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Abstract

E-learning stands for Electronic Learning. E-Leagnsystems are becoming mature technologies toosupp
study method in the university. However, therefactors frequently cited as the major reason ferfdilure of
E-Learning system in post implementation is “UsesiRtance”. E-Learning implementation doesn't firédter
the program run, instead the real test of the systarts when a user begins using the system. Bire parpose
of this study is to investigate the factors thdluence user resistance in E-Learning post impléatzm stage.
To achieve this objective, the quantitative methieas conducted with 400 E-Learning end users. Theltre
shows Resistance due to change, User Age, Cufitrdy method, User Expectations, Previous Bad Hspes,
Lack of Education, Training are the factors behisdr resistance. Recommendations and guidelineoid aser
resistance in E-Learning post implementation ie aiesented. The benefits and outcomes of thiy sl aid
university to overcome user resistance in post &rhieag implementation.

Keywords: User resistance factor; E-Learning; Post ImpleniemtaUTM E-Learning

1. Introduction

E-learning appeared in the late 1980s, howeverhitstery of computing in university can be tracextkbto the
beginnings of computer history. However, many @& tlrrent e-learning literatures dwell more ondkternal
uses of e-learning such as a service to studattserrthan on its internal use within the univgr§lf]. Several
studies have looked at the challenges faced in abeeptance and adoption of new information and
communication technologies [2]. [3] Identified usessistance as a major factor that militate agathst
integration of information and communication teclogy in educational activities. The objectives loistpaper
is to identify the factors that influence user seamice in e-learning. This research is intende@tdsvfinding the
user resistance in post E-Learning implementatitence, the purpose is to identify the reasons lebser
resistance after implementation. Therefore, in t@ngt to explore user resistance issues in pdstdning
implementation stage.

2. M ethodology

The research reported in this paper aimed to antheequestion:
“What are the factors that influence user resigane-learning post-implementation?”

This study aimed to identify the factors that ulihce user resistance in e-learning post
implementation. Followed by presenting recommendatiand guideline to organizations to avoid user
resistance in E-Learning system. To achieve theablyg of this study, a quantitative research nahamyy
was used. This research involved surveying a reggpanof 400 of E-Learning end users. The survey
involved a number of predefined questions and waslacted by means of an online survey and gethiag t
answers back in the form of online responses. Tyvelosed ended questions provide quantitative dath
required a participant to choose from a given $eegponses. The collected data have been anabyed
using (SPSS) software.

2.1 Case Description

This study is focused on the e-learning in Uniwtéfsknologi Malaysia (UTM) located in (Kuala Lumpuiohor
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Bahru). According to Deputy Dean of UTM School aga@uate Studies (Sarmin, 2013) the population steti
of 13,524 postgraduate students, 10,000 undergtaditudents and 1200 academic staff. In this st@fly
persons answered to the online questionnaire fiifferent faculty, different gender, different leval education,
different field of study with different situationg., lecturer and students).

3. A Consideration of Factorson the User Resistancein UTM E-L earning in post-implementation

User resistance factors founded and collected feweral IS publications, MIS journals and artickes well as
IT literatures are presented in the following table

TABLE 1: User resistance factors found from IS jedtions and MIS journals

I

NO Factors Definitions

1 | Resistance Due to ChangdJser resist, because they react to any change.e®planation is tha
[4,5,6,7,8,9,10,11,12,13,14,15]1users with bad experiences have been more resistanc
6,17,18,19,20,47]

2 | UserAge According to some considerable evidence older umergager to refuse
[5,10,11,13,14,15,17,21,22,232e-learning whereas the younger users are moregigzt in accepting E-
4,25,26,27] learning.

3 | Lack of Educations The users who is in a higher academic level maerasted in using ne
[5,13,23,25,28,29,30,31,32,33] technology.

4 | Cultural study method In an international university, every person hasirttown culture and
[11,12,13,15,34,35,36,37,38,39]study method and actually culture can affect theeafse-learning.

5 | Previous Bad Experience There are many strong evidences that prove thettiattthe notion ang
[7,11,15,23,40,41,48] negative previous experiences in E-learning affieetpersistence of thi

new system.

6 | User Expectations Impact of user’s high expectation from the res@ifiuture performance o
[5,6,7,11,34,48,43,44,45] E-Learning, cause users to accept or resist in EFarning

7 | Training Training is an important factor which diffuses awnenformation
[5,6,11,12,33,34,37,42,46] technology as a mechanism.

