Wang et al., (2010). This postive relation comprehends that favorbale enviorment 

significantly contribuets in learning motivation. The learning enviorment comprises of self 

peaced learning activites and instructor-led learning activities. This illustrates that self-paced 

learning activities and instructor-led learning activites are the key enablers which may develop 

positive learning orientation among e-learners. This positive relationship is indicative of the 

development of strong willingness towards learning acquiring new skills and knowledge to 

achieve priority in one’s life in presence of self-paced activities and instructor led activities. 

Hence, if e-learning environment is informative and provide opportunities to contribute in 

knowledge, then e-learner find it as a space for gaining knowledge and acquiring skills. 

Moreover, an active self-paced environment is favorable for learning about new avenues and 

provides opportunity to do challenging things for knowledge exploration (Magill, 2008). Since 

learners determine the pace and timings of content delivery in an autonomous self-paced 

learning environment, E-learners are more inclined to learn new concepts and extend their 

range of abilities in an active self-paced environment (Magill, 2008). Correspondingly, if e-

learning environment is conducive and provide to the learner, the instructor’s help and 

suggestions, then e-learner finds it easier to undertake challenging things. Instructor’s virtual 

appearance in shape of voice and image is also very useful in challenging the e-learners to work 

ard and undertake difficult tasks (Rourke et al., 2001; Gorsky & Blau , 2009; Zhang et al., 

2006). Likewise, Instructor’s guidelines result in enhancing the E-learners’ abilities to learn 

new skills (Keppell et al., 2015). 
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H1b: E-Environment has significant impact on Learning Motives. 

The proposed hypothesis envisaged that learning environment significantly influence the 

learning motives. As envisaged by the theoretical frame work and evident from the results, 

environment has significantly positive impact on learning motives supporting proposition.  

Results coincide with the earlier findings in the domain of stimulus to response behavior of a 

learner in the context of effects of learning motives on self-paced learning activates (Kim, 2005; 

Sarsar, 2012).The environmental factor for this study consisted of self-peace activities and 

instructor-led learningactivities. Within this area of research, the learner’s self-paced learning 

environment has been found to enhance her/his propensity to promote learning motives. This 

positive relationship comprehends that self-paced activities and instructor led activities are key 

predictor of learning motives. On one hand, this implies that e-learners (customers) get 

motivation towards learning activities if they are actively involved in self-paced activities and 

instructor led activities. For instance, when e-learners are active in searching, reading and 

sharing of online information and instructions, flexibly and autonomously in an e-learning 

environment, they find it interesting as well as helpful in solving their problems, which 

enhances their motivation towards learning (Ngwenya et al., 2004; Rhode, 2009). E-learning 

environment provides an active learning and opportunistic space to e-learners wherein they can 

manage their work effectively and appropriately with the freedom of place and time of 

accessing the learning activities with lesser efforts. They find it quite systematic and organized 

as they can access their required material at their own choice, whenever they want and 

wherever they want for enhancing their skills, achieving their targets and performing their task 

like reading books or listening to lectures etc. Consequently, e-learners have no trouble in 

making sense of the e-environment and do not find it difficult to get motivation for learning 

from such environment. On the other hand, e-learners also get motivated towards learning 

activities, if they are satisfied with instructor led activities. For example, e-learner’s motivation 
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towards learning would be enhanced if they are liking the instructor’s help and suggestions in 

an e-learning environment and finding it helpful in solving their problems (Hartnett, George, 

& Dron, 2011). E-learning environment provides instructor’s voice and image to the learners 

which give the feelings of an actual presence of the instructors and pleasure to the e-learners. 

Moreover, e-learners like the instructor’s online multimedia instructions to learn more 

effectively. 

