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Abstract 

The advent of online education has revolutionized the higher education landscape, providing 
learners with flexible and accessible opportunities to pursue their academic goals. Just like other 
Learning Management Learning Platforms (LMS), the Cavendish University Uganda (CUU) Online 
Distance Education and Learning (ODEL) platform represents a cutting-edge initiative aimed at 
delivering quality education to students irrespective of their geographical location. Through a 
number of avenues like chats, group discussions and real time discussions that incorporate online 
education, teaching and learning is seamlessly done. Although LMS have supported teaching and 
learning, effective communication and efficient content management, monitoring of its application 
is wanting. Learners have been known to face setbacks that do not allow them to complete the 
learning process smoothly. The development of an online help desk system is assumed to enhance 
the learning experience of a student who is able to solve LMS challenges as soon as a complaint is 
logged in. The help desk was developed through the issues identified by students through a baseline 
survey and needs assessment. 
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Introduction and Background 
In the context of online education, teaching and learning support assumes a critical role in facilitating 
student engagement, knowledge acquisition, and academic success. It encompasses a wide range 
of components, including technical assistance, instructional design, multimedia resources, interactive 
forums, and prompt problem-solving mechanisms. These help desks or support systems are pivotal in 
mitigating the challenges faced by students, faculty, and staff on the CUU ODEL platform, fostering 
an optimal online learning environment. Garrison, D. R., Anderson, T., & Archer, W. (2000) 

A comprehensive analysis of the CUU ODEL platform revealed several challenges that hindered the 
seamless delivery of education. These challenges encompassed difficulties encountered during the 
login process, ineffective communication channels, erroneous module uploads on individual ODEL 
accounts, and delays in uploading course units and exams. These issues not only impeded the 
learning experience but also hindered effective engagement and collaboration among 
stakeholders. It became evident that a robust and integrated help desk system was necessary to 
address these challenges and elevate the quality of teaching and learning support. 

Various academic institutions have come up with ways to solve problems encountered and most of 
them involve a student logging in a complaint and having to wait a few hours or days to have the 
issues rectified or looked into of which CUU is not an exception. Although CUU has put mechanisms in 
place to solve student issues, the absence of a sophisticated and centralized help desk system 
tailored to the unique requirements of the CUU ODEL platform is lacking. The lack of an integrated 
support system resulted in communication gaps, prolonged issue resolution times and suboptimal 
learning experiences for students and respective faculties. The design of a comprehensive help desk 
system to enhance teaching and learning support on the CUU ODEL platform bred efforts in solving 
student related LMS issues. 

Objectives of the Study 
 This study aimed to accomplish the following objectives: 

● Identify the existing help desk systems adopted to enhance teaching and learning in 
academic institutions 

● Develop a customized and scalable step by step online help desk guide for specific needs of 
the CUU ODEL platform users. 

Literature Review 

2.1 The need for online help desk systems 

The transition to online learning has presented new challenges for universities and students alike. As 
students rely on digital platforms and virtual learning environments, they encounter various issues that 
require timely support and resolution. Online help desk systems have emerged as effective tools to 
address these challenges and provide assistance to students (Ali, 2020). These systems offer a 
centralized platform for students to seek help, report problems, and receive timely support, ensuring a 
smoother online learning experience as well as eliminating the need for multiple communication 
channels and streamlining support services (Alexander & Golja, 2007). Students can submit their 
concerns and queries conveniently through the system, ensuring that their issues are properly 
documented and addressed. 
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Online help desk systems play a crucial role in monitoring and analyzing student feedback and 
concerns, enabling universities to identify common trends and address systemic issues (Bienkowski et 
al., 2012). By collecting data on the types of problems students encounter and the frequency of 
occurrence, universities can make informed decisions to improve their online learning platforms and 
support services. Alexander & Golja, (2007) argues that if multiple students report difficulties with a 
specific feature of the LMS, such as accessing discussion forums, the university can prioritize resolving 
that issue and providing additional guidance or training to ensure a seamless user experience. 

Moreover, online help desk systems can contribute to building a sense of community and belonging 
in the online learning environment. These systems often include discussion boards or forums where 
students can interact with their peers and seek assistance from fellow students who may have faced 
similar challenges. This peer-to-peer support fosters collaboration, knowledge sharing, and a 
supportive learning community. Research by Ratliff, (2019) suggests that the availability of such 
platforms positively influences student engagement and motivation in online courses. 

