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Abstract: The COVID-19 pandemic is affecting business, society, and education worldwide. In
particular, it is an example of a non-face-to-face approach in commerce and education. As the
pandemic has lasted for nearly two years in Korea, online remote learning has been held at universities
for four semesters. There are learning management systems (LMSs) and real-time Zoom lectures for
the types of online remote learning widely used at Korean universities, and students and professors
are adapting with some difficulties due to the unfamiliar lecture environment. Assessment of students’
online remote learning is essential in reinforcing strengths and compensating for weaknesses. This
study aimed to investigate the relationship between online remote learning quality (system quality,
information quality, and service quality), flow, and learner satisfaction, and the implications are
presented. A survey was conducted on 182 university students, and the structural equation model
of AMOS 21.0 was used to analyze the research hypothesis. The results of the empirical analysis
were as follows. First, system quality, information quality, and service quality had a positive effect on
flow. Second, system quality, information quality, and service quality had a positive effect on learner
satisfaction. Third, flow had a positive effect on learner satisfaction. It seems that online remote
learning in university is becoming a new normal. In conclusion, the implications and limitations of
this study are presented.
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1. Introduction

As the inflow and spread of the COVID-19 pandemic in Korea became rapid, in
February, which was in a severe stage, the government (Ministry of Education) urgently
announced measures to postpone school opening. Since then, face-to-face classes at ele-
mentary, middle, and high schools nationwide were completely banned for three months
unprecedentedly [1,2]. Such a situation is a common phenomenon in Korea and the world
education field [3,4].

Information technology has begun to gain momentum as students have faced diffi-
culties in learning due to the closure of educational institutions by the pandemic. Even
during quarantine, information technology provides a solution for the continuous learning
process through innovative LMSs [5,6].

LMSs are provided through a cloud-based service and are used in non-face-to-face
classes to give a variety of classes reflecting the needs of learners. The LMS is similar to
e-learning in that it uses the internet and programs to learn. The system convenience of the
LMS increases users’ access to learning, and the system quality enhances user participation
and thus affects academic achievement [7-10].

It allows professors to evaluate students’ coursework and implement IT solutions
for teaching. Faculty, students, and education authorities are making appropriate use of
the technology and efficient learning process [11]. With the COVID-19 pandemic, existing
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offline classes have been replaced by online courses, and online learning at educational
institutions had an opportunity to rise rapidly [3]. With the development of technology,
online classes have been able to respond effectively to the needs of various learners, such
as online interaction between instructors and learners and customized learning [12].

When it comes to online classes, Korea has a relatively low barrier to entry compared
to other countries in the world. Based on its excellent infrastructure and networks, the
government has continuously supported e-learning policies and related industry devel-
opment for a long time [13]. In the school field, e-learning, blended and flip learning,
multimedia, and intelligent and ubiquitous education have been emphasized to improve
practical teaching and learning ranging from teacher training to university evaluation
indicators [14-16].

Significant issues such as non-face-to-face classes, remote online education, e-learning,
and online classes, which are emerging as core agendas in the transformation of the
education system due to the COVID-19 pandemic outbreak, have previously been studied
and practiced mainly in the field of pedagogy. In recent years, it has become a social
phenomenon that all members of society pay attention to and experience [17].

In 2020, Korean universities were offering online classes instead of face-to-face classes
due to the COVID-19 pandemic. Online remote learning means that professors and students
are not in the same place and are taught the same content as existing face-to-face courses
using the internet for broadcasting. Although we have to watch the trend of the COVID-19
pandemic, university remote learning was still being held in most lectures in the second
semester of 2020. Several universities have announced that they will alternate between the
remote and face-to-face classes in the second semester or take face-to-face learning courses
that require experimentation and practical skills. Most of the other universities internally
conduct academic management similar to the first semester.

Previously, in Korea, the LMS was not used in all classes, but due to the COVID-19
situation, most classes now have to be conducted non-face-to-face, and different techniques
and methods for conducting online assessments should be explored [18]. There were
difficulties in the early stages of implementation due to a lack of experience and insufficient
establishment of class content and infrastructure. However, it has been evaluated that
the university has established itself to a certain extent thanks to the swift response of the
university and the active participation of students [19]. Ribble [20] said that, in reality,
not all students are technically savvy, and not all instructors are incompetent. In addition,
apart from technical capabilities, conditions directly related to the satisfaction of online
lectures, such as digital devices, learning situations, and comfort of the place, were found
to be different for each learner [20]. Nevertheless, the LMS is evolving toward supporting
interactive and learning experiences optimized for various online learners and appropriate
to the student’s level [21].

According to a survey conducted by 6261 university students of 27 Korean National
University Student Association Networks from 18 to 30 April 2020, the percentage of
students who answered that they were satisfied with the online classes was found to be
6.8%. Research on the effectiveness of remote online education has been conducted in
various ways over a long period. The results of accumulated research on remote education
using ICT have played a large role in developing learning tools. However, most of the
students are not satisfied with the quality of the remote lectures to deal with the COVID-19
pandemic. Itis difficult to effectively conduct online remote lectures because the foundation
for real-time has not been sufficiently established.

With the prolonged COVID-19 pandemic, online remote learning is expected to con-
tinue in the second semester of 2021. The evaluation of online remote learning of university
students through the LMS and Zoom for the last two years showed that they were satisfied
with the class and showed a sense of social isolation and limitations in face-to-face interac-
tion. Nevertheless, alternatives that can increase flow and learner satisfaction in the routine
online remote learning will be needed. It would be wise to evaluate the quality of online
remote learning based on the LMS by university students and find improved solutions.
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As remote learning can be a new normal, exploring constructs affecting online remote
learning quality and learner satisfaction is essential. In this study, based on previous
research, the relationship between the remote class quality (system quality, information
quality, and service quality), flow, and learner satisfaction was investigated. Through this,
the theoretical and practical implications for the effective operation of the remote lectures
were presented.

