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Abstract

This study aimed to verify and analyze the two influences. The first was the effect of online learning quality (OLQ)
on student satisfaction and word-of-mouth (WOM) promotion. The second was the impact of student satisfaction
on WOM promotion. Then, we used the population of 137 students taking online classes during the COVID-19
pandemic at Indonesia's Interkultural Edukasi Partner (IEP) in Bandung to support this intention. Furthermore, we
applied the Slovin formula with a 5% border of fault to obtain a sample size of 103. After getting it, the samples
were taken by simple random sampling. Unfortunately, only 45 students responded by filling out the questionnaire
distributed. As a result, this study utilized the structural equation model based on variance to examine the proposed
hypotheses. After testing and discussing them, this research concluded that OLQ positively influenced student
satisfaction, but OLQ did not. Besides, student satisfaction positively affected this promotion.

Keywords: Educational Institution, Online Learning Quality, Satisfaction, Word-of-Mouth Promotion

1. Introduction

Every company globally strives to face the competitive market in industry 4.0 successfully. To survive in this
arena, companies need several unique platforms to offer their products to their market (Prasetyo & Sutopo, 2018).
For example, by collaborating with Gojek or Grab, culinary business owners in Indonesia can sell their products
to their customers through these online delivery applications. This collaboration is effective because the customers
do not need to directly visit the business sites (Fridayani, Igbal, & Atmojo, 2021).

Technology is being increasingly utilized today in the education sector in Indonesia as in the rest of the world,
especially since the novel Coronavirus 2019 pandemic at the beginning of 2020 (Muhyiddin & Nugroho, 2021).
As has been the case globally, this virus has already infected numerous people in Indonesia (Baraputri, 2021) by
droplets, aerosols, and fomites when talking, breathing, coughing, or sneezing during face-to-face meetings
(Jayaweera, Perera, Gunawardana, & Manatunge, 2020).
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Furthermore, the Indonesian government required educational institutions to introduce online learning to reduce
its spread. To comply with this requirement, education institutions immediately began to implement online
learning through various meeting platforms such as Zoom Meeting, Google Classroom, Edmodo, and Microsoft
Teams (Nuriansyah, 2020), as well as through a learning management system (Rahman, Arifin, & Al-Fuqron,
2019).

After the students, teachers, and lecturers have been vaccinated, the learning pattern changes from fully online
learning to blended learning [see Supriyanto, Mulawarman, Soesanto, Sugiharto, and Hartini (2021)]. Training
lecturers to utilize online platforms to teach their classes has been mandatory for each institution facilitating this
composite pattern. Therefore, specified departments and personnel must be available to handle this training (Pham,
Limbu, Bui, Nguyen, & Pham, 2019).

With online platforms and e-learning systems as the tangible features used for the fulfillment of service quality,
educational institutions expected that students would be satisfied after using these applications, as demonstrated
by several studies, such as Pham, Limbu, Bui, Nguyen, & Pham (2019), Tj and Tanuraharjo (2020), Puriwat and
Tripopsakul (2021), and Shehzadi, Nisar, Hussain, Basheer, Hameed, and Chaudhry (2021). However, this result
did not always occur. For example, Theresiawati, Seta, Hidayanto, and Abidin (2020) found that e-learning
systems did not affect student satisfaction.

Similarly, studies examining the impact of online learning quality on word-of-mouth promotion (WOM) were
inconsistent. For example, Kusuma, Yasmari, Agung, and Landra (2020) and Shehzadi et al. (2021) confirmed a
positive impact in their research. Meanwhile, Mestrovi¢ (2016) found no relationship between service quality and
WOM promotion by utilizing the role-related indicators of teaching and administrative staff members, campus
image, environment and equipment, and teaching syllabus to measure this quality.

Intuitively, the influence of student satisfaction on WOM promotion should be positive, as displayed by Khraim
(2011), Mulyana and Ayuni (2015), Mestrovi¢ (2016), Melastri and Giantari (2019), and Giantari, Yasa, Sukawati,
and Setini (2021). Unfortunately, this relationship was still unproven as Kusuma et al. (2020) showed contradictory
results: student satisfaction did not affect WOM promotion.