H1c: E-Environment has significant impact on perceived ease of use: 

It was hypothesized that environment has significant impact on perceived ease of use. Results 

corroborate that environment has significantly positive influence on perceived ease of use. The 

findings are in line with the study of Brown (2002) and Shen et al., (2006). The confirmation 

of positive relationship indicate that self-paced activities and instructor led activities enhance 

the perceived ease of use in the minds of e-learners. Self-paced activities increase the 

confidence of e-learners that they can easily understand the usage of e-learning system and 

become skillful while at using it. They perceive e-learning system to be easy to use and operate 

it in the way they want to use it. Moreover, e-learners perceive that e-learning systems are very 

convenient to use (Song, 2010; Sun et al., 2008). Self-paced activities provide more positive 

perception of easy use of e-learning systems and operations. Likewise, instructor led activities 

also develop positive perceptions regarding the ease of use in the minds of e-learners. For 

enhancing their skills, e-learners get guidance from the instructors on how to operate and run 

the e-learning system in an effective way. Instructors guide and help the e-learners by guiding 

them on how to handle/use the e-learning system ( Rodríguez-Ardura & Meseguer-Artola, 

2014). For instance, instructor led activities includes online multimedia instructions which 

makes easy for the e-learners to become skillful at using e-learning systems (Zhang et al., 

2006). 
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H1d: E-Environment has significant influence on perceived usefulness. 

It was proposed that environment have significant influence on perceived usefulness. It is 

evident from the results that self-paced activities have significantly positive impact on 

perceived usefulness. Enumerated results are consistent with the previous studies of (Liaw, 

2008; Mouakket & Bettayeb, 2015). This significantly positive relationship illustrated that 

environment which include self-paced activities and instructor led activities may develop 

positive perceived usefulness amongst e-learners. E-learners perceive that use of e-learning 

system would enhance their effectiveness and also improve their performance. Moreover, e-

learners perceive that they would find e-learning system useful (Song, 2010; Sun et al., 2008). 

E-learners perceive that using e-learning system in the program would enhance their 

productivity (Sun et al., 2008; Womble, 2006). Similarly, instructor’s help and guidance makes 

the use of e-learning system and skill acquisition easy. The virtual presence of voice and image 

of the instructor can influence the minds of the e-learners in way that e-learning systems would 

be very useful for them (Gorsky & Blau , 2009; Rourke et al., 2001). Online instructions guide 

and enable the e-learners in the use of e-learning system for enhancing their effectiveness and 

resultant improvement in their performance. Instructor’s guidance provides information to e- 

learners on how to effectively and easily operate of e-learning system and to increase the 

productivity (Brindley, Walti, & Blaschke, 2009). 

H1e: T-I-Quality has significant influence on learning orientation. 

The hypothesis proposed that T-I-Quality has significant influence on learning orientation. 

Results of the data analysis confirmed the veracity of the hypothesis that technology quality 

significantly and positively impact on learning orientation, supporting proposition. The 

results are in line with the previous literature such as Klein et al., (2006) and Yi andHwang, 

(2003). This significantly positive relationship has illustrated that technological factors that 

may include technology quality and internet quality resulted in positive learning orientation 
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amongst e-learners. This positive relationship is indication of the development of strong 

willingness towards learning new skills and acquisition of knowledge through the use of 

technology. Verily, if the quality of technology is user friendly and easy to obtain, e-learners 

find it useful for acquiring new skills/ knowledge. Furthermore, a good quality technology is 

useful to work on task that is challenging and help to perform well (Cohen, 2002; Prajogo & 

Sohal, 2003). E-learners are more inclined to learn new concepts and extend their range of 

abilities when the technology is flexible and possesses useful functions. In addition, internet 

quality may also develop positive learning orientation among e-learners (Ehlers, 2004). This 

positive relationship showed that the development of strong willingness towards learning new 

skills and knowledge skills by providing high quality internet (Sun et al., 2008). This implies 

that if internet quality is good and the internet facility in available in low price e-learners will 

get learning orientation. Moreover, if the e-learners are provided with the high speed internet 

and online platforms are available in time, they will be able to explore new things and do 

challenging things (Ehlers, 2004;Sun et al., 2008). The high quality internet in an affordable 

range of internet fee also positively influences learning orientation. 