]

f

4. Data Collection and Finding
In order to investigate this research, questioenairs been used to gain information from E-Learnseys were
conducted at (UTM) University in Kuala Lumpur ar@hdr Bahru city in Malaysia via online form. Thepgoof
the questionnaire has been sent to all studentteanders of the university in the (Kuala Lumpimhor Bahru),
but only 400 forms have been received. Universitiitdogi Malaysia (UTM) is located in Kuala Lumpuhé
capital city of Malaysia) and Johor Bahru (the beuh city in Iskandar Malaysia) which is a vibraebnomic
corridor in the south of Peninsular Malaysia. Theme seven factors identified in this study, whach labeled as
user resistance factors in UTM E-Learning in pogtlementation, they are as follows:

1-
2.
3-
4-

Resistance Due to Change
User Age

Lack of Education

Cultural study method

5- Previous Bae@teqre
6- User Expectations
7- Training

The reason for selecting seven factors as the maiposes of this research are resistance factotsTof e-
learning post-implementation from user perspectige technical. In discussing the findings of thisdy, we
shall deal with each factor and questions assatiatth its Statistics analysis.

4.1 Factor 1. Resistance Dueto Change

Table 2 Shows that the percentage of the stronglgeaand agree total respondents, composed of 7186
indicated that the majority of respondents stanth whe phrase that agree with the factor (Resistddwe to
Change) and the E-Learning provided to them wetesatisfied with the technical needs and actu&lgytdon't
willing to cooperate with the changes in the new wastudying with the E-learning system, but thede are
not agree their percentage total to 13.2% and tiwbeehave answer (neutral), their percentage otliemsample
is 9.2%.
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Table 2: Frequency distribution for Resistance Ru€hange factor
Question S.disagree | Disagree | Natural | Agree | S.agree

I am not satisfied with E-learning system 12 37 44 244 63

implementation because of technology-related fagtor

such as; the user interface, performance, seceaise

of use, degree of centralization

| am not satisfied with the technical needs and 8 38 47 210 97

sophisticated  skills required after E-learning

implementation.

I am not willing to cooperate with the changesthe 8 55 20 219 98

new way of working with the E-learning systegm

because it changes my social structure and student

structure, sturdy structure.

4.2 Factor 2: User Age

Table 3 Shows that the percentage of the stronighgdee and disagree total respondents, composed. T,
this indicated that the majority of respondentaidsawith the phrase that agree with the factor (Wgge) and
the E-Learning provided to them were Disproporttenand not interesting, but those who are agrei the
percentage total to 21.2% and those who have ar(ssetral), their percentage out of the sample186/

Table 3: Frequency distribution for User Age factor

Question S.disagree | Disagree | Natural | Agree | S.agree
Overall | think that E-learning is easy to use, 2 90 39 149 120
and actually | think that the use of E-learning
would increase my productivity.
| think that the use of E-Learning |s 0 53 13 269 65
Disproportionate with my way of study.
| think that E-Learning is awkward to use. 0 110 33 132 123

4.3 Factor 3: Lack of Education

Table 4 Shows that the percentage of the strorgkyeaand agree total respondents, composed of 66.2%
this indicated that the majority of respondentsidsawith the phrase that agree with the factor KLaic
Education) and the E-Learning provided to them westfits and actually they thinks that studentd an
lecturer, who have computer faculties are morerésted to use E-learning , but those who are n@eag
their percentage total to 13% and those who hagev@n(neutral), their percentage out of the sangle
20.8%.

Table 4: Frequency distribution for Lack of Eduoatfactor

Question S.disagree | Disagree | Natural | Agree | S.agree
| think that the use of E-Learning does not|fit 0 58 71 231 40
my expertise and needs
| think that students and lecturer, who have 31 18 89 160 102
computer faculties are more interested to use¢ E-
learning
Are you interested to use E-Learning 0 49 89 138 4 12

4.4 Factor 4: Cultural study method

Table 5 Shows that the percentage of the stronglgeaand agree total respondents, composed of 4286
indicated that the majority of respondents starnth thie phrase that agree with the factor (Cultstadly method)
and the E-Learning provided to them were opposite awn studying cultural method and actually theyuld
prefer to study by conventional method, but tho$® \@re not agree their percentage total to 39.88stlawse
who have answer (neutral), their percentage otli@sample is 17.4%.
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Table 5: Frequency distribution for Cultural studgthod factor
Question S.disagree | Disagree | Natural | Agree | S.agree
Do you believe that E-learning is opposite to youn 34 112 75 160 19
studying cultural method.
Overall | think that E-learning is not easy to used 73 124 64 72 67
actually | would prefer to study by conventionalthuel.

