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INTRODUCTION

COVID-19, a public health crisis of worldwide importance, was announced by the World Health
Organization (WHO) in January 2020 as a new coronavirus disease outbreak and was reported as
a pandemic in March 2020. Malaysia reported the first priest’s death in Sarawak due to the virus on
March 17. The increase in the number of cases to more than 500 cases by mid-March forced the
government to make more rigid regulations.

The Coronavirus 2019 (COVID-19) pandemic has caused extraordinary challenges in the global
education sector (Crawford et al., 2020). Most countries temporarily closed educational institutions
in an attempt to contain the spread of the virus and reduce infections (Tria, 2020). Face-to-face
education has ended by numerous schools, universities, and colleges. Educational agencies are
trying to find alternative ways to manage this difficult circumstance (Dhawan, 2020).

In Malaysia, the move to online teaching and learning methods accelerated as a consequence
of the physical closure of universities and university colleges on 1 April 2020. This shutdown
stimulated the growth of online educational activities so that there would be no interruption to
education. Many faculties have been involved in how best to offer online course material, involve
students, and perform evaluations (Mukhtar et al., 2020). This crisis has forced everyone to adapt
to the new technology used in all fields including education. Most educators had to change their
approaches to most aspects of their work overnight: teaching, assessment, supervision, research,
service, and engagement (Langford and Damşa, 2020; Sangster et al., 2020).

However, among the challenges faced by educators were because of infrastructure problems such
as internet connectivity, students experienced distraction and reduced focus in learning online
during the COVID-19 pandemic (Maqableh and Alia, 2021). These complications demonstrate
students’ level of readiness for online learning and have effects on online learning perception and
course satisfaction (Wei and Chou, 2020).

Therefore, e-Learning allows students the opportunity to control the subject and arrangement
of learning content, learning time rate, and media selection, which is allowing them to fulfill their
needs to achieve personal learning objectives (Ruiz et al., 2006). In this study, the researcher focused
on identifying the use of e-Learning and technology services among students and academicians of
Universiti Sains Islam Malaysia (USIM).

https://www.frontiersin.org/journals/education
https://www.frontiersin.org/journals/education#editorial-board
https://www.frontiersin.org/journals/education#editorial-board
https://www.frontiersin.org/journals/education#editorial-board
https://www.frontiersin.org/journals/education#editorial-board
https://doi.org/10.3389/feduc.2022.813679
http://crossmark.crossref.org/dialog/?doi=10.3389/feduc.2022.813679&domain=pdf&date_stamp=2022-04-25
https://www.frontiersin.org/journals/education
https://www.frontiersin.org
https://www.frontiersin.org/journals/education#articles
https://creativecommons.org/licenses/by/4.0/
mailto:najib@usim.edu.my
https://doi.org/10.3389/feduc.2022.813679
https://www.frontiersin.org/articles/10.3389/feduc.2022.813679/full


Jaffar et al. USIM’s Experience During COVID-19 Pandemic

LITERATURE REVIEW

e-Learning
e-Learning is a fast-growing flexible education form and a
new style in delivering education in general. e-Learning has
been described as a dynamic, innovative, and varied method
in providing opportunities to acquire knowledge (Belcher and
Vonderhaar, 2005). e-Learning is also referred to as web-based
learning, online learning, directed learning, computer-assisted
teaching, or Internet-based learning. Students can access classes
through the website, LMS and participate in lectures or group
discussions according to their schedule. According to Kaplan-
Leiserson (2000), e-Learning is teaching and learning processes
that use electronic networks (LAN, WAN, or Internet) to convey
content, information and even interact through it. Meanwhile,
the internet, intranets, satellites, audio-video tapes, interactive
tv fans CD-ROMs are part of electronic media that is used
to practice e-Learning. The revolution in the learning and
application of computer education as well as the use of computers
in education is still new and evolving day by day, and finally,
the concept of technically guided e-Learning was introduced to
supply educational knowledge to students in an effective way
(Al-Mobaideen et al., 2012). According to Bertea (2009), some
academics consider that e-Learning means any teaching process
that integrates any form of technology, but some academics
claim that e-Learning represents a teaching solution for distance
education, facilitated by the maximum use of the internet as a
form of communication. The acceptance of e-Learning is not
only changing the traditional mode of learning, the cost of the
program, and the online version, but the user can increase the
level of teaching effectiveness, save costs and increase the level of
student satisfaction in seeking knowledge.

