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Abstract   

The utility of the Distance Learning Service Quality Scale (DL-
SQUAL) (Shaik, Lowe & Pinegar, 2006) was investigated within a 
sample of 200 distance learning students of the National Open 
University of Nigeria (NOUN) Ibadan study Centre. It is a self-rating 
questionnaire. It consists of 23 items. The sample consists of 108 male 
and 92 female, with a mean age of 40.63 years old.  Results suggested 
that the three subscales structure (Instructional Service Quality, 
Management and Administrative Services and Communication) of the 
DL-SQUAL was confirmed, and adequate internal reliability for the 
three subscales was demonstrated as well. It appears that the DL-
SQUAL is a useful measure for assessing service quality of online 
distance learning among Nigerians distance learning students of 
NOUN and can be used to further our understanding about quality of 
distance learning in Nigeria. 
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Internet has brought about a high level of competition among institutions 
operating a distance learning mode of study as a result of the large number of students 
seeking admission into higher institution and those on full time jobs that needed to 
boost their career. The internet is the best medium of educating these categories of 
students. 
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Service quality has received much attention in the marketing and health care 
literature (Carman, 1990; Cronin and Taylor, 1994; Parasuraman, Zeithaml, and Berry, 
1985;  Parasuraman, Zeithaml, and Berry, 1988; Gronroos, 1993; Zeithaml and Bitner, 
1996). Service quality is defined in the marketing literature as a post consumption 
evaluation of services by consumers that compare expectations with perceptions of 
performance (Parasuraman, Zeithaml, and Berry, 1988). 
 
Purpose  

The purpose of this study is to validate and find the psychometric properties of 
the(Shaik, Lowe & Pinegar, 2006) scale for measuring service quality of online 
distance learning among Nigerians distance learning students of the National Open 
University of Nigeria. 

The objective of this study was to assess the level of success of internet based 
distance learning which is a recent trend whereby students learn from the comfort of 
their homes and offices. 
 
Method  
Samples  

Participants in this study are 200 students of the National Open University of 
Nigeria, Ibadan Study Centre. They were informed about the purpose of the study 
which was to find the psychometric properties of the scale for measuring service 
quality of online distance learning in Nigeria. The sample consisted of 108 male 
representing 54% and 92 female representing 46%, with a men age of 40.63 years old. 
Purposive sampling method (Sekaran & Bougie, 2010) was used in this study.  
 
Instrument  

The Distance Learning Service Quality Scale (DL-SQUAL) developed by 
Shaik, Lowe and Pinegar (2006) was used in this study. The scale consists of twenty-
three items. All the items are positively worded. Participants were asked to answer each 
item by indicating their agreement with each statement by using the following scale: 
1=strongly disagree, 2= disagree, 3= neutral, 4= agree and 5= strongly agree.Shaiket’al 
(2006) also reported the reliability and validity of the scale. 
 
Data Analysis  

Data were analyzed using SPSS 22.0 computer programme based on the 200 
retrieved questionnaires from the sample selected for the study. The main analysis is to 
assess the reliability, factor structure, and validity of the instrument. The factor 
structure was examined by Principal Component Analysis (PCA) and the internal-
consistency was measured using Cronbach’s Alpha. 
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Results and Discussion 
Firstly, the result of the mean and standard deviation of the Distance Learning 

Service Quality Scale was presented.Analysis indicated the mean value of DL-sQUAL 
is 4.249 and the standard deviation of the scale is .82  

The internal consistency of the Distance Learning Service Quality was 
determined using item total analysis and the result shows that the 23 items scale have 
an average level of internal consistency with overall Cronbach’s Alpha of .827. This 
implies that all the items of the scale are consistent in measuring Distance Learning 
Service Quality. Based on the strong cronbach’s alpha coefficient, no item was 
removed from the scale and the result is presented in Table 1 below: 
 
Table 1: Item Total Analysis Summary Showing Internal Consistency of Distance 
Learning  Service Quality Scale   
 

 
Scale Mean if 
Item Deleted 

Scale Variance 
if Item Deleted 

Corrected Item-
Total 
Correlation 

Cronbach's 
Alpha if Item 
Deleted 

1 93.3150 95.131 .486 .816 
2 93.0850 97.013 .554 .815 
3 92.7800 105.569 .089 .828 
4 93.2400 98.163 .490 .817 
5 92.8900 103.686 .246 .826 
6 93.3900 91.294 .266 .843 
7 95.3850 101.534 .168 .830 
8 93.4400 96.268 .447 .817 
9 92.8150 104.141 .237 .826 
10 92.9650 102.225 .289 .824 
11 93.7050 95.616 .524 .814 
12 93.5250 96.421 .492 .816 
13 93.3150 97.634 .448 .818 
14 92.9400 101.212 .334 .823 
15 93.3300 95.478 .544 .814 
16 93.6200 97.393 .468 .817 
17 92.8050 105.685 .040 .829 
18 94.8900 90.993 .459 .818 
19 93.4450 96.168 .541 .814 
20 92.8150 104.021 .207 .826 
21 94.2350 92.412 .506 .814 
22 94.0950 92.207 .521 .813 
23 94.0350 91.220 .537 .812 
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The 23 items scale has a high internal consistency. The result is excellent, it 
will be observed from table 1 that no item was removed from the scale because of the 
excellent reliability. After examining the descriptive statistics of the items, Principal 
Component Analysis (PCA) was conducted. First, Bartlett test of Sphericity was 
calculated to examine if the correlation matrix in the factor analysis is an identity 
matrix. As shown in Table 2, the Bartlett Sphericity test is highly significant, x2 (200) 
=1926.415, p.000, hence factor analysis is suitable. The Kaiser Mayer Olkin that 
measure sample of adequacy (MSA=.749) was greater than the minimal accepted level 
of .5. This result indicates that the study has fulfilled the sampling adequacy 
requirement for factor analysis (Field, 2005; Hair, Anderson, Tantham, & Back, 1998; 
Kaiser, 1974). Based on the Bartlett test of Sphericity and the Kaiser Mayer Olkin, it 
can be concluded that DL-sQUAL Scale met the requirement for the implementation of 
PCA. 
 
