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Abstract: This study aims to test the overall satisfaction of the beneficiary students with the quality of e-learning service at
King Khalid University in the Kingdom of Saudi Arabia. More specifically, this study investigates "the effect of the variables
of an e-learning service quality dimensions, which include six dimensions on an overall students’ satisfaction variable as a
dependent variable, in addition to the two variables of student trust, and Positive Word of Mouth, which were used as
mediator variables. The descriptive and analytical approach was used in this study, and a total of 729 copies of a
questionnaire were obtained for the analyses which was representing the study population that consisted of all students at
King Khalid University. So, this study tested the relationships between the variables, in purpose of testing the quality of
measurements, as well as the study hypotheses testing. The results obtained from the analysis provided support for the
theoretical model of the study, and confirmed the existence of a statistically significant impact relationship between the
most variables, as well as The results showed that the positive word of mouth variable also mediates the relationship
between students’ trust and their overall satisfaction with the e-learning service at King Khalid University. Based on the
results of the study, the theoretical and practical implications of the results of the study were discussed, in addition to

providing recommendations and suggestions for future studies.

Keywords: E-learning Quality, Student Trust, Positive Word of Mouth, Overall Student Satisfaction, King Khalid University.
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Liasl> Lpo cueyds Eos cAdgawdl cilaalzll AST o 54_’?3 (https://www.kku.edu.sa/ar/portfolio/5139
A (29) e peisns Alloy Ll (59495) i 22019 alall daslall b sus by <Ay ol
Basls pdge) Zaliall jue Zalie cllitles § |idfie LegslST Lams (14)5b] 3 Lasaiis Lows (120);
onabsoll sueg j‘y,’a.c (4579) Led oyl Aa slacl sue fany «(https://www kku.edu.sa/ar I <UL
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Techncs | 0856
Techncé 2E5 D’J"S‘J 0817 JE:S \
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'echnc

Evalual |  [Evalua2 Evaluad Evaluas

Technod

(Smart PLS zaliy plasiuls Glas¥l Julatll a5l s yiuall) dulyud) pusliag z3ges (1) JSEII

e 3 il Al olpaie oo S8 LS Goleredly #L9yS @b auex OF (1) Joall isss
ol canmiudl Aaly LoolorSall cgorall’ 2y slal Aiwe Jods &ls S9ASTY! o)l Lous Bog>
BLAYL iy SlaateS Causd (@ly Auledl eall el (Dl a3 gaie J) B8LSYL "Jlas¥l LY
0.926 o ! @ dalsall lams @b puan cumglyi HISY1 a3 s piieS Hlall JSI Loyl iz J)
& Lolaziul @5 @ Gunlal) o d) i o9 1dag 0.70 gulall 71481 e ST <o JWls <0.730
AmliS Llaylas) @3 (&) clulal) alall 4odall e uglall Jdos w5l of LS Bucizeg 135350 dulyull
o IS Jaall adlelly el bl o 6,8l Gallanhl aads &1 sLed¥) e clyLaazadl (e saate gl
zigedl 839> e J Les (0.50) oo STyl bl cillasegze oF s (1) JSadls (1) Joazll S
(Fornell and Larcker 1981) ;La1 LS yylaall dxso (he Mo I3 189, o (Sasg 7 AGL

Table (1): Results of Measurements Model — Convergent Validity
yLard | Aodhall - dulyll z3ges Sluled gl :(1) Joun

Jobadl Jooms glogS Al WSl aslac¥l bl lawgie

Constructs_pail Items Jlgud! i " - .
5] F. Loading "’ a™ R AVE yuill
Communic1 0.853
Communic2 0.874
JLas¥| Communic3 0.872
0.917 0.935 0.707
Communication Communic4 0.819
Communic5 0.825
Communic6 0.801
Safety1 0.827
okl
Safety2 0.872 0.893 0.918 0.651
Safety
Safety3 0.797

Sagl Cm Aas g il el Aoy adl) AalS g dlal) 485 i .. .
AA Allal) daalay idUall Ly g A g SSIY) alail) 3392 (184) il



22021 2581 = e guail) a3l - el i) Alaval) ~A AN g 4 Y1 gAualaB) o glal) Alaa - Cila) pdidg o glall 4y o) Al