With the inconsistent evidence shown above, this study attempt to research and analyze the effect of online learning
quality on student satisfaction and word-of-mouth promotion and the influence of student satisfaction on WOM
promotion. As the object to be surveyed, the researchers use the students learning languages at Indonesia's
Interkultural Edukasi Partner (IEP) in Bandung as one of the branches. IEP is a non-formal language course
institution registered under Yayasan Mitra Pengembangan Indonesia. Besides Bandung, IEP has a branch in
Baubau and Bali. The courses offered include Indonesian programs for foreigners, English, and local languages:
Sundanese in the Bandung and Wolio in the Baubau. IEP uses the six-phase program as its primary learning
method. Furthermore, IEP provides online learning since its primary target market consists of foreigners aboard
to continue classes during the pandemic.

2. Theoretical Framework and Hypothesis Development
2.1. Online learning quality and satisfaction

In their study of 300 students in Vietnam, Pham et al. (2019) demonstrated that as the quality of online learning
increased, so did student satisfaction. Tj and Tanuraharjo (2020) surveyed the 64 undergraduate students at Krida
Wacana Christian University in Jakarta, Indonesia, as samples to analyze the impact of online learning quality on
satisfaction. After testing the data, they verified a positive effect. This positive influence was also confirmed by
Puriwat and Tripopsakul (2021) after investigating 185 university students in Bangkok, Thailand. In Pakistan, a
similar result occurred after Shehzadi et al. (2021) investigated the relationship between digital learning and the
satisfaction of 374 students. Based on this evidence, this study formulated the first hypothesis:

Hi: Online learning quality affected student satisfaction positively.
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2.2. Online learning quality and word-of-mouth promotion

In their study investigating 91 customers of the regional development bank in Bali, Kusuma et al. (2021) showed
that service quality influenced WOM promotion positively. Likewise, after testing the responses of 374 students
in Pakistan, Shehzadi et al. (2021) confirmed the positive impact of online learning quality on word-of-mouth
promotion. Based on these results, this study formulated the second hypothesis:

Ha: Online learning quality affected word-of-mouth promotion positively.

2.3. Satisfaction and word-of-mouth promotion

It is assumed that students will communicate positive news about an institution if academically satisfied. Through
a survey of 447 students from Philadelphia, Applied Research, and Amman Private Universities, Khraim (2011)
demonstrated that student satisfaction positively impacted word-of-mouth promotion. After investigating 115
students in an open university in Indonesia, Mulyana and Ayuni (2015) affirmed that student satisfaction positively
affected this promotion. This propensity was also confirmed by Mestrovi¢ (2016) after studying 214 students of
the Rijeka University in Croatia.

In a further study, Melastri and Giantari (2019) examined the relationship between student satisfaction and word-
of-mouth promotion by surveying the students taking English for business classes at English First in Denpasar,
Bali. After reviewing the responses, they concluded that the more satisfied, the greater the students' tendency to
communicate their experience with their friends, family, etc. In another study, Giantari et al. (2021) supported this
finding as a result of investigating 260 students from state and private universities in Bali. Based on this evidence,
this study formulated the third hypothesis:

Hs: Satisfaction affected word-of-mouth promotion positively.

2.4. Research Model

By formulating the hypotheses in this study, the research model was depicted in Picture 1.

H, ()

Picture 1: Research Model

3. Research Method
3.1. Variable measurement

Based on Picture 1, this study used online learning quality as the exogenous variable by referring to three
dimensions and their indicators in Pham et al. (2019). Because the institution where this research took place did
not provide an e-learning system yet, the researchers removed the e-learning system as a dimension when
measuring online learning quality. Therefore, two relevant dimensions were investigated: (1) instructors and
course contents and (2) administration and support division (see Table 1).
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Table 1: Online learning quality with the relevant dimensions and indicators

Dimension Indicators Source
Instructor and The online instructors are well-informed in their field (ICS1). Pham et al.
course substances ~ The online course content is easy to use and put into practice (ICS2). (2019)
(ICS) The online course content motivates me to learn and study (IC3).

The difficulty and length of the assessments given are reasonable (ICS4).

The instructors respond promptly to my needs and questions (ICS5).

The instructors consistently provide outstanding lessons (ICS6).

The instructors plan and organize the content of the lessons well (ICS7).

