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Abstract Keywords 

This paper aimed at developing a framework for quality e-

learning programs in the Center for Languages and Translation at 

Ibb Uni-versity in Yemen (henceforth CLTIUY). To this end, the 

paper uti-lized a descriptive qualitative method of analysis, draw-

ing on a benchmarking approach, which is a standardized ap-

proach on the topic. In particular, an extensive review and thor-

ough meta-analysis of almost all relevant research and literature in 

the field of e-learning were carried out, with a particular focus on 

international quality models and frameworks developed so far for 

assuring and enhancing quality in e-learning programs. Conclu-

sions drawn in this paper revealed that: most of the existing e-

learning quality models and frameworks have approached the no-

tion of quality in e-learning mechanistically rather than holistical-

ly; and that most of those models and frameworks have been de-

signed in developed coun-tries, where the state and challenges of 

e-learning are not the same as those in developing countries. Con-

sequently, adapting these models and frameworks to the local, cul-

tural contexts of develop-ing countries, like Yemen, is crucial for 

the successful implementa-tion of e-learning programs. Address-

ing the concerns of quality and cultural contexts, a comprehensive 

quality e-learning framework was developed. The proposed 

framework was developed to address the local needs and unique 

requirements of CLTIUY. It can be used by policymakers as a 

roadmap for implementing successful quality e-learning programs. 
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 إطار مقترح لبرامج تعلم إلكتروني ذو جودة في مركز اللغات والترجمة بجامعة إب
 أنيس النجار ، علي درهم علي جميل

 ، كلية الآداب، جامعة إب، اليمن اللغة الإنجليزيةقسم 
 

 :الملخص : الكلمات المفتاحية

التعلم الإلكتروني،  
 الجودة،

ضمان/تعزيز الجودة،    
المقارنة المرجعية،  
 , نماذج وأطر الجودة

 

جددودف  دد   dالورقددة إلددو ت ددوي  إرددار للدد امت تعلددم إل    ندد    تهدد ه هدد  
م كددز اللغددال  ال  جمددة  جامعددة إب  دد  الدديمنه  ل اييددا هدد   الغا ددة، ا دد   م  

ع مدداد علددو نهددت الميارنددة الم ج يددة،  لوب ال اليل النوع  الوصف ،  الاأ الورقة  
جددد ا  إ  هدددو نهدددت مع مددد   ددد  مضدددل هددد   المواوددديمه  علدددو  جددد  ال  دددو ، تدددم 

ا لجميدددم الثادددو   ا د يدددال  ال  م اجعدددة لددداملة  تاليدددل تف ددديل  ملضددد  تي يثدددلأ
ال لة    مجال ال علم الإل    ن ، مم ال  كيز  شلل خددا  علددو نمددا    أردد  
الجددودف العالميددة ال دد  تددم ت وي هددا م ددو الآي لاددماي  تعزيددز الجددودف  دد   دد امت 
الدددد علم الإل    ندددد ه  قدددد  كشددددف  الا دددد ن اجال ال دددد  توصددددل  إليهددددا هدددد   الورقددددة 
الثاضية أي: معظم نما    أر  جودف ال علم الإل    ن  الاالية ق  تنا ل  مفهددو  
الجددودف  دد  الدد علم الإل    ندد   شددلل ميلددانيل   لدديو  شددلل لددمول    أي معظددم 

ت  لدددد  مالددددة  إ   النمددددا    ا ردددد  قدددد  تددددم ت ددددميمها  دددد  الدددد  ل الم ي مددددة، هدددد 
 دد ي موا مددة   مددن  ددم تا  ال ال علم الإل    ن  عن مضيلاتها    ال  ل الناميددةه 

ه   النمددا    ا ردد  مددم السددياقال الماليددة  الضيانيددة للللدد اي الناميددة، مضددل الدديمن، 
أمدد   دداله ا هميددة ل نفيدد   دد امت تعلددم إل    ندد   عىالددةه  نددا لأ علددو  لدد ، تددم ت ددوي  

الاه مامدددال  الاع ثدددارخددد   عدددين جدددودف مدددم ا  يإردددار لدددامل لددد علم إل    نددد   
الم عليددددة  ددددالجودف  السددددياقال الضيانيددددةه  قدددد  تددددم ت ددددوي  الإرددددار المي دددد   ل لليددددة 
الام ياجدددال الماليدددة  الم  لثدددال ال اصدددة لم كدددز اللغدددال  ال  جمدددة  جامعدددة إب 

 ملددن ا دد   ام  مددن قلددل الجهددال المعنيددة  ووددم السيا ددال   ددم  مددن   الدديمن، 
 إل    ن  ناجاة   ال جودف عاليةهر يا ل نفي    امت تعلم  وصفها خاررة  
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1. Introduction 

Advancements in the online technical revo-

lution in the early 1990s had a significant 

impact on education. The incorporation of 

technology in teaching and learning has giv-

en rise to a distinct educational model re-

ferred to as e-learning (Stella & Gnanam, 

2004). More specifically, e-learning has be-

come a hot issue in higher education with 

the introduction of the first web-based 

courses in the mid- to late 1990s (Hill, 2012; 

Bichsel, 2013). 

Although e-learning has recently become the 

dominant form of distance learning delivery 

in higher education institutions worldwide, 

there is still doubt among many as to what 

actually constitutes e-learning. It should be 

noted, however, that the defining feature of 

most forms of distance and online learning is 

that learning involves a web-based compo-

nent, enabling collaboration and access to 

content that exists beyond the classroom 

(Bichsel, 2013). Whereas teaching can be 

inside (or outside) the classrooms, the use of 

new multimedia technologies and the Inter-

net is the main component of e-learning 

(Rekkedal, 2006; Aboagye, Yawson & Ap-

piah, 2020). 

In fact, with the widespread adoption of e-

learning in higher education, there are 

worldwide calls for assuring quality in e-

learning (Martin, Polly, Jokiaho & May, 

2017; Shraim, 2020). In this regard, Abdous 

(2009) views quality assurance as a dynamic 

and iterative process intertwining with the e-

learning development process. Similarly, 

Ehlers et al. (2005, as cited in Shraim, 2020) 

argue that quality plays a key role in the 

success of e-learning, and suggest that high-

er education institutions should treat quality 

development as a core process in all e-

learning programs. 

E-learning, as a new buzzword for web-

based and/or internet-based education, is a 

rapidly growing market in the digital econ-

omy (Seufert, 2001). Holmes (2006) main-

tains that e-learning plays a vital role in 

achieving the three strategic goals (i.e., qual-

ity, access, and openness to the world) set by 

the European Council in 2001. He adds that 

continuous education, or lifelong learning, is 

an essential pre-requisite for Europe to 

achieve its aspirations for improving com-

petitiveness, innovation, and growth. He 

goes on to say that e-learning is of para-

mount importance in the 21st century and 

should become mainstreamed within higher 

education institutions. Moreover, Holmes 

(2006) emphasizes that massification, life-

long learning, and education in a global 

market are some driving forces for main-

streaming e-learning in higher education. 

  

E-learning has begun to embed itself as a 

part of today's educational environment, es-

pecially in the higher education sector. 

Nowadays, e-learning is becoming more and 

more popular among institutions and indi-

viduals for a variety of reasons, such as in-

creased accessibility, flexibility, and desire 

for lifelong learning. In the words of Ander-

son (2008, p.3), "the ubiquity and multiplici-

ty of human and agent communication, cou-

pled with tremendous increases in infor-

mation production and retrieval, are the most 

compelling characteristics of the Net-based 

culture and economy in which we now func-

tion." Subsequently, e-learning improves 

access to learning and helps increase availa-

bility, effectiveness, and efficacy of learn-

ing. Additionally, it offers a unique experi-

ence of learning and an opportunity to ele-

vate education systems through removing 

obstacles to lifetime learning, building 

new partnerships with the community at 

large, and empowering learners to take 

charge of their own learning (Holmes, 

2006). More specifically, the ability of stu-

dents to engage in synchronous and asyn-

chronous interactive learning activities is 

viewed as a unique characteristic of an e-

learning environment. Indeed, as a result of 

the revolutionary advances in information 

technology, e-learning is now more focused 

on collaboration, interaction, and participa-

tion (Ossiannilsson & Landgren, 2012). 
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Undoubtedly, e-learning is revolutionizing 

both the physical and conceptual dimensions 

of the learning environment, leading to a 

fundamental change in the way we teach and 

support learning in the 21st century. It shifts 

the paradigm from teaching to learning, 

from "push learning" to "pull learning" 

(Norton, 2006, p. 80), and from knowledge 

transmission to knowledge construction via 

active interaction with learners, teachers, 

and content (Holmes, 2006). The shift from 

a teacher-centered approach to a learner-

centered approach brings about significant 

changes in learning methodologies, delivery 

methods, and assessment practices (Kayed, 

2013). According to Holmes (2006), the 

learner-centered approach is more adaptable 

and responsive to the learner's needs. How-

ever, it presents greater challenges to tradi-

tional educational institutions. Holmes also 

notes that in such a learner-centered system, 

the teacher acts as a facilitator, guiding the 

learners and inspiring and motivating them 

to follow their learning paths.  

 

Considering the increasing importance of e-

learning in this dynamic world and the need 

for integrating e-learning programs into 

higher education institutions as a panacea, 

the main aim of this paper is to develop a 

comprehensive framework for quality e-

learning programs in CLTIUY, while taking 

into account the center's unique require-

ments and challenges. Basically, CLTIUY is 

based only on the traditional methods of 

teaching and learning. That is to say, it fol-

lows the traditional set up of face-to-face 

lectures in classrooms. Very rare are in-

stances of e-learning delivery, and those are 

confined to efforts by some qualified teach-

ers in the center. Even though the center has 

a computer laboratory, it is not operational. 