Table 2:KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy. 

.749 

Bartlett's Test of Sphericity Approx. Chi-Square 1926.415 
Df 253 
Sig. .000 

 
 

Construct validity measures the extent to which the item in a scale all 
measuresthe same construct (Natasa, 2010). Validity of DL-sQUAL was examined 
through the use of the PCA (Natasa, 2010; Grove, Burn & Gray, 2013). Factor analysis 
method was used to access the construct validity of the instrument. Principal 
Component Analysis (PCA) determines the factors accounting for the total variance of 
the specific construct. The factor analysis revealed six factors with eigenvalues above 
1.0, which accounted for 60.358% of the total variance (Table 3).The construct validity 
of the 23 items are further analyzed and the result is presented in Table 3 below: 
 
Table 3: Summary Showing Initial Factorization of Components in the Distance 
Learning  Service Quality Scale  
 
Components  

 Extraction Sums of Squared Loading      
Total  % of Variance Cumulative % 

1 
2 
3 
4 
5 
6 

5.567  
2.422  
2.096  
1.316  
1.289  
1.194 

24.203  
10.529  
  9.111  
  5.720  
  5.604  
  5.190 

24.203 
34.732  
43.843  
49.563  
55.167  
60.358 

The Intuition, Volume 7 No 1, May, 2016   ISSN 2276 - 9692 

The Intuition 



190 

 

 
The result in Table 3 shows that 6 components were extracted from the total scale using 
Principal Component Analysis method based on square loadings of the components. 
With these six components (constructs), it will be observed that 60% of the total scale 
variation had been explained which implies these factors have captured the 23 items 
very well. Consequently, item membership of the six components is analyzed and the 
result is presented in the Table 4 below: 
 
Table 4: Summary Showing Item Membership of Components and 
Factor Loadings using Varimax Rotation Method 
 

 
Component 
1 2 3 4 5 6 

1 .614 .021 .352 .101 .025 -.125 
2 .614 .057 .545 -.071 .130 -.001 
3 .206 -.021 .108 -.074 .083 .800 
4 .574 .153 .407 -.293 .141 -.021 
5 .089 .062 .656 .252 -.082 .220 
6 .286 .081 .135 -.058 .152 -.644 
7 -.001 -.042 -.049 .072 .814 -.134 
8 .419 -.041 .357 .111 .486 .090 
9 -.037 .095 .318 .639 .103 -.038 
10 .124 .084 .130 .754 -.006 -.051 
11 .771 .244 -.171 .055 -.162 -.005 
12 .797 .185 -.217 -.029 -.129 -.012 
13 .653 .008 -.045 .151 .113 -.030 
14 .183 .126 .055 .715 .093 .070 
15 .663 .049 -.017 .194 .274 -.007 
16 .610 .062 .105 .063 .160 .075 
17 -.211 .056 .578 .083 .040 -.028 
18 .246 .380 .014 .047 .602 .109 
19 .453 .432 -.082 .193 .155 .114 
20 .056 .052 .447 .253 -.005 -.169 
21 .090 .902 .140 .105 -.017 -.055 
22 .105 .950 .069 .062 -.003 -.052 
23 .125 .888 .046 .108 .098 -.048 
Extraction Method: Principal Component Analysis.  
 Rotation Method: Varimax with Kaiser Normalization. 
a. Rotation converged in 7 iterations.  
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It is clear from the result in table 3 above that items 1, 2, 4, 11, 12, 13, 15, 16 
and 19 make the first component, second construct comprises of 21, 22 and 23, also, 
items 5, 17 and 20 make the third component, items 9, 10 and 14 falls under the fourth 
component, items 7, 8 and 18 make the fifth component and items 3 and 6 make the 
sixth component. This means that the scale measures Distance Learning Service 
Quality in six dimensions which could be named: Management and Staff (Component 
1), Communication (Component 2), Information (Component 3), Website (Component 
4), Contact (Component 5), and Qualification and Personnel (Component 6). 
 
Conclusions  

As a summary, the distance learning service quality scale developed by Shaik 
et al (2006) is seen as a reliable and valid scale for the measurement of distance 
learning among National Open University of Nigeria (NOUN) students.  Principal 
Component Analysis yielded six components of service quality which is in accordance 
with six factors of Distance Learning Service Quality scale, which is higher than the 
three factors of the original developers of the scale.The reliability of the scale in this 
population was high. The Cronbach Alpha was .827. 

Even though this instrument has proven to have excellent psychometric 
properties for this population, further validation studies are necessary to support this 
finding, especially with more diverse population. In addition, for validation purpose, 
this scale could also be achieved by correlating this instrument with other instruments 
that measure quality of distance learning.  Furthermore, these findings are limited by 
the use of a limited number of respondents from just one location. It is suggested that a 
bigger population should be studied including the conventional universities that 
operates a distance learning mode of study in Nigeria.  
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