Joladl deams zlogyS Ll aASll asleaedl bl Laugie

Constructs_pail ltems Jl3ud! sy

F. Loading "’ a R AVE il
Safety4 0.762
Safety5 0.801
Safety6 0.779
Evaluai 0.792
wcaid| Evalua2 0.817
Evaluation Evalua3 0.868 0.895 0.923 0.704
Evalua4 0.865
Evalua5 0.852
Techno1 0.750
Techno2 0.852
el giSl Techno3 0.870
Technology Technod 0.858 0.940 0.950 0.706
Techno5 0.836
Techno6 0.856
Techno? 0.856
Techno8 0.838
Content1 0.829
Content2 0.878
Content3 0.861
Content4 0.856
‘_535-'&1‘ Content5 0.858 0.957 0.963
Content 0.72
Content6 0.873
Content?7 0.831
Content8 0.881
Content9 0.790
Content10 0.824
User.interf1 0.820
User.interf2 0.794
) a User.interf3 0.770
il 4>y .
‘:Jser Interface Userincerfd 0.848 0.922 0.937 0.649
User.interf5 0.824
User.interf6 0.843
User.interf7 0.737
User.interf8 0.803
Stu.Trus1 0.796
half 4a5
Stu.Trus2 0.814
Student’s Trust 0.901 0.924 0.670
Stu.Trus3 0.730
Stu.Trus4 0.872
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Joladl deams zlogyS Ll aASll asleaedl bl Laugie

Constructs_pail ltems Jl3ud! sy

F. Loading a R AVE il
Stu.Trus5 0.817
Stu.Trus6 0.875
Lol pall 2ok WoM1 0.926
Positive Word of WoM2 0.919 0.895 0.934 0.826
(PWoM)Mouth WoM3 0.882
Sllall JSI LI Satisfal 0.922
Overall Students Satisfa2 0.892 0.835 0.902 0.755
Satisfaction Satisfa3 0.788

Smart PLS zeliys aloieiaaly Glias¥l Julntll 2505 Sl yis sl
Notes: F. Loading (¥) = Factor Loading, 0¢ (**) = Cronbach’s alpha, and CR (***) = Composite
Reliability, AVE= Average Variance Extracted
549 Fornell-Larcker ;lias aluziwly Discriminate Validity gset)! Gusall sbol (2) Jgaz!l zis
AN S g illoli) g mlitien s S & calel) Jutad (sl ) il el fomamd (el
sty (AVE) el o)l Laasil sl sl 8 (2) Jpasdl & oolindl o s ) gsadl 3 6,59
o Bl Ay a0 al9 S o ]l Aseis (e Jgdan Soiuw A dged] cilulall oy ol uad el

(Discriminate Validity) :geeid! Giuall
Discriminate Validity -Fornell-Larcker Criterion * (2) o3, Jou>

| Ly JI
S Loyt (PN UL 1} okl Jlasyl
ML
0.841 Jlas¥l
0.807 0.676 okedl

0.839 0.731 0.737 axl

0.840 0836 = 0820 0733 Lz g 9asl|
0.869 0.801 0733 0812 0720 Sl JSII Loyl
0.849 0.771 0.768 0701 | 0753  0.749 ol
0819  0.753 0.787 0.854 0877 0769  0.763 llall a3
0.909 | 0.844  0.69 0.728 0.784 0717 0713 0680 | Aulm¥l eall L
0.805 0675 0741  0.758 0.772 0.785 0.696  0.732  0.738 pusiad| Al

Smart PLS &AU).) ﬁ'.&ilul..’ ‘;;)L@.Q:X‘ e @LL. Lyduall

*Note: values on boldface are square root of AVE

102 9yall Hlis g Sl 7 3gaid! s sLls
(Structural Model Assessment and Hypothesis Testing)
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A ALY Aaalag DUl Lia g (g YD alail) Baga (186) S (il