H1f: T-I-Quality has significant influence on learning motives. 

It was proposed that T-I-Quality has significant influence on learning motives. It is evident 

from the results that technology factors (technology quality and internet quality) have 

significantly positive impact on learning motives, thus supporting the proposition. The results 

are consistent with the results of the study of (Cohen, 2002; Yilmaz & Feza , 2010). This 

positive relationship comprehends that e-learners would be motivated to learn more and more 

if the quality of technology is compatible. E-learners get motivated when they are satisfied with 

the quality of technology and it fulfills their technological requirements. If the technology is 

user friendly and e-learners do not find any difficulty in its use they get more learning 

motivation (Choi, 2013). Moreover, e-learners get motivated when they find that the 
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technology in e- learning is flexible. They find it quite easy as they have no trouble in 

performing its functions. In the same way, the better quality of internet may also increase the 

learning motivation of e-learners. E-learners (customers) get motivation towards learning 

activities if they are provided with the high quality internet (Todd, 2008). For instance, if e-

learner are facing no hurdles in searching and sharing the online information, it will enhance 

their motivation towards learning (Eisenberg, 2003). Internet with high speed provides an 

active learning and opportunity to e-learners to manage their work effectively in lesser time 

(Horton, 2001;Sun et al., 2008). They find internet quite convenient and affordable if the 

internet expenses are low as they can access their required material like reading books or 

listening lectures within reasonable internet fee (Lee, 2000). Consequently, e-learners have no 

trouble in going online and learn more new and updated things when the internet has good 

communication quality (Mistler-Jackson & Songer, 2000). 

H1g: T-I-Quality has significant influence on perceived ease of use. 

It was hypothesized that T-I-Q has significant impact on perceived ease of use. Results 

corroborate that technology quality has a significantly positive impact on perceived ease of 

use. Findings of the study are consistent with the study of Brown (2000) ; Karahanna et al., 

(1999); Rose and Fogarty (2006); Sun et al., (2008) and Venkatesh (2000). Since the 

technological factors are the combination of technology and internet quality so this positive 

relationship indicates that technology quality and internet quality develops the perceived ease 

of use in the minds of e-learners. The quality of technology and its convenient usage increase 

the confidence of e-learners that they can easily know the use of e-learning system and become 

skillful at using it. If the technology is easy to obtain and have/has useful functions, then e-

learners would perceive that the e-learning systems are easy to operate. Furthermore, if the 

quality used in e-learning system is flexible, it will result in the positive perception of ease of 

use (Sun et al., 2008). The easy use of technology provides more positive perception of easy 
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use of e-learning systems and operations. Moreover, better internet quality encourages e-

learners that they can easily learn to adopt to and use the e-learning system and become skillful 

at using it. They perceive that by using internet, e-learning system would be easy to operate 

and run it in at anytime and anywhere. Furthermore, e-learners perceive that e-learning systems 

are very easy to use when the internet offers high speed and high quality (Sun et al., 2008; 

Zhang & Nunamaker, 2003). Internet, having good communication quality provides more 

positive perception of easy use of e-learning systems and operations (Roca et al., 2006). 

H1h: T-I-Quality has significant influence on perceived usefulness. 

It was proposed that T-I-Q significantly influence perceived usefulness. Results verified that 

technology quality significantly and positively influence perceived usefulness. The results are 

in line with the study of Sun et al., (2008) and Saade and Bahli (2005). In this study, 

technological factors are operationalized as ‘technology and internet quality’. This 

significantly positive relationship illustrated that technology quality and internet quality 

develops positive perceptions regarding usefulness in the mind of e-learners.  The quality of 

technology is good when it is easy obtain and is user friendly. The technology having flexibility 

and ease to use will result in the positive perception of usefulness. Furthermore, the technology 

with useful functions makes e-learners believe that they would find e-learning system useful 

(Sun et al., 2008). Resultantly, E-learners perceive that using the e-learning system of quality 

technology in program would enhance their productivity level (Haverila, 2011). In addition, 

good internet quality also develops positive perceived usefulness among e-learners 

(Almahamid & Rub, 2011). The E-learners’ perception that use of e-learning tools/system 

would enhance their effectiveness as well as improve their performance can be increased by 

providing them with high speed internet (Zhang & Nunamaker, 2003; Wong & Huang, 2015). 

