Quarterly Journal of Training & Development of Sl @bio azawgi g bjgel aobilad
Human Resources Vol.1, No YV, Y+Y4 Y).vo VISTD OTAA sl ¥ ol epuinds Lo

i US4 Colo (30 (U 51 S (2100
(LVS) (Sig 531 53390 T < paoho

# oLyl Slga dosxo
TS o loas

QYA 4/ F 2 b0 ol DTAYNYIA 22l ,6)
RV

QLS el oad s Gleslayn o (90l i ol pillan (pi a4 (Ss a8l (Bjsel s 05950l
9 b )8 gobw 5l eolitul Guizmen g 3l 9 C3g B el ohig 5 e SRIP ly laplejle
Esog0 Cnl g Qls (Sig Sl jael Sleas 5l solatwl a4y ool Jiled cdjgel Sleas cdlye jo (6 pdyllasl
02338] s 235] 05UsS olal ol (g0 gl 5o el o aplojls po (Bisel £95 cnl (25T g
sebas dole jlael 51 g lgima el 5l a¥lgu oo, G5e3l Gl sl oo 00ls dmwgs JIsS sl Joo asly o (Sdg iSIl
el ould S5 g3l slalil b ) 5le ol i plgizme w6 ol lre i (S5USS slaasly 5l ragh ol
Sl 2Lyl sl 5l 0,90 CVlaw deliiw p cpl o sl 0l aujei g b gow ¥ dsliinn,y SO skaiernay
ST el 5 ) gl Sl 0 355 ol il S5 A o 550 5 0 (b LS Sl
Al el Ceal e 1 el salins g 05l 5w I Coenl YL (el Shg a5 aes e Lis

15505 (LMS) (S iU (3j50] pimms QLS IS 2aldy (ool oSeig 2SIl Gisgel 1geads” wlods

mjershadi@gmail.com : SLslse Jyius .olpl ioylpes (STalpl) ol Gledlbl (s, g pole olkimys cole cuid guae boliwl -

ol ol +Saig Sl ol ob5T oKl crlio ciigen 0| owlid S gl ils -
Ol el 8 (STl ol Sl (5,5l 5 pole olEingsy sole cm gae o Lsbial -



Yy VAN Ll TV o)l epited Jlor ¢ Slasl golis dnngs g b0l dolilad
doddo

o0 G50l g el asmaly KB gal ils (Bgs osdas i Sledbl gamel> & )35 5o
&g 5 & PeS iy (rl 4 GaB Ol sle iy 09d WLl g eelals oz 9,805, el b
potie Sy Sl el el 1528 Bjgal plld o G 3L B G ol 51 Sy 2SI el
5 oles 2 o ey 8 50 (5ol Il a5 cesl 0d 5l daay (5 5T0k 5 Bisel sose> 0 o
oo odwal 'LIMB sl 4y a5 (g3lome 5550] it ol 03,51 w013 sasdlplole &g e Lo
ke s 15 0308 1 |y Coaeble @y gy 1) a8 o e 45 GysF a2 093
ol SR il @ S 0 658K g Sl |y 0si S el Collad oS a6 )l3le gl
S oo Za ke 5355 sl ey |y Ssgel 5 (g eSoly g s

el Gl ajle a5 cul (S5UsT sblpe bl (S sSUl (ajsel Cupoe e
cdy Wl mals g (isel 0y90 bl b o5l Shlgus 5 wslgcd) o oBisel (slaanse
ol e plosl 5 BB (g ol oS 2alS olisS Sae 40 5500 1S g0k slaas bigel jgel IS
Be a Gi90] 5 Oi9e L, 51 6t e (gakeo s ainzr SalS ()T Cllee 5 axly Sl g pl
2 Ol Siles 5 2Uls Gl ee el 51 T (a0l glaaslyy L baeygs 4 (licass b
S pobe jssd all i sBisel 2l 5 GrToill cuz et 357y (DMl (5513
Rl el a5 s (STral slalnl 5 o8 Glagll vz (Se b Hloges o 5l ool asibe
1y Abuls” 4 axzlye 4y 5L (9 (sbj90] JoSo lge adS ags (Sl 5 09 g0 ;o518 Jlb 5
S (oo ool B