The instructors create a learning environment that stimulates me to be
actively involved in sessions interactively (ICSS).

The instructors focus on my needs and keep me interested in the online
lessons (ICS9).

The online course materials are beneficial to me (ICS10).

The online course materials are up-to-date and appropriate for online
learning (ICS11).

The duration and difficulty of tasks assigned are reasonable (ICS12).

Administrating The administrative service division of the institution assists with
and supporting facilitating online learning for me (ASD1).
division (ASD) The administrative staff members keep me updated with the information

I need to participate effectively in online learning (ASD?2).

The administrative staff members punctually assist me (ASD3).

The administrative staff members provide exceptional service (ADS4).
The administrative staff members recognize my needs (ADS5).

The administrative staff members pay personal attention to me and my
needs (ADS6).

The administrative staff members have convenient working hours to
serve; therefore, I can contact them if needing their assistance (ADS7).

Furthermore, student satisfaction (SS) was treated by modifying the number of indicators utilized by Puriwat and
Tripopsakul (2021) from four to three as the first endogenous variable:

1.

The online learning platform used by Interkultural Edukasi Partner met my expectations during the
Covid-19 pandemic (SS1).

The online learning platform provided by Interkultural Edukasi Partner suited my needs and situation
during the Covid-19 pandemic better than onsite learning (SS2).

I enjoyed using the online learning platform provided by Interkultural Edukasi Partner during the
Covid-19 pandemic (SS3).

Finally, word-of-mouth promotion was used as the second endogenous variable. Three of six positive indicators
found in Goyetee, Ricard, Bergeron, and Marticotte (2010) were used to measure this variable. This method was

chosen because of the similar content in the indicators. The indicators utilized were as follows.

L.

I would recommend studying at Interkultural Edukasi Partner to my relatives and friends due to my
online learning experience (WOM1).

I would always speak positively about Interkultural Edukasi Partner to my relatives and friends
(WOM2).

I am grateful to be a learner at Interkultural Edukasi Partner (WOM3).

3.2. Population and Sample

The population for this research was the active students using online learning through Interkultural Edukasi
Partner, Indonesia, in 2022. Based on the institutional database, the population size (N) was 137. Moreover, the
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Slovin formula with the 5% error margin (e) in the first equation, cited from Suliyanto (2009), was applied to
obtain the sample size.

N
n=re )

137 137
1+137(5%)(5%)  1.3425
number, a simple random sampling method was used.

Applying this formula, the sample size was =102.04 = 103 students. After obtaining this

3.3. Method to collect the data

Following Hartono (2012), this study used a survey technique to collect the responses by distributing
questionnaires with closed questions to the students. Also, mentioning Hartono (2012), the five-point Likert scale
from significantly disagree to agree was utilized to measure the answers to the questions.

3.4. Method to analyze the data

Because the sample size was between 30 and near 100, the structural equation model (SEM) based on variance
was utilized. Moreover, to describe the relationship between the variables used in the first picture, two related
equations were used:

SS=v1 OLQ + & (2)
WOM = y,0LQ + BiSS + & 3)

Before estimating the path coefficients: yi, y2, and B1, answers to the items needed to be validated and met the

reliability test. Moreover, to check the validity, the confirmatory factor analysis was utilized, referencing Ghozali

(2014) and Sholihin and Ratmono (2013):

. For the first-order model, if the loading factor exceeded 0.5, the answer to the item was valid, and vice
versa. If lower than 0.5, the answer was invalid, and the related item must be removed.

. The loading factor needed to be available for the second-order model consisting of dimensions and
indicators. If the loading factor was higher than 0.5, the answer to the item was valid, and the dimension
could reflect the latent variables.

Moreover, to detect the reliability, this study used Cronbach Alpha and composite reliability coefficients with the
cut-off point of 0.7. If these coefficients were higher than this point, the respondent answers were reliable because
of consistency (Sholihin & Ratmono, 2013).

Because of the variance-based SEM, the model assessment based on f-square, R-square, and Q-square had to be
executed by following this cut-off point (see Ghozali, 2008):

. If the f-square was 0.02, 0.15, and 0.35, the partial effect of explanatory variables was small, medium, and
big.

. If R-square was 0.67, 0.33, and 0.19, the contribution of explanatory variables was strong, moderate, and
weak.