4.5 Factor 5: Previous Bad Experience

Table 6 Shows that the percentage of the stroraggste and agree total respondents, composed of 64%,

this indicated that the majority of respondentsidsawith the phrase that agree with the factorviBus

Bad Experience) and they think that Previous BafdeErnce one of the important reasons to resist E-
Learning, but those who are not agreed their péagentotal to 17% and those who have answered

(neutral), their percentage out of the sample ¥%.19

Table 6: Frequency distribution for Previous Bag&mence factor

to user resistance to E-learning.

Question S.disagree | Disagree | Natural | Agree | S.agree
| think that previous bad experiences with an Eviger 16 24 80 232 48
may lead to a preventing effect on using E-learning
methods.
| think that the fear of the losing personal datyrtead 24 72 72 216 16

4.6 Factor 6: User Expectations

Table 7 Shows that the percentage of the stronglgeaand agree total respondents, composed of 5586
indicated that the majority of respondents stanilks the phrase that agree with the factor (Userdetgtions)
and the E-Learning provided to them were oppoditewn expectations in the University E-Learningtsys,

but those who are not agreed their percentage tot&l7.7% and those who have answer (neutral)s thei

percentage out of the sample is 16.9%.

Table 7: Frequency distribution for User Expectagidactor

excessive expectations from me.

Question S.disagree | Disagree | Natural | Agree | S.agree
The E-learning system offered the same benefit$ as 65 91 54 129 61
expected.
New E-learning system does not meet my expectations 21 77 93 132 77
regarding ease of use, User interface design |and
increases my study load.
| thought the E-learning system will reduce my gtud 11 102 38 200 49
load , but it is not the case instead it provedoéoa
complex system.
| think that the use of E-learning could lead tore@ased 16 60 86 190 48

4.7 Factor 7: Training

Table 8 Shows that the percentage of the strorzggst and agree total respondents, composed ¢#52.6
this indicated that the majority of respondentsidgsawith the phrase that agree with the factorifimg)
and the training provided to them were not enotgit those who are not agreed their percentage ttwtal
32% and those who have answered (neutral), theseptage out of the sample is 15.4%.
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Table 8: Frequency distribution for Training factor
Question S.disagree | Disagree | Natural | Agree | S.agree

There were not insufficient training provided to préor 2 98 61 167 72

to the E-learning implementation (pre-implementa)ip

regarding the changes of study processes.

There are not insufficient training provided to wiger 1 98 54 127 120

E-learning system goes live (post-implementati@ye}

regarding the system functionality and the advanced

features of the software.

I did not get a clear idea of the nature usage taed 2 183 70 96 49

rationale for implementing the E-learning system

because of insufficient training.

5. Research Model and Hypothesis

According to the Table 10, from the E-Learninght@ical and user perspective, the most critical and
meaningful resistance factor in UTM E-Learning ospimplementation are User Age,Lack of Educatioiti€al
study method, Previous Bad Experience, Trainingr Bxpectations, Resistance Due to Change.
TABLE 9: User resistance factors in post UTM E-Learnmglementation ordered by their mean

Rank Factors Mean
1 User Age 3.79
2 Training 3.75
3 Lack of Education 3.72
4 Resistance Due to Change 342
5 Cultural study method 341
6 User Expectations 341
7 Previous Bad Experience 341

This section shows statistical analytical resuttstdst hypothesis

authorsperformed interpretation for each hypothesjmrately.
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FIGURE 1: Model of user resistance in ERP Postémantation
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base with the aim of this papere the

Correlation coefficient (CC) is a statistical toaded to study correlations between a set of vasabFor
example, a CC is used to learn a relationship bevieo variables, and then the user can take aidaaipon a
learnt relationship.Pearson’s, Kendall and Speasr@orrelation coefficients are well known CC typés this
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research, the Pearson’s —CC were used in ordesasa the influence between the factors of tharesenodel.