Furthermore, internet with good communication quality at a low price helps e-learners to know 

the usefulness of e-learning system (Strother, 2002). E-learners can go online by using internet 
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to get the information about e-learning system in the program that would enhance their skills 

and productivity level (Salmon, 2013; Sun et al., 2008). 

H2       Relationship from Organism to Response (OR) 

H2a and H2b: Learning orientation and learning motives have significant impact 

on customer satisfaction. 

It was proposed that learning motives and orientation have significant influence on customer 

satisfaction. It is evident from the results that learning motives and orientation have a 

significantly positive impact on customer satisfaction and wellbeing, supporting proposition. 

The results are consistent with the study of Burton et al., (2009); Jackson (2013) and Laird et 

al., (2005). This positive relationship implies that the customers with higher learning motives 

would achieved satisfaction with the use of e-learning for acquisition of knowledge and gaining 

of skills. E-learners are satisfied when they find the e-learning material interesting and helpful 

in solving their problems and upgrading their skills. They are satisfied with the use of e-

learning as a learning assisted tool and its contents as it helped them to do the work more 

effectively with lesser effort (Liaw et al., 2007; Sun et al., 2008;). Customers of e-Learning are 

also satisfied with the functions of e-learning system and its functions as it helps them to learn 

new things and perform well (Selim, 2007). 

H2 c and d: Perceived ease of use and perceived usefulness have significant impact 

on customer satisfaction. 

Proposed hypotheses claimed that perceived ease of use and usefulness significantly influence 

customer satisfaction. Results indicate that perceived ease of use and usefulness have a 

significantly positive impact on customer satisfaction, thus supporting the proposition. Results 

of the study are consistent with the study of Liaw and Huang (2013); Tennyson, and Hsia 
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(2010); Henderkeson (1993); Johnson et al., (2008); and Klein et al., (2006). This positive 

relationship comprehends that customer satisfaction is the result of positive perception of easy 

use and usefulness of e-learning (Sun et al., 2008). Customer is satisfied with the e-learning 

system as learning assisted tool, as its actual performance is same as perceived. Customer is 

also satisfied when the contents and functions of e- learning system as these easy to operate as 

perceived by the customer. 

H3      Relationship from Stimulus to Response (SR) 

H3a and b: E-Environment and T-I-Quality have significant impact on customer 

satisfaction. 

It was hypothesized that E-Environment and T-I-Quality have significantly contributed in 

developing customer satisfaction. Results demonstrated that environmental factors 

significantly contribute in building customer satisfaction (Liaw 2008; Lo, 2010; Sun et al., 

2008 ; Zhang et al., 2006). However, technological factors did not show significant relationship 

between technological factors leading to customer satisfaction. The significantly positive 

relationship between environmental factors and customer satisfaction has shown that self-

paced activities and instructor-led leads to development of customer satisfaction. This illustrate 

that when -learning environment is informative and provide opportunities to contribute in 

gaining of knowledge, the customer derive/ feel more satisfaction. In an active self-paced 

environment, e-learners learn new concepts and enhance their abilities which/that is the source 

of satiation for e-learners. Similarly, conductive and actively supervised session by instructor’s 

make easier to perform learn challenging task that ultimately resulted in satisfaction of e-

learner.  

Conversely, the results revealed an insignificant impact of technological factors on customer 

satisfaction. Since technology quality and internet quality are the determinants of technological 
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factors, it can be concluded that in e-learning context customer satisfaction is not directly affect 

by technology quality and internet quality.  