walss 53k |y e85 ol G285 i GnlS TSl (595 1 (s s 52 5
b s S5 457 3,5 dalys SeS it ;3 L] gutne Sy pde g (o s v g DUl LSS
Rl oS 00,5 oo rke i Gloy Ol Caenl ans aslsl w3 Clled ay S 5 Ak (S
ogat ) Ly At S wlols g gy 3l ool oariSoolitul 45 oS Llod |, 4 oyl
P90l S e s (65650 b Ll )0 05wl plaefsn ez bl anl crse )8
2 e D390l Jl8ley Sy (b anlE (1) 0wl 485 & g0 ol slegtegh s
2 el e st o>hb ol K ail) 4 Wlis ol G aies el ond 4] L
Al ganaib Sal; ojga ead Sl g, oulal ool itz by B5gel piaes ol
isel Sape ps (Ll anlE (M) cel oas Ak plgmtils glaw ol » Ggel

\ Learning management system
" Information Technology



G (sourd olc 9 LgoLi})l Qlym ‘uS)L:-" @5..-: [Pwwy @L)J JJ.n ;5;")]" Yy

2 500 LMS s S )5 5 s (2l el 00d a8 10 50 (LoSS oDl ol
0,8 bes b)) (bgmiils Sledbl ey pon yudai JSigel sl Sal; T o aS el oal &1l g
ool 3 el eads wd)S L o djeel Sl o et Sl e 5 bty
(s 2l 50 (YY) Gl o 1,1 (g pgaim gl B3g0] el p LMS i O S gens
Geios ol o ol Gae lgsmasls [Lasl s Galise bl b (ST 5 g pa Ll
sbhol e plojl 53 Gijsel Capie phacs iy Oy 5 Giisel Cande Glagtene (o)
288 CebeS bl Al laJoe Cl ¥ Bas b o) Sln 05T o0 18 s 0
el izmen g bap] oS alin 5 955 L8 (omn y50 0,0 S5z lataghy Ay
S9yp aalllae s adS joha 9,000 ) 0gd DLl cslie Joo laJae 5l oS o 5l cenlie

Sl odmlice BB Y Jgaz j0 g dalol jo Calizes sl Jow

SS9 S Slovsd CadnS (25, Joo (B S 59 amlio ) Jou

& Jie S Jae

. o
¢ e m T g Sdy o pied Y 2l =Y ol )5 J
E-ServQual
(@‘J S Y o.,\ig.lo) S s@l}“\}u CatsS ‘Lﬁlﬁ;’w.) CaudS )uLC)’UoI » ){)N*\ Jv\‘
o
(Slogurms e Jion coliabl (55 gl (bl) bl 1 5505 Site-Qual
& o Slol il o)byd oy e (loygl= ¥ Colw g (b5, lel Y
5 2559 Ohgd Jho

coulply bl -

alead cols,y e

Syl
) (w5 oleel ) s Jabs V(b « og ol oobizul) ooliz] a3 ¥ U oy Joe
Ml s ¥ (S s)

S 2yl Gy galiie ojlailinl o Jow 04d g camlice V Jaax 0 a5 d4isS len

Ol 4 JE8S 3 G (idu 0 g aslol o aS ol el ouls ool drwy Sy Sl Dlens
6‘499.0.790 9 able =9 \))..v)ls alo LQJ..\.A LJ"‘ )‘ NS)J—Q aS el u.)‘ )l él} \); M‘P o)L...:|
Slgeas .l a8 )5 18 solaiwl 0,90 LMS & SGojp g0 ,,5 L ecslus o JIsS sl Jow aS

'Graphical Structure




vf IWAA lasl TV oyl ot Jlo o Sl sl dansgs 5 jpml anlilad

St il 1S ALl i S () oSzl G 50 (Siig Sl gel pias o)l 4 (lgie diged
Sad ;0 a5 0,5 o Lil (1) B genS ojlie 10 Sig Sl Sload CoisS o)) g s
355 Joe Gl S8 p938l3gy by el 43,8 )3 ool sy50 " IS g 2 e slas
LMS L5, 50 of 5l eolawl Koo JY¥o I LMS gtics 4 Jow op! lojlrs (05 puens LB
ol Ao () o

Cud plojles ) oy Sygar cijeel Cupde piasw 0 Sles CeaS 5 0 Slae il sl
Sl slacslys bl sl ol ilpl JTsS oy Seie solizal T TS0y Jue 1 ol
QFD .coul sus oolgs Ly (QFDyccas s Sles bl 51 5 oSy Sldbl wlons cuaS
50 25 s cugal g s lp (al, S 50 0)lgen oS Canl atil i le 5 elate (sanl
sl SO Eloas garws b 5 plool wdgs 5] Al o