e-Learning in Institutions of Higher
Learning (IHLs)
In Malaysia, a study on the implementation of e-Learning
in Institutions of Higher Learning (IHLs) was conducted in
2011 by Embi et al. Their study was to observe the status,
trends, effectiveness, and challenges of e-Learning integration
in teaching and learning in IHLs of Malaysia. The respondents
in this research involved administrators, lecturers, and students
who are using the e-Learning method. The results show that
in general, 42.3% or 11 IHLs offer more than 50% of their
courses online (Embi et al., 2011). Their results also show that
the most popular e-Learning mode among the IHLs is the
supplementary to face-to-face mode, followed by the blended
learning model. For students, there are some challenges they
face in e-Learning, such as the lack of access, lengthy response
time from lecturers, lack of content, time-consuming, and
uninteresting content compared to other applications such as
Facebook (Embi et al., 2011). In iKlik website, states that e-
Learning education is considered worthwhile and flexible, which
is notes and tutorials are available from the Internet as well as
online lectures. Indirectly, it can save cost and time especially for
those who work full-time or live far from the university (Hazwani
et al., 2017). The emergence of the development of educational
technology that began with the use of personal computers in the

early 1980s has influenced the teaching and learning process at all
educational institutes. Over time, e-Learning is categorized as a
model of lifelong learning, and even its presence is well-accepted
among the global community. Society began to understand the
importance of knowledge and information thus accepting the
concept of e-Learning as a temporary learning model for the
future (Asia e University, 2010).

e-Learning Is a Necessity During Pandemic
COVID-19
The major part of the world, including Malaysia, has been
quarantined due to this serious outbreak of the COVID-19
global pandemic and therefore many cities have turned into
phantom cities and the effects can be seen in schools, colleges,
and universities as well. The Corona Virus has made institutions
go from offline mode to online mode of pedagogy. This crisis
will make the institutions, which were earlier reluctant to change,
accept modern technology. Institutions and organizations should
prepare contingency plans to deal with challenges such as
pandemics and natural disasters (Seville et al., 2012). Many
universities around the world have fully digitized their operations
in understanding the desperate needs of the current situation.
Now, online learning is emerging as a very important platform
in education around the world, including Malaysia.

Innovative solutions by institutions can only help us deal
with this pandemic (Liguori and Winkler, 2020). Therefore, the
quality enhancement of online teaching-learning is important at
this stage. During these difficult times, the concern is not about
whether online teaching-learning methods can provide quality
education, but how academic institutions will be able to adopt
online learning on a large scale (Carey, 2020). The findings of
the current paper corroborate the findings of previous research
on the same issues about online learning during COVID-19, and
the results showed that students are not happy with distance
education and many obstacles have been encountered (Bataineh
et al., 2020; Rajab et al., 2020). According to research byMahyoob
(2020) about the general satisfaction of learners with online
English language education during the COVID-19 crisis, the
discussion found that in the beginning, most have lacked the
experience and confidence to learn online using new mediums.
After a while, most students could overcomemost of the technical
issues associated with online learning platforms. According to
Weiser (2002), the process of teaching and learning can be more
clear and interesting through video streaming methods. Besides,
the web-based of teaching and learning methods is one of the
mediums that can improve student learning level. Through this
method, the learning and teaching process will be more smooth
and efficient among students and lecturers. The web-based of
learning methods also can help students complete a task given on
time efficiently. According to Will Richardson (2010), teaching
and learning methods by the online web will make a student
being more positive and try to learn information literacy skills
by using the internet. Moreover, the usage of this online web not
only provides many benefits to the teaching and learning process,
but it is also even can create good relationships between students
and lecturers.
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The Use of Technology Services in
Education
Technology is perhaps the strongest factor shaping the
educational landscape today (Johnson et al., 2016). The use of
technology in education needs to be improved by educators
especially in the delivery of information in the current learning
system to students at universities. Many universities are showing
support for increased levels of technology in the classroom
by providing hardware such as computers, enhancing internet
connectivity, and implementing programs designed to improve
computer literacy for both teachers and students (Johnson et al.,
2016). These requirements are important for us to adapt to the
progress of this current era i.e. the digital era which is students
nowadays tend to think more creatively and innovatively.
According to Kern’s (Kern, 2006) view technology serves as
an intermediary between teachers and students. In addition,
media technology is one of the intermediate mediums to convey
information among each other. Kop’s (Kop, 2011) study explains
that one of the biggest contributions of internet technology in
education is in terms of the dissemination of learning content
without borders.