Online help desk systems have become essential components of universities' support infrastructure in 
the online learning environment (Patel, 2019). These systems offer specific features and functionalities, 
such as ticket submission, knowledge bases, real-time chat, and data analysis capabilities, to address 
student concerns, streamline support services, and enhance the overall learning experience (Martin 
& Bolliger, 2018). By utilizing these systems, universities can provide timely and efficient assistance, 
promote self-help and peer collaboration, and gather valuable feedback for continuous 
improvement. As technology continues to advance, the evolution of online help desk systems will 
play a pivotal role in shaping the future of online education support (Salmon, 2013). 

Review of Existing Help Desk Systems 

Help desk systems have become vital components of online education support infrastructure, 
facilitating effective communication and issue resolution. (Mayoka & Kyeyune, 2012) conducted a 
detailed analysis of help desk systems in educational institutions. They emphasized the significance of 
user-friendly interfaces that allow users to submit queries and report issues seamlessly. Furthermore, 
efficient ticket management systems ensure that queries are tracked, prioritized, and resolved in a 
timely manner. Effective communication channels, such as live chat or email, foster clear and prompt 
interactions between users and support staff, contributing to an enhanced user experience. 

To optimize teaching and learning support in the online education context, it is crucial to consider 
best practices and frameworks. Garrison and Kanuka (2004) conducted a seminal study on teaching 
presence, cognitive presence and social presence in online learning environments. Their work 
emphasized the importance of instructor presence in fostering learner engagement and facilitating 
meaningful interactions. Effective communication channels, including discussion forums, video 
conferencing, and collaborative tools, enable students to connect with instructors and peers, 
promoting a sense of community and active participation (Martin & Bolliger, 2018). 

Moreover, the Community of Inquiry (CoI) model developed by Garrison, Anderson, and Archer 
(2000) provides a theoretical framework for understanding and designing online learning 
environments. The CoI model identifies three essential presences: cognitive presence, social 
presence, and teaching presence. Integrating these presences into the design of support systems 
allows educational institutions to create engaging and interactive online learning experiences that 
promote deep learning and student success. 
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Specifications of online help desk systems 
Several universities, including Uganda Christian University (UCU) and Makerere University, have 
implemented online help desk systems to address student concerns and provide timely support. These 
systems effectively solve various problems faced by students in the online learning environment (Smith 
& Johnson, 2015). 

UCU's help desk system enables students to submit support tickets regarding issues accessing course 
materials on the learning management system (LMS) (UCU Help Desk Manual). The system 
automatically assigns these tickets to the appropriate department, such as the IT support team or the 
LMS administrator. The staff promptly investigates the issues, troubleshooting server configurations, 
account permissions, or LMS integration problems. Once resolved, the staff updates the ticket and 
notifies the student, ensuring transparency and allowing students to track progress. 

At Makerere University, the help desk system addresses challenges related to assignment submission 
and feedback. Students can submit tickets explaining their problems, such as technical issues or 
queries regarding grading criteria. The system assigns the tickets to the relevant department, and staff 
members work to resolve the issues. This may involve addressing technical glitches, increasing server 
capacity, or providing clarifications on grading criteria. Once resolved, the staff updates the ticket 
and communicates the solution to the student. In cases where further action is required, such as re-
opening the submission portal or granting extensions, the necessary adjustments are made. 

These universities' online help desk systems effectively streamline support services, enhance 
communication, and provide timely resolutions to student issues. By utilizing these systems, universities 
can ensure that students receive the assistance they need, facilitating a smoother online learning 
experience (Bailey & Brown, 2016). 

Furthermore, research conducted by (Pham et al., 2019) highlights the positive impact of online help 
desk systems on student satisfaction and academic performance. Their study found that universities 
implementing such systems observed a significant reduction in response time to student inquiries and 
an improvement in problem resolution rates. The availability of 24/7 support through online help desk 
systems has also been shown to alleviate student stress and anxiety related to technical difficulties or 
academic concerns (Booker et al., 2014). 

The implementation of online help desk systems in universities demonstrates a commitment to 
supporting students in the online learning environment (Selim, 2007). These systems not only address 
technical issues but also promote self-help, collaborative problem-solving, and information literacy 
skills. The positive impact of these systems on student satisfaction and academic performance 
reinforces their significance in facilitating a smooth and productive online learning experience (Shirish 
et al., 2021). 