Also, the quantity of computers available is 

inadequate relative to the large number of 

students. The center, moreover, lacks even 

the basic technology tools and infrastructure 

to integrate e-learning. Overall, neither in-

ternet access nor steady electric current are 

available. Accordingly, successful imple-

mentation of quality e-learning programs 

requires a high level of investment in facul-

ty, staff, technology tools, and technical in-

frastructure. 

 It also depends on building a strategy that 

responds to the needs of learners, meets the 

goals of the educational institution, and rais-

es society awareness with regards to the im-

portance and value of e-learning. 

 

2. Literature Review 

E-learning has embedded itself as part of the 

international educational landscape of today 

(Ossiannilsson, Williams, Camilleri & 

Brown, 2015). Indeed, this new paradigm 

has revolutionized the learning process in 

the 21st century and has become the primary 

mode of delivery for many higher education 

institutions all over the world. In light of the 

wide spread of e-learning initiatives in re-

cent times, nevertheless, there are worldwide 

calls for improving and assuring quality of 

e-learning programs in higher education 

(Masoumi & Lindstrom, 2012; Shraim, 

2020). In this sense, it has become apparent 

that quality improvement is the most deci-

sive factor determining the successful im-

plementation of e-learning programs. With 

this in mind, Crow (2011, as cited in Ossi-

annilsson, 2012) is of the view that bench-

marking in higher education institutions can 

result in significant quality improvements 

that meet national and international stand-

ards. Accordingly, the benchmarking ap-

proach offers practical techniques and real-

world standards that higher education insti-

tutions can use to assure and improve quality 

of their e-learning programs (Ossiannilsson, 

2012). 

 

The present paper is grounded in the founda-

tion of benchmarking and quality assurance 

in the field of e-learning in higher education. 

It attempts to develop a framework for quali-

ty e-learning programs in CLTIUY by utiliz-
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ing a benchmarking approach. Thus, the cur-

rent discourse in the field and the theories 

behind the main concepts, i.e., e-learning, 

quality and benchmarking, have been select-

ed as a theoretical foundation for this paper. 

 

2.1 The concept of e-learning 

 

E-learning has emerged as a new paradigm 

in today's globalized world of education and 

thus many higher education institutions all 

over the world are increasingly moving to-

wards the use of e-learning as the main 

mode of delivery (Ossiannilsson, 2011; Os-

siannilsson, 2012; Ossiannilsson et al., 2015; 

Thi, 2015; Shraim, 2020). This strategic 

move towards e-learning has largely been 

facilitated by the exponential growth of, and 

the increasing access to, the Internet and the 

Power of the Web (Ossiannilsson, 2012; 

Kayed, 2013). 

 

In practice, different terminologies have 

been associated with e-learning, which 

makes it difficult to provide a precise defini-

tion of e-learning. Terms commonly used for 

e-learning include online learning, internet-

based learning, web-based learning, distrib-

uted learning, networked learning, virtual 

learning, computer-assisted learning, and 

distance education (Seufert, 2001; Ally, 

2011; Ossiannilsson, 2012; Ossiannilsson et 

al., 2015). These terms are becoming synon-

ymous with the latest approach to offering 

high-quality learning environments. All of 

them imply that the learner is at a distance 

from the instructor. They also indicate that 

the learner uses some form of technology to 

access the learning materials and interacts 

with the instructor and with other learners 

(Kaplan-Leiserson, 2000; Seufert, 2001; 

Paulsen, 2002; Weippl, 2005; Norton, 2006; 

Ally, 2011; Ossiannilsson, 2012; Kayed, 

2013; Thi, 2015; Shraim, 2020). For the 

purpose of this paper, nevertheless, we use 

'e-learning' as an umbrella term that covers 

all the aforementioned terms. We also adopt 

the definition of e-learning developed by 

Kaplan-Leiserson (2000) in his E-Learning 

Glossary due to its broadness. Kaplan-

Leiserson (2000) states that: 

[E-learning] covers a wide set of ap-

plications and processes, such as 

web-based learning, computer-

assisted learning, virtual classrooms, 

and digital collaboration. It includes 

the delivery of content via Internet, 

intranet/extranet (LAN/WAN), au-

dio- and videotape, satellite broad-

cast, interactive TV, and CD-ROM. 

(p. 5)  

Hence, any form of learning that involves 

electronic components and/or utilizes a net-

work for delivery, interaction, or facilitation 

should be considered e-learning. 

Dating back to the rise of 'e-commerce', e-

learning is widely used in different ways 

(Weippl, 2005). LineZine (cited in Weippl, 

2005), for instance, views e-learning as: 

The convergence of the Internet and 

learning, or Internet-enabled learning 

or the use of network technologies to 

create, foster, deliver, and facilitate 

learning, anytime and anywhere or 

the delivery of individualized, com-

prehensive, dynamic learning content 

in real time, aiding the development 

of communities of knowledge, link-

ing learners and practitioners with 

experts. (p. 7)  

According to Ally (2011), e-learning can be 

defined as: 

The use of the Internet to access 

learning materials; to interact with 

the content, instructor and other 

learners; and to obtain support during 

the learning process, in order to ac-

quire knowledge, to construct per-

sonal meaning, and to grow from the 

learning experience. (p. 17) 

E-learning is defined as using new multime-

dia technologies and the Internet to enhance 

learning quality by making information and 

services easier to access, as well as enabling 



   

 The University Researcher Journal of Human Sciences 

A Proposed Framework for Quality…. Ali Gamil &Anees Al-Najjar 

 

 (1الإصدار ) -( 58)العدد 

- 286 - 

virtual exchanges and cooperation (e-

Learning Action Plan, 2001, cited in 

Holmes, 2006, p. 22). The idea of improving 

learning through an increased collaboration, 

better access to resources, and improved 

services is at the heart of this definition. E-

learning is not an end in itself, but rather a 

means to an end. It is most effective when 

used in conjunction with suitable teaching 

methods and recognizes that learning is a 

social process (Holmes, 2006). 

2.2 The concept of quality 

 

Today, quality has become a matter of par-

amount importance for higher education in-

stitutions, particularly for those involved in 

e-learning (Twigg, 2001). With the prolif-

eration of e-learning initiatives in recent 

times, the focus of attention has turned to 

quality processes. Simply put, it has become 

more and more evident that higher education 

institutions working toward developing e-

learning programs must demonstrate the 

quality of their services in ways that are in-

telligible to potential learners, faculty, and 

staff if those initiatives are to succeed and 

prove effective (Lee & Dziuban, 2002; Par-

ker, 2011).  

Quality is viewed as the most significant el-

ement driving the future of e-learning. 

Achieving excellent quality is, indeed, a 

highly disputed and much desired goal in all 

aspects of society and education (Ehlers & 

Pawlowski, 2006). The absence of a holistic 

universal definition of the notion of quality, 

however, makes the task to provide a high-

quality educational experience—especially 

in the field of e-learning—an extremely dif-

ficult challenge. What, then, is quality and 

what constitutes the concept of quality? 

As a matter of fact, the concept of quality is 

debated to a high extent. It is a poorly de-

fined notion that is interpreted and perceived 

differently by different people in different 

contexts at different times (Mishra, 2006, 

cited in Ossiannilsson, 2012). Parker (2011), 

for instance, maintains that quality remains a 

relative and subjective experience that is 

largely realized through an individual's level 

of expectation. He argues that "quality, like 

beauty, rests on the eye of the beholder" (p. 

307).  Following Green (1994), "quality, like 

freedom or justice, is an elusive concept. [It] 

is also a value-laden term" (p. 22). 

It is often argued that the concept of quality 

is complex and thus difficult to define be-

cause it is influenced by a variety of factors, 

including the student, the curriculum, the 

instructional design, the technology used, 

the faculty's characteristics, and the situation 

in which it is employed (Meyer, 2002; Eh-

lers & Pawlowski, 2006; Parker, 2011; Ossi-

annilsson, 2012).  It is seen as absolute, as 

relative, as a process, and as a culture (Ossi-

annilsson, 2011; Ossiannilsson, 2012). De-

fining quality, therefore, means exploring 

this multidimensional space (Ehlers & Paw-

lowski, 2006).  

Quoting Cleary (2001, as cited in Parker, 

2011, pp. 307-308), quality in higher educa-

tion is a construct "relative to the unique 

perspectives and interpretations of different 

stakeholder groups (students, alumni, facul-

ty, administrators, parents, oversight boards, 

employers, state legislatures, local governing 

bodies, accrediting associations, transfer in-

stitutions, and the general public)." Harvey 

and Green (1993, cited in Van Vught, Bran-

denburg & Burquel, 2008, p. 20) distinguish 

five approaches to quality in higher educa-

tion: 

  

1) Quality as exceptional ('excellence'); 

2) Quality as perfection or consistency 

('zero errors', achieving standards); 

3) Quality as fitness for purpose (mission-

based 'do what you promised', or 'delight 

customers'); 

4) Quality as value for money; and 

5) Quality as transformation (in Harvey & 

Green's words: "Education is not a ser-

vice for customer but an ongoing pro-

cess of transformation of the partici-

pant", associated with 'value added' and 

'empowerment'). 
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Institutions are obviously searching for 

strategies to manage quality processes as a 

result of the growing concern with quality in 

higher education (Inglis, 2005). A close re-

view of the literature on quality in higher 

education reveals a wide variety of terms 

that refer to distinct yet closely related func-

tions, including quality control, quality au-

dit, quality assurance, quality improvement, 

and accreditation. A brief description of 

each is given below. 