. If Q-square was more significant than 0, the model had a predictive ability.

4. Results and Discussion
4.1. The demographic features
The survey was conducted in May 2022, and 45 students responded; thus, the response rate was 45/103 = 43.96%.

The demographic features containing gender and age, and academic characteristics, such as entrance year and
current phase, were noted in Table 2.
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Table 2: The demographic and academic features of the students participating in this survey

Demographic Features Description Total Percentage

Gender Males 17 37.78%
Females 28 62.22%

Age 20 2 4.44%
21-30 9 20.00%

31-40 18 40.00%

41-50 7 15.56%

51-60 7 15.56%

61-66 2 4.44%

Academic Features Description Total Percentage

Entrance year 2012 3 6.67%
2016 2 4.44%

2018 2 4.44%

2019 6 13.33%

2020 11 24.44%

2021 15 33.33%

2022 6 13.33%

Current phase One 3 6.67%
Two 8 17.78%
Three 8 17.78%
Four 19 42.22%
Five 6 13.33%

Six 1 2.22%

4.2. The Instrument Examination Result

To detect the validity and reliability of answers, we used Smart PLS, as Ghozali (2008) suggested. In the first step,
after performing the confirmatory factor analysis, invalid responses were obtained from students to indicators
ASD7,1CS1, and ICS4, displayed by the loading factor o 0.310, 0.480, and 0.497. Following Sholihin & Ratmono
(2013), these answers must be removed because of below 0.5. After that, we retested this validity and confirmed
that the responses from students to the rest of the items (ICS, ASD, SS, and WOM) were valid, as reflected by the
loading factor above 0.5, as seen in Table 3 in Panel A. Also, we got that the loading factor for the two dimensions
of online learning quality was higher than 0.5: 0.946 for LV_ICS and 0.898 for LV_ASD: These dimensions

reflected online learning quality well.

Table 3: Final Validity and Reliability Examinations

Panel A. Validity Testing Result by Confirmatory Factor Analysis

Loading factor

Indicator/Dimension ICS ASD OLO 3S WOM
ICS2 0.759 - - - -
ICS3 0.823 - - - -
ICS5 0.521 - - - -
ICS6 0.776 - - - -
1CS7 0.773 - - - -
ICS8 0.862 - - - -
ICS9 0.861 - - - -
ICS10 0.876 - - - -
ICS11 0.667 - - - -
1CS12 0.750 - - - -
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Table 3: Final Validity and Reliability Examinations
Panel A. Validity Testing Result by Confirmatory Factor Analysis

Loading factor

Indicator/Dimension ICS ASD OLO 3S WOM
ASD1 - 0.913 - - -
ASD2 - 0.791 - - -
ASD3 - 0.763 - - -
ASDA4 - 0.810 - - -
ASDS - 0.892 - - -
ASD6 - 0.855 - - -
LV_ICS - - 0.946 - -
LV_ASD - - 0.898 - -
SS1 - - - 0.917 -
SS2 - - - 0.889 -
SS3 - - - 0.913 -
WOMI - - - - 0.904
WOM2 - - - - 0.926
wWOM3 - - - - 0.938
Panel B. Reliability Testing Result by Cronbach Alpha and Composite
Reliability Analyses
Dimension/Variable ICS ASD OLQ SS WOM

Cronbach Alpha 0.923 00915 0.943 0.892 0.918

Composite reliability 0.936 0.934 0.950  0.932 0.945
Source: Adjusted Output of Smart PLS

Next, the Cronbach Alpha resulted from the reliability detection for accurate answers to ICS, ASD, OLQ, SS, and
WOM was above 0.7: 0.923, 0.915, 0.943, 0.892, and 0.918, and composite reliability for ICS, ASD, OLQ, SS,
and WOM was higher than 0.7: 0.936, 0.934, 0.950, 0.932, and 0.945 (see Panel B). Since this result was attained,
the responses are consistent; hence, the reliability test was achieved.

4.3. The assessment of the estimated model

An assessment of the model was essential before estimating the path coefficients and their significance.
Consequently, the f-square, R-square, and Q-square scores must be calculated as noted in Table 4:

a.