Enhancing Student Support and Engagement 
Apart from resolving issues, online help desk systems have the potential to enhance student support 
and engagement in the online learning environment. These systems can deliver proactive 
notifications and reminders to students, keeping them informed about important deadlines, course 
updates, and academic resources. By utilizing automated reminders, universities can ensure that 
students stay on track, reducing the likelihood of missed deadlines and promoting a sense of 
accountability (Balu & Ehrlich, 2018). 
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Moreover, online help desk systems can facilitate personalized and targeted support for students with 
diverse learning needs. By analysing student data, universities can gain insights into individual learning 
patterns, preferences, and areas of struggle. This information can be utilized to deliver customized 
recommendations, resources, and interventions through the help desk system. For instance, if a 
student consistently struggles with a particular topic, the system can suggest supplementary learning 
materials, provide access to additional tutorials or workshops, or connect the student with a subject 
matter expert for personalized assistance. This personalized support significantly enhances the 
learning experience and improves student outcomes (Paiva et al., 2016) 

Challenges and Limitations 

It is important to acknowledge the potential challenges and limitations of online help desk systems. 
Technical issues, such as system downtime or connectivity problems, can disrupt the smooth 
functioning of these systems and hinder timely support delivery. To minimize such disruptions, 
universities such as Cavendish must ensure robust infrastructure and develop contingency plans. 
Additionally, providing alternative channels of communication during emergencies can help 
maintain contact with students when the online help desk system is inaccessible (Iglesias-Pradas et 
al., 2021). 

The success of online help desk systems also relies on effective communication and collaboration 
among different departments and support staff (Rezgui, 2007). Adequate training, coordination, and 
clear escalation processes are vital to ensure efficient problem resolution and avoid delays or 
miscommunications (Goudar, 2010). 

Best Practices for Implementing Online Help Desk Systems 

To maximize the effectiveness of online help desk systems, universities should consider implementing 
best practices during the implementation and management stages. Firstly, universities should provide 
comprehensive training to support staff who will be using the system. This training should cover system 
functionalities, ticket management processes, and effective communication techniques to ensure 
staff members are equipped to handle student issues efficiently (Best, 2006). 

Additionally, regular monitoring and evaluation of the system's performance are crucial to identify 
areas for improvement. Universities can collect feedback from students and support staff to assess the 
system's usability, effectiveness, and satisfaction levels. This feedback can inform updates and 
enhancements to the system, ensuring its continued relevance and effectiveness in meeting student 
needs (Riandi et al., 2021). 

Furthermore, universities should prioritize data security and privacy when implementing online help 
desk systems. Student information and communication should be protected through robust security 
measures, such as encryption and access controls, to safeguard sensitive data (Mishra et al., 2022) 

The implementation of online help desk systems in universities has proven to be an effective strategy 
for addressing student concerns, providing timely support, and enhancing student engagement in 
the online learning environment. These systems streamline support services, improve communication 
and transparency, and contribute to overall student satisfaction. By adhering to best practices in 
implementation and management, universities can optimize the benefits of online help desk systems 
and ensure a positive learning experience for their students (Coman et al., 2020). 
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Methodology 

The study adopted a positivist, interpretive and critical approach. The positivist approach emphasizes 
objectivity and the use of quantitative methods, while the interpretive approach emphasizes 
subjectivity and the use of qualitative methods. (Creswell,2014). These were achieved through the 
adoption of international benchmarking which is the process of identifying, understanding and 
adopting outstanding practices from an organization for the sole purpose of improving performance 
(Watson; 1993). The overall goal of benchmarking was to ensure transfer of knowledge and 
experiences from academic institutions using the best practices criteria. 

Interviews involved asking open-ended questions to gather detailed information about a user’s 
experience on the platform to solve problems or issues. The explorative interviews enabled the 
creation of an open and inclusive dialogue that allowed all stakeholders to share their perspectives, 
concerns and ideas. These allowed for flexibility where follow-up questions were asked to allow 
stakeholders to provide detailed responses and insights hence identifying key parameters to include 
in the development of the online help desk system. 

A review of the literature was necessary because it provided a comprehensive understanding of the 
existing knowledge, research and perspectives on the development and adoption of online help 
desks for academic institutions. To ensure a rigorous literature review, a systematic approach was 
adopted. Relevant scholarly articles, research papers, books and other authoritative sources were 
identified through comprehensive searches in academic databases and digital libraries. Keywords 
such as "online education support systems," "help desk systems," "teaching and learning support," and 
"online learning frameworks" were used to gather relevant literature. The selected sources were 
critically analyzed to inform the research, (Garrison & Kanuka, 2004). 