 

2.2.1 Quality control vs. Quality audit 

  

It is widely agreed that to know quality, it 

has to be measured or assessed. A very gen-

eral synonym for making a judgment on 

quality is evaluation or assessment. Quality 

control refers to internal or external quality 

assessments as well as the processes and 

structures utilized by higher education insti-

tutions to maintain current state of quality. 

Whereas an assessment of these processes 

and structures to enhance quality, usually by 

external agents, is often called quality audit 

(Frazer, 1994; Van Vught et al., 2008). 

 

  

2.2.2 Quality assurance 

  

Quality assurance, according to Inglis 

(2005), is a process meant to ensure that the 

quality of a product or service meets some 

predetermined standard. In essence, the pro-

cess of quality assurance compares the qual-

ity of a product or service with a minimum 

standard set either by the producer/provider 

or by some external awarding agent. Conse-

quently, quality assurance in the context of 

higher education is seen as a means through 

which an institution ensures and confirms 

that the conditions are in place for students 

to achieve the standards set by it or by some 

external standards authority (Ossiannilsson, 

2012).  

 

2.2.3 Quality improvement  

 

Quality improvement is primarily concerned 

with enhancing the quality of a product or 

service. In quality improvement, the type of 

comparison made is between the current 

standard of a product or service and stand-

ard being aimed for. Thus, quality im-

provement has to do with the self rather 

than with the other (Inglsi, 2005). In higher 

education settings, quality improvement is 

meant as a continuous process of taking de-

liberate steps at the institutional level to en-

hance the quality of learning opportunities. 

  

2.2.4 Accreditation 

  

In the words of Van Vught et al. (2008), 

"accreditation is a quality assessment with 

an attached judgment that the evaluated unit 

(program or organization) meets the mini-

mum standards required to operate in a na-

tional higher education system" (p. 17). It 

can apply either to institutions or to pro-

grams (Frazer, 1994). Chernay (1990, cited 

in Frazer, 1994, p. 112), describes the pur-

poses of accreditation as follows:  

 

Accreditation assures the educational 

community, the general public, and 

other agencies or organizations that 

an institution or program (a) has 

clearly defined and educationally ap-

propriate objectives, (b) maintains 

conditions under which their 

achievement can reasonably be ex-

pected, (c) is in fact accomplishing 

them substantially, and (d) can be 

expected to continue to do so. 

 

Nowadays, there are worldwide calls for im-

proving and assuring quality in e-learning 

due to the rising demand for e-learning in 

addition to the pursuit of excellence associ-

ated with the globalization of education 

(Connolly, Jones & O’SHEA, 2005; Oliver, 

2005; Masoumi & Lindstrom, 2012). In 

more details, scholars argue that assuring 

quality is fundamental to the successful im-

plementation of e-learning programs (Zhao, 

2003; Inglis, 2005; Ehlers & Pawlowski, 

2006; Ossiannilsson, 2012). Consequently, it 

is highly recommended that higher educa-

tion institutions worldwide, particularly 
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those in developing countries, implement a 

quality assurance plan that is explicitly fo-

cused on e-learning initiatives. Oliver 

(2005), addressing this issue in terms of the 

'quality agenda', states that: 

 

As more and more universities seek 

to use e-learning as a mode of deliv-

ery for their units and courses, and as 

more and more they are being held 

accountable for the quality of the 

services they provide, the need grows 

for accepted standards and bench-

marks against which performance 

can be judged. (p. 138) 

 
For a long time, nevertheless, quality in e-

learning has unfortunately been seen as sep-

arate from quality assurance work in higher 

education institutions and has been consid-

ered and managed in a disconnected manner 

(NAHE, 2008). For this reason, Ehlers and 

Pawlowski (2006), Hopbach (2010), and 

NAHE (2008) emphasize that e-learning 

should be an integral part of the ordinary 

internal and external quality assurance sys-

tems. Taking a similar position, Dumont and 

Sangra (2006) articulate that quality assur-

ance should be connected directly with the 

strategic planning of higher education insti-

tutions involved in e-learning.  

 

Quality in e-learning is too diverse and mul-

ti-faceted to encompass the perspectives of 

all stakeholders; a learner's view, for in-

stance, may differ considerably from that of 

a teacher, developer, policy maker, or the 

government (Green, 1994). Benson (2003) 

illustrates the diversified perceptions of 

quality in e-learning in terms of efficient and 

effective course development process, ac-

creditation, and effective pedagogy. 

 

In the last resort, quality is a philosophical 

concept, and there is not a single, universal-

ly-accepted definition of quality in higher 

education (Green, 1994). The underlying 

premise of this argument is that quality is a 

relative concept and that different interest 

groups or 'stakeholders' in higher education 

have various priorities and their focus of at-

tention may be different (Harvey & Green, 

1993). Therefore, discussing quality as a 

unitary concept is impossible. 

 

2.3 The concept of benchmarking 

 

Basically, the notion of benchmarking has 

its origins in the business and management 

context, namely in the private sector. During 

the 20th century, organizations around the 

world employed a variety of tools, tech-

niques, and strategies in order to compete 

and survive. However, benchmarking is a 

relatively new concept (Abbas, 2014). 

   

Jeffries (1999) defines benchmarking as:   

A process for improving perfor-

mance by constantly identifying, un-

derstanding and adapting best prac-

tices and processes followed inside 

and outside the company and imple-

menting the results. The main em-

phasis of benchmarking is on im-

proving a given business operation or 

a process by exploiting 'best practic-

es', not on 'best performance'. Simply 

put, benchmarking means comparing 

one's organization or a part of it with 

that of the other companies. (p.2) 

Benchmarking is often defined as a diagnos-

tic instrument, a self-improvement tool in-

volving the systematic collection of data and 

information and collaborative comparison of 

practice and performance with similar or-

ganizations (Inglis, 2005; Van Vught et al., 

2008). It starts by learning about good prac-

tices in other, better-performing organiza-

tion, and building on evaluation of relevant 

performances in own and others' organiza-

tion (Inglis, 2005). 

In fact, the concept of benchmarking is well-

defined by Van Vught et al. (2008, p. 16) as 

a systematic process that helps organizations 

enhance their performance by learning from 

others. It involves examining and comparing 

their primary and support processes with 

those of high-achieving organizations to 
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identify areas for improvement. Bhutta & 

Huq (1999), moreover, view the process of 

determining best practices and the highest 

standards of excellence for products, ser-

vices, or processes, followed by the neces-

sary improvements to meet those standards 

and best practices, as the essence of bench-

marking. 

Benchmarking is not a one-off process, but 

rather a continuous and systematic process 

of comparing products, processes, services, 

and outcomes with other organizations or 

exemplars for the purpose of improving per-

formance and outcomes by identifying, 

adopting, and implementing best practice 

approaches (Alstete, 1995; Bhutta & Huq, 

1999, Inglis, 2005). Comparisons can be ap-

plied against specific benchmarking partners 

or organizations, other programs within a 

university or organization, sets 

of established standards, or previous perfor-

mance data from inside or outside a particu-

lar business or industry (Bhutta & Huq, 

1999; Stapenhurst, 2009; Scott, 2011). This 

process-based benchmarking is a novel and 

revolutionary approach to benchmarking 

since it focuses on the process—that is, how 

it functions and what makes it work—

instead of the data that was initially the em-

phasis of problem-based benchmarking 

(Bhutta & Huq, 1999). 

Benchmarking, or the 'best practice' ap-

proach, is an essential concept for enhancing 

the quality of e-learning initiatives due to the 

fact that it offers practical techniques and 

real-world standards that higher education 

institutions can use to assure quality (Bhutta 

& Huq, 1999). Basically, best practices are 

applicable to both newly implemented e-

learning projects for quality assurance and to 

already-existing e-learning initiatives for 

ongoing improvements (Masoumi, 2010). 

A concise and thorough definition of 

benchmarking that applies to many bench-

marking projects is developed by Sta-

penhurst (2009): "benchmarking is a method 

of measuring and improving our organiza-

tional performance by comparing ourselves 

with the best" (p. 6). 

According to Moriarty (2008, cited in Ossi-

annilsson & Landgren, 2012, p. 30), bench-

marking is a teleological process that is 

driven by exemplars and aims to purposeful-

ly transform an existing state of affairs with-

in an organization into a better one. Fur-

thermore, as noted by Moriarty and Small-

man (2009, p. 484), the locus of 

benchmarking is situated between the de-

sired and actual states of affairs and plays a 

role in the transformation process that brings 

about these improvements.  

Based on these definitions, it is evident that 

benchmarking is a systematic and ongoing 

process designed to enhance quality, identify 

gaps, and implement changes (Ossiannils-

son, 2011). Moreover, it should be noted that 

all of these definitions have roots in Robert 

Camp's definition. According to Camp 

(1989), benchmarking is the search for in-

dustry best practices that will lead to superi-

or performance. 

As a matter of fact, there is no one compre-

hensive system for classifying benchmarking 

so far, despite several attempts by academics 

and practitioners to classify it into different 

categories (Bogan & English, 1994; 

Boxwell, 1994; Alstete, 1995; Codling, 

1995). According to Codling (1995), there 

are three types of benchmarking: internal, 

benchmarking with partner from same or-

ganization; external, benchmarking with 

partner from different organization; and best 

practice, benchmarking with the best-in-

class partner. A slightly different classifica-

tion of benchmarking is proposed by Bogan 

and English (1994). They classify bench-

marking into three categories: performance, 

which refers to benchmarking the perfor-

mance measures and product characteristics 

such as reliability, durability and cost; pro-

cess, which focuses mainly on benchmark-

ing specific work processes such as recruit-

ment process and shipping process; and stra-

tegic, which entails benchmarking an 
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organization's strategic direction in relation 

to a competitor. 