Sl il ond LSa5 gl (28t 95 5l (el e e (Sl T
0355 Sk sl SIS0y G, 5l idds eer 4 ol)lS Sl g b ysly 5 oy (Sl
Cewdy Oledsl bl g go oolaiwl sbewl cud lesle igel o i peeew glocans
Sleas coaS lidl sly JlsSoy anld Sl dapl ogel Glagaie;ls 5 s 5l eol
2 &l e ojlail az B g, cpl 5l eolatul a5 04i 0 Sbj)l g 0l walgs eolawl LMS g
5 i)l onl Behow (nl po olol nl il anils cute 53U (Bjsel Ca e e 0 Shos
mog S 5 65 S g JIsS0s 5l g cd S aales 18 b5l 000 LMS Gleas i seu
5 pol Seoh ooy (B a bl 3ol salss eslinul o] Sl (B Gl (g
R O e I 9"
OMBIF 099,

slagiagh gg 5l osls (55105 (sogm Lo 5l g o)l Baw x5l Lol ey

S 039 (alon g Ghagh plxil by e Jled 4 Sl Slalllas a3Ls jl g iy
O3 st 230 Sody bl (0,8 Geog ol Bue o5 col alais; sasgee ol
L Siogh ctalon o) 50 Cowl addllie 0590 09290 Cumdg ;0 U b g sl S j0 DB
@ prend bl 1 sblse cn e 515 0310 g0 DMl (g pslaez 4 Ghoghy e yo 5

' Business School

" Webgqual
" webqual

€ i Sl 8



G (sourd olc 9 LgoLi})l Qlym ‘uS)L:-" @5..-: [Pwwy @L)J JJ.n ;5;")]" Yo

Sy50 ailebe Sbjyl ,0 a5 coloy peoled (g0 llvl sloJow Byme a4 s cpl jo ool
IS0y el J16805 Jow 0y cnl slaJow oo poasalis 5l (S 05,5 oo 1,8 colawl
DipS ol g B0y Gledbl Dleas coaS 5l )5 sbbadl o o5, sl cwl )l
Gl s Al Gloie 4 )5 5L eod LQFD 5l soliiul .ceul ous sols Ly (D) cuis s Shoe
S sl lre e 05 oo )’Lﬂ g8 Gl Jboliae (B5ly Yl b g oS ol s
Cwdds S L Jparme S CodS o slive 9 098 0 oals 3,95 3b 1,8 conds e

w‘ Lﬁolfuj sty )Q QFD u,...su LSOMQULNJ \ g}i““ «))jsn Jiw

olfgg Gaxmgd 4O QFD u».n.’ \ J&w

oo Loliy i 9 5 slajls) a3 S

G (=6, Jelos

L a5 sl S

uogaze
(> ,Sas
[ b S5s b cdilhe ]
Solo g 1Rl 5
l (‘).?l 9 C;)‘Lu o&Lﬁ_‘)

G 5llS 6o5, o, i 4 glojle el oy jo sszge Dledbl (ol> pac (o

wole oladg 4 Slo,edbl Gleas gal)l (aS g o5 aSlh wisd oo B el 1SS
Olosl CalS so)ley0 T bl a5 0yl 00 aaay )8 83 53 |y s s dag] Lawgs sl
LosS i 5l Giam 995 o8y Ol> ga5 > L 5 ()b jo bplejle Wb W S o (g gls



12 IWAA lasl TV oyl ot Jlo o Sl sl dansgs 5 jpml anlilad

Yoy (55950 .Y Jou

& Egdeo 0)lods
\ el o 1)) oy aiiae oienl 3l Ko ool a3 )
v oS5 M (51 g0l o pe e ()b ALl Y
v ST 5 s L b gl Bi3e] ol LMS e s, v
VYY

w3 st e 5 e LMIS glagres (b lags i b)) 65 %

W il b g5 ool 1, LIMIS o e bl clls S35 s le s 2
¥ Sl Sl Sy sl 1 ol Ghseel sl LMS PRI (PR W IEH \
V0§