Stakeholder Consultations:  
Stakeholder consultations were conducted to gather insights from key individuals involved in the 
usage of the CUU ODEL platform. The stakeholders included students, faculty administration and 
teaching staff. Semi-structured interviews were conducted to understand their experiences, 
challenges and expectations regarding the existing CULP. The input provided by stakeholders served 
as valuable feedback for identifying specific requirements and features for the online Help Desk 
System, (Smith & Johnson, 2015). 

System Analysis Techniques 

System analysis techniques were employed to assess the current support system and identify its 
limitations and areas for improvement. Through a thorough examination of the existing infrastructure, 
workflows and user feedback, the research team identified pain points and bottlenecks in the 
support process. This analysis helped in identifying the functionalities, features, and integration 
requirements of the online Help Desk System to address the identified gaps effectively. 

Ethical Considerations 
Throughout the data collection process, ethical considerations were prioritized. Informed consent was 
obtained from participants involved in stakeholder consultations and their privacy and confidentiality 
were ensured. The collection and handling of data followed ethical guidelines and regulations, with 
appropriate measures taken to secure and protect sensitive information. The research team also 
adhered to relevant institutional ethical guidelines and obtained necessary approvals before 
conducting the study. 
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Results and findings 

The Help Desk System 
The design and deployment of the online Help Desk System involved several stages. Initially, based on 
the findings from the stakeholder consultations, a conceptual framework was developed, outlining 
the desired features and functionalities of the system. Subsequently, a team of experienced 
developers and system designers translated the conceptual framework into a practical design, 
ensuring a user-friendly interface, seamless integration with the CUU ODEL platform and scalability. 
The Help Desk System was designed with a robust and scalable architecture to support the needs of 
the CUU ODEL platform. The system architecture comprises multiple components, including a web 
server, an application server and a database server. The web server provides the interface for users to 
access the system, while the application server handles the core functionalities and business logic. 
The database server stores all the relevant data, including user information, support tickets and 
system configurations. 

4.2 User Interface Design  
The user interface (UI) of the Help Desk System was carefully designed to ensure ease of use and a 
seamless user experience. The UI features a clean and intuitive layout, allowing users to navigate the 
system effortlessly. The interface incorporates clear and descriptive labels, icons and buttons to guide 
users through the support ticket submission process. It is designed to be responsive, ensure 
compatibility across different devices and screen sizes. 
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Below is the step by step guide a user of the platform uses to post an issue 

Step 1: A user has to sign into the platform as shown in the figure 1 and 2 below.  

Figure 1: Welcome Page 

 

Figure 2: Staff Page 
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Once the user has signed in, he or she is able to log into the platform and log in a complaint. The 
process of logging in a complaint is known as create a ticket as shown in figure 4 below. However, if a 
user doesn’t have an account, figure 3 below shows how to register an account.  

Figure 3: Account Registration for student 
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Figure 4: Create a new Ticket 

 

Once a query or complaint has been logged in, the system sends it through to the relevant office 
who is also expected to log in for more details about the inquiry as shown in figure 4 above. One can 
be able to check on the status of the ticket by checking for a response through email. Figure 5 and 6 
below show that one is given a unique identification number to enable follow up and know the status 
of the complaint, issue or ticket. 

 



 

  
                
                Volume 2. Issue I. June 2023 11 

 

Figure 5: Email verification 

 

 

Figure 3: Check the status of your ticket 

 

Once a query has been responded to, the complainant is notified through email as shown in figure 7 
below. One is asked to rate the service if the complaint was responded to or solved in terms of time 
and efficiency. 
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Figure 4: Ticket responded to by relevant personnel 

 

In response to figure 7 above, an example of a complaint by a student can be, inability to access 
modules on the platform. If a student says that he or she is encountering a problem of not accessing 
the modules on the Claned platform. Below is how the problem can be rectified. 

The user can navigate the help desk system and select the option to submit a new support ticket. 
Here, the student will be presented with a form where he or she can provide details about the 
problem, including a description and any relevant attachments, such as error messages or 
screenshots as illustrated in Figure 8 below. 

Figure 8: Submitting a Support Ticket 
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Once the user submits the ticket, he or she will receive a confirmation message indicating that the 
request has been successfully submitted. The ticket will then be assigned to the appropriate 
department for further investigation and resolution as shown in Figure 9 below. 

Figure 9: Confirmation Message 

 

The designated department will receive the ticket and proceed with troubleshooting the issue. This 
includes investigating potential causes such as server configurations, account permissions, or platform 
integration problems. During this process, regular updates will be provided to the user to ensure 
transparency and keep them informed about the progress being made  as shown in Figure 10 below. 

