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ABSTRACT 

This study empirically investigates the end users satisfaction level on Learning 

Management System (LMS) that was implemented in Universiti Utara Malaysia 

(UUM).  The LMS is known as UUM Learning Zone. This study was conducted 

through survey on 100 respondents using End User Computing Satisfaction (EUCS) 

instrument namely; content, accuracy, format, ease of use and timeliness to measure 

user satisfaction.  The findings indicate that the respondents satisfied with content, 

accuracy and format of the UUM Learning Zone. Surprisingly, the respondents are not 

satisfied with ease of use and timeliness of UUM Learning Zone.  The finding is 

expected to serve as feedback for the developer to further improve Learning Zone.  

Keyword: Learning Management System, End User Computing Satisfaction, 

Technology Satisfaction, Learning Zone 

1. Introduction 

The advancement of computer technology and communication system such as internet 

encourages institution of higher learning to move towards electronic learning 

(e-learning) paradigm. Sian et al. (2013) shows that students are actively using 

internet to support their learning requirements and social networking.  E-learning is 

referred to the used of networked information and communication technology (ICT) 

in teaching and learning (Naidu, 2006). Thus, teaching and learning are no longer 

being constraint by space and time. ICT enable the participants particularly teachers 

and students to interact and play an active role in digital environment. Instructors will 

prepare and provide content and learning materials. These materials can be made 

specialized to the learners’ need (Tavangarian et al., 2004). The students or the 

learners will then interact with the course content. The interaction forms a knowledge 

sharing environment that extend the traditional teaching and learning environment. 

UUM's learning management system (LMS) known as Learning Zone was developed 
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under Moodle platform.  Learning Zone enables lecturers to enhance their students’ 

learning by providing an online environment to distribute materials and encourage 

collaboration and interaction both within and outside the classroom. It provides a 

range of functionality to allow for content creation and delivery, communication, 

collaboration and assessment.  Consequently, it is an ideal time to formally assess 

our Learning Zone environment in line with competitive environment.  Therefore, 

the purpose of this paper is to evaluate or to assess the user satisfaction on Learning 

Zone.

2. Literature Review 

The LMS refers to the systems that organize and provide students, teachers and 

administrators with access to online learning services and materials (Min et al., 2012). 

Most LMS allows users to upload course information into the Web, including text, 

documents, files of many types including MS-Office, audio, images, grade books, 

assessments, hyperlinks, discussion boards and chat rooms. Yamin et al (2014) for 

example indicate that students have a positive acceptance towards document sharing 

through LMS.  

In the online learning environment, the academic facilitator that uses LMS for a given 

course can administer said course, upload learning materials, give online tests and 

feedback, and so on. As for the students’ side, the system allows them to upload 

documents, download learning material for learning purposes and interact with the 

academic facilitator through forums, chat and so on. The LMS is also able to provide 

on demand content as needed by learners.  

In addition, many higher education institutions have implemented a LMS to manage 

online learning and teaching with varying level of support provide to staff and 

students. Institutions are increasingly exploring the potential use of e-learning 

technologies to cater for the ever growing demands of flexible teaching needs in 

distance education (Weaver, Christine & Chenicheri, 2008). Universities in Malaysia 

have responded actively to this challenge guided by the Ministry of Education’s 

strategies to enhance the use ICT in the e-learning (Chai &Poh, 2009). Example of 

LMS that was implemented by several universities in Malaysia can be found in Embi 

and Adun (2012). Thus, LMS also has become a major component in Universiti Utara 

Malaysia e-community to support the community’s need based on academic, 

administrative requirements and research. Learning Zone was integrated with the 
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undergraduate and postgraduate Students Information Systems to improve provision 

of information on teaching and learning. 

There is wealth of literature in the area of the measurement of satisfaction among end 

user computing. Further, it has had a long history within the information system field. 

Focusing in the area of end-user computing, a number of studies have attempted to 

capture the overall evaluation that end users have regarding the use of an information 

system; i.e. satisfaction, as well as the most immediate factors that form satisfaction 

(Doll et al. 1995; Doll and Torkzadeh, 1988; Doll and Torkzadeh, 1991). However, it 

seems clear that previous research have not attempted to discover the factors affecting 

the satisfaction of the end users of the LMS in the education field. Yet, it is essential 

to determine the factors that contribute to EUCS while assessing the overall 

evaluation of information system. This study attempts to explore the factors that 

contribute to the EUCS among the education sectors in UUM.  