Another classification is offered by Boxwell 

(1994) who subdivides benchmarking into 

competitive, cooperative and collaborative. 

Competitive benchmarking, as the term sug-

gests, means benchmarking with a competi-

tor. In cooperative benchmarking, parties of 

the benchmarking exercise can be from dif-

ferent sectors. Whereas in collaborative 

benchmarking, a group of organizations 

share information about a specific 

task/project and exchange best practices. 

It is worth mentioning, however, that one of 

the highly-cited classifications of bench-

marking is that proposed by Camp (1989), 

who identifies four types of benchmarking: 

internal benchmarking, competitive bench-

marking, functional/industry benchmarking 

and generic process/'best-in-class' bench-

marking. 

Additionally, Camp (1989) outlines five se-

quential steps to describe the benchmarking 

process: (1) determining what to benchmark; 

(2) forming a benchmarking team; (3) identi-

fying benchmarking parties; (4) collecting 

and analyzing benchmarking information; 

and finally (5) taking action. Alstete (1995), 

on the other hand, suggests a four-step pro-

cess for benchmarking as thus: Plan-Do-

Check-Act (PDCA). The first step, planning, 

is concerned with selecting administrative or 

teaching process to be studied. In other 

words, it involves planning what to bench-

mark and who will carry out the benchmark-

ing exercise. The second step utilizes prima-

ry and/or secondary research to gather the 

data – e.g., through professional associa-

tions, personal contacts, a library, or online 

computer services. The third step consists of 

analyzing the data collected to calculate the 

research findings and develop recommenda-

tions. The differences or gaps in perfor-

mance of the parties involved in the bench-

marking exercise/project are identified in 

this step. Adapting, improving and imple-

menting the findings is the final step of the 

benchmarking process. 

O’Reagain and Keegan (2000, cited in In-

glis, 2005) view that the benchmarking pro-

cess involves the following four steps: (1) 

understanding in detail one’s own processes; 

(2) analyzing the processes of others; (3) 

comparing your own performance with that 

of others analyzed; and (4) implementing the 

steps needed to close the performance gap. 

After all, e-learning involves distinct teach-

ing and learning elements that can be isolat-

ed and identified for benchmarking purpos-

es. In practice, many researchers and organi-

zations have developed a variety of models, 

frameworks, benchmarks and guidelines to 

enhance and assure quality in e-learning, 

including Khan’s E-Learning framework, 

Frydenberg’s e-Learning quality standards, 

the e-Quality framework of Masoumi and 

Lindstrom, the Swedish E-Learning Quality 

model, the University of Pennsylvania quali-

ty course design standards, the British Open 

University e-Learning approach, the Norwe-

gian Association for Distance Education 

model, the New Zealand e-learning Maturity 

Model (eMM), the E-xcellence quality 

benchmarking instrument, the Online Learn-

ing Consortium (OLC) quality scorecard and 

the Hamdan Bin Mohammed Smart Univer-

sity model (Shraim, 2020). Ossiannilsson et 

al. (2015), however, argue that all these 

models, frameworks and benchmarks suffer 

deficiencies such as restricted applicability, 

failure to clarify which maturity levels they 

are best for, widely divergent quality of re-

views and of information provided, and poor 

response to change (Shraim, 2020). Stracke 

(2019) maintains that there is currently no 

holistic quality framework for e-learning 

that follows the total quality management 

philosophy. Moreover, Farid, Ahmed, Alam, 

Akbar & Chang (2018) note that existing e-

learning quality models and frameworks 

have been designed in developed countries, 

where the state and challenges of e-learning 

are not the same as those in developing 

countries. Therefore, adopting these models 

and frameworks by higher education institu-

tions in other countries without adapting 

them to their local contexts is questionable 

(Masoumi & Lindstrom, 2012). With this in 
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mind, Esfijani (2018) suggests that higher 

education institutions should ensure quality 

in e-learning by adopting a universal quality 

framework/model, while responding to ad-

vanced technologies and techniques within 

the requirements of their particular contexts. 

In view of this, the present paper aims at de-

veloping a comprehensive framework for 

quality e-learning programs in CLTIUY by 

exploring the most prominent global quality 

models and frameworks for best practices of 

quality assurance in e-learning in higher ed-

ucation, with a view to adapting internation-

al standards in e-learning to the local needs 

and requirements of the center. 

Against the backdrop of the gaps stated 

above, two key research questions (RQs) 

posed for this paper are as follows: 

RQ1.  What are the prominent global quali-

ty models and frameworks that focus 

on assuring and enhancing quality in 

e-learning? 

 

RQ2. How can a customized framework 

for quality e-learning programs be 

developed specifically for CLTIUY, 

considering the center's unique re-

quirements and challenges? 

3. Methodology 

The study attempted to answer the research 

questions stated above by adopting a de-

scriptive qualitative method of analysis, 

drawing on a benchmarking approach, which 

is a standardized approach on the topic.   

3.1 Phases of the study 

Basically, developing a framework for quali-

ty e-learning is a sequential and ongoing 

process that needs to be modified and con-

textualized taking into account several fac-

tors, including quality and cultural aspects. It 

involves a systematic approach to ensure 

that the framework is comprehensive, effec-

tive, and meets the needs of its users. Ac-

cordingly, the procedures undertaken in this 

study can be articulated in five essential 

phases. The first phase started with covering 

and formulating the research area and re-

viewing the relevant theoretical foundations. 

That is, this phase was based on the theoreti-

cal and practical knowledge produced in the 

fields of e-learning, quality and benchmark-

ing. A qualitative review of the concepts, 

definitions, models and frameworks that had 

been previously researched was provided. 

Moreover, an extensive literature review in 

indexed journals, government reports, 

webpages, research papers and books was 

carried out to collect and review all available 

benchmarks, best practices, guidelines, 

models and frameworks pertaining to quality 

assurance in e-learning in higher education. 

In this phase, the research questions to be 

addressed were carefully considered. The 

second phase involved the data collection 

and analysis procedures: conducting an in-

depth review of the existing literature on e-

learning; using multiple sources of data such 

as theoretical frameworks and models, doc-

uments, and case studies; identifying gaps 

and limitations in current e-learning frame-

works and models; identifying e-learning 

critical success factors; and analyzing the 

data to identify patterns and themes. The 

third phase involved selecting three of the 

prominent global e-learning quality models 

and frameworks (i.e., the E-xcellence Mod-

el, the E-quality Framework, and the Na-

tional Standards for Quality Online Pro-

grams) as case studies, and analyzing them 

for best practices in e-learning. In this phase, 

the selected e-learning quality models and 

frameworks were briefly explored and ana-

lyzed with a view to developing a quality e-

learning for this study. In the fourth phase, 

the study framework was designed and de-

veloped. It should be mentioned, however, 

that the framework proposed in this study is 

heavily inspired by the frameworks and 

models selected as case studies for this pa-

per, namely the E-xcellence Model and the 

E-quality Framework. The fifth and final 

phase was the validation of the framework. 

To ensure that the proposed quality e-

learning framework meets stated objectives 
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and requirements, it was reviewed and vali-

dated by a number of experts in the field of 

e-learning. Then, it was adjusted based on 

feedback from the expert validators. (See 

Appendix B for a list of expert validators.)  

At large, applying and testing the developed 

quality e-learning framework in CLTIUY or 

other higher education settings, which is be-

yond the scope of this study, should be the 

next step. The framework should also be 

evaluated and refined continually. This re-

finement takes place via ongoing feedback 

from all involved stakeholders (e.g. students, 

teachers, administrators, policymakers, etc.). 

3.2  Selected case studies 

Addressing RQ1, three internationally rec-

ognized quality models and frameworks—

namely, The E-xcellence Model, The E-

quality Framework, and The National Stand-

ards for Quality Online Programs Frame-

work—are briefly explored and then com-

paratively analyzed for similarities and dif-

ferences in terms of themes and the number 

of sections/categories, standards and/or indi-

cators included in each of them, followed by 

a brief thematic analysis in terms of 

strengths and weaknesses of each. These 

models and frameworks were particularly 

selected as case studies because they have 

been trialed and applied in several leading 

higher education institutions and organiza-

tions around the world, more specifically in 

the United States and continental Europe. 

They are also considered as most influential 

for developing quality e-learning initiatives 

as well as assessing quality of already exist-

ing e-learning programs and courses. 

3.2.1 The E-xcellence Model 

Originally, the E-xcellence Model is coordi-

nated by the European Association of Dis-

tance Teaching Universities (EADTU) in the 

early 2000s as part of the European e-

learning 2004 initiative. It is based 

on knowledge gained from experts in quality 

assurance from several European countries, 

as well as from experiences in flexible and 

lifelong learning. The primary goal of the 

project, as outlined by Williams, Kear, and 

Rosewell (2012, p. 6), is to create a method-

ology and accompanying resources to ensure 

the quality of e-learning programs in higher 

education institutions. The E-xcellence 

Model consists of a manual, assessors' notes, 

and the online tools, the quick scan and the 

full scan (Ossiannilsson, 2011; Ossiannils-

son & Landgren, 2012; Ossiannilsson, 

2012). The manual serves as a valuable re-

source for evaluating e-learning programs, 

but it also offers practical guidance for insti-

tutions involved in designing, developing, 

assessing, and supporting e-learning initia-

tives (Williams et al., 2012). The bench-

marking criteria of the E-xcellence Model 

are grouped into six parts, namely, “strategic 

management, curriculum design, course de-

sign, course delivery, staff support, and stu-

dent support” (Williams et al., 2012, p. 6). 