Figure 10: Ticket process updates 
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Once the problem is identified and resolved, the support staff will update the ticket with the solution 
and notify the user accordingly. In the case of not being able to see modules on the CUU Claned 
online learning platform, the solution might involve checking the user's account settings, verifying 
module access permissions, or clearing browser cache and cookies. The user will be guided through 
the steps to implement the solution and resolve the problem as shown in Figure 11 below. 

Figure 11: Solution and User Notification 

 

As seen in Figure 12 below, there are situations where further assistance is required, such as additional 
troubleshooting or personalized guidance. The user can communicate directly with the support staff 
through the help desk system. This ensures a seamless and efficient communication process, 
facilitating the resolution of more complex issues. 
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Figure 12: Direct Communication with Support Staff 

 

By providing an intuitive user interface and guiding users through the process of submitting a support 
ticket, tracking progress, receiving updates and communicating with support staff, online help desk 
systems enable efficient and effective problem-solving. The use of screenshots within the system 
enhances the user experience by visually demonstrating the steps involved and ensuring clarity in 
communication. 

 

Overall, a well-designed user interface in an online help desk system simplifies the process of problem-
solving for users and contributes to a positive support experience on the CUU Claned online learning 
platform. 

Integration of the online help desk into CUU ODEL Platform 
Integration of the online help desk system into the CULP ODEL platform should be achieved by first 
training all users on usability. Training sessions should benefit administrators, support staff, faculty staff 
and students to familiarize them with the system's features and functionalities. The training should 
cover various aspects like ticket submission, ticket management, communication channels and 
reporting capabilities. User-friendly documentation and tutorials should be provided to serve as 
reference materials. 
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It should be noted that the Help Desk System is configured and customized to align with the specific 
requirements of the CUU ODEL platform. Customization includes adapting the system's workflows, 
ticket categories and notification settings to match the support processes and terminology used in 
the ODEL platform. The system is also configured to incorporate CUU branding elements and visual 
identity, ensuring a consistent look and feel for users. 

To evaluate the effectiveness of the online Help Desk System, user feedback and satisfaction surveys 
can be conducted by students and staff. The surveys will be designed to gather quantitative and 
qualitative data on user experiences, satisfaction levels and perceptions of the help desk system. 
Participants will be asked to rate various aspects such as ease of use, responsiveness, timeliness of 
support and overall satisfaction. The periodic feedback obtained from the surveys will be used to 
provide valuable insights into the system's impact on user satisfaction. These will be used to improve its 
usability. 

To create an understanding of the outcomes of the support processes by the system, qualitative 
assessments will be done for purposes of getting real time feedback on experiences, timely response 
to issues, system efficiency and effectiveness. This is assumed to ensure improved usability, faster 
resolution enhanced communication channels between users and support staff with eventual 
promotion of a collaborative teaching and learning environment. 

The system in addition aims at providing efficient workflows for uploading and managing course units 
and exams, minimizing errors and ensuring timely availability of learning materials. Faculty members 
and administrators could easily identify and rectify any content-related issues reported by students, 
leading to improved accuracy and quality of the educational resources. 

In this section, the report summarizes the key findings of the study, highlighting the positive impact of 
the Help Desk System on the CUU ODEL platform. The findings demonstrated improved support 
processes, enhanced user experiences, and streamlined content management. 
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Conclusion 
The development of the online help desk system streamlines and emphasizes the importance of 
comprehensive training for all users to familiarize themselves with the system's features and 
functionalities. It establishes mechanisms for monitoring system performance, collecting user 
feedback and providing timely support and assistance. It emphasizes the dynamic nature of online 
education support and the need for the help desk system to evolve alongside technological 
advancements and user requirements.  



 

  
                
                Volume 2. Issue I. June 2023 18 

 

References 

Watson, G. H. (1993). Strategic benchmarking: How to rate your company's performance against the   
          world's best. Wiley. 

Creswell, J. W. (2014). Research Design: Qualitative, Quantitative and Mixed Methods Approaches  
          (4th ed.). Thousand Oaks, CA: Sage. 

Smith, J., & Johnson, L. (2015). Help Desk Systems in Educational Institutions: An Analysis of Best  
          Practices. Journal of Educational Technology Systems, 43(3), 315-331. 

Garrison, D. R., & Kanuka, H. (2004). Blended learning: Uncovering its transformative potential in higher  
          education. The Internet and Higher Education, 7(2), 95-105. 