LMS 5l estee Glr Ol yie 5 Qlsmidls ol 5 sl (555 b)), elgil o 52 54

G928 9 M 9 Sk g bl Sleas jlaile cegiie 5 03 S lao )5 dacolucg

5 a5 dod a5 (K0h 90l 5 Jleoms SalBulS 5 Sy 2SIl igal b 485 2]
ols, > g lul g &y Sloss ¥l lecoluc, Lgl.,al Saa b o B80T begluog B,k
@D i 50 Shos gy il o0 Sed & lacglons ot 5 Sy 9,8kes 5 col ()8
"oy s 9 D98 blE 4 plgioe of) (ul 5T 9 S pdo el lagl (bl b s dacolucg

] ‘SA-D-A-O sé}mso 0wt Q—‘ u.ho.b‘ 64.1...»...19.1 as wJLS )‘ f)lS ulsl)él » J155Uj J..\.A
do ;3 45 A Jige  does 5 slazel Fledbl L ok wolitul bl el gy JlsSo 4

' Digital Library
Y .
Design
" Information
* Trust
° Sympathy




o roed e 3 3L Slyzitame s T g Lo | 3] e > 2
syl sl JTsSos hsy lead pleol wloas Jules g Sledlbl oS woslil Colls ole

Sy50 Silme slaiigel 5 (2> slacule (yazmen ars) 6yl ;o 5 obml olury CuiS
Sl a3 513 colaiul

JIgy (JolSS pw

Gl " 5 yin Gl0oQFD" (ol £9,8 alaii s} JlsS g -)

b ledes jola Slead CodsS (655,10 Gkl b el la an ¥ IS o5 Y
J1sS sy

" cole caaS " ! Gledbl cuals "5 " Sleas Jolw coas "y S g =Y

Seig S Blads aie) dos plolid 4 ¥ IS g b Jebos (1S ¥ JlsS g —F
loss alas g eledlol CoiaS bl Cobls 1h j2xie

@ ganels s o allie opl yo el oo oolexul (55 s Webqual £, Jow 5l allie ol jo

ol @lgoe 9 6ol sla Shy a4 Cand ()25 Casal mhaw 5 )5 oBags 5l cusal (S5

o 00l salasw! 3509
Gypar Gobod cagpho Joo (3o 6yl Cgzla wlel p pien g j950e 0)l50 4 axgi L

i _ogede Jo ¥ JSC5
~N

N CA.’)JM oS A 4
Sl s T N solital bl
S9SN (9]
J \L
J

Slens




YA IWAA lasl TV oyl ot Jlo o Sl sl dansgs 5 jpml anlilad

Soigel Sleas ol ye bl sladdss alxil slp 5L 0,50 Sledol cdalicon
5 i) sl 5 boasls bl 1) ality ol Simgsy 0 psle @old 1) (S Sl
o)lpl s s (o] Ut 5 ol pelats (sl 0l oo 00lel 955 timg3y 9,509 b cansliie
Slsies o 51 T oiyel Sloss syl 55 45 Canlonys 5 0l Glaascs 5 o5 ;o3 (s
Ol YO L (Sdg 2SI el s CodeST (2] solaiods (glaolitin yy Ll cnl 55 0 0 e
Se Jan g sbozsl wlodbl o >b ool colls Jele gy JTsS s 4o calonys F b
ooliil Colls wloas plesl Sloas Lolsd 5 oDl oS wosliil Colls day s o 45 witen
el Joos 5 slazel ol wloos Jolss 5 b g ooliul coplls Jals
Sl opdse ool ale lzel 5l oa g Igime Lol 5l o SV sy Gseil caz
ool 05 Lol 5 5 _alfiils wilul (lansce Sk 5 aslii  (lyime jliel Lo

T gy el o0 ol #lig,S ST oy 51 dnlidin s bl oy (sl g ol o
Elog,S ST o aShl @ a5 g Conl 00085 alne <AV ply asliss p JS (sl p Elis S
el 10555 2 (2297 (bl Sl asliiin oS 02 S (oo azms Cnlt IV I T

o9 gaidl

Sk g, 4 (S aiged ol 5325 Sl 5 S lajl e Jalt s T (sipe
sl 00 05515 585 A sga (5 j50 Jgaz wlsl ()] Sigel e el 48,5 550
Voo Soles o U ol onds yidy dnlisn p diged poxm 3l ien Qo yo YO (pdione Slo ol
ol IS L YOI 3ol g ks 393 10 i Al 51l odel cavsy oS gdsliin
O LYYV (Jls Yo s LYY Wlosgs al )] sl IS 51 5YL T K10 9wl )| cwlils IS 7Y ¢
il e Jlo 00 YL ZVAY g JloFAL f (o L YAY Jl YA LY

oS ool JIsS 0y Sloss CoS slal 4y bgspe SYlgus (500055 52 50 35 ol ganlidins
Jlges YO olass Laaz 55550 (ganlidins 53 058 50 00l (loyguilly (wliio 51 ()] omiw g
sl cpl 51 Sy a4y ek ond oLl ol ol i sly Sladd CoisS an O (ol
leMb] i ol SISy loss S am ¥ ¥lg ol ks Jlgw cpaiz sl
i o | oolial Eobl 5 Sloas Jalss S