Each part involves a set of benchmarks with 

a corresponding number of indicators and 

notes at excellence level. Put differently, the 

benchmarks are assumed to be relevant to all 

e-learning situations. These benchmarks are 

followed by a number of indicators which 

focus on particular topics related to the 

benchmark statements. Indicators, in turn, 

are followed by a description of what can be 

regarded as excellence (Ubachs, 2009; Ossi-

annilsson, 2011; Ossiannilsson & Landgren, 

2012; Ossiannilsson, 2012). 

(Refer to Ubachs & Konings (2016) for a 

complete review of the E-xcellence Model.) 

3.2.2 The E-quality Framework 

Masoumi and Lindstrom (2012) propose the 

E-quality Framework for enhancing and as-

suring quality in virtual institutions. Accord-

ing to them, the framework attempts to cover 

most aspects of e-learning quality in virtual 

institutions. They add that the proposed 

framework focuses on evaluating the ability 

of virtual institutions to create and maintain 

effective e-learning environments in a sus-

tainable manner. It allows institutions to 

compare their approaches with others and 

identify areas for improvement. Notably, the 

framework is grounded in socio-cultural 
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theory, recognizing the importance of social 

interactions, such as student collaboration 

and community building, in the learning 

process (Masoumi, 2010). 

The E-quality Framework covers 113 

benchmarks categorized into 29 sub-factors 

across seven main factors/building blocks. 

The main factors are: institutional factor, 

instructional design factor, evaluation factor, 

technological factor, pedagogical factor, stu-

dent support, and faculty support (Masoumi 

& Lindstrom, 2012). These factors provide a 

range of related benchmarks that are pri-

marily focused on a particular aspect of e-

learning environments. Moreover, the 

framework needs to be viewed holistically 

by taking into account all of the provided 

benchmarks together as well as how they 

relate to one another (Masoumi, 2010).  

(Refer to Masoumi (2010) for a complete 

review of the E-quality Framework.) 

3.2.3 The National Standards for Quali-

ty Online Programs Framework 

The National Standards for Quality Online 

Programs (NSQ) offer a framework for in-

terested educational institutions to improve 

online and blended learning programs. The 

standards are meant to provide guidance 

while allowing users a much greater flexibil-

ity (NSQ, 2019). The National Standards for 

Quality Online Programs are grouped into 

14 standard categories. Each standard is ac-

companied by a set of indicators with corre-

sponding explanations and examples. Insti-

tutions adopting the standards and indicators 

to fit their own needs will find the explana-

tions and examples particularly useful. Fur-

thermore, the explanations and examples 

will make it possible for a range of program 

types—including full-time virtual schools—

to apply the standards to competency-based, 

blended, or other learning strategies being 

employed. Accordingly, they are meant to 

balance the need for a usable set of bench-

marks for quality online learning practices 

with the need for flexibility to accommodate 

the wide range of program types and availa-

ble resources (NSQ, 2019). 

(Refer to the National Standards for Quality 

Online Programs (2019) for a complete re-

view of the framework.) 

3.3 A brief analysis of the selected 

models and frameworks 

In this section, the three international models 

and frameworks for assuring and improving 

the quality of e-learning programs in higher 

education discussed above are briefly ana-

lyzed for commonalities and differences in 

terms of themes and the number of sec-

tions/categories, standards and/or indicators 

included in each of them. Thereafter, a brief 

thematic analysis in terms of strengths and 

weaknesses of each is provided. 

Actually, the largest number of sections is in 

the National Standards for Quality Online 

Programs Framework; it has 14 sec-

tions/standard categories and 72 indicators 

associated with them. The E-quality Frame-

work comes in the second place with regards 

to the number of sections, i.e. 7 sections, 

whereas the E-xcellence Model has the few-

est number of sections, i.e. 6 sections. In 

terms of standards and indictors, however, 

the E-xcellence Model has the largest num-

ber of standards and indicators—35 and 162 

respectively—followed by the E-quality 

Framework, with 28 standards and 113 indi-

cators. It should be noted, moreover, that 

authors of the E-xcellence Model and the E-

quality Framework created sets of standards 

that were thorough and contained lengthy 

descriptions of multiple indicators related to 

quality in e-learning. 

A total of 77 standards are included in the 

analysis of the selected models and frame-

works. The analysis of the section headings 

indicates that topics like institutional com-

mitment, instructional design and develop-

ment, and student and teacher support are 

the most cited when determining quality for 

e-learning programs. On the other hand, 

course design and delivery, evaluation and 

pedagogical standards are the most empha-
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sized standards for indicating quality in e-

learning. 

To elaborate, the E-xcellence Model, the E-

quality Framework, and the National Stand-

ards for Quality Online Programs Frame-

work all offer useful guidelines for evaluat-

ing and enhancing online education, but they 

have distinct strengths and weaknesses. The 

E-xcellence Model's strengths include its 

emphasis on institutional commitment and 

strategic alignment, as well as its support for 

benchmarking against best practices to iden-

tify areas for improvement. However, it has 

some weaknesses including its inflexibility 

in adapting to unique contexts or needs and a 

primary focus on institutional quality, which 

may overlook individual learner experienc-

es. On the other hand, the E-quality Frame-

work's strengths include its holistic approach 

to quality, focus on user experience, and en-

couragement of continuous improvement 

through feedback loops. The weaknesses 

include a lack of specificity in certain areas, 

leading to ambiguity in implementation, and 

its resource-intensive nature. The National 

Standards for Quality Online Programs 

Framework's strengths include its clear, 

measurable standards, credibility, and sup-

port for accountability and transparency. The 

weaknesses of this framework include the 

potential to stifle innovation and unique 

pedagogical approaches, as well as the po-

tential to become outdated due to its slow 

adaptation to emerging technologies and 

methodologies. In a nutshell, each model 

and framework has its strengths and weak-

nesses, making them suitable for different 

contexts. A blended approach, combining 

aspects from each model and framework, 

can help institutions create a comprehensive 

quality assurance strategy tailored to their 

specific needs and goals in online education. 

4. The Proposed Quality E-learning 

Framework  

To address RQ2, an extensive review and 

thorough meta-analysis of almost all rele-

vant research and literature in the field of e-

learning, with a particular focus on interna-

tional quality models and frameworks de-

veloped so far for assuring and enhancing 

quality in e-learning programs, were carried 

out. Taking into account the strengths and 

weaknesses of the e-learning quality models 

and frameworks discussed above, a compre-

hensive quality e-learning framework was 

developed. 

4.1  The framework development stag-

es 

The stages involved in developing this quali-

ty e-learning framework are briefly de-

scribed in this section. In the first stage, the 

context, scope, and boundaries of the 

framework were defined. Then, the center's 

needs, requirements, and challenges were 

identified and analyzed. After that, a thor-

ough analysis of the existing models, 

frameworks, best practices, and relevant data 

was conducted to understand the current 

state of e-learning and identify best practic-

es. The second stage involved the design of 

the framework. In this stage, the framework 

was structured into key standard categories 

and sub-categories. This stage also involved 

developing a conceptual model or represen-

tation of the framework, including the rela-

tionships between key components of the 

framework. The third stage marked the de-

velopment of a detailed design of the 

framework. Benchmarks and quality assur-

ance indicators for each standard category 

and sub-category were outlined in this stage.

 The fourth stage was the validation 

of the developed framework by a group of 

experts in the field of e-learning. In more 

details, the framework was sent to eight ex-

perts in the field of e-learning for validation. 

62.5% of them (i.e., five expert validators) 

responded while 37.5% of them (i.e., three 

expert validators) did not respond. The re-
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spondent experts carefully reviewed the pro-

posed framework to ensure it meets the ob-

jectives and requirements of the study and 

provided valuable feedback. The final stage 

involved making adjustments to the frame-

work based on the feedback from the expert 

validators. The framework was sent back to 

the validators after modification for final 

review and feedback. All the respondents 

(i.e., 100%) approved the proposed frame-

work. See Appendix B for a list of respond-

ent and non-respondent expert validators.    

In practice, most of the existing e-learning 

quality models and frameworks have been 

designed in developed countries, where the 

state and challenges of e-learning are not the 

same as those in developing countries (Esfi-

jani, 2018). Therefore, adapting these mod-

els and frameworks to the local, cultural 

contexts of developing countries, like Yem-

en, is crucial for the successful implementa-

tion of e-learning programs. Accordingly, 

the quality e-learning framework proposed 

here was designed to address the local needs 

and unique requirements of CLTIUY.   

However, it is important to note that the de-

veloped quality e-learning framework is sub-

ject to ongoing changes and modifications. 

Similarly, it is inevitable that other research 

and e-learning frameworks and models will 

incorporate additional factors and standards, 

thereby expanding and refining the existing 

landscape of e-learning.  

4.2 A Framework for Quality E-

learning Programs in CLTIUY 

To start with, it is important to note that al-

most all e-learning models and frameworks 

developed so far, including those selected as 

case studies for this paper, discuss more or 

less the same standards and themes (e.g., 

institutional context, curriculum design, 

learner and teacher support, content quality, 

technology infrastructure, etc.). The case is 

so because these are the most emphasized 

standards and themes that ensure the imple-

mentation of successful e-learning initia-

tives. Hence, it is inevitable that those 

frameworks and models exhibit great simi-

larities in their themes and structures as well. 