Ostensibly, the non-existence of positive relationship between technology quality and 

satisfaction is based on the presumption that over a period of time the technologies used in e-

learning environment and disseminating it as mode of education have become fairly stable and 

mature. The assertion is further corroborated from the fact that all three universities from whom 

the sample was derived (VUP, AIOU and VCOMSAT) use asynchronous mode of e-learning 

for providing education to their customers (e-learners).  The non-confirmation of positive 

relationship does not imply that technology is not important in providing e-learning to 

customers, rather, it suggest that technology used in the e-learning environment is satisfactory 

to students. However, the assumption that the customers might not have experienced poor 

quality of technology or frequent interruptions in internet, their response remained neutral 

(Carr, 2003; Sun et al., 2008).  

H4       Relationship within Stimulus (SS) 

H4: E-Environment has significant influence on T-I-Quality 

It was hypothesized that environmental factors are significantly correlated with technological 

factors. The results showed a positive association between environmental factors and 

technological factors. 

H5      Relationship within Organism (OO) 

H5 a and b: Learning orientation has significant influence on learning motivation 

It was proposed that learning orientation has significant impact on learning motivation. The 

findings demonstrated a significantly positively relationship between learning orientation and 

learning motivation. This positive relation comprehends that if e-learner find e-learning 
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systems as a space for gaining new knowledge and learning new skills, then they are more 

interested in e-learning systems and consider it helpful for their problem solving, which 

enhances their motivation towards learning. Moreover, learning about new avenues and the 

opportunity to undertake challenging tasks for knowledge exploration is also a source of 

motivation for e-learners to adopt e-learning systems. Furthermore, it was hypothesized that 

perceived ease of use significantly influence perceived usefulness. The findings showed a 

significantly positively relationship between perceived ease of a perceived usefulness. Results 

of this study corroborates the previous findings of (Bogart & Wichadee , 2015; Chang & Tung, 

2008; Karahanna et al., 1999). This result elaborated that if e-learning tools/systems are 

convenient and easy to use and for e-learners they develop positive perceptions regarding the 

usefulness of e-learning systems (Sun et al., 2008).  

H6       Relationship within Response 

H6: Customer Satisfaction has significant influence on Subjective Well -being 

It was proposed that customer satisfaction has significant impact on subjective well-being. The 

findings showed a significantly positively relationship between customer satisfaction and 

subjective well-being. Result showed that achievement of important things and priorities in life 

by using e-learning results into consumer well-being (Kahneman & Krueger, 2006). If the 

customers are satisfied with the contents, functions and assisted tools of e-learning system than 

they feel their life is close to ideal where conditions are excellent.  

5.2 Implications  

5.2.1 Implications for Research and Practice 

E-Learning has gained widespread global acceptance amongst the student communities 

around the world in a short span of time. The huge popularity and tremendous response from 
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this mode of education has given tremendous boost to e-Learning industry both from education 

as well as commercial point of view with the expected revenue from e-Learning industry 

reaching $ 107 billion by the end of 2015. Being a new frontier of learning in Pakistan, 

popularizing this mode of education would be contingent upon understanding the critical issues 

affecting the satisfaction and well-being as an e-learner’s outcome of the students adopting e-

Learning as mode of education.  

Notwithstanding various limitations of the study, this research is proffering several 

significant practical and theoretical contributions to literature in e-learner’s satisfaction in 

consumer behaviour context. The current study offer key practical implications, in particular 

for organizations (universities), policy maker and e-learning (customers).This study has 

endeavored to build and test two models i.e. cognitive consumer behaviour model (S-O-R) model 

and technology acceptance model (TAM) which evaluated the effects of environmental, 

technological and psychological factors on the behaviour formation of e-learning outcomes in 

customers’ context, leading to their subjective well-being with the focus on students undergoing 

education in universities in Pakistan which are offering e-learning as mode of education. 