Al . . .
Online educational services



e gorti e g 5oLl dlgzraazme ( Sl (g Lo | () Jo (b

ya

s sl slial e Glesle S8 g e lS Lawgs oyl i eolinul el Lwgte

ol 5l eolainl g a e Gl sl 0als &8ly w0550 Sl Sl eolaiul g 4y e
bogio ¥ Jgo j0 a8 SIS lacolooy coaS ol ,o byl 4 wlg o olp)5 lawgs

o ooyl eolawl el buwgin .Y Jous

ol 00 03551 diges (5 Lel samal> o il 5l 605 S

(W0 )0) (rox (Slgl 8 dwoy (W 50) (o (Slgly0 w50 Sl byl pls
YIv Yy ¥ cele 5§l S
O ov/o \id celu ¥ B
VO YYIY V4 celuo by
Ve 10 Y el O 5l i

oyl gl cele G5l G ailiey o, 5 5l de s A8 sgas a4 s o lid bl

ool LT a5 S e aseie ciyin) 5l bl goslitl o b)) L oS o solial

oolitul (e 4z ya Ll o3 b il JIs5 09 slaasls (2bj)l lr ke ol oo (1)

Sl F Joaz el o555 55Vl Mo 5l )8 ol il i 2 Gle il )
s se (L ) )5 (5 cals) esie 5 Calbos CudS esite Sl o

S 93 S i Aoyl sodIS F Jgus

Jlro Byl b REoe] R oS b Jole
<150 \¥id| o/ - VYA N T PSR WA
LFf5 o & - AR SleMb! oS
- 18AA \VEA N Voo Sleas b Jolas
< INOO YIYY INER Voo 2 S euls,

Oty s g pdveslainl v (olwoy curS ol Gl j0 Wed oo alixde aS Hgbyles
U3 555 S SIS ol et ol eSils e (sl s b ol ey 5 Sl
ol Lrgie s 4 S35 o it slal oyl 5 S 52 ek 5 sl VIYY (S
Sleas Jole e 4 oGS lp wails JIE gl Sl> o a5 solal polis
Slp il 18 sile> Sl 0 a5 golul polie puzen 5 C8 5 1038 colatul 5,50 (ol
g Slp G050 ] o s )T &dly colainl 8 L3Sl Gleas e 4 oly oS
S0 85 polie plo slp s (V) So oS axsls J15 Jol S)lr o a5 5 polie 4 oulal (Si3Lo
oS il J3 ST Sl 0 a8 s polie lp o (oo mSSl Sleas ke gl .l olaisl (+)
Colwoy CutS S dw o lp el cpl ol sols plas! (+) oS polie plu lp 9 (V) S



Y. IWAA lasl TV oyl ot Jlo o Sl sl dansgs 5 jpml anlilad

e i fgezme ;0 g CB,8 Ojge Sleas b Jul g Sledbl coaS (g pdgeslatal Jels
Q}A)'T Slp alfais e )3, Judoo 9 45550 iz (6,150 (pl olul 590 5 olwl 5L
solie 5 Sleo ol plol Ao O jgas b Sho 5l SO 2 glp 550K g cwlol Clas o0
a8 S 18 olawl 090 Jaiwe e leie

5SS G bLS )l la el obj)l g Sleas CoaS cw) p jslate 4 0L 0 Jsu 5o
LSLQQa}Lw 9 @9....»)5) w).»o as w‘ 0l UAM Jj..\? Q"‘ )\) w‘ AW 00)5—‘ ul).;)lf wLo)
wd,S ki e wlge ol Kkl colucy cersS 2Ll Gblae lsie 4 as > g b
09,«.\)