The framework proposed here is not an ex-

ception, though. It exhibits a good deal of 

similarities with the frameworks and models 

selected as case studies for this paper. De-

spite that, a considerable number of differ-

ences exist. In other words, the quality e-

learning framework proposed here is differ-

ent from those models and frameworks men-

tioned above in many aspects. First, it is 

specifically tailored for Center for Lan-

guages and Translation at Ibb University in 

Yemen, where the state and challenges are 

not the same as those in the cases of the E-

xcellence Model, the E-quality Framework, 

and the National Standards for Quality 

Online Programs Framework. Therefore, the 

context is more specific here whereas the 

models and frameworks discussed above are 

more general or tailored to different contexts 

(i.e., the European context in the case of the 

E-xcellence Model, the Iranian context in 

the case of the E-quality Framework, and the 

United States context in the case of the Na-

tional Standards for Quality Online Pro-

grams Framework). As a result, the level of 

detail and use of specific benchmarks differ 

accordingly. Second, the proposed frame-

work is both benchmark-driven and quality-

centered. That is to say, the use of a wide 

range of benchmarks (135 benchmarks) with 

corresponding sets of quality assurance indi-

cators across various categories provides 

concrete and measurable targets for the cen-

ter to aim for. This focus on measurable out-

comes is crucial for implementing effective 

e-learning programs and fostering continu-

ous improvement. Finally, the proposed 

framework is more geared towards imple-

menting quality e-learning initiatives from 

scratch, whereas the E-xcellence Model and 

the E-quality Framework are more geared 

towards evaluating and ensuring the quality 

of already existing e-learning programs.  

The quality e-learning framework developed 

in this paper (see Fig. 1) can be regarded as 

a roadmap for the implementation of suc-

cessful, quality e-learning programs since it 

provides comprehensive guidelines to sup-
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port policymakers at Ibb University, namely 

in Center for Languages and Translation, in 

developing effective e-learning programs. 

Similarly, it can be adopted by any public 

and/or private higher education institutions 

and departments, at the local and national 

level, for developing quality e-learning pro-

grams, with minor changes and modifica-

tions related to the content and subject mat-

ter of the program or course intended to be 

developed and delivered online.  

Based on the e-learning quality models se-

lected as case studies for this paper, a com-

prehensive quality e-learning framework 

was developed. The framework covered 135 

benchmarks divided into 11 sub-categories, 

which were grouped into 7 main standard 

categories: institutional management, tech-

nical infrastructure and technology support, 

instructional design, e-learning assessment 

procedures, faculty support, learner support, 

and program evaluation

. 

 

Fig. 1 Quality E-learning Framework. 

In more details, the e-learning 

framework was constructed on four lev-

els, including 'standard categories', 'sub-

categories', 'benchmarks' and 'quality as-

surance indicators'. More specifically, the 

framework was divided into 7 standard 

categories and 11 sub-categories, cover-

ing 135 benchmarks and a set of corre-

sponding quality assurance indicators, 

which characterized and exemplified the 

standard categories and sub-categories. It 

is important to be aware that the bench-

marks are not numbered in order of im-

portance. Given below is a brief outline 

of the framework developed in this paper. 

A more detailed outline of the given 

benchmarks is presented in Appendix A. 

4.2.1 Institutional manage-

ment 

It is generally accepted that success-

ful implementation of e-learning pro-

grams depends on explicit institutional 

mission and goals. The institution should 

have clearly defined management struc-

tures, policies and strategic plans for the 

development of quality e-learning pro-
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grams. It should also have the necessary 

systems and technological infrastructures 

in place for implementing and administer-

ing such programs.  

4.2.1.1 Policy and planning 

The institution has a clear sense of 

purpose and direction, which is informed 

by national priorities as well as by the 

demands of providing cost-effective, 

quality e-learning programs. The institu-

tion's mission and strategic goals are set 

out clearly and unambiguously. Moreo-

ver, the mission statement is made avail-

able to the public and is reviewed period-

ically by programs management. The in-

stitution has pre-set policies and plans 

that well align with its mission and goals.   

4.2.1.2 Administrative and 

technical staff support 

The significance of efficiently operat-

ing administrative processes and good 

administrative support is considered as an 

essential prerequisite for establishing and 

maintaining high quality e-learning pro-

grams. Hence, quality e-learning pro-

grams should have a clear governance 

and administrative structure with trans-

parent roles and responsibilities intended 

to ensure long-term success and sustaina-

bility. 

4.2.1.3 Research and innovation 

Basically, research and instruction 

are seen as interdependent in any higher 

education settings. Thus, it is crucial that 

institutions pay close attention to the pro-

cess by which the teaching staff deter-

mines the best teaching methods for e-

learners while accounting for innovation, 

pedagogical practice, and the program's 

specific goal. Institutions should focus on 

demonstrating the need for e-learning 

provision in relation to the mission and 

goals of both the program and the institu-

tion. In light of this, the institutional 

management needs to ensure there is an 

explicit policy framework that allows for 

the identification, evaluation, dissemina-

tion, and, where applicable, adoption of 

new research findings, innovations, and 

emerging techniques.  

4.2.2   Technical infrastructure and 

technology support 

Robust technical infrastructures are a 

prerequisite for institutions that provide 

e-learning programs, as they shape the 

basic structures for student-faculty and 

student-content interactions. The provi-

sion of a stable and reliable technical in-

frastructure is vital as it directly affects 

learning, student satisfaction, and student 

retention. Institutions can ensure the effi-

cacy of e-learning programs delivery by 

acquiring, operating, and maintaining a 

computer-based system capable of: regis-

tering students to programs and authenti-

cating their identities; distributing e-

learning materials to students; maintain-

ing and updating records of student per-

formance; conducting aspects of e-

business with respect to student fees, etc.; 

and facilitating communication between 

the institution, its student and staff. Such 

a system is often referred to as Learning 

Management System (LMS) or Virtual 

Learning Environment (VLE) and may be 

commercially acquired or developed by 

the institution itself. 

4.2.2.1 E-learning system devel-

opment and sustainability 

The development and sustainability 

of the institution's technical infrastructure 

is a key factor in effective and successful 

delivery of e-learning programs. There-

fore, the technical infrastructure for e-

learning, along with its development and 

management, should be guided by a stra-

tegic plan at the institutional level. 

4.2.2.2 Virtual Learning Environ-

ment (VLE) and delivery system 

The institution should prioritize pro-

fessional design, management and 

maintenance of its technical infrastructure 

to meet capacity and availability targets. 

It should also ensure that the programs 

are delivered in a way that promotes flex-

ible learning paths, various delivery 

modes, and diverse teaching methods, 

giving students a sense of autonomy.  

The e-learning materials delivery sys-

tem is the core of the Virtual Learning 
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Environment (VLE), which is also known 

as a learning platform. Another aspect 

provided by a VLE is a Learning Man-

agement System (LMS) that handles ad-

ministrative tasks like assigning students 

and staff to courses, managing assessment 

submissions, and similar tasks. In prac-

tice, VLEs provide more flexibility in 

terms of instruction, learning and evalua-

tion. Moreover, they can be used to foster 

critical thinking, creativity and in-depth 

subject knowledge. VLEs may contain a 

wide range of tools, including blogs, fo-

rums, online video conferencing plat-

forms, internet voice communication, so-

cial media, etc. Though such systems can 

be developed by the institution itself, 

most institutions opt to purchase com-

mercial systems or use open source sys-

tems that may be modified to suit institu-

tional requirements.   

4.2.2.3 Information manage-

ment system 

Conducting research on learners and 

their needs and expectations is of utmost 

importance and serves as a foundation for 

informing all aspects of e-learning. Insti-

tutions should ensure that they gather, 

analyze, and apply pertinent information 

for the successful management of their 

programs. Simply put, there should be up-

to-date and detailed information about 

potential learners, including demographic 

factors, language and technology profi-

ciency, learning needs and motivation, as 

well as resource factors like financial re-

sources, access to electricity, media and 

technologies, etc. A good information 

management system will enable the com-

plete and comprehensive collection of 

data and indicators derived from all as-

pects related to e-learning. 

4.2.3 Instructional design 

By definition, instructional design is 

the systematic process of planning, creat-

ing, and delivering learning materials and 

experiences to learners. The learning ob-

jective is the primary focus of the instruc-

tional design process. This learning goal 

should match the desired outcome for the 

learner. Hence, determining the needs of 

the learners, defining the end goals and 

objectives of instruction, designing and 

planning assessment tasks, and designing 

teaching and learning activities to ensure 

the quality of instruction are all part of 

the instructional design process. With this 

in mind, the institution should adopt and 

implement instructional design methods 

that enable effective and efficient online 

teaching and learning. At large, quality e-

learning programs can be provided 

through constructive alignment of peda-

gogy, technology, and learning resources. 

4.2.3.1 Curriculum design 

Curriculum design is an important 

aspect of the quality of e-learning. It 

should address the needs of the target au-

dience for e-learning programs. Any e-

learning program curriculum should, by 

default, be designed in a way that offers 

personalization and flexibility for the 

learner in terms of time, place and pace of 

learning, while ensuring the achievement 

of learning outcomes. The curriculum 

should also provide opportunities for 

building online learning communities and 

supporting communication between 

teachers and students, and between stu-

dents and their peers. 

4.2.3.2 Course design and learn-

ing materials 

Designing and developing an e-

learning course is a very challenging task 

that needs to be planned and managed 

carefully while following all the formal 

practices that are part of the e-learning 

program development cycle. There 

should be a clear statement of the learn-

ing goals/outcomes to be achieved for the 

successful completion of each course. 