2. Theoretical Background and Hypothesis
2.1. Online Remote Learning Quality

Jang [22] classified the convergence of education and ICT (Information and Com-
munication Technology) as ICT using education, e-learning, m-learning, u-learning, and
smart learning according to the learning type, major services, and major devices. Among
them, e-learning implements cyber home learning through the LMS based on internet
PCs, or mobile phones are used as the main technology. Therefore, the online learning
currently conducted in Korea can be mainly viewed in the form of e-learning. Recently,
in line with the easing of social distancing, education is being conducted in the form of
blended learning, in which school attendance and online learning are combined to respond
to COVID-19 and, at the same time, to facilitate education [23].

Online remote classes can be classified into real-time classes and non-real-time classes
depending on the time the lectures are held. The online courses were held non-real-time
for several weeks after classes in the first semester of 2020. After the first semester, full
online classes were decided, real-time lectures were conducted, non-real-time lectures were
maintained, or both methods were used together [24].

According to Hodges et al. [25], online classes in crises such as the COVID-19 pandemic
are called emergency remote teaching (ERT). They pointed out that, fundamentally, it
should be viewed differently from existing online learning. As it is an emergency, it
requires a flexible approach throughout education, so it refers to asynchronous rather than
synchronous, and the flexibility of operation such as task deadlines, subject policies, and
school policies.

Online remote lectures at domestic universities have also been continuously expand-
ing. In order to keep up with the latest trends in university education, large-scale open
online lectures such as MOOCs (Massive Open Online Courses) have been developed, and
the limitations of the educational environment such as securing lecture spaces have been
overcome. For this purpose, online remote lectures are increasing [26]. However, distance
lectures at domestic universities have been mainly used for large-scale lectures according
to the regulation of education policy [27], and the proportion of total lectures is also very
small, so it is not possible to effectively introduce and establish distance lectures in various
types of classes.

In this situation, the sudden conversion of all lectures to online remote lectures due to
the epidemic of an infectious disease such as COVID-19 is causing many difficulties for
all university members. Despite the negative learning experience of university students
compared to face-to-face classes, it is expected that non-face-to-face classes will be more
active with COVID-19 and post-COVID-19 eras. Therefore, online remote classes are now
becoming a necessity, not an option [28].

The rapid development of the internet has made online learning possible for millions
of children and adults worldwide [29]. Learning contents and methods are also becoming
more diverse than ever before [30]. This enables learners and instructors to learn remotely
and provide education anywhere without physical constraints [31]. Although COVID-19
has forced students to take online remote learning, they reap benefits such as transportation
cost reduction and better time use. It can be estimated that the non-face-to-face classes
have brought about a significant carbon reduction effect as university students across the
country do not need to use a vehicle to visit school.

Delone and McLean [32] presented an information system success model (ISSM) and
analyzed the relationship between system quality, information quality, usage level, user
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satisfaction, personal performance, and organizational performance. After that, service
quality was added to the system and information quality in consideration of the changing
environment [33].

Today’s students are seen as customers of universities, and they should provide the
best e-learning service quality to their students [34]. Previous studies in the field of e-
service quality have provided a logical point of departure for future research. Lin [35]
used DeLone and McLean’s [32] information system success model to find the factors that
lead to the success of e-learning systems in Taiwan and found that three factors, namely,
system quality, information quality, and service quality, have impacts on the success of the
systems.

Samarasinghe and Tretiakov [36] classified service quality, content quality, and sys-
tem quality as e-learning quality. The competitiveness of e-learning can be achieved by
combining the design, technical capabilities, excellent educational content, and continuous
management for learners. In this study, the quality of the non-face-to-face class was classi-
fied into system quality, information quality, and service quality based on previous studies,
and the measurement items for the quality concept were set.

(1) System Quality. The system refers to a system used by online remote lecture
providers to manage and control a learning environment of e-learning services. The system
quality of the remote lecture refers to the quality of hardware, including computers, internet
networks, and security systems for students. Even if the learning contents are similar, the
learners’ satisfaction can differ depending on the technical method by which the remote
lectures are delivered and operated. System quality becomes a key aspect that can be used
to measure the success of an information system. Providers who provide and maintain
services play an essential role in user satisfaction. Assessment based on user feedback
will improve the quality of e-learning. This action will benefit the institution in the long
run [37].

(2) Information Quality. As online remote lectures are conducted based on educa-
tion content, information quality is a fundamental element of lecture success and affects
learner satisfaction. Managing information quality should help instructors and learners
achieve the instructional design and learning goals using suitable multimedia materials
and interfaces. Education contents that consider students’ characteristics and learning time,
instructional and learning designs that induce their autonomous learning, diverse and
meaningful interactions, and evaluation considering the learning situation and degree are
necessary [38]. The clearer and more valid the educational content, the more positive the
learning effect is, so the learner feels that e-learning is effective and satisfied [39]. In addi-
tion, the good information quality of the e-learning system can increase user satisfaction
and the utilization of the system by students [40].

(3) Service Quality. Service quality can be said to represent the service capability
of online remote lectures. It refers to the overall support and operation management
provided by the service provider. To manage the quality of the remote lecture service,
professional staffing allocation, infrastructure for stable service provision, educational
and administrative support through learner satisfaction surveys, and a consortium of
inter-university and industry-academia for co-development of the courses are necessary.
Service quality is closely related to customer satisfaction, as it is the driving force behind
a strong relationship with the company [41]. Previous studies have identified e-service
quality as a significant factor in increasing customer satisfaction [42]. It is assumed that
the service provided is good and can generate satisfaction, in which case the customer
indirectly decides to use the product or service for a more extended period, commonly
referred to as stickiness [43].

2.2. Flow

Flow refers to the optimal psychological phenomenon that occurs when you focus
on activity [44]. It is the experience of solid concentration, integration of behavior and
awareness, loss of self-awareness, personal control, distortion of time, and intrinsic reward.
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It can be called the self-purpose experience. The concept of flow can be observed a lot in
sports, entertainment, shopping, and computer games. It has been suggested as a concept
to explain consumption behavior in the internet environment [45].