Ol (I ol g Colwog Slous Catns slal s gadaly O Jguor

S S dos (gaiaaiinb Lo SLle ot -9 S Olayl

wloas 4oy 2 ool S90S <ol
R -J¥Y- -I¥ve S/ & pdyoslazul
</YFN ARG ATAR Skl cuas

6o, Nles RINAg AR IR Sloas b Joles

oolawl ‘5...4).5_1‘ 9 66)5109 ‘LS"JL“‘ ub...c a ng;)"j 6..\...509)5 6‘).' U)L‘Luol) ).ulJ u‘)l.....n‘
6..;,94 LSLQA.LolS )‘ (5“")'5"‘ 9 LS%S*L"-C ‘LSMJL.»‘ Sloas 09)5 o \)Lu‘ 6..\..403; LS‘)" QB.M}LSA
mot S owlal Sleas 09,5 0 Sleas b el 5 ledlbl coaS Sy 90 el ool colaul
5yl cols, pas sbl gl ol Jawdly wilad 3 138 4l cpl o aS ol Shy S
Sly ol Jomily b S5y ol cwl 02035 Sloas 09,5 s3> (g pdyoslaiwl Shg  Jlio
Sadle dalgs 8 s culs, ol

CodeS g d97ge CukeS (ogas 1 (el swbel Glajiuy 4 boye o glao,lel £ Jgar
JI55- okt sy a8 oz slal 51 o o )0 1) (guy 990 Slaginghy g Comio Al 5 50
aes oo slid ol ST IS oB s ol jen 4



&M‘Sﬁ.ﬂolcjdou)l Qlym ‘USJL:J ;535""L°'~"‘“/ @Ln»' JJ.n ;5"")]" Yy

Colworg CainS 1 3 550 Cumdg 9 992 90 Cordy Shmog oyl £ Jgax

bl sl | heel JBloo il il Loy Xes

#IV Y/ O/1FYA /- $5Y Ss>ge lgione CaordS

v YINE SV EYA O/AVAS UST R

£IV0 Voo £/ 5Y0 V0 Syrge ORAIOWR
Yol

e Voo e FAYAY TR

Y- Voo OIYABY O/ YOV Sy>ge Sy )lS

Y- VVE I OIAAYY sl s g0

I VIYY FIXVAY £/ YYY Ss>ge Joles s
Sleas

v V/a) OIVAVA O/VFa) RUST R

/-9 V/A¥F fi5e5e f/e5¥ Syrge LA

oS
#/aY Y/eY o/¥aYa O/FYOA TR

S5 Glgise e Jol Jlg 4 by )3 i oo (LIS 7 Jgu 50 giaie laosls oS psboiles
Fle Bl S5l b cod a0 a8 )lex olul 51 S 50 50 (cw)p 9)50 Culisg 9929 CudS oS
el o0 ) st s 5 bwste o 1) s, obde 3,5 L 0 b Y 5 0/
G4y Ol (oS g ¥ g # olacl ilE ) lgm ol jo g et @ a8l plais] sad; o sYL
3z ge oy lajliiel sailio 1o alols lie o Fie Aiblie ¥ g ) oue i azily plazs]
WDerge Condy Sbojliel Gl m Alol (e (2S5 HUATH S )90 Cundy L Igie Sk
oa o3l el Glie oS el U 3 jse Comds b (Suip Sl S¥olee cotel SuaS
PV e, @ Ol (G 5 S S¥ole Coel CuiS a0 ) a4, 4 plais]
Blo (S Sl S¥olee el CinS 5 Slodd Jol CleS dgie ColeS (630 0,18 Slad

S5l



Yy

IWAA lasl TV oyl ot Jlo o Sl sl dansgs 5 jpml anlilad

5o ooald g Jlo i g8 csliges G el 5l eolatul b laml (jregh sleais s 4 mul o
JUBN 350 g 392 g0 Cumdg 50 Wodld (109 Jloyi &2 5eF (el @S .V Jouer

Sl sixe

/-0 RN 4 < [AAYYS Ol f7Y 395

e
/-0 o[+ [YEOAY BIAVAF Sl 000
/-0 AR S V/+-fA-Q AR S92 g0 Cocml CotS
LR AN rd V/IYYVAA f/avVY Sl o0 Yol
RN <[-YA VAYYYY Bl YOY S 90 }

, Srlemls
o[-0 AYY <[AYYTY INYNA B{1ESHRSP
/-0 AT AVARRRAYA /- VYVYY S92 g0 ol coa S
/-0 ANl <[AFfY INARAN BLUEVE RPN Slovs
/-0 <[NOF AT <O fIfea¥ KYEVS S Bays
LR DAANA /A INARIAY Sl 500 RUTE