22021 580 = yde aulil) ) - (pual i) alaal) ~A3 gl g 4y )Y gAluaiBY) o glal) Adaa — Cla) piii g o glall Ay jal) Alal)

azs5 ¥ (PLS) st Spauall clandl Jsie slasialy L Aolall Axde Jels S5l (asy
Sy Sbgiue A e patll (Say oS0 Jtal Wls uzgs ¥ 4 z3seidl Basx e @Sl Aale ol
.(‘32016 ‘éjl_x_j) Aly Uolas S 83929 Q}\Ml G.S}AJJ\ 83929 Lﬁg.-)\_"z]\ C.S}.A.Ln 859>) P G.S}AJJ\

e Aanad) sl wlpaall A 598 ddymng Ayl z3gard MSedl Hludl dpeal =g M5 o0
(R) Jalas olus @3 (Ml gud JSII L1y <(PWOM) glems¥! @il el Ml 355 aylall (elST1 gzl
Loled! all 2SOl Aa3) Al clpazell Jlsall e 0.634 0712 (0.783 Lgiall Laagd caily o
ool (2) @3, JSadly colinl (3) ) Joumll Jladdl (Sasy Jlstll e (M sud JSTI Lty . (PWoM)
Ayl unslieg 7 39

(RY) csomil Jalas (3) oy Jsoio

(Constructs) sl
dle G 0.783 LI aas
dle b 0.712 (PWOM)_ dgles¥l eall dalS
dle G 0.634 Al ST Lo I

Significant at P**=<0.01, p*<0.05

Smart PLS meliy alaseiuly Slas¥l Jdedl mlo @ yauall

T- (@) ollasy 48bas¥) aa¥ (laag dul,ull M) z3gedl st st rulide plasiwl @3
sdle (R?) Al clpiall @ IS alddl gy ol e z3gaill 3,089 «(B) 8yl HLadl dlelal test
(Martinez-Ruiz, d>8l sidl (ol gLl @3 Al (29,8 3udmiy el jaxd Jal ey U3 e
4asd Hlael Liayly (0.05 Syiwme dic dgine 0585 G 1.65 (e <T-value 4eid (585 oz (Journal, and 2009
Jl aaas 40,k slasiwls 3yude slue SO Aslbasy! 4eall o8 by 0.01 dgins Ay 2 (0 < T-value
Chin ) t-values (=) e e Jysamll op0 5000 Ligall Ziylas Bole] slasiwly PLS-SEM bootstrapping
(1998

slayl A Jadiy @y G ASIY @lan)l daus Bagx slal) dlatadl wlhaall slal 31 e Cyanlly
Ll Dall A5 gaane J) 2LaYL "Jlas¥l (ol ceudtll cpdsiadl Azl L sleiSall cggrell” 1 29
sleze¥l @3 il pazeS LY SO Lol e ) 8Ll Alyws @lpadieS casy @iy duled! @l
alpaall bl oo duoledl sl g (W) elS01 il @ adgall pasdl 28,al (T statistic) Jalas e
Lgias g e @Sl (Significant at P**= < 0.01, p* <0.05) &IVl Ggius de slaze¥l @5 wad dlazull
s old ol dady coatall VA Gotun Lasd po condmll Lgiall Goiwe ylin @3 Cu> il
e cayanll @3 oo (0.05) dexall WY Sotun oro yiual coudoell WY Sotun oxd i 13] Ldlias)
o3 A sl e dashy @ ladl M (e Bgiall

ip ol A Jada @ly o AT laddl deus Bagz slal adall g sladl oF azms Jadstll (a9
15 T aglas) ol Ol a5 il ) "Jlas¥l (ol cpuanll pusiadl 22ly L sleiSall ((sor=ll”
Ll il J) oMl 285 paze cpe sLedl Loty (0.000) Zugine Soime wie Lilas! JIs sa9 (22.195) cuglus
Sl o LS (0.000) Lgian ot die Liban] JIs 59 (11.101) ciglus 18 T Alas) ol Dl JSII
JIs ga9 (65.553) gl a8 T &ilias] il (PWOM) bl eall 2kl ) el 485 pdte (pe

Sagl Cm Aas g il el Aoy adl) AalS g dlal) 485 i
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dl (PWoM) gl mall 2l piia oo slud) o wzms U 23Ls| (0.000) Zgins Gsiuns is (plas]
(0.000) Zogine Syiue dic (glas| JIs sa9 (3.756) colue B T Ailas] oS Ml JSII Lol pasll
Sl Jul=s clalas @if ziogn (2) 08, JSally (4) 08, Jouzm!! Jguzdls