In a computer-mediated environment, flow experience is reported as a continuous
and enjoyable loss of self-consciousness and self-reinforcing behavior through interaction
with machines. During flow experience, consumers become a state of behavior transfer,
behavior control, and self-engagement, which can be a key concept to understand consumer
behavior and experience in an online environment [46]. Flow in learning is a psychological
mechanism that promotes concentration and participation, leading to high academic
achievement [45]. It was found that the more frequently flow is experienced in the learning
process of e-learning, the higher the learning performance is [47].

Learning flow is a useful variable that can directly or indirectly predict the learning
process and results in a state where the learner is completely focused on learning [48,49].
Online classes are in an environment where there is no contact with the instructor, and
there is the possibility that learners will not be able to concentrate on the class. Learner
satisfaction can be enhanced when learning flow is increased by presenting clear learning
goals, providing them with a voluntary atmosphere and opportunities for interaction [50].

2.3. Learner Satisfaction

Learner satisfaction is the positive level of the learner’s educational experience, and
it is the learner’s perception of the success and results achieved. In addition, learning
satisfaction can be said to be a degree of positive recognition of the relationship between
the remote lectures and the learning experience [51]. Satisfaction is an indicator that reveals
that the learner’s needs have been met. If you participate in the learning process to create
knowledge and feel its value and use the result, it can be said that your satisfaction is
improved [52].

Perceived quality in e-business is a significant influencing factor on customer sat-
isfaction, and the quality of online remote lectures is also an essential factor in learner
satisfaction. Learner satisfaction is the response of learners who participated in the remote
lectures, affecting their attitudes toward e-learning. In other words, it is a significant factor
influencing e-learning evaluation and leads to learner loyalty (continuous use and word
of mouth). This learner satisfaction has been used as an essential factor for evaluating
educational quality [53,54].

It has been reported through several studies that flow in a learning environment
increases the learning effect. Flow means that learners can recognize learning as a pleasant
experience and achieve high academic achievement. Satisfaction results from the pleasure
of attention, relevance, and confidence and is the most common index for measuring
learning outcomes and can be related to the persistence of learning motivation [52,55].

In this study, flow and learner satisfaction were used as indicators to measure the
performance of online remote learning in the COVID-19 pandemic situation, and online
remote learning quality was used as a factor influencing this performance. Therefore, based
on previous studies, the following hypotheses were established considering the influence
relationship between the quality of online remote learning (system quality, information
quality, and service quality), flow, and learner satisfaction.

Hypothesis 1 (H1). System quality will have a positive effect on flow.

Hypothesis 2 (H2). Information quality will have a positive effect on flow.
Hypothesis 3 (H3). Service quality will have a positive effect on flow.

Hypothesis 4 (H4). System quality will have a positive effect on learner satisfaction.

Hypothesis 5 (H5). Information quality will have a positive effect on learner satisfaction.
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Hypothesis 6 (H6). Service quality will have a positive effect on learner satisfaction.

Hypothesis 7 (H7). Flow will have a positive effect on learner satisfaction.

3. Research Method

During the two years of the COVID-19 pandemic in Korea, many universities con-
ducted non-face-to-face classes using the LMS. University students can access the LMS
using a PC, laptop, smartphone, or mobile device to take online remote classes anytime,
anywhere. Although there are many opinions about the performance between non-face-
to-face classes and face-to-face classes, in reality, many efforts are underway to improve
the performance of non-face-to-face classes, which have been chosen as the next best thing
due to the COVID-19 pandemic. Thus, this study examined the relationship between
online remote lecture quality (system quality, information quality, and service quality),
flow, and learner satisfaction based on previous studies. It was conducted on students who
participated in non-face-to-face classes due to the COVID-19 pandemic, and the research
model is shown in Figure 1.

Online Remote
Leaming Quality
. [H1
System Quality Flow
H4
H2
Information Quality < HS5 H7
H3 v
. . H6 . .

Service Quality Learner Satisfaction

Figure 1. The research model.

A self-administered questionnaire was developed for this study. The survey in-
cluded the perception of system quality, information quality, and service quality of on-
line remote learning, flow, and learner satisfaction. The questionnaire consisted of four
parts: (1) online remote learning (system quality, information quality, and service quality);
(2) flow; (3) learner satisfaction; and (4) demographic information. The questionnaire items
in this study are shown in Table 1. For the development and validation of the measurement
instrument, the questionnaire items were borrowed from previous studies [2,3,12]. The
7-point Likert scale was used to measure online remote learning (system quality, informa-
tion quality, and service quality), flow, and learner satisfaction. A nominal scale was used
for the demographic characteristics scale. The measurement scale for each construct was
modified and supplemented by applying it to this study using the previously tested items
for validity and reliability. The survey participants were university students from Ulsan in
South Korea who participated in online remote learning of the LMS.

4. Results
4.1. Sample Characteristics

The survey in this study was conducted for students taking online remote lectures at
the department of business administration, U University in the first semester of 2020 from
June to September 2020. The survey method was conducted through the internet survey
of Google Forms. U university is a comprehensive private university located in Ulsan,
South Korea, and has about 15,000 students. U university supports recorded lectures and
real-time lectures using the open-source learning management system, Moodle, and Zoom
video conferencing platform. Through the LMS, lectures can be viewed on the Internet and
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mobile, and due to the nature of the recorded lectures, repetition learning is possible at the
desired time of every week.

Of the 205 collected questionnaires, 182 were finally used for the empirical analysis.
SPSS 25.0 and analysis of moment structure (AMOS 21.0) were used to analyze the collected
data. There is some discrepancy regarding the recommended sample size for structural
equation models. Bagozzi and Yi [56] would have to say that rarely (e.g., in a factor analysis
of a small number of items with “well-behaved data”) would a sample size below about
100 be meaningful and that one should endeavor to achieve a sample size above 100,
preferably above 200. When there are three or more indicators per factor, a sample size
of 100 is usually sufficient for convergence, and a sample size of 150 is usually sufficient
for convergence and a suitable solution [57]. Therefore, the sample size of 182 used in this
study can be appropriate for analysis.