e Hypotheses 1. (user age) lead to (training) relationship analys 0.90 that indicates very strong
correlation between User age and training. Thiduis to 63.8%, respondent replays were agreed with
the statement that use of E-Learning is dispropoatie with own way of study and 78.9% respondent
replays were agreed with the statement that thi@img provided to them were not enough. This
supporting the research hypotheses which The I@vetlearning, training is influenced by the users’
age. This indication has come from empirical daléctv show that the user was older facing difficulty
with training in post implementation stage. Usesw@rs show that the training was only in pre
implementation stage and there was not any kirtdagfee during post implementation stage.

e Hypotheses 2: (lack of education) lead to (training) analysis 8% that indicates very strong
correlation between lack education and trainirtysTs due to 67.6%, respondent replays were agreed
with the statement that the Training provided tenthwere not fit and actually they think that studen
and lecturer, who have computer facilities are ninterested to use E-learning. This supporting the
research hypotheses which the level of e-learnimgining is influenced by users’ lack of
education .This indication has come from empiraata which and User answers show that the students
and lecturer, who have computer faculties are rnmiegested to use E-learning and they do not need t
any more training in post implementation stage.

e Hypotheses 3: (cultural study method) Lead To (user expectati@mglysis =0.84 that indicates very
strong correlation between cultural study methadl @ser expectations. This is due to 65%, respdnden
replays were agreed with the statement that thedffing provided to them were opposite with own
studying cultural method and actually they woulgfer to study by conventional method. This
supporting the research hypotheses whichUser eagi@ttof e-learning is influenced by the users’
cultural study method.This indication has come frempirical data which and User answers show that
the E-Learning provided to them were opposite ohaxpectations in the University E-Learning
system.

« Hypotheses 4:(previous bad experience) lead to (users' expeogtianalysis =0. 88 that indicates very
strong correlation between previous bad experieané users' expectations. This is due to 85.3%,
respondent replays were agreed with the statentet grevious bad experiences may lead to a
preventing using E-learning methods. This suppgrthre research hypotheses whichUser expectation
of e-learning is influenced by users’ previous leagderience. This indication has come from empirical
data which and User answers show that that Edileg@system does not meet own expectations.

e Hypotheses 5:(training) lead to (resistance due to change) amaly0.61 that indicates natural
correlation between training resistance due to glaifhis is due to 78.9%, respondent replays were
agreed with the statement that training for E-Lewayrsystem provided to them were not enough. This
supporting the research hypotheses whichResistdneeto change of e-learning is influenced by
Training. This indication has come from empiricatal which and User answers show that the E-
Learning provided to them were not satisfied with technical needs and actually they don't wiltimg
cooperate with the changes in the new way of stgdyiith the E-learning system.

« Hypotheses 6:(users' expectations) lead to (resistance due émgd) analysis =0.80 that indicates
strong correlation between users' expectationstandsistance due to change. This is due to 60.4%,
respondent replays were agreed with the staterhanhthe E-Learning provided to them were opposite
of own expectations in the University E-Learningsteyn. This supporting the research hypotheses
which resistance due to change of e-learning laéntted by user expectation. This indication haseco
from empirical data which and User answers show thay are not willing to cooperate with the
changes in the new way of working with the E-leagrsystem.

The general findings show that the strongest tatiom is =0.90 between the factor (user age ) with
(training), it follows with correlation (0.88) bet&n (previous bad experience) with (users' expent then
(0.85) for (lack of education) with (training), Theorrelation between(cultural study method) withsgiu
expectations)found to be (0.84), then (0.80) fme(s' expectations) with (resistance due to chatige)natural
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correlation between (training) with resistance thuehange).

Lack of b
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/" Cultural study 0.84
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e
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FIGURE 2: Model of user resistance in post UTM Eatréng implementation and the influence percentage
between the factors.

6. Conclusion and Future Work

Of the users' perspectives an equally importané ttm come direction is a psychological understagéior
example previous research discussed attitude s$treatitude structure, and resistance to Changealteration,
however, the attitude strength and structure hatdeen examined and system in post implementateage for
a user, there may be negative perceptions towale4earning.Users may have perceptual experigihcegs
resistant behaviors will not exist, it is possitihat if an mental attitude is not strong enoughrarg attitude
may exhibit a greater degree of opposition andhendther hand, users with negative perceptions.3tigdy
provides a foundation upon which time to come redean user resistance can be constructed.Oneefutur
direction for this line of research is developingnadel of user resistance based on the key driicgrsiser
resistance;Of futurity in user resistance reseamchuld also analyze this line and the determinatidn
opposition behaviors identify which reasons arertiost important.
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