BB 5 CodsS sall lhr slal jo osls (39 Jloy e b Jloy @ies obel 2 i
Sy pi¥ bl slapsesl (amyp )50 w5 Comio CoinS At 550 5 Se2 g0 Counds Sl oS
—oads aals Glis A Jsaz ;0 YU (g kel slagyse;] ol ol yund gt sladis s 4 o5 Rl

g Dtk CodsS Ul 3550 Corridg 9 99290 Canrdy (s lio 51y (1905T LS A Jour

&)l sre o as, oo as, Sile Copndy A
oo YFF/ - YF/S- 595
ey IV FA/VY L o 50
ey YAS/- YV/FY s ‘
- Sl
ooy YV FAIAY el 5,9

)

CotS Qa9 50 ools Jlo gy e Judo 4 i o lid A Jga sleadly a5 joblen

) @ls a8 Ll 51wl saal casay slaiges SO a3l 0 ol mls a5 (s pdo )l 5 Iyt

@ gl 5o Hho 4o B plplo s Uas mhaw 5l (gl tae o (o9 5 SgS 1 (AU (y905)
Goles 09 o g 5l i idu cpl slaaidl aS | > 09d oad al egh 9o 9 Jol sleans

9 I5ome CodsS dm 93 )3 (o) Sy9e w9 Do CudeS UL 3 50 Cundg g S9se Condy O

Syle Slxas ol )5 sBaus 5l g pduo u)lS



o roed e 3 3L Slyzitame s T g Lo | 3] e > vy

S Al g Sy

Db 48,5 La5 0 50l ewsy dlewl cud lejle o JTsS g o jlastinl bl saliue dlie oyl 4o
S alsy Jae o ol o Shoe 136 oll 2 Jl5S0g olal saiains Gaa b o> iagh,
 plesle Sulecg Glpse azgi 9wl platsl sln Jloiagdl la S 5 slul 5 o el
38bes 4y azgi b g Ry ol Ghen )0 0 @lelid 1) Ol Gojsel (oo 5o (pgamy 5 sl
AlaS jo hi9el Colwog CuisS slul 5l SO ,o 4T oy cpl JLis 4 )5 Cols, Jaw ) laeb

S ol ol pg o a3 L s 150y Jow lal jo dlie opl lp oo &l sl o
S IS e algn aS 0l b glaigSay acliis ol pda 5 b A b asliies
S A e dslidw ol s 18 s 855 Gl S e T TS Gy slaslailinl g e
5 bl 5 dslidiw 3l ool Cawsy Sledbl slie 5 0 &555 55 slowl cud ylojl lase IS
wo..S )Jaa alags )‘ ul).;)lf olf..\.l\) g.)ﬁL{b ua)...m...u ..bé)f J..al} ) GL..: ‘U—‘ k)...l?u 9 da)m
uu.“)ﬁ‘ ‘) raUa.s 6).»\.\400[&...»;‘ W.va craj‘..\.o ‘_?‘).‘o)l.s Sl 03ls ul.m.s lguﬁﬁgﬁf ) Slas
Caelonloamo? ipgh mli b (iegh opl bl fuzes (V) 0S5 o SIS ] g0 4 g 00l
«Ja.mgl.o» )5»5 ‘;.M Lgl.(bal.im.:‘é LgL(bwLM:UB 6).!.).:0).:)5 L_AMB as UW u)‘ lJ (\Y‘Af)
LSLBL)“’NJ lbwtmug k5>‘)'10 6‘;: u.w.:l.:‘so 4\5 w‘ A.A.LEA w‘ OMOUL.M.: “)9.5 0du QS‘L’))‘

e 4 walosnl dg3g SIe g Slio b Jolbss sbiwly jo0 )5 sl a5 3)l9
Sl a yshie 4 lojl LMS caxsy swyp 05 oo 86 Colboy sl hro sakais
slewl e lejle LMS Glmio Shhb jo gt <o b sl 5L 5 9,5 0 g0 Dloas
ols, wlbrao () osllas 5 Hlaml 850 CoaS b (Jad 5 09250 CotS lee galols yialS
oylaslbnl Jawo by S ol (olul 5 aS ol sleainy dlas ol o cplplo aiS (ol 055 )8
e mSor 5 erecald) Gliee b ogd [zl sbisl el plojles g o 38l (55 1 JTs5 0
Ao ol slwl cud lesle lace, S s yo 1) LIl oyl