The characteristics of the sample of 182 respondents used in the final analysis were
as follows. The respondents were not incumbents, but full-time students. Among the
demographic characteristics, the gender was 77 males (42.3 percent) and 105 females
(57.7 percent). The second grade was 112 (61.6 percent), the third was 21 (11.5 percent),
and the fourth was 49 (26.9 percent). As for the remote lecture method, 158 (86.8 percent)
students preferred recorded lectures, and 24 (13.2 percent) preferred real-time classes.

4.2. Reliability and Validity Analysis

Consider the problem of how to measure a theoretical construct in a study. A confir-
matory factor analysis (CFA) model is helpful in this regard. A more rigorous approach
is to conduct a CFA. It formally tests whether a set of indicators share enough common
variance to be considered measures of a single factor [56]. CFA was performed to test
the measurement model using AMOS 21.0. It played an important role in securing strict
convergent validity and unidimensionality among all the research constructs.

The final set of 15 items showed construct reliabilities, average variances extracted
(AVESs) [58], and Cronbach’s alphas that exceeded recommended standards for reliability
and unidimensionality (see Table 1). All composite reliabilities exceeded the criterion
value of 0.7, indicating that the measurement model has good reliability of the research
constructs [59]. The AVE was also found to exceed the criterion value of 0.5, indicating that
the model has convergent validity [60].

Table 1. Confirmatory factor analysis.

Construct Items Standa.r dized S.E. t-Value Corflp OSite  Conbach’s «  AVE
Loadings Reliability
SY1. The remote lecture system has clear and
. . L 0.763 - -
reliable quality characteristics.
System SY2. The remote lectu;eicsk}istem always responds 0.816 0.099 10.95 0876 0856 0700
Quality 1 ¥ : : ’
SY3. The remote lecture system delivers
information in a clear and concise manner to 0.883 0.104 11.302
both men and women of all ages.
I1. Remote lecture providers provide
. . . 0.843 - -
information related to my learning.
Information 12. Remote learning providers provide very
Quality easy-to-understand educational content. 0.904 0.077 13.754 0.872 0.857 0.697
13. The remote lectu.re provider provides the 0733 0.084 11.127
latest information for my purpose.
SE1. The instructor has enough knowledge to 0.794 ) )
meet the needs of the learner. ’
Service SE2. Instructors and operators respond kindly to
Quality the needs of learners. 0.738 0.098 9.729 0.844 0.836 0.645
SE3. Instructors and operators give individual 0.844 0.09 10477

attention to learners.
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Table 1. Cont.

Construct Items Standa'r dized S.E. t-Value Corflp(?s.l te Cronbach’s « AVE
Loadings Reliability
F1. Time passed very quickly during the remote 0.704 B ;
lecture. :
F2. While taking remote lectures, I am not
Flow affected by the surrounding conditions. 0.906 0.124 11.24 0.878 0.85 0.707
F3. Remote lectu.res are more focused than 0.829 0115 11.033
offline learning.
LS1. I am satisfied with the overall remote
0.835 - -
lectures.
L.earne.r LS2. I am satisfied with the recently learned 0.919 0.07 15.085 0.906 0.885 0.764
Satisfaction remote lecture.
LS3. I think taking remote lectures was a good 0797 0.072 13173

thing.

x? =119.057, df = 75, p = 0.000, x> /df = 1.59, GFI = 0.923, AGFI = 0.877, RMR = 0.046, TLI = 0.961, CFI = 0.972, RMSEA = 0.057.

The results are shown in Table 1. The overall model fit indices of the measurement
model were x> = 119.057, df = 75, p = 0.000, x>/df = 1.59, GFI = 0.923, AGFI = 0.877,
RMR = 0.046, TLI = 0.961, CFI = 0.972, and RMSEA = 0.057, indicating that the model
is generally suitable. With some consensus in the psychometric literature, it has been
suggested that the model exhibits a good fit if the statistic adjusted by the degrees of
freedom does not exceed 3.0 (x%/df < 3) [61].

4.3. Correlation Analysis

The CFA confirmed the unidimensionality of the constructs. In order to test the
discriminant validity, direction, and related degree between the constructs, correlation
analysis was conducted. The results are shown in Table 2. As the values of the square
root of AVEs were more than 0.7 and appeared higher than the values of the correlation
coefficients, the criterion validity and discriminant validity of the measurement tool of this
study were satisfied at the same time [58].

Table 2. Discriminant validity.

Construct @ 2) 3) @ (5)
(1) System
Quality 0.838
(2) Information ™
Quality 0.301 0.835
%iz:’t;ce 0.240 ** 0.203 ** 0.803
(4) Flow 0.380 ** 0.338 ** 0.260 ** 0.841

(5) Learner

. . 0.423 ** 0.489 ** 0.359 ** 0.527 ** 0.874
Satisfaction

The diagonal bold is the square root value of the AVEs.

4.4. Hypothesis Testing

Structural equation modeling (SEM) allowed us to investigate the causal relationships
between constructs in the model and to test the model against the obtained measurement
data to identify how well the proposed model fit the data [62]. SEM is an appropriate
statistical method for examining the hypothetical relationship between constructs proposed
in this study. The SEM of AMOS 21.0 was used to test the hypotheses. The overall fit indices
of the path model were shown as follows: x2 =126.932, df = 76, p = 0.000, x2/df = 1.670,
GFI = 0919, AGFI = 0.872, RMR = 0.046, TLI = 0.955, CFI = 0.967, and RMSEA = 0.060,
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indicating that the model is suitable as they meet the criteria. The results of the path
analysis of this study are shown in Table 3.

Table 3. The results of hypothesis testing.

Hypothesized Path

Std.

