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Supporting the Academic Leadership to Improve the Quality of E-learning
Service at Al Baha University in Light of the Corona Pandemic According to
.the (SERVQUAL) scale
Dr. Khadijah Maqbool AL-Zahrani

Associate Professor of Administration and Educational Planning, College of Education - Al Baha University

Abstract:

The study aims to recognize the level of academic leadership support to improve the quality of e-learning
service in Al Baha university during the Corona pandemic by measuring the gap between the perceived
and expected service based on the (SERVQUAL) scale, The study used the descriptive-analytical
method, The study also used two tools the questionnaire and the interview methods. The researcher
developed a questionnaire based on the (SERVQUAL) scale, the value of the questionnaire consisted of
43 items distributed according to five( leading level to support the technical side, leader level supporting
dependence, leader level support response, leader level safety, leader level sympathy). The questionnaire
was covered 307 by a random sample of Al-Baha University. The students answered the questionnaire
paragraphs twice at the same time, the first time according to the perception and the second according to
the expectation. The personal interview tool was also used with a number of academic leaders according
to the intentional sample. The study reached a number of results, the most important of which were: The
level of academic leadership support to improve the perceived and expected quality of e-learning service
at Al-Baha University from the students’ point of view is at an average level. The study also revealed
a moral gap in favor of students’ awareness of the level of academic leadership support to improve the
quality of e-learning service. The study put a number of recommendations that would assist academic

leaders in improving quality service academic e-learning.
Keywords: Academic leadership, Service quality, E-learning, corona pandemic.
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