Path Coefficients (Mean, STDEV, T-Values, P-Values) ;Lul| cHlalas (4) o8, Jou

I
LS Al ; Original

Sl gt Slpad) o oMl
Sl pall S - Sample
T Statistics  g)leall  diadl (Relations)
(Decision) | Values . (0)
(|O0/STDEV))
RNCIPPS elatll Aoz Bage sla
0.000 82.562 0.011 0.885 0.885 = H1
Supported** Olall 255 <- g ASTY
el SI L, 0t <= ol s
0.000 11.101 0.054 0.600 0.599 i H2
Supported** YN
GRS all AalS < I aas
0.000 65.553 0.013 0.844 0.844
Supported** (PWoM) agle=s¥!
’ Aole¥l wall 2
* el
0.000 3.756 0.059 0.222 0.223 S Loyl <- (PWoM)_  H3
* Supported i
UL
s eladll daus Bage sla
* el
0.000 42118 0019 0798 0799 il & < g Yl H4

* Supported
(PWoM) Zlns¥|

Significant at P**=<0.01, p*<0.05
Smart PLS @Uﬁ ﬁ‘...\'k’f_w‘.g L;:L»Yl e é\.’i.a yduall

Assessment of Effect Size (f2) 43 x> oudl
Jlstll e 0.355 015 o1 (0.02 ¢y Tgumma o 13) ¢13sd ol @i 2 px> il mueds Jol (0
Hairetal.) pldl sl e ‘Hljj Lwgia ol cJuis Jolae il L 09w Aazadl alpaall of G 1y
(2017
Coefficient of Determination (f2) 53U px> <Hlalas (5) o) Joux

(f-Square of the Endogenous Latent Variables (f ayl 2 &1 26131 &l gl |
Ao ! () G Independent Constructs alatuld! ol nazll

(Sl 1 29 sl A Jadia Iy Go AW elasll Lo Bag> sl

aly 3G 0.374 ]

RO I {PPVRET FPWES DA U PER PR PESN LI |
Liugrie wils 0.202 LI Aas
Jes i 0.039 Aol=Y) eall L

Smart PLS @aL!).v [o/.t.‘zzwb é,fL;.a.a')’/ Sel=2)/ @La 2ygal/ Significant at P**=< 0.01, p*<0.05
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Ayl 7390
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Cemmunic3 7

Userinzerf1

Userinter2
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Cemmunicd
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Content?
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=
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d
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Testing Predictive Relevance Q? &gl dsdlall jLias |

Z3s0d @ Al olaall @ arad) olpsiel) L5al Leadl d8y0s Wglme Joo HLasYl lia Houy
a5llsgd Smart-PLS meliyy plasriuls Al z3g0d gdall 39all oo Bamdll Sy WY1 1 3 Aulyudl
Jilos alaial gl Al &S e Bamill guoetll cobadll aluial JI ade gy seal
.(Chin 1998) Q2 ;0,JL; 4 34,5 Iy Blindfolding

Z3sai @ Azl eall dalSy (Dall Aasy (g ASIY) latll Aous Boga olay¥ Lgddll Aaadl ()
elatdl ous Bage e Wl Gl danlemy LAY ST LIl bl sy iall Al 498 calS 2yl
2alSy Ml 285 gpiil Q7 A il Loy o(Q2= 0.474) I LIl Loy Q2 Zasd il 3] e g S0y
Fornell and Larcker 6,3 L an 3455 4l sdag  Jlsdl e (Q2= 0.584)5 (Q2 = 0.521) dul=s¥! oall
oo ST S Bnlill Q2 s O G1SE el (3) by JSally (6) by Jsanll I g9yllss (1981)
5yoll 4yl Tda Aulall ziges of Aadaill Julmdll Bl S5 oo mesly (i eyl LS 4uley o sasall

Sa) G Aass g il piiaS Aoy adl) AalS g iU} 485 )
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Construct Cross-validated Redundancy ,,Sil| oo yall Gall (6) o8 Joia