Estimate S.E. t-Value p-Value Results

Hi1

System Quality
— Flow

0.237 0.078 3.024 0.002 Accepted

Information

H2 Quality
— Flow

0.248 0.087 2.860 0.004 Accepted

H3

Service Quality
— Flow

0.178 0.082 2.167 0.030 Accepted

System Quality
H4 — Learner 0.161 0.061 2.664 0.008 Accepted
Satisfaction

Information

H5 Quality
— Learner

0.300 0.071 4213 0.000 Accepted

Satisfaction

Service Quality
Heé — Learner 0.198 0.065 3.026 0.002 Accepted
Satisfaction

Flow

H7 — Learner 0.284 0.068 4.155 0.000 Accepted
Satisfaction

x2 = 126.932, df = 76, p = 0.000, x2/df = 1.670, GFI = 0.919, AGFI = 0.872, RMR = 0.046, TLI = 0.955, CFI = 0.967, RMSEA = 0.060.

The hypothesis H1 that system quality will positively affect flow was adopted as a
standardization factor of 0.237 and t = 3.024. It shows that the higher the flow, the better
the system quality. The hypothesis H2 that information quality will positively affect flow
was adopted as a standardization factor of 0.248 and t = 2.860. It shows that the higher the
flow, the more improved the information quality. The hypothesis H3 that service quality
will positively affect flow was adopted as a standardization factor of 0.178 and t = 2.167. It
shows that the higher the flow, the more improved the service quality. Thus, it can be seen
that the three qualities of online remote learning quality are important strategic means to
increase flow.

The hypothesis H4 that system quality will positively affect learner satisfaction was
adopted as a standardization factor of 0.161 and t = 2.664. It shows that system quality is
a major factor that can enhance learner satisfaction. The hypothesis H5 that information
quality will positively affect learner satisfaction was adopted as a standardization factor of
0.300 and t = 4.213. It shows that information quality is a major factor that can enhance
learner satisfaction. The hypothesis H6 that service quality will positively affect learner
satisfaction was adopted as a standardization factor of 0.198 and t = 3.026. It shows that
service quality is a major factor that can enhance learner satisfaction. The hypothesis
H7 that flow will positively affect learner satisfaction was adopted as a standardization
factor of 0.284 and t = 4.155. It shows that flow is a major factor that can enhance learner
satisfaction. Thus, it can be seen that the three qualities and flow are important strategic
means to increase learner satisfaction.
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5. Discussion
5.1. Discussion

This study investigated the relationship between online remote lecture quality (system
quality, information quality, and service quality), flow, and learner satisfaction for college
students in Korea’s COVID-19 pandemic situation. Online remote learning based on the
LMS in universities is an unfamiliar challenge for professors and students. As it has
been conducted for nearly a year, problems and areas to be improved have appeared,
and at the same time, it is showing potential. As online remote learning of the LMS can
be a means to supplement the limitations of face-to-face classes in the post-COVID-19
pandemic, its development and establishment will be necessary. The LMS has grown
into an indispensable tool for facilitating teaching and learning in universities. Besides
cultivating and improving university students” communication skills and assisting teaching
in general, studies have also found that LMS implementation contributes to reducing the
production of materials and preserving resources [63].

It was found that the system quality, information quality, and service quality of online
remote learning quality positively affect flow. It was also identified that these three qualities
have a positive effect on learner satisfaction. It was demonstrated that flow has a positive
effect on learner satisfaction. This shows that flow and learner satisfaction are improved
when the online distance learning quality is enhanced. In order to achieve the performance
of non-face-to-face classes in the COVID-19 pandemic situation, it will be necessary to
strengthen the quality of online remote classes of the LMS.

5.2. Implications

This study presented the implications based on the analysis results as follows. First,
the quality of the remote lectures (system quality, information quality, and service quality)
was found to positively affect flow. In particular, information quality was found to have the
most influence on flow. This shows that university students value information quality more
than system quality and service quality in the flow of online classes. In order to increase
the flow of the students in online courses, class-related information, easy-to-understand
content, and the latest information should be provided. Moreover, if universities improve
remote classes’ system quality and service quality, students’ flow will also improve.

Second, the quality of online remote lectures (system quality, information quality, and
service quality) was found to positively affect learner satisfaction. Information quality
has been considered to play an important role in modern business, and the importance
of information content is highly evaluated in e-commerce [35]. Information quality was
also found to have the most influence on learner satisfaction. To increase the satisfaction
of university students” online remote classes, the level of information quality related to
classes should be raised, and system quality and service quality should also be improved
from their point of view.

Third, flow was found to have a positive effect on learner satisfaction. This outcome
is consistent with the results of previous studies that flow shortens the learning time,
promotes active participation in learning activities, and positively affects learner satisfaction
and academic achievement [53,54,57]. It is important to improve the overall quality to
increase the students’ flow of online remote lectures. To increase learner satisfaction,
universities should provide sufficient and useful contents that learners need, and instructors
should provide appropriate feedback related to interest and participation in the remote
lectures. If an environment is created so that knowledge sharing among learners is actively
carried out, the intensity of the learners’ flow and satisfaction can be increased.

Universities” online remote learning caused by the COVID-19 is a landscape that is
unfamiliar to professors and students, but rather, a high-quality learning method such as
this can save time, money, and effort and can be seen as the basis for the development of
a new learning environment. With the advancement of the fourth industrial revolution,
online remote learning, which combines artificial intelligence and Internet of Things tech-
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nology based on ICT, can be seen as an opportunity to be activated in universities and
other educational institutions.

5.3. Limitation and Future Study

The implications were presented based on the analysis results, but this study has
limitations, so future studies will need to be supplemented in various aspects. First, in this
study, data were collected only once, and the number of questionnaires used for empirical
analysis were somewhat difficult to generalize. Second, research can be further advanced by
developing various preceding and following constructs for online remote lectures. Finally,
the study can be further expanded through hypothesis setting or additional analysis to
confirm the difference between the remote lecture systems used or a real-time lecture and
recorded lecture. Third, when evaluating the performance of online remote learning, if you
compare and analyze practical subjects and nonpractice subjects, good implications can be
obtained.

6. Conclusions

This study used the quality-flow-satisfaction model rather than the quality-satisfaction-
flow research model to investigate how the quality of online remote learning affects flow
and learner satisfaction in the COVID-19 pandemic. It was found that information quality
has more influence on flow and learner satisfaction than system quality and service quality
do. This shows that university students highly value information quality such as learning-
related information, easy-to-understand educational content, and up-to-date information
while participating in online remote learning.