Many researchers have defined end user computing based on their own objectives and 

setting of the study. Ives et al. (1983) defines User Information Satisfaction (UIS) is 

one such evaluation mechanism as to extent to which users believe the information 

system available to them meets their information requirements. Chin and Lee (2000) 

defined end-user satisfaction with an information system as the overall affective 

evaluation and end-user has relating with his or her experience in the information 

system. They stated that the term “experience” could be made more specific to focus 

into different aspects related to the information system such as computing or training.  

According to Doll and Torkzadeh (1988), EUCS is the affective attitude towards a 

specific computer application by someone who interacts with the application directly. 

End-user satisfaction can be evaluated in terms of both the primary (application) and 

secondary user roles (inquiry and decision support application). This study deployed 

Doll and Torkzadeh (1988) definition of the end user computing and EUCS. The end 

user of computing in this study are students in UUM. These end users were asked to 

reflect their satisfaction or perception on the LMS tool implemented in UUM known 

as UUM Learning Zone. 

The scope of the discussion is related to EUCS i.e., content, accuracy, format, ease of 

use, and timeliness and the modification made by Chin and Lee (2000), i.e. 

satisfaction with system speed, and system reliability (self-developed). The model 

will become the fundamental guidelines to examine factors contributing to EUCS in 

LMS environment.   
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3. Methodology 

The respondents of this study consist of 100 students from UUM. Based on the 

studies by Doll and Torkzadeh (1988) a questionnaire is designed. The questions are 

on the five point Likert type questions, with a choice of strongly disagree to strongly 

agree. The questionnaire consists of twelve questions, which were carefully designed 

to collect relevant data. The instrument of this study is based on the instruments, 

which was developed by (Doll and Torkzadeh, 1988). They are: content, accuracy, 

format, ease of use, and timeliness (Figure 1). Table 1 shows the variables and its 

associate measurement items. 

Figure 1: The end user satisfaction model of an IS (Doll & Torkzadeh, 1988) 

The questionnaire adopt five item scale, where 1 = strongly disagree; 2 = disagree; 3 

= neither agree nor disagree 4 = agree, 5 = strongly agree. The instructions requested 

respondents to tick the response which best describe their satisfaction level with the 

Learning Zone. 

Table 1: Variables and measurement 

Variable Items 

Content Does the system provide the precise information you need? 

 Does the information content meet your needs? 

 Does the system provide reports that seem to be just about exactly 

what you need? 

 Does the system provide sufficient information? 

Accuracy Is the system accurate? 

 Are you satisfied with the accuracy of the system? 

Format Do you think the output is presented in the useful format? 
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 Is the information clear? 

Ease of use Is the system user friendly? 

 Is the system easy to use? 

Timeliness  Do you get the information you need in time? 

 Does the system provide up to date information? 

4. Findings 

In this study, a total of 100 questionnaires were returned and all of them are usable. A 

descriptive analysis was performed using SPSS software. The number of female 

responding to the questionnaires is slightly outnumbered male, with 69% (69 students) 

of the respondents are female while male is only 31%. The respondent’s age mostly is 

between 19 to 25 years old. 

Learning Zone Content 

The first variable used to measure the satisfaction of Learning Zone is the content. 

This variable contains four questions that related to Learning Zone interface, report, 

sufficient information and precise information. The content in form of learning 

materials such as slides, exercises and others is very important to students. 

Based on the results, it shows that UUM students are satisfied with the content of the 

Learning Zone. The mean average for content in the Learning Zone was 3.56 (Table 2) 

which means students in UUM satisfied with the Learning Zone in terms of its content. 

The results also show that there is a positive effect of the student’s satisfaction on the 

Learning Zone. Students feel confident and satisfied with Learning Zone content such 

as content provided and the interface design. Therefore, LMS with good content will 

help students to learn better and encourage them to continue using it.  

Table 2: Descriptive analysis of Learning Zone Content 

Descriptive Analysis of 

Learning Zone Content 

Mean

C1 3.6 

C2 3.63 

C3 3.51 

C4 3.5 

Mean Average 3.56 
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Learning Zone Accuracy 

Accuracy is the next variable that has been used to measure the level of satisfaction 

among UUM students. It consists of two questions that specify in terms of accuracy of 

the information provided in the Learning Zone.  Students are satisfied with the 

accuracy of the Learning Zone because they got their learning materials directly from 

their lecturers through the Learning Zone. The information provided is accurate 

because the source came from their lecturers. 