Drawing on the significant role of motivational needs of students undergoing e-learning 

education in various universities in Pakistan in influencing their workplace behavior, it is 

important for university management and especially the Higher Education Commission of 

Pakistan to benefit from this understanding and to endeavor structuring the e-learning 

environment that encourages effective learning behaviors and discourage unproductive factors 

amongst the e-learning students in Pakistan.  
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5.2.2 Theoretical Implications 

The recent pervasiveness of e-learning acceptance, satisfaction and effectiveness in 

technology, and/or psychological context has gained momentum and invoked plenty of interest 

amongst researchers and scholars. Two key contributions of this research effort involves; the 

use of a theoretically driven approach to study and test Stimulus-Organism-Response (S-O-R) 

model in e-learning satisfaction along with Technology Acceptance Model (TAM) to explain 

and predict their combined effect on students’ satisfaction with e-learning, leading to their 

subjective well-being. The outcomes of this research provide a building block to comprehend 

the process satisfaction and well-being from undertaking e-learning. Ensuing paragraphs 

present the precise implications of the study to academia. 

Besides, it is also an effort towards the confirmation and concrete establishment of the 

taxonomy of e-Learning phenomenon in customer context. Towards this end, this research has 

identified the significance of relationship between the external influences consisting of ‘E-

Environment and Technology Quality’ and internal influences comprising of ‘Learner 

Orientation, Learner Motivation, Perceived Ease of Use and Perceived Usefulness’. The 

enquiry has authenticated the existence of strong significant relationship between four 

psychological influences i.e. ‘Learning Orientation, Learning Motives, Perceived Usefulness, 

Perceived Ease of Use, and Satisfaction’, particularly customer context. The research has also 

identified the measures of external influences and their impact on psychological influences 

which leads to predicting the customer satisfaction as well as his/her subjective well-being. 

Conformation and concrete establishment of the taxonomy of e-learning phenomenon in 

customer context, identification of significance of relationship between the external influence 

(i.e. ‘e-environment and technology quality’) and internal influences (i.e. Learner Orientation, 

Learner Motivation, Perceived Usefulness and Perceived Ease of Use); Substantiation of strong 

and significant relation ship between four psychological influences i.e. learning orientation, 
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learning motives, perceived ease of use and perceived usefulness and satisfaction, particularly 

customer’s context; Identifying measures of external influences and their bearing on 

psychological influences predicting the customer satisfaction as well as his/her subjective well-

being and Conceptualization and integration of consumer behaviour model i.e. Stimulus-

Organism-Response (S-O-R) model and Technology Acceptance Model (TAM) in e-learning 

context. 

Better understanding of the phenomena of e-learner satisfaction in context of customer 

There is growing evidence that e-learning is gaining currency in environment, technology 

and psychological context. Ostensibly, the phenomenon of satisfaction leading to subjective well-

being of e-learning customers from environmental, social and psychological point of view while 

applying the S-O-R Model in combination with TAM has remained relatively unexplored. 

Similarly, the phenomenon has not been studies quantitatively previously, especially in the 

context of Pakistan. A central pillar of the current study in this back drop was to provide an 

insight into significant description of environmental, technological and psychological 

characteristics under the consumer behaviour and IT which impinge upon the satisfaction level 

of customers adopting e-learning.  

The current approach differs from conventional approach wherein e-learning outcome is 

conceptualized qualitatively either as a result of technology or system feedback(s). Thus far, 

researches on theoretical examination and empirical testing of the antecedents and outcome of e-

learner’s satisfaction has been quite limited. This research, therefore, provide an empirically valid 

conceptual framework to fully understand the cognitive process of customers’/students’ 

satisfaction in the context of e-learning. Relying on different knowledge domains, such as 

customer psychology, educational psychology, individual’s psychology, and consumer cognitive 

behaviour models, technology acceptance models this enquiry opens new vistas of inquiry. 
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Empirical results show that all the hypotheses have good explanatory power, implying that 

integration of environmental, technological and psychological factors with a theoretical basis 

explain e-learning phenomenon in greater details. 