The use of social media has made the learning process
is more interesting and productive. According to a study
conducted by Kaplan and Haenlein (2010), social media
is defined as a group of internet applications built on
ideology and Web 2.0 technologies that allow the production
and sharing of user-generated materials. We can see that
at first, the use of Facebook as social media are only
to get to know and communicate with each other, and
now it has turned to educational purposes. According to
(Beer, 2008) study, Facebook is the most popular social
media among students and society. Through the Facebook
site, lecturers and students can access information easily
and faster especially information related to current issues,
education, and learning.

The internet is very important in the use of e-Learning
methods to facilitate educators and students to interact with
each other online or deliver information widely. Rader and
Wilhelm (2001) say that this method allows students to
obtain the information desired in teaching and learning more
systematically. In addition, video streaming is also a tool
that is often used in the education system and is also
known as a creative alternative in creating a teaching and
learning environment which is more interesting and effective.
According to Littlejohn (2003), the use of video streaming
in the teaching and learning process gives a lot of benefits
and goodness as it can be encouraging students to be
more active, collaborative involvement and interaction between
lecturers and students.

Research Objectives
The research was conducted to:

1. Identify the use of online learning among USIM students
and academicians.

2. Identify the experience of USIM students and academicians
in the use of teaching technology services.

TABLE 1 | Demographic.

Frequency Percentage (%)

Staff 91 20.9

Student 345 79.1

Total 436 100.0

Malaysian 428 98.2

Non-Malaysian 8 1.8

Total 436 100.0

TABLE 2 | Years of teaching experience.

Frequency Percentage

1–3 years 14 15.4

3–5 years 10 11

5–10 years 26 28.6

Above 10 years 41 45.1

Total 91 100.0

Research Methodology
This quantitative study involved 345 students and 91 staff from
Universiti Sains Islam Malaysia who were selected randomly,
which is deemed significant to provide useful feedback on
both staff ’s and students’ perceptions of online learning. The
study used an online survey, which is delivered to participants
in the period between September 17 and October 16, 2020.
The online survey was created Google Forms and sent to
the staff and students through emails, Telegram messages and
Whatsapp messages.

The online survey consisting of three sections was used as
an instrument to collect data. Section 1 contains demographic
information of the students or staff. Section 2 was to identify the
use of online learning among students and staff. Section 3 was to
identify their experiences in using teaching technology services.

RESULTS AND DISCUSSION

Table 1 shows the demographic of the respondents. A total of 436
students and staff from all faculties have participated in the study.
20.9% (91) were staff while 79.1% (345) were students. 98.2% of
the respondents were Malaysian while 1.8% were non-Malaysian.

Table 2 shows the total years of teaching experience among
staff. The majority of the staff has above 10 years of teaching
experience with 45.1%. Besides, 28.6% of 91 staff have 5–10 years
of teaching experience. The minority or 11% of the staff has 3–5
years of experience. While the 15.4% staff has only 1–3 years of
teaching experience.

Table 3 shows the years of studies among students who were
participants in this research. The majority of 66.4% of the
students are from year 1 (229). 14.8% from year 2 while 12.5%
of the respondents were from year 3 students. This research
has also been participated by year 4 and 5 students, which
is 5.2% and 1.1%.
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TABLE 3 | Years of studies.

Frequency Percentage

Year 1 229 66.4

Year 2 51 14.8

Year 3 43 12.5

Year 4 18 5.2

Year 5 4 1.1

Total 345 100.0

TABLE 4 | The rate of USIM staff skills in e-Learning.

Frequency Percentage

Fundamental Awareness (basic knowledge) 5 5.5

Novice (limited experience) 8 8.8

Intermediate (practical application) 60 65.9

Advanced (applied addition features/elements) 15 16.5

Expert (recognized authority) 3 3.3

Not Applicable 0 0

Total 91 100.0

TABLE 5 | The rate of USIM student skills in e-Learning.

Frequency Percentage

Fundamental Awareness (basic knowledge) 85 24.6

Novice (limited experience) 42 12.2

Intermediate (practical application) 140 40.6

Advanced (applied addition features/elements) 66 19.1

Expert (recognized authority) 10 2.9

Not Applicable 2 0.6

Total 345 100.0

Table 4 shows the rate of USIM staff skills in e-Learning. The
majority of 65.9% of the staff are intermediate skills in using
e-Learning (60). 16.5% have advanced skills. 8.8% of the staff
are at the novice level which is they have limited experience
in these skills while 5.5% are at fundamental awareness level
(basic knowledge). The minority group is at the expert level,
which is only 3.3% of respondents. No staff is not applicable in
e-Learning skills.