In general, the formation of flow requires a long period. In this study, it was confirmed
that information quality affects learner satisfaction more than flow does. This may be
because the COVID-19 pandemic has lasted almost a year and a half, but the quality of
online remote learning cannot be considered stable. If the flow of university students is
properly formed in the online remote learning, the effect of the online class will be increased
through self-directed participation.

There has been much discussion about online remote learning based on the LMS,
and there have been various opinions about its performance. Many universities have
steadily invested in online remote learning. Due to the COVID-19 pandemic situation,
many universities have experienced trial and error while implementing online remote
learning and are gradually improving the quality of the learning. In such an environment,
the implications of the results of this study will be meaningful.

Author Contributions: J.-H.J. collected and analyzed the data and prepared the draft, and J.-L.S.
organized the research design and finalized the paper. All authors have read and agreed to the
published version of the manuscript.

Funding: This research received no external funding.
Institutional Review Board Statement: Not applicable.
Informed Consent Statement: Not applicable.

Data Availability Statement: Not applicable.

Conflicts of Interest: The authors declare no conflict of interest.

References

1.  Ministry of Education of Korea. Press Releases. Available online: http://english.moe.go.kr/main.do?s=english (accessed on 5
April 2020).

2. BBC News Services. Coronavirus: How South Korea Is Teaching Empty Classrooms. Available online: https://www.bbc.com/
news/world-asia-52230371 (accessed on 10 April 2020).

3. Cuaton, G. Philippine higher education institutions in the time of COVID-19 pandemic. Rev. Rom. Educ. Multidimens. 2020, 12,
61-70.


http://english.moe.go.kr/main.do?s=english
https://www.bbc.com/news/world-asia-52230371
https://www.bbc.com/news/world-asia-52230371

Sustainability 2021, 13, 10821 12 of 13

10.
11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.
29.

30.

31.

Zhang, W.; Wang, Y.; Yang, L.; Wang, C. Suspending classes without stopping learning: China’s education emergency management
policy in the COVID-19 outbreak. J. Risk Financ. Manag. 2020, 13, 55. [CrossRef]

Zayabalaradjane, Z. COVID-19: Strategies for online engagement of remote learners. F1000Research 2020, 9, 246.

Muzaffar, A.W.; Tahir, M.; Anwar, M.W.; Chaudry, Q.; Mir, S.R.; Rasheed, Y. A systematic review of online exams solutions in
e-learning: Techniques, tools, and global adoption. IEEE Access 2021, 9, 32689-32712. [CrossRef]

Lonn, S.; Teasley, S.D. Saving time or innovating practice: Investigating perceptions and uses of Learning Management Systems.
Comput. Educ. 2009, 53, 686-694. [CrossRef]

Cavus, N.; Ala’a, M.M. Computer aided evaluation of learning management systems. Procedia-Soc. Behav. Sci. 2009, 1, 426—430.
[CrossRef]

Rainer, R.K,; Turban, E.; Potter, R.E. Introduction to Information Systems: Supporting and Transforming Business; Wiley: Hoboken, NJ,
USA, 2007.

Sridhar, S. E-government—A proactive participant for e-learning in higher education. J. Am. Acad. Bus. 2005, 7, 258-268.
Henderson, D.; Woodcock, H.; Mehta, J.; Khan, N.; Shivji, V.; Richardson, C.; Aya, H.; Ziser, S.; Pollara, G.; Burns, A. Keep calm
and carry on learning: Using Microsoft teams to deliver a medical education programme during the COVID-19 pandemic. Future
Healthc. ]. 2020, 7, 67-70. [CrossRef]

Daradoumis, T.; Bassi, R.; Xhafa, F,; Caballé, S. A review on massive e-learning (MOOC) design, delivery and assessment. In
Proceedings of the 2013 8th International Conference on P2P, Parallel, Grid, Cloud and Internet Computing, Compiegne, France,
28-30 October 2013; pp. 208-213.

Choi, R.I; Cho, J.G. Establishing an effective quality management system for the 4th Industrial Revolution and e-Learning
Contents. Asia-Pac. ]. Multimed. Serv. Converg. Art Humanit. Sociol. 2019, 20, 9935-9944.

Lee, J.Y,; Ae, B.]. The Conceptions and experiences of college students taking e-learning and face-to-face sections of the same
course. J. Educ. Technol. 2012, 28, 53-78. [CrossRef]

Lee, H.J.; Park, K.S. A strategy of learner-centered usability evaluation for quality management in e-learning contents development.
J. Korean Assoc. Educ. Inf. Media 2009, 15, 63-88.

Lee, ].M. Study on the effect of sociability, ease of use, usefulness, enjoyment on acceptance intention in e-learning—A perspective
of the extended technology acceptance model. ]. Korea Contents Assoc. 2012, 12, 417-425. [CrossRef]

Stars and Stripes. Families of DODEA Students in Korea Reveal Pros, Cons of Online Study During Coronavirus Outbreak.
Available online: https:/ /www.stripes.com/theaters/asia_pacific/families-of-dodea-students-in-korea-reveal-pros-cons-of-
online-study-during-coronavirus-outbreak-1.620920 (accessed on 2 March 2020).

Han, J.; Lee, S. Investigating online learning types based on self-regulated learning in online software education: Applying
hierarchical cluster analysis. J. Korean Assoc. Comput. Educ. 2019, 22, 51-65.

Lee, S.H. Remote Lectures at Universities, Which Have Become Essential, Need to Be Improved to Settle Down. Available online:
http://www.dhnews.co.kr/news/articleView.html?idxno=124650 (accessed on 26 June 2020).

Ribble, M. Digital Citizenship in Schools: Nine Elements All Students Should Know, 3rd ed.; International Society for Technology in
Education: Arlington, VA, USA, 2015.

Lee, Y. A study on the Correlation of between Online Learning Patterns and Learning Effects in the Non-face-to-face Learning
Environment. J. Korea Acad. Ind. Coop. Soc. 2020, 21, 557-562.