Contribution to Reference Fields 

To gain support for the proposed theoretical model, a multi-disciplinary approach has 

been adopted in the current study. These disciplines include mainly individuals’ psychology, 

and technology in consumer behaviour context, a common foray in marketing field. However, 

the flow of information is not in a unidirectional mode. As a common norm in research, 

researchers apply, redefine, link and potentially regenerate various theories in the context of 

their specific research domain (Eisenhardt, 1989; Keen, 1980). Accordingly, research’s 

findings would extend theories/models that have been adopted and used in the reference 

disciplines. Last but not the least, this research also contributes to overall marketing field as 

references are concerned. 

5.2.3 Contribution to individuals’/Consumers behaviour literature 

 

The current study has plenty of potential to develop the body of literature impacting 

individual’s psychology. In this research, E-environmental influences i.e. self-paced learning 

environment and instructor-led learning environment along with technology quality and 

internet quality are found to have a significantly impacted customers’/students’ psychological 

influences. Inquisition into satisfaction literature indicate that a number scholars have analyzed 

the e-learning satisfaction phenomenon in either psychological or technological or environmental 

perspective separately. Results of this research have brought to the fore the importance of factors 

responsible for enhancing the satisfaction level of customers undertaking e-learning. This 

enquiry has revealed how environmental, technological and psychological factors can be 
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integrated to obtain satisfaction from adopting e-learning as mode of education. The results 

denote the importance of thoroughly understanding the relationship between E-environmental, 

technological and psychological factors in establishing long-term user relationship. 

To test the structural model as complementary approach 

 

Gefen, Straub, & Boudreau (2000) asserted that SEM is the preferred mode of choice if 

study is based on well-established construct and theory. Besides precision in measurement, 

various techniques in Structural Equation Modeling (SEM) and undertaking concurrent analysis 

of construct’s psychometric properties, SEM also analyze the hypothesized relationships among 

variables according to the constructs.  

Practical Implications 

This research proffers major practical implications, particularly for organizations such 

as universities, institutions, policy maker, practitioner, academicians, learners/users and 

customers. In the ensuing subsections, implications of research for each of fore mentioned 

category (s) are elaborated. Findings of this research might offer useful insights and 

knowledge to the customer i.e. e-learning students in Pakistan. As an e-learner, one can 

initiate corresponding improvements in own performance through the deeper understanding 

of one’s own psychological factors i.e. learning orientation, learning approaches, 

development of positive perceptions of usefulness, ease of use, satisfaction and well-being.   

Implications for the Institutions/Universities 

 

Results of this research provide directions to organizations in attracting e-Learning 

customers (students) through improvement of e-environment factors, advancement in the IT 
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quality as well as internet quality. Mainly, by focusing on these factors that can build positive 

effect on their cognition.  

The findings of this study will increase universities/ organizations awareness about the 

underlying psychological processes of customers’ satisfaction and their well-being along with 

deeper understanding of e-learners’ psychological factors. This enquiry would also be useful, 

especially for universities to comprehend the other dynamics of students’ e-learning acceptance 

as well as satisfaction. Based on the findings of this study, universities/ organizations would be 

capable of developing more accurate marketing approaches and tactics for satisfying their 

customers and encourage them to adopt this mode of learning. Students’ bodies, especially 

adult learners and working people could explore these findings to evolve guidelines for 

universities for initiation of e-learning as part of their educational strategies.  

Limitations  

The untiring efforts undertaken to make this enquiry as objective and as comprehensive 

notwithstanding, there are some limitations of the research which needs to be considered before 

implementing the results. First, study take an account of learns behaviors who took courses of 

a particular e-learning provider. As the course design of one e-learning provider may differ 

from another one so the findings should be used carefully. Second, the sample in this research 

consisted only of few university students. Furthermore, non-random sampling that is 

convenience sampling technique is used for data collection which as using Non random 

sampling techniques may affect the representativeness of the sample of the research. 

Generalization of the results would therefore require careful interpretation in this back drop. 