Garrison, D. R., Anderson, T., & Archer, W. (2000). Critical inquiry in a text-based environment:  
          Computer conferencing in higher education. The Internet and Higher Education, 2(2-3), 87-105. 

Alexander, S., & Golja, T. (2007). Using students’ experiences to derive quality in an e-learning system: 
An institution’s perspective. Journal of Educational Technology & Society, 10(2), 17–33. 

Ali, W. (2020). Online and remote learning in higher education institutes: A necessity in light of COVID-
19 pandemic. Higher Education Studies, 10(3), 16–25. 

Bailey, T. L., & Brown, A. (2016). Online student services: Current practices and recommendations for 
implementation. Journal of Educational Technology Systems, 44(4), 450–462. 

Balu, R., & Ehrlich, S. B. (2018). Making sense out of incentives: A framework for considering the design, 
use, and implementation of incentives to improve attendance. Journal of Education for Students 
Placed at Risk (JESPAR), 23(1–2), 93–106. 

Best, K. (2006). Design management: managing design strategy, process and implementation. AVA 
publishing. 

Bienkowski, M., Feng, M., & Means, B. (2012). Enhancing Teaching and Learning through Educational 
Data Mining and Learning Analytics: An Issue Brief. Office of Educational Technology, US 
Department of Education. 

Booker, Q. E., Rebman Jr, C. M., & Kitchens, F. L. (2014). A MODEL FOR TESTING TECHNOSTRESS IN THE 
ONLINE EDUCATION ENVIRONMENT: AN EXPLORATORY STUDY. Issues in Information Systems, 15(2). 

Coman, C., Țîru, L. G., Meseșan-Schmitz, L., Stanciu, C., & Bularca, M. C. (2020). Online teaching and 
learning in higher education during the coronavirus pandemic: Students’ perspective. 
Sustainability, 12(24), 10367. 

Goudar, J. (2010). Effective project communication management. The Project Perfect White Paper 
Collection. 

Iglesias-Pradas, S., Hernández-García, Á., Chaparro-Peláez, J., & Prieto, J. L. (2021). Emergency 
remote teaching and students’ academic performance in higher education during the COVID-
19 pandemic: A case study. Computers in Human Behavior, 119, 106713. 



 

  
                
                Volume 2. Issue I. June 2023 19 

 

Martin, F., & Bolliger, D. U. (2018). Engagement matters: Student perceptions on the importance of 
engagement strategies in the online learning environment. Online Learning, 22(1), 205–222. 

Mayoka, K. G., & Kyeyune, R. (2012). An Analysis of E-learning Information System Adoption in 
Ugandan Universities: Case of Makerere University Business School. 

Mishra, A., Alzoubi, Y. I., Gill, A. Q., & Anwar, M. J. (2022). Cybersecurity enterprises policies: a 
Comparative study. Sensors, 22(2), 538. 

Paiva, R., Bittencourt, I. I., Tenório, T., Jaques, P., & Isotani, S. (2016). What do students do on-line? 
Modeling students’ interactions to improve their learning experience. Computers in Human 
Behavior, 64, 769–781. 

Patel. (2019). 済無No Title No Title No Title. 16(7), 9–25. 

Pham, L., Limbu, Y. B., Bui, T. K., Nguyen, H. T., & Pham, H. T. (2019). Does e-learning service quality 
influence e-learning student satisfaction and loyalty? Evidence from Vietnam. International 
Journal of Educational Technology in Higher Education, 16(1), 1–26. 

Ratliff, K. (2019). Building rapport and creating a sense of community: Are relationships important in 
the online classroom? Journal of Online Learning Research and Practice, 7(1). 

Rezgui, Y. (2007). Exploring virtual team-working effectiveness in the construction sector. Interacting 
with Computers, 19(1), 96–112. 

Riandi, M. H., Respati, H., & Hidayatullah, S. (2021). Conceptual model of user satisfaction as mediator 
of e-learning services and system quality on students’ individual performance. International 
Journal of Research in Engineering, Science and Management, 4(1), 60–65. 

Salmon, G. (2013). E-tivities: The key to active online learning. Routledge. 

Selim, H. M. (2007). Critical success factors for e-learning acceptance: Confirmatory factor models. 
Computers & Education, 49(2), 396–413. 

Shirish, A., Chandra, S., & Srivastava, S. C. (2021). Switching to online learning during COVID-19: 
Theorizing the role of IT mindfulness and techno eustress for facilitating productivity and creativity 
in student learning. International Journal of Information Management, 61, 102394. 

 