Jang, S. The Case Study on SMART education of Converging with Education3.0 and ICT. Rev. Korea Contents Assoc. 2013, 11,
35-39.

Ministry of Education of Korea. Announcement of the Implementation Plan for Academic Operation in the 2nd Semester of
2020. Available online: https:/ /www.moe.go.kr/boardCnts/view.do?boardID=294&boardSeq=81419&lev=0&searchType=null&
statusYN=W&page=1&s=moe&m=020402&opType=N (accessed on 10 October 2020).

Lee, B.K. A study on learners’ response to online college English class as general education due to the COVID-19 pandemic.
Korean . Gen. Educ. 2020, 14, 97-112. [CrossRef]

Hodges, C.; Moore, S.; Lockee, B.; Trust, T.; Bond, A. The Difference between Emergency Remote Teaching and Online Learning.
Available online: https://er.educause.edu/articles/2020/3/the-difference-between-emergency-remote-teaching-and-online-
learning (accessed on 27 May 2020).

Kim, D.; Lee, M. Perception on Online Learning of Faculty Members in Higher Education. KALCI 2019, 19, 845-867. [CrossRef]
Lee, Y.; Cho, K. Research on Learners” Experiences in K-MOOC(Korea Massive Open Online Courses): Using Phenomenological
Qualitative Analysis. KSET 2018, 34, 991-1017. [CrossRef]

Dhawan, S. Online Learning: A Panacea in the Time of COVID-19 Crisis. J. Educ. Technol. Syst. 2020, 49, 5-22. [CrossRef]

Bates, A.W. Teaching in a Digital Age; Guidelines for Designing Teaching and Learning. Available online: https://opentextbc.ca/
teachinginadigitalage (accessed on 1 April 2015).

Knight, J. Transnational education remodeled: Toward a common TNE framework and definitions. J. Stud. Int. Educ. 2015, 20,
34-47. [CrossRef]

Mah, S.H.; Huh, ] K. An analysis of learners’ perception on online distance learning under the Covid-19 pandemic to enhance the
quality of the learning-focusing on a survey on undergraduates in interpreting and translation courses. J. Transl. Stud. 2020, 21,
39-61.


http://doi.org/10.3390/jrfm13030055
http://doi.org/10.1109/ACCESS.2021.3060192
http://doi.org/10.1016/j.compedu.2009.04.008
http://doi.org/10.1016/j.sbspro.2009.01.076
http://doi.org/10.7861/fhj.2020-0071
http://doi.org/10.17232/KSET.28.1.53
http://doi.org/10.5392/JKCA.2012.12.04.417
https://www.stripes.com/theaters/asia_pacific/families-of-dodea-students-in-korea-reveal-pros-cons-of-online-study-during-coronavirus-outbreak-1.620920
https://www.stripes.com/theaters/asia_pacific/families-of-dodea-students-in-korea-reveal-pros-cons-of-online-study-during-coronavirus-outbreak-1.620920
http://www.dhnews.co.kr/news/articleView.html?idxno=124650
https://www.moe.go.kr/boardCnts/view.do?boardID=294&boardSeq=81419&lev=0&searchType=null&statusYN=W&page=1&s=moe&m=020402&opType=N
https://www.moe.go.kr/boardCnts/view.do?boardID=294&boardSeq=81419&lev=0&searchType=null&statusYN=W&page=1&s=moe&m=020402&opType=N
http://doi.org/10.46392/kjge.2020.14.4.97
https://er.educause.edu/articles/2020/3/the-difference-between-emergency-remote-teaching-and-online-learning
https://er.educause.edu/articles/2020/3/the-difference-between-emergency-remote-teaching-and-online-learning
http://doi.org/10.22251/jlcci.2019.19.13.845
http://doi.org/10.17232/KSET.34.4.991
http://doi.org/10.1177/0047239520934018
https://opentextbc.ca/teachinginadigitalage
https://opentextbc.ca/teachinginadigitalage
http://doi.org/10.1177/1028315315602927

Sustainability 2021, 13, 10821 13 of 13

32.

33.

34.

35.

36.

37.

38.

39.

40.

41.

42.

43.

44.
45.

46.

47.

48.

49.

50.

51.
52.

53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

63.

Delone, W.H.; Mclean, E.R. Information systems success: The quest for the dependent variable. Inf. Syst. Res. 1992, 3, 60-95.
[CrossRef]

Delone, W.H.; Mclean, E.R. The Delone & Mclean model of information systems success: A ten-year update. J. Manag. Inf. Syst.
2013, 19, 9-30.

Martinez-Arguelles, M.; Batalla-Busquets, J. Perceived service quality and student loyalty in an online university. Int. Rev. Res.
Open Distrib. Learn. 2016, 17, 264-279. [CrossRef]

Lin, FH. Measuring online learning systems success: Applying the updated DeLone and McLean model. Cyberpsychol. Behav.
2007, 10, 817-820. [CrossRef] [PubMed]

Samarasinghe, S.M.; Tretiakov, A. A multidimensional measure of e-learning systems success. In Proceedings of the Ascilite,
Same Places, Different Spaces, Auckland, New Zealand, 6-9 December 2009; pp. 908-910.

Riandi, M.H.; Respati, H.; Hidayatullah, S. Conceptual model of user satisfaction as mediator of e-learning services and system
quality on students’ individual performance. Int. |. Res. Eng. Sci. Manag. 2021, 4, 60-65.

Lee, M.S.; Choi, J.H.; Seok, ]. H. A study about e-learning quality, learner satisfaction, and eWOM based on information systems
success model (ISSM): Comparison between working and non-working learners. Korean Bus. Educ. Rev. 2018, 33, 1-21. [CrossRef]
Wang, Y.S.; Wang, H.Y.; Shee, D.Y. Measuring e-learning systems success in an organizational context: Scale development and
validation. Comput. Hum. Behav. 2007, 23, 1792-1808. [CrossRef]

Halawi, L.A.; McCarthy, R.V.; Aronson, ].E. An empirical investigation of knowledge management systems’ success. J. Comput.
Inf. Syst. 2008, 48, 121-135.