The f-square score for the partial influence of OLQ on SS was 0.509, meaning that the OLQ impact on SS
was enormous. Meanwhile, the f-square scores for the partial effects of OLQ and SS on WOM were 0.002
and 0.3714, indicating that the relationship between OLQ and WOM was weak, but the relationship
between SS and WOM was substantial.

The R-square for SS = f(OLQ) was 0.509 and for WOM = f(OLQ, SS) was 0.454. Because these values
exceeded 0.35, the impact of all explaining variables was moderate.

The Q-square for SS = f(OLQ) was 0.396 and for WOM = f(OLQ, SS) was 0.288. These values exceeded
0; thus, the model could predict student satisfaction and WOM.

Table 4: The measurement to assess the model

Equation Causal relationship f-square R-square Q-square
SS =f(OLQ) OLQ = SS 0.509 0.509 0.396
WOM = {(OLQ) OLQ - WOM 0.002 0.454 0.288

SS > WOM 0.371

Source: Adjusted Output of Smart PLS
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4.4. The model estimation result

The adjusted Smart PLS output was shown in the model estimation in Table 5. This output showed that the

probability of the t-statistic for the path coefficient related to hypotheses one, two, and three was 0.000, 0.858, and

0.006, respectively. Based on these results, it could be stated that:

a. The positive effect of OLQ on SS and SS on WOM was significant because each probability was below a
5% significance level.

b. The positive effect of OLQ on WOM is insignificant because the probability exceeded this 5% level.

Table 5: The estimation of path coefficients and their significance associated with the examination

of the hypothesis
Hypothesis Cagsa.l Path Coefficient Stagdgrd t-statistic Probability
association deviation
I OLQ - SS 0.714 0.081 8.861 0.000
I OLQ - WOM 0.044 0.246 0.179 0.858
11 SS > WOM 0.642 0.233 2.759 0.006

Source: Adjusted Output of Smart PLS
4.5. Discussion

This study showed that online learning quality significantly positively affected student satisfaction concerning
hypothesis one. Based on this evidence, this study result was confirmed by Pham et al. (2019), Tj and Tanuraharjo
(2020), Puriwat and Tripopsakul (2021), and Shehzadi et al. (2021). The success and quality of online learning, in
turn, could not be separated from the quality of the lecturers or instructors who provided the online instruction and
their teaching materials. In this study, the loading factor of ICS5 was the lowest: 0.521 (see Table 3 in Panel A).
This item referred to the prompt response of lecturers or instructors to students' needs. In other words, most
students assumed that lecturers or instructors responded slowly to the needs of students. The same situation was
supported by Cahyawati and Gunarto (2020) as one of the obstacles to online learning. To overcome it, the lecturers
must personally understand the characters of each student by providing extra time outside their online classes.

When testing hypothesis two, this study found that online learning quality did not affect word-of-mouth promotion.
In contrast, after examining hypothesis three, student satisfaction significantly and positively impacted word-of-
mouth promotion. Statistically, it showed the mediating effect of student satisfaction on the relationship between
online learning quality and word-of-mouth promotion. This communication would become an effective promotion
tool if the students were satisfied with the learning services. The absent impact of online learning quality on WOM
promotion was confirmed by Kusuma et al. (2020). However, the positive effect of student satisfaction on WOM
promotion was verified by Khraim (2011), Mulyana and Ayuni (2015), Mestrovi¢ (2016), Melastri and Giantari
(2019), and Giantari et al. (2021).

5. Conclusion

This study aimed to investigate and analyze the influence of online learning quality on student satisfaction and
word-of-mouth promotion and the impact of student satisfaction on word-of-mouth promotion. After analyzing
the survey responses of the students studying at Interkultural Edukasi Partner in Indonesia, this study found that
online learning quality positively influenced student satisfaction; however, online learning quality did not.
Meanwhile, student satisfaction positively affected this promotion.

Although successfully proving the relationship between online learning quality and student satisfaction and the
association between this satisfaction and word-of-mouth promotion, this study still had limitations: the small
sample size and the few variables utilized. Concerning the small sample size, further research is needed within
educational institutions having larger student populations, such as over 200 students, to confirm and verify the
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results and conclusions better than this study. Furthermore, to overcome a few variables, future research could add
some variables, for instance: institutional image and perceived value, as the antecedence of student satisfaction
and word-of-mouth promotion.
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