Q2 (=1-SSE/SSO) (Constructs) & izl
31347.000 31347.000 S9SN @lazll Lo 5392 slasd

0.520 4374.000 2098.719 Jlas¥l -
0.494 4374.000 2211.614 okl -
0517 3645.000 1761.590 il -
0.602 5832.000 2318.600 Lz 5581 -
0.589 7290.000 2996.654 Sea=ll -
0.506 5832.000 2879.869 ‘a..x.év-_b.«l‘ Ay -
0.521 4374.000 2095.295 15 3
0.584 2187.000 910.737 (PWoM) d4ul=s¥! p.é." EINLY
0.474 2187.000 1150.896 I} L_,K.” Lol
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(Smart PLS maliy plusiuls Gilas¥l Julxall 7l :5uall) Q2 Blinfolding aug.dall 8,0l 73905 (3) JSad!

Test for Goodness of Fit of the Model (GoF): 7z 34! 4 jLais |

gio olid oo Faliiall Aasill Gyall n JST @nll sl 58 (GOF) 2330l el i
z3saky (RY) aalhl oel8d1 sl e alaraldl 2u0lSI ol paall 550 858 Jolas Lasgiog (AVE) juuall cplall
Aulyldl z3g03 pamd (2 (GOF) slas! 3udm=d) deudsiyll Aalxl (Lo () (Tenenhaus et al. 2005) 4wl,|
JolSI1 c1a¥ e 1SN 2= (Structural Model) JSil! 7z 350l (Measurement Model) («lall il> 3
.(Hair Jr, Hult, Ringle, and Sarstedt 2016) C.’s}a.;.l.l

z3s03 3 Lelelys s (&lg (GOF) z3gadl daidle jLasy dalusell @uall iyased) Soums mlas
Wetzels, Odekerken-Schroder, and Van Oppen (2009) Lgsud &1 sulall (7) o3, Jouzl! pudy AT PLS
(GOF) z 350l 4aidha 55

i3 Gy (GOF) z3gadl 8592 (wlialrms Theta dasd ciloyis (o8 o(7) @8y Joamdls slaald sy
0.25 (o J8l9 0.1 0 2ST ull (y 285 (29 0.14 6T 0135 sgus § i z3sedl e slere¥l 20K s
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Jorzmll orad dualydl 3903 3 Lesessss @3 51 Gp3 1 slasly unsling Jalse lia O g 1dag < sie A3l 929
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The Criteria of (GoF) Determinez 3 goil| 4l sLis| pulas (7) Joia

No fit 0.1 ;e J8I(GoF) o8 13)

Small 0.25 ;o J31(GoF) o8 13)
Medium 0.36 J! 0.25 ¢ (GoF) oK 13)
Large 0.36 ¢ ST (GoF) oK 13

Smart PLS mebiy plaseiuly Slas¥l Jdedl @l sl

Mediation Analysis :dblugdl s

caaiiuly 38l e clgldl sda e dee Bl 1303 sllac] (3 Liga 1395 abluagll clpiie cials
pole @ cadbs way Logdy il @le oo Gl Alay ol o (oLl o ST (S (e A lusgdl ol nate
Al g X JEmall il o Jaml wis St gl S AL it 01 e Opeudill Opta L 3S) gps]
(2016 sl Abouelkacem, et. al, 2019) b pite Bk e ¥ polal

oy Loy piie e Gom @1 Bl Bl Lga Ablagll e ol cllia o I 8,LaN1 joms
@ e LT laugl @ dboluglls darug piie o AST (de Gomd (&) Ablusdl Aiding &5l58) dbolusdl
X Eam ABe e Bilie X Y Com ol 13¥lg Jatus Leaust cppiie Lijsmy o 13) &l pane 28Ls)
X — M — Y (MacKinnon, Fairchild, and :45¥1 Luall isl luSey JWly Y & 35 Mg M Lapusdl § 135
(Fritz 2007

Jolas oilyunts] ALK of " of oot ¥ ALy Lof Ll e ain ALl il 7Ll oS
olug)l” Ll Shie prex) Bsine pé Zeud Jlia 095 Losic "laegtll e’ Adl Sy A Ll
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