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Offering a model for evaluating the service quality of e-leaening
by Critical Incident Technique method
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ABSTRACT

By considering the significant changes in the age of information, all aspects of daily life, like learning
process has affected. Emerging the new methods of teaching like e-learning is one of these changes. So, it
seems hecessary to define some standards for evaluating the service quality that offer in this system. This
research was tried to recognize the main factors that affect service quality, in addition a new model was
developed by lying on student’s perspective. For doing this, the CIT method was used to identify the special
experience of students, after that a comparison among existing models and student’s experience was done
and anew model was developed. Finally this model was confirmed by a group of expertsof e-learning. The
main factors by respect of their importance are: Learning process, learning infrastructure, flexibility, staff
and instructor’s support, cost- expectation-benefit, culture, developing program.
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