Using random sampling may ensure the better the representativeness however there was no 

mechanism available on through which equal chances of being selected is identified. Therefore, 

every possible effort was made to collect data from diverse demographics. Moreover, data is 
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collected form adult learners while the need and requirements of the younger adults or school 

children might be different. So these results may not be applicable for younger adults or school 

children.  

Furthermore, the sample size of the study was relatively low which may not provide 

the representativeness of the sample of the research. Third, the main focus of this research was 

on customer satisfaction and subjective well-being which were measured with the help of self-

reported responses rather than actual behaviors. Generalization of the results in this back drop 

would therefore require prudence in interpretation. Fourth, this research is based on cross 

sectional data which present results of a data collected at a specific point of time. As behaviors 

are dynamic so longitudinal study may provide better understanding of the studied 

phenomenon. Last but not the least in this research only key determinants of environmental, 

technological and psychological factors were considered. So inclusion of some other variable 

may give some valuable findings. 

5.3 Future recommendations  

Building and verification of cognitive decision process of e-learning behavior was the 

main focus of this study. This enquiry therefore, proffers thought-provoking results which 

enhances our knowledge and comprehension for understanding of the e-learning acceptance 

behavior. Besides adding to the knowledge, the results also call for follow up research. The 

ensuing sections of this chapter highlight significant areas to be addressed. The research in e-

learning acceptance behaviour area is still in nascent stages. A parsimonious model of research 

was therefore, built to investigate major influences of the variables of the current research on 

e-learning acceptance behaviors. This theoretical model is duly supported by data with the need 

for further research to develop a more elaborate model of e-learning acceptance. E-learner’s 

psychological factors like motivation, orientation, perception about ease of use and usefulness, 
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satisfaction and subjective wellbeing may get influenced differential in different environmental 

and technological setting. So exploration of other environmental and technological factors and 

comparison among other type of online environments is required to have more insight in this 

phenomena. 

This framework will extend assistance and guidance to researchers in investigating the 

effects of various moderators as well as any interactional effects within the studied variables. 

This study has moreover, incorporated various dimensions of learning environment and 

technology dimension as independent variables. These various dimensions of learning 

environment and technology dimension (for example interactivity, usability, simplicity etc.) 

need further inquisition in this direction to establish which dimension leads to e-learning 

acceptance.   

For further research exploration of the factors that contributes in e-learner’s attrition 

should be investigated as the major concern of this research is about customer satisfaction and 

subjective well-being. But the results regarding e-learner’s attrition will be beneficial for 

practitioners (educators) and policy makers (education commission) in designing and 

development of environment and technologies that foster the learner’s acceptance and 

motivation to persist in learning. Moreover, the effect to demographics factors may also 

provide some useful findings. The motivation behind the e-learning in corporate training 

settings and formal setting is different. In corporate training settings e-learners are more likely 

to enhance their job skills while in formal setting they are more likely towards personal 

development. So investigation of demographic factors like age and profession is helpful to 

understand the whether such difference could impact the satisfaction and subjective well-being 

of e-learners. 
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In conclusion, this chapter discusses the findings based upon results. Discussion is 

structured according to the hypotheses. Hypotheses wise discussion has six perspectives, 

stimulus to organism (SO), organism to response (OR), stimulus to response (SR), 

within stimulus (S), within organism (OO) and within response (RR). Ensuing the 

detailed discussion on findings, this chapter enumerates the limitation of research in term of 

methodology deficiencies and scope of research etc.  Theoretical and practical implications of 

research have been discussed subsequently. Whereas, theoretical implications consist of better 

comprehension, contribution to the fields of reference including social psychology field and e-

learning literature, practical implication highlighted relate to reference to educators, policy 

maker and e-earners. Las but not the least, this chapter enumerates recommendation regarding 

future studies to be undertaken in light of the proffered recommendations. 
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BOX 5: Summary of Chapter 5 ‘Discussion, Limitations and Recommendations’ 
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