Situmorang, B.; Triyadi, T.; Prasetyo, ]. H. The reaction over customer satisfaction through service quality variable at Tennis School
in Cilandak Town Square. Int. |. Innov. Sci. Res.Technol. 2020, 5, 1312-1316.

Rita, P; Oliveira, T.; Farisa, A. The impact of e-service quality and customer satisfaction on customer behavior in online shopping.
Heliyon 2019, 5, €02690. [CrossRef] [PubMed]

Kusumawati, A.; Fedianty Augustinah, F.; Alhabsyi, T.; Suharyono, S. The e-servqual effect on the stickiness intention of
marketplace during COVID-19 pandemic: An empirical study in Indonesia. Korea Distrib. Sci. Assoc. 2021, 8, 573-581.
Csikszentmihalyi, M. Beyond Boredom and Anxiety, 2nd ed.; Jossey Bass: San Francisco, CA, USA, 2000.

Nakamura, J.; Csikszentmihalyi, M. The concept of flow. In Flow and the Foundations of Positive Psychology; Springer: Chicago, IL,
USA, 2014.

Hoffman, D.L.; Novak, T.P. Marketing in hypermedia computer-mediated environment: Conceptual foundations. J. Mark. 1996,
60, 50-68. [CrossRef]

Joo, YJ.; Kim, N.Y,; Kim, G.Y. The structural relationship among self-efficacy, internal locus of control, school support, learning
flow, satisfaction and learning persistence in cyber education. J. Educ. Technol. 2010, 26, 25-55. [CrossRef]

Lee, J.H. Analysis of the structural relationships among self-determination motivation to learn, metacognition, self-directed
learning ability, learning flow, and school achievement. Korean J. Educ. Res. 2010, 48, 67-92.

Joo, YJ.; Chung, A.K,; Lim, E.G. The prediction of academic self-efficacy, learning flow, academic stress, and emotional exhaustion
on course satisfaction of cyber university students. J. Korean Assoc. Comput. Educ. 2012, 15, 61-69.

Kim, E.J. Examining structural relationships among college students’ internal and external factors for learning engagement and
satisfaction. Asian J. Educ. 2015, 16, 107-129. [CrossRef]

Shin, N. Online learner’s ‘flow” experience: An empirical study. Br. ]. Educ. Technol. 2006, 37, 705-720. [CrossRef]

Richardson, J.C.; Swan, K. Examining social presence in online courses in relation to students” perceived learning and satisfaction.
JALN 2003, 7, 68-88. [CrossRef]

Lawrence, J.J.; McCollough, M.A. Implementing total quality management in the classroom by means of student satisfaction
guarantees. Total Qual. Manag. 2004, 15, 235-254. [CrossRef]

Nadiri, H.; Kandampully, J.; Hussain, K. Students” perceptions of service quality in higher education. Total Qual. Manag. 2009, 20,
523-535. [CrossRef]

Ha, Y.J.; I'm, Y. Prediction of learning persistence, satisfaction, and academic achievement according to e-learning adult learners’
intrinsic value and academic self-efficacy. JCDL 2010, 5, 49-67.

Bagozzi, R.P.; Yi, Y. Specification, evaluation, and interpretation of structural equation models. J. Acad. Mark. Sci. 2012, 40, 8-34.
[CrossRef]

Anderson, J.C.; Gerbing, D.W. The effect of sampling error on convergence, improper solutions, and goodness-of-fit indices for
maximum likelihood confirmatory factor analysis. Psychometrika 1984, 49, 155-173. [CrossRef]

Fornell, C.; Larcker, D.F. Evaluating structural equation models with unobservable variables and measurement error. J. Mark. Res.
1981, 18, 39-50. [CrossRef]

Ogawa, K. Social Media Marketing; Softbank Creative Corp.: Tokyo, Japan, 2010.

Shaw, W.T. Cyber Security for SCADA Systems, 2nd ed.; PennWell Books: Tulsa, OK, USA, 2006.

Kline, R.B. Principles and Practice of Structural Equation Modeling, 2nd ed.; Guildford: New York, NY, USA, 2004.

Hair, J.F.; Anderson, R.E.; Tatham, R.L.; Black, W.C. Multivariate Data Analysis, 5th ed.; Prentice Hall: Upper Saddle River, NJ,
USA, 1998.

Isaias, P; Issa, T. E-learning and sustainability in higher education: An international case study. Int. J. Learn. High. Educ. 2013, 19,
77-90. [CrossRef]


http://doi.org/10.1287/isre.3.1.60
http://doi.org/10.19173/irrodl.v17i4.2518
http://doi.org/10.1089/cpb.2007.9948
http://www.ncbi.nlm.nih.gov/pubmed/18085970
http://doi.org/10.23839/kabe.2018.33.2.1
http://doi.org/10.1016/j.chb.2005.10.006
http://doi.org/10.1016/j.heliyon.2019.e02690
http://www.ncbi.nlm.nih.gov/pubmed/31720459
http://doi.org/10.1177/002224299606000304
http://doi.org/10.17232/KSET.26.1.25
http://doi.org/10.15753/aje.2015.09.16.3.107
http://doi.org/10.1111/j.1467-8535.2006.00641.x
http://doi.org/10.24059/olj.v7i1.1864
http://doi.org/10.1080/1478336032000149063
http://doi.org/10.1080/14783360902863713
http://doi.org/10.1007/s11747-011-0278-x
http://doi.org/10.1007/BF02294170
http://doi.org/10.1177/002224378101800104
http://doi.org/10.18848/2327-7955/CGP/v19i04/48673

	Introduction 
	Theoretical Background and Hypothesis 
	Online Remote Learning Quality 
	Flow 
	Learner Satisfaction 

	Research Method 
	Results 
	Sample Characteristics 
	Reliability and Validity Analysis 
	Correlation Analysis 
	Hypothesis Testing 

	Discussion 
	Discussion 
	Implications 
	Limitation and Future Study 

	Conclusions 
	References

