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Effect of Eduction Service Quality affecting Student Satisfaction in Cyber
University

Joon-Woo Kim* - Yong-Gu Kimt *

This study investigates the effect of E-learning service quality toward users’ learning
satisfactions when moderating by users’ study motivations at cyber universities. For this end, the
E-learning service quality was measured with SERVQUAL which was widely employed in
academic research area. From rich survey analysis, this study finds that the three factors of
E-learning service quality such as concreteness, certainty, credibility and sympathy are statistically
correlated with users’ learning satisfactions, but the responsiveness is not. Also in order to test the
hypothesis that the study motivation is a moderate variable, the three step regression analysis was
applied. Finally, this research finds that the study motivation has the role of moderate variable to
affect the users’ learning satisfactions.

Key Words : SERVQUAL, Academic Motivation, Satisfaction, Moderating effect
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