Table 5 shows the rate of USIM student skills in e-Learning.
The majority of 40.6% of the students have intermedia (140).
19.1% have advanced skills. 12.2% of the students are at the
novice level which is they have limited experience in these
skills while 24.6% are at the fundamental awareness level
(basic knowledge). The Students who are experts in e-Learning
skills are 2.9% of respondents. Lastly, the minority group who
are not applicable in e-Learning skills which are only 0.6%
of respondents.

Table 6 shows the classification of the understanding of
synchronous and asynchronous online learning modes among
the staff. The majority of 64.8% of the staff are at an intermediate

TABLE 6 | The classification of the understanding of synchronous and

asynchronous online learning mode among the staff.

Frequency Percentage

Fundamental Awareness (basic knowledge) 4 4.4

Novice (limited experience) 9 9.9

Intermediate (practical application) 59 64.8

Advanced (applied addition features/elements) 15 16.5

Expert (recognized authority) 4 4.4

Not Applicable - -

Total 91 100.1

TABLE 7 | The course that too challenging for students through online

implementation.

Frequency Percentage

Not at all 38 11

Only one subject 14 4.1

A few subjects 238 69

Most of the subjects 45 13

All of the subjects 10 2.9

Total 345 100.0

level about this understanding (59). 16.5% of the respondents
are advanced in understanding online learning mode while 9.9%
of the staff are in the novice group. Lastly, both fundamental
awareness and the expert group have the same results, which is
4.4% of the respondents.

Table 7 shows the course that the majority of the respondents
i.e. 69% agreed that there are only a few subjects that are very
challenging through online implementation. Thirteen percent of
the respondents thought that most of the subjects were very
challenging for them while only 11% stated that there were no
challenging subjects to implement online. 4.1% stated only one
subject was challenging for them. Lastly, only a minority group
i.e. 2.9% of the respondents thought that all subjects were very
challenging for them.

Table 8 shows the communication tools used by staff live
conferences in synchronous mode. The majority of respondents
use Microsoft Teams for live conferences which are 94.5%.
Followed by the Zoom Meeting platform which is 54.9% while
via Whatsapp video call is 38.5%. Based on the results, Instagram
lives, StreamYard, Rooms, and Webex were the least used
platforms by respondents at only 1.1%.

Table 9 shows that laptops are the most frequent personal
devices used by students (93.9%) to support teaching and
learning. Next, followed by the smartphone which is 93.6%.
Desktop usage among respondents was 10.4% while the tablet
was 9.6%. Only 0.3% of respondents use devices as mentioned
in this questionnaire.

Table 10 shows the frequency of use of learning space among
the students. The results show that themajority of respondents do
not use the learning space which is 44.1% (152). Then followed by
the use of 1–2 times a week by respondents which is 27%. 15.1%
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TABLE 8 | A communication tools used by staff for live conferences in

synchronous mode.

Frequency Percentage

Microsoft Teams 86 94.5

Skype for Business 10 11

Zoom Meeting 50 54.9

Google Meet 24 26.4

FB Live 10 11

YouTube Live 2 2.2

Live Podcast 0 0

WhatsApp Video Call 35 38.5

Telegram 22 24.2

Instagram Live 1 1.1

StreamYard 1 1.1

WhatsApp 4 4.4

Rooms, Webex 1 1.1

Webex 1 1.1

Total 247

TABLE 9 | Personal devices to support teaching and learning among the

students.

Frequency Percentage

Desktop (PC) 36 10.4

Laptop 324 93.9

Smartphone 323 93.6

Tablet 33 9.6

None of the above 1 0.3

Total 717

TABLE 10 | Frequency of usage the learning space among the students (Before

COVID-19 pandemic).

Frequency Percentage

1–2 times a week 93 27

3–4 times a week 52 15.1

More than 4 times a week 48 13.9

Not applicable 152 44.1

Total 345 100.0

use it 3–4 times a week while 13.9% of the respondents use it more
than 4 times a week.

Table 11 shows the frequency of use of computer lab among
the staff. The results show that the majority of respondents do
not use the computer lab which is 71.4% (65). Then followed by
the use of 1–2 times a week by respondents which is 20.9%. 2.2%
use it 3–4 times a week while 5.5% of the respondents use it more
than 4 times a week.