These outcomes, which must be appropri-

ate to the level and subject domain of the 

course, are further expressed in terms of 

knowledge, skills, and professional com-

petencies. Additionally, the development 

of each course should include a clearly 

documented course specification which 

sets out the relationship between learning 

outcomes, teaching and learning activi-
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ties, learning materials and assessment 

methods. More specifically, the teaching 

and learning activities, the learning mate-

rials and the assessment methods facili-

tate the achievement of the learning 

goals/outcomes. 

4.2.3.3 User interface and rele-

vant technical aspects 

The interaction between users (stu-

dents and teachers or other staff) in e-

learning platforms is viewed as an essen-

tial factor in the design and use of e-

learning environments. The reason for 

this is that students primarily access 

learning materials through the user inter-

face. Poorly designed features of this in-

terface may create disturbing barriers to 

learning achievement. As a result, the in-

stitution should establish a set of tech-

nical, accessibility and presentational cri-

teria for e-learning materials and delivery 

systems. 

4.2.4 E-learning assessment proce-

dures 

Assessments of e-learning programs 

serve as a digital means of evaluating 

learners' knowledge. Student assessment 

should be considered as an integral part 

of the teaching and learning process of e-

learning programs. In this sense, assess-

ments are typically used by curriculum 

and course designers to assess learner 

comprehension of the content, and learn-

ers can utilize them to evaluate their 

knowledge and progress as well. E-

learning assessments are also used to in-

form teaching practice and improve the 

curriculum.  

Furthermore, assessments should be 

aligned to the learning out-

comes/objectives of e-learning programs. 

This normally entails that curriculum and 

course designers should include a range 

of formative and summative assessment 

tasks and methods which reflect the di-

versity of the modes of knowledge and 

skills acquisition and ensure that all learn-

ing outcomes are validly assessed. 

Formative assessment provides feedback 

to students, whereas summative assess-

ment contributes to their program/course 

result. It has to be mentioned, too, that the 

level of challenge of the assessment in a 

program should be appropriate for the 

level of the qualification to which it leads. 

4.2.4.1 Formative assessment 

Formative assessments help monitor 

student learning and provide ongoing 

feedback that can be used by students to 

improve their learning, enabling them to 

identify their strengths and weaknesses 

and target areas requiring improvement. 

They typically do not contribute to the 

student's final grade. In e-learning con-

texts, formative assessment can be in the 

form of online self-assessment 

tests/quizzes with automated feedback, 

peer assessment/review via online com-

munication tools such as forums and so-

cial media, or teacher/examiner assess-

ment by giving constructive feedback 

through which students can judge their 

progress and improve their learning. In 

brief, formative assessments provide data 

for targeted remediation or intervention 

when needed. 

4.2.4.2 Summative assessment 

Summative assessment is concerned 

with awarding a grade or mark to the stu-

dent to determine whether he progresses 

to the next stage of a program or gains an 

award on completion. Assessments 

should be aligned to learning objectives, 

activities and methods of delivery so that 

students learn what is intended and are 

assessed on what they are supposed to be 

learning. This means that procedures for 

summative assessment need to be explic-

it, fair, valid and reliable. Multiple as-

sessment methods should also be applied 

to assess the degree to which stated learn-

ing objectives are met. Furthermore, spe-

cial care needs to be exercised in online 

summative assessments to prevent imper-

sonation and plagiarism. There should be 

an institutional policy for student behav-

ior codes that specifically address issues 

of impersonation and plagiarism and the 
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sanctions applied when these codes are 

breached. Moreover, where part-time or 

external examiners are involved in as-

sessment, measures should be put in place 

to ensure that agreed marking criteria are 

being adopted consistently.  

4.2.5 Faculty support 

Institutions offering e-learning pro-

grams support their faculty and staff by 

providing a timely technical assistance 

and a wide variety of professional devel-

opment opportunities. It is essential for 

institutions to provide technical assistance 

for faculty during online course develop-

ment and online teaching as well. Be-

sides, institutions must carefully consider 

how to best staff, promote, plan, and de-

liver the educational and technical sup-

port that academics need for teaching 

online and creating dynamic online learn-

ing communities. Furthermore, it is nec-

essary to provide ongoing technical assis-

tance for the system of learning manage-

ment, social media tools, graphic design, 

audio and video recordings, web page 

development, and new emerging technol-

ogies.  

4.2.6 Learner support 

Learner support services are funda-

mental to the successful implementation 

of e-learning programs. Effective learner 

support increases retention, success and 

satisfaction of e-learners. To this end, the 

institution should develop a learner pro-

file that identifies the needs and charac-

teristics of prospective e-learners. This 

profile should include such information 

as learners' demographic backgrounds, 

learning and technical experiences, learn-

ing needs and motivations, access to in-

ternet and technological equipment, etc.  

Furthermore, before starting an e-

learning program, learners are provided 

with information about the program, in-

cluding admission and registration re-

quirements, tuition and fees, technical 

requirements, learning materials, learner 

support services, policies and code of 

practice, learning platforms, delivery 

modes and assessment methods. The in-

stitution should also provide guidance 

and tutorials for learners in the use of all 

forms of technologies utilized for pro-

gram delivery. 

4.2.7 Program evaluation  

Program evaluation is seen as an in-

dispensable tool for institutions seeking 

to deliver high quality e-learning pro-

grams. It is a means by which institutions 

set their program goals and measure re-

sults against those goals. Program evalua-

tion is used to demonstrate an institution's 

capacity to deliver the intended out-

comes as measuring criteria for how and 

to what extent it meets demands at differ-

ent levels. Institutions should regularly 

monitor and periodically evaluate their e-

learning programs to ensure that they 

achieve the objectives set for them and 

meet the needs of all stakeholders (i.e., 

learners, faculty, staff and other interested 

parties). Put differently, institutions need 

to provide evidence of accountability to 

stakeholders by implementing evaluation 

activities that assess the alignment of 

pedagogy, educational activities, and de-

sired learning outcomes, as well as ad-

dress specific issues of usability and 

standards achievement. These evaluation 

activities should lead to continuous im-

provement of e-learning programs, and 

any action taken as a result should be 

communicated to all program stakehold-

ers. 

Basically, program evaluation should 

be conducted both internally and exter-

nally with a view to informing all pro-

cesses that affect teaching and learning. 

Internal program evaluations tend to pro-

vide immediate feedback on a specific 

area of inquiry and are often more infor-

mal in nature. External program evalua-

tions, on the other hand, usually take an 

objective approach to the entire program, 

which will lend more credibility to the 

results. After all, an effective program 

evaluation that supports ongoing im-

provement includes data collection and 

evidence of analysis in the following pri-
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mary areas: cost-effectiveness in terms of 

tuition fees and student enroll-

ment/withdrawal/drop/retention/success 

rates; learner and faculty feedback on the 

quality of the e-learning program/course 

and the effectiveness of their educational 

experiences; learner and faculty satisfac-

tion with the quality of technical and ped-

agogical support services; the quality and 

effectiveness of e-learning materi-

als/resources and delivery modes; and 

learning outcomes achievement (at the 

course and program level). 

5. Conclusion and Recom-

mendations 
The present paper was grounded in 

the foundation of benchmarking and qual-

ity assurance in the field of e-learning in 

higher education. The current discourses 

in the field and the theories behind the 

main concepts, i.e., e-learning, quality 

and benchmarking, have been selected as 

a theoretical foundation for this study. By 

exploring these three discourses, it is 

hoped that this paper can offer a compre-

hensive framework for implementing 

quality e-learning programs in CLTIUY 

in particular, and at any other public or 

private institution/university in general.  

The integration of information and 

communication technologies (ICT) in 

modern educational systems has fueled 

the drive for e-learning initiatives in 

higher education institutions worldwide. 

E-learning has become a particularly at-

tractive educational method for the ma-

jority of students as the use of web-based 

technologies offers a greater flexibility in 

terms of: reducing the costs of sharing 

vast amounts of data; eliminating com-

munication barriers and geographical dis-

tance gaps between individuals; increas-

ing academic mobility in higher educa-

tion; providing people with disabilities 

better access to higher education; and 

providing opportunities for lifelong learn-

ing. 

In light of the wide spread of e-

learning initiatives in recent times, never-

theless, there are worldwide calls for en-

hancing and assuring quality in e-learning 

in general and in developing countries in 

particular. This striving for excellence is 

viewed as the most decisive factor deter-

mining the successful implementation of 

e-learning programs. Reflections on the 

literature and the key conclusions from 

this paper revealed that quality was seen 

as the most significant factor driving the 

future of e-learning, and stressed the ex-

plicit need to integrate e-learning in ordi-

nary quality assurance and enhancement 

processes in higher education. Conclu-

sions from the paper also emphasized the 

importance of engaging all stakeholders 

in the decision-making process, through 

ongoing evaluation activities and feed-

back, to ensure successful implementa-

tion of quality e-learning programs. 

A close investigation into the litera-

ture currently available on quality in e-

learning, furthermore, reveals that many 

different approaches, frameworks and 

models exist to evaluate the quality of 

online education, or e-learning. However, 

to the best of the researcher's knowledge, 

no such a framework for implementing 

quality e-learning programs in higher ed-

ucation institutions in Yemen that is 

based on a benchmarking approach has 

been developed so far. Therefore, the e-

learning framework developed in this pa-

per is particularly significant as it will 

provide leadership and policymakers in 

Ministry of Education and Scientific Re-

search in Yemen in general, and in 

CLTIUY in particular, with valuable 

guidelines and recommendations for im-

plementing successful quality e-learning 

programs. Moreover, the conclusions 

drawn in this paper will contribute and 

have practical implications on further 

work in the area of e-learning in higher 

education. 