Y VA lils T oot ety Lo e sl i dxmsgs 5 bigel aslilad
&L

V-Cloete, E. Y+ ). Electronic education system model. Computers & Education ¥ (Y):
YYIVAY,

Y-Deng, W. J., Y. F. Kuo, and W. C. Chen. Y+) £, Revised importance—performance

analysis: Threefactor theory and benchmarking. The Service Industries Journal YA (V): YV-
oy

Y- Elangovan, N. Y+ Y, Evaluating perceived quality of B-School websites. Journal of
Business and Management (IOSR-JBM) Y (1): Y- .Y,

¢-Parasuraman, A (Y* + £), “Assessing and improving service performance for maximum
impact: Insights from two-decade-long research journey”. Performance Measurement and
Metrics, °(Y).

©-Webb, Harold W, Linda A. Webb (Y + « £). SiteQual: An Integrated Measure of Website
Quality, The Journal of Enterprise Information Management, vol. 'V, No. 1, pp. £V -£¢+,

1-Davidson, R. and Joan, C. (Y + + ©). Determining the existence of electronic service quality
gaps in the Australian wine industry. School of Commerce, Research Paper Series: *©-+ Y.

V-Golovkova, A., Eklof, J., Malova, A., & Podkorytova, O. (Y +)4). Customer satisfaction
index and financial performance: a European cross country study. International Journal of
Bank Marketing, (Y), £¢v3-€4),

A-Loiacono, Eleanor T, Richard T. Watson and Dale L. Goodhue (Y* * Y). WebQual™: A
Measure of Web Site Quality. American Marketing Association, winter Y+ + Y.

4-Santoso, H. B. (Y+ V). E-Learning Quality Analysis Of Use Of Web Conference In The
Improvement Of Students With Learning Method Webqual (Case Study: Universitas KH.
A. Wahab Hasbullah). IEESE International Journal of Science and Technology, 1(), A.

V +-Sujono, S., & Santoso, H. B. (¥ +)A). Analisis Kualitas E-Learning dalam Pemanfaatan
Web Conference dengan Metode Webqual (Studi Kasus: Universitas KH. A. Wahab
Hasbullah). JUSITI: Jurnal Sistem Informasi dan Teknologi Informasi, 1()), 14-VV,

VY-Engelbrecht, E. Y+ Y2, Adapting to changing expectations: Postgraduate students’
experience of an elearning tax program. Computers & Education £o (Y): Y Y-YY4,

\Y-Fazlollahtabar, H., M. Rezaie, and H. Eslami Nosratabadi. Y+ Y. Applying Kano model
for users' satisfaction assessment in e-learning systems: A case study in Iran virtual higher
educational systems. International Journal of Information and Communication Technology
Education A (¥): Y- Y,

Y-Fuller, J., and K. Matzler. Y +) 1. Customer Delight and Market Segmentation: An
Application of the Three-Factor Theory of Customer Satisfaction on Life Style Groups.
Tourism Management Y4 : YY1.Y1,



e gorti e g 5oLl dlgzraazme ( Sl (g Lo | () Jo (b Yo

\ £-Grigoroudis, E., C. Litos, V. A. Moustakis, Y. Politis, and L. Tsironis. Y+ V. The
assessment of userperceived web quality: Application of a satisfaction benchmarking
approach. European Journal of Operational Research YAY (¥): YVE1_ Yoy,

Ye-Hermana, B. Y+ ) ¢, A review of empirical research on website quality measurement
model based on consumer’s perception. International Conference on Internet Studies.
August Y1-VV. Singapore.

http://bhermana.staff.gunadarma.ac.id/Downloads/files/Y4Y)Y/A REVIEW_OF WEBSIT
E QALITY _NETSY )¢ pdf (accessed Dec. YA, Y+ 1 ¢),

V1-Hudek, R., and N. Vrcek. Y+ )7, E-service quality evaluation instruments. In

Proceedings of MIPRO. http://bib.irb.hr/datoteka/YA £ ¢éAY.MIPROY + « 1.pdf (accessed Nov.
V’ Yo '\).

V- Karatepe, O. M., U. Yavas, and E. Babskus. Y+, Measuring service quality- banks:

Scale development and validation. Journal of Retailing and Consumer Services ) Y: YV¥-
YAY.



vF

IWAA lasl TV oyl ot Jlo o Sl sl dansgs 5 jpml anlilad