Table 12 shows the frequency of use of computer lab among
the students. The results show that the majority of respondents
use the computer lab 1–2 times a week which is 40.6% (140).
12.2% of respondents use the computer lab 3–4 times a week

TABLE 11 | Frequency of usage of the computer lab among the staff. (Before

COVID-19 pandemic).

Frequency Percentage

1–2 times a week 19 20.9

3–4 times a week 2 2.2

More than 4 times a week 5 5.5

Not applicable 65 71.4

Total 91 100.0

TABLE 12 | Frequency of usage of the computer lab among the students (Before

COVID-19 pandemic).

Frequency Percentage

1–2 times a week 140 40.6

3–4 times a week 42 12.2

More than 4 times a week 39 11.3

Not applicable 124 35.9

Total 345 100.0

TABLE 13 | Access to software that staff know.

Frequency Percentage

USIM VDI Portal 17 18.7

Microsoft Azure 4 4.4

Autodesk Education 6 6.6

Not Applicable 68 74.7

Total 95

TABLE 14 | Access to software that students know.

Frequency Percentage

USIM VDI Portal 70 20.3

Microsoft Azure 13 3.8

Autodesk Education 29 8.4

Not Applicable 256 74.2

Total 368

while 11.3% of them are using it more than 4 times a week.
Finally, 124 respondents which is 35.9% do not the computer lab.

Table 13 shows data related to staff knowledge in accessing
software. 18.7% of respondents are using USIM VDI Portal. 6.6%
of them were using Autodesk Education while only 4.4% were
using Microsoft Azure. The majority of respondents do not use
all three software, which is 74.7%.

Table 14 shows data related to staff knowledge in accessing
software. 20.3% of respondents are using USIM VDI Portal. 8.4%
of them were using Autodesk Education while only 3.8% were
using Microsoft Azure. The majority of respondents do not use
all three software, which is 74.2%.
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DISCUSSION

e-Learning is not considered a new phenomenon as it has
long been introduced. However, not all education institutes use
this method as the main medium in teaching and learning.
This is because the e-Learning method is quite difficult for
a few subjects that need face-to-face practical training such
as experimenting in the lab. From the results, we can see
that majority of the respondents were agreed that there are
a few subjects that are very challenging for them to learn
through online implementation. However, the current covid-
19 pandemic crisis has forced all educational institutions to
normalize e-Learning in their teaching and learning process.
Bhuasiri et al. (2012) from their study were agreed that there
was an increasing global trend of using electronic learning
or e-Learning in the last decade and some higher education
institutes in developing countries have adopted this trend
recently. However, this technology has not been evenly dispersed
throughout all nations and cultures (Hodgkinson-Williams et al.,
2008). In such a time, the role of teachers is important to
provide complete learning materials and increase the use of
technology services in learning implementation. The medium
or tools chosen should be appropriate and synchronous with
the students so that no students are left behind. Therefore,
students and educators need to improve their e-Learning skills
well so that the learning process be implemented smoothly
even online. The results of the study found that the level of
mastery of e-Learning skills among the students and staff is at
an intermediate level.

Personal devices played a vital role in supporting teaching
and learning. Din et al. (2013) suggest that tablet computers
allow greater mobility and flexibility in teaching and learning
activities. These tablets and smartphones aren’t the most
powerful gadgets, but they are the most convenient and
fresh in education.

Moreover, technology services can improve the teaching and
learning process and enhance students’ performance as well
as course attaintment. Nevertheless, these technology services
affected students’ behavior to adapt or to leave them (Abdul
Ghani et al., 2019). Providing free internet packages to B40

students definitely can solve the internet connectivity issue to
ensure achievable learning modalities.

CONCLUSION

In this study, the majority of students and staff are at an
intermediate level in e-Learning skills. This is because, they
are still trying to adapt to this new phenomenon, where the
COVID-19 pandemic enforced the entire world to rely on
technology for education. However, the majority of students
have shown their readiness for the implementation of e-Learning
where most of them already have personal devices such as laptops
and smartphones for the learning process. However, students still
need to improve their skills in using technology so that they do
not be left behind and be able to adapt to the new educational
norms in this pandemic era. This study highlights the USIM’s
students and staff experience of e-Learning as a tool for teaching
and learning within the education field, in developing countries
and may lead to strategic development and implementation
of e-Learning and view technology as a positive step toward
evolution and change.
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