Table 3: Descriptive analysis of Learning Zone Accuracy 

Descriptive Analysis of 

Learning Zone Accuracy 

Mean 

A1 3.58 

A2 3.46 

Mean

Average 
3.52

Learning Zone Format 

It consists of two questions that specify in terms of Learning Zone format. Learning 

Zone format is very important aspect to be measured. This is because when the output 

in the Learning Zone is presented in a useful format and clear, this may lead to 

student’s interest. Students mostly are satisfied (Table 4) with the format on the 

Learning Zone. The overall information being presented in a useful format makes it 

easier to students to understand the output. 

Table 4: Descriptive analysis of Learning Zone Format 

Descriptive Analysis of Learning 

Zone Format 

Mean

F1 3.63 

F2 3.61 

Mean Average 3.62 
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Learning Zone Ease of Use 

Students feel confident and satisfied with Learning Zone if it is easy to be accessed. 

Therefore, a great LMS with good design will help users to use it without having any 

problems and encourage students to continue using it. These findings are in line with 

Min et al (2012) that indicate learners’ most important requirement is being able to 

control their learning progress. 

However, in this study, researcher found that mostly students are dissatisfied and 

disagree with the Learning Zone in terms of it access and user friendly. The mean 

average was only 2.57 (Table 5).  This shows that students are having a problem 

with it. 

Table 5: Descriptive analysis of Learning Zone Ease of Use 

Descriptive Analysis of Learning 

Zone Ease of use 

  Mean 

E1 2.69 

E2 2.45 

Mean Average 2.57 

Learning Zone Timeliness 

The data shows that many students are dissatisfied with the timeliness of the Learning 

Zone. The information not always available in time when they need it.  This 

probably because of the delay in updating the Learning Zone content. The mean 

(Table 6) 2.67 shows the negative effect of Learning Zone from the timeliness view. 

Table 6 : Descriptive analysis of Learning Zone Timeliness 

Descriptive Analysis of Learning 

Zone Timeliness 

Mean

T1 2.59 

T2 2.75 

Mean

Average 
2.67
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5. Discussion 

The results show that there is a positive feedback of the student’s satisfaction on the 

content, accuracy and format of the Learning Zone. Students feel confident and 

satisfied with Learning Zone content to have their learning materials uploaded by 

lecturers such as slides, handouts, tasks and others. In terms of accuracy, students feel 

that the learning materials they got from the lecturers are accurate. The format shows 

in the Learning Zone also satisfy the students as the main users of the Learning Zone, 

they agreed with the output in the Learning Zone was presented in a useful format. 

Therefore, LMS will help users to use it without having any problems and encourage 

students to continue using it. These findings are in line with Min et al (2012) that 

indicate learners’ most important requirement is being able to control their learning 

progress. Students recognize that Learning Zone is helpful resource and help them to 

understand course information.   

However, the finding also shows that students are dissatisfied with the ease of use and 

timeliness of the Learning Zone. This is because Learning Zone are difficult to be 

accessed and not a user friendly. Due to the difficulty of access, the information or 

learning materials does not get in time they need. Therefore, these elements need to be 

assessed and improved by the UUM Computer Center in future to prevent these 

problems from getting worse. 

6. Conclusion 

This research is essential to understand the collaborative learning that can be achieve 

through rigorous interaction among students, provide anywhere, anytime interaction 

among the students community and remove the wall of classroom for students as well 

as trainers through LMS. LMS provide modular and extensible system with adaptive 

and knowledge management abilities for students and lecturers. 

Learning Zone is one of the LMS that offers great opportunity to improve the teaching 

and learning process. Through the system lecturer can get a better understanding of 

their students by knowing what problems they may be facing, who can help them and 

how, when they are behind or ahead of their peers, and what roles can be assigned in 

discussion forums. Therefore, it can turn to a positive effect on students who can 

receive feedback tailored to their needs and problems.  

LMS also serve as one stop center for students to obtain a large number of resources 

online whenever they want and increases efficiency by saving time and convenience. 
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This learning environment can get benefits from the integration of classroom and 

online delivery, students to pursue further knowledge thereby increase their learning 

outcomes. 
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