5.1 Recommendations 

Below are some recommendations 

that can be utilized to support leadership 

and policymakers in Ministry of Educa-

tion and Scientific Research in Yemen in 
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general, and in CLTIUY in particular, in 

developing and implementing successful 

quality e-learning programs. 

1) Mainstreaming e-learning into 

higher education and making e-learning 

initiatives part of the institution's goals, 

policies, strategic plan and budget. 

2) Integrating e-learning into the 

overall institutional quality assurance sys-

tems.  

3) Considering the use of bench-

marking as a means for identifying best 

practices and assuring quality in e-

learning.  

4) Starting with latest educational 

technologies and robust technical infra-

structures to control and administer e-

learning initiatives. 

5) Supporting faculty professional 

development through ongoing training 

programs. 

6) Developing technology training 

programs for technophobic or technologi-

cally challenged students. 

7) Encouraging, facilitating and sup-

porting research in the field of e-learning 

and quality assurance.  

8) Recruiting adequate academic 

staff and enough technical and adminis-

trative staff to support e-learning pro-

grams. 

9) Prioritizing criteria such as user 

friendliness, specific functionalities, con-

tribution to learning objectives, ease of 

integration, security measures, accessibil-

ity options, reliability, and effectiveness 

when selecting e-learning technologies, 

resources, and support services. Cost 

should not be the primary criterion. 

10) Reviewing, evaluating and updat-

ing the learning content on a regular basis 

to ensure ongoing improvement. 

11) Collecting feedback from all 

stakeholders (including faculty, learners 

and support staff) on a regular and sys-

tematic basis and using it for improving 

the quality of e-learning programs. 

5.2 Suggestions for future research 

The proposed framework needs to be 

tested empirically in local contexts, and 

further research needs to be conducted to 

ensure the framework will perform as 

stated. Accordingly, further empirical re-

search is needed to examine both the ef-

fectiveness of the developed e-learning 

framework and its impact on students' e-

learning experiences. More specifically, 

how and to what extent do e-learning 

programs which follow this framework 

contribute to higher learner outcomes? 

And how does the proposed framework 

contribute to the promotion of quality as-

surance in e-learning within institutions 

developing e-learning initiatives? 

In conclusion, it is crucial to 

acknowledge that while the quality of e-

learning may be questioned and the ap-

proach to quality assurance may differ in 

different contexts, it is evident that the 

discussion surrounding e-learning quality 

will persist and fuel competition in the 

higher education sector.  

 

Appendix A: An outline of the 

given benchmarks 
1.1        (1) The institution has documented 

policy statements and strategic plans. 

(Adopted from the E-quality Framework)   

(2) The institution has explicitly designed 

systems for administering and delivering e-

learning programs and has planned for contin-

gencies in order to meet the needs of e-learners. 

(3) The institution defines the strategic val-

ue of e-learning programs to its stakeholders, 

staff and prospect learners—what the program 

does and whom it serves. 

(4) The institution's e-learning strategy is 

made available to the target learners and stake-

holders. 

(5) The institution has staff responsible for 

formulating, evaluating and developing institu-

tional policies and plans related to e-learning. 

These policies and plans are set out clearly for 

the benefit of all participants and stakeholders. 

(Adapted from the E-xcellence Model) 

(6) The institutional policies must pay due 

regard to ethical and legal considerations such as 

accessibility to learners with particular needs, 

data protection, security, privacy and freedom of 

information. 



   

 The University Researcher Journal of Human Sciences 

A Proposed Framework for Quality…. Ali Gamil &Anees Al-Najjar 

 

 (1الإصدار ) -( 58)العدد 

303 

(7) There are mechanisms to support and 

monitor staff in the implementation of these pol-

icies. (Adapted from the E-xcellence Model) 

1.2 (1) The institution has a good adminis-

trative support and clear governance structure to 

enable effective and comprehensive decision 

making related to e-learning programs. (Adapted 

from the NSQ Framework) 

(2) The institution constantly applies pre-

defined and published regulations covering all 

stages of the student life-cycle, such as admis-

sion, progression, assessment, recognition and 

certification. 
(3) There are clear lines of accountability 

within the institution that define the unique roles 

and responsibilities of the administrative and 

support staff, teaching staff and learners. 

(4) The institutional plans address issues of 

resourcing, staffing and staff training and devel-

opment. (Adopted from the E-xcellence Model) 

(5) Students/prospective students are given 

specific details about the equipment, e-learning 

platforms and digital skills, pre-knowledge, pre-

requisite subjects, and attendance requirements. 

(Adopted from the E-xcellence Model) 

(6) There are effective, secure and reliable 

systems for communication with learn-

ers/potential learners, with administrative and 

support staff, and with all staff and tutors in-

volved in e-learning programs. 

(7) Staff and learners are trained in the use 

of equipment, facilities, and communication and 

information systems. (Adapted from the E-

xcellence Model) 

(8) Proper financial and budgetary proce-

dures are in place to deal with allocation of re-

sources and monitoring of expenditure. (Adapted 

from the E-quality Framework) 

(9) Proper accountability structures are in 

place to ensure that enquiries, applications and 

complaints are dealt with quickly and profes-

sionally. 

(10) Evaluation of staff performance occurs 

on a regular basis. (Adapted from the NSQ 

Framework) 

1.3 (1) The institution has a clear strategy 

for research and innovation with regards to e-

learning programs. (Adapted from the E-

xcellence Model) 
(2) E-learning programs are aligned 

with the institutional mission and 

goals. (Adapted from the E-xcellence Mod-

el) 

(3) The instructional design reflects peda-

gogical practices and innovation. (Adapted from 

the E-quality Framework) 

(4) The institution's processes for continu-

ous improvement are intrinsically tied to the pol-

icies and activities on research and innovation in 

e-learning, which are informed by monitoring, 

feedback, and self-evaluation. (Adapted from the 

E-xcellence Model) 

2.1 (1) The technical infrastructure plan 

supports the institution's e-learning mission and 

objectives, and is influenced by the educational 

requirements (e.g., delivery of learning materi-

als, facilities for online communication, tools for 

assessment, etc.) of the academic community, 

both students and staff. (Adapted from the E-

xcellence Model) 

(2) The technical infrastructure of the e-

learning system is fit for purpose and supports 

academic, social, and administrative functions. 

(Adopted from the E-xcellence Model) 

(3) The systems for communication and 

storage of data are secure, reliable and protect 

student privacy. (Adapted from the E-xcellence 

Model) 

(4) The systems should be responsive and 

operational during peak load times to ensure the 

least disruptive learning environment is provid-

ed. 

(5) E-learning systems are interoperable and 

robust, aligned with the institution's technical 

infrastructure, and are regularly subjected to in-

ternal evaluations, maintenance, updating, and 

improvements as needed. (Adapted from the E-

xcellence Model) 

(6) The technical infrastructure should en-

sure equitable access to the learning and teach-

ing materials and support services by staff and 

all students, including students with special edu-

cational needs. (Adapted from the NSQ Frame-

work) 

(7) Measures are in place for system recov-

ery in the event of failure or breakdown. (Adopt-

ed from the E-xcellence Model) 

(8) There are effective user authentication 

procedures in place to ensure that the student 

who registers in an e-learning program is the 

same student who participates in and completes 

the program. These include using biometric data, 

secondary authentication with challenge ques-

tions, and webcams. 

(9) Effective electronic security measures 

(e.g. password protection, encryption, proctored 
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exams, back-up systems, etc.) are in place to 

ensure information integrity and validity. 

(10) Information on how to use the institu-

tion's e-learning systems and services is provid-

ed to all users in a logical, consistent, and relia-

ble way. (Adopted from the E-xcellence Model) 

2.2 (1) The institution has appropriate fund-

ing for learning and teaching activities and en-

sure that adequate and readily accessible learn-

ing resources and student support are provided. 

(Adapted from the E-quality Framework) 

(2) The institution establishes operational 

standards for its technical infrastructure that are 

compared to those of other major online custom-

er service providers. 

(3) There is sufficient server capacity and 

bandwidth to handle the planned usage. (Adopt-

ed from the E-xcellence Model) 

(4) There are secure systems for storing and 

analyzing data on students' learning activity and 

interactions with the institution's online systems. 

(Adopted from the E-xcellence Model) 

(5) The VLE supports a variety of methods 

and tools. 

(6) The VLE is appropriate for the type of 

learning and the requirements of learners. 

(Adopted from the E-xcellence Model) 

(7) The technical infrastructure ensures the 

accessibility of the e-learning program by all 

students, including students with special educa-

tional needs. (Adapted from the NSQ Frame-

work) 

(8) The selection of technologies is based on 

the needs, resources and capabilities of the 

learners and the institution, and the purposes of 

the offered programs. 

(9) Learning outcomes guide the selection 

of teaching methodologies and learning activi-

ties. 

(10) E-learning materials fit the pedagogical 

model and facilitate student learning. 

(11) E-learning materials and delivery sys-

tems undergo rigorous technical testing in real-

world conditions prior to actual use. 

(12) The content is presented in a learner-

oriented fashion. 

(13) The VLE and e-learning materials sup-

port rich interactivity and communication be-

tween learners, faculty and staff. (Adopted from 

the E-xcellence Model)  

(14) The e-learning platform should provide 

students with a user-friendly environment that 

allows them to perform learning activities 

smoothly and effectively. (Adopted from the E-

quality Framework) 

(15) The technical infrastructure is aligned 

with the teaching methodologies, learning activi-

ties, and e-assessment methods, and it eases the 

teaching and learning process. 

(16) The institution provides guidance on 

appropriate online behavior and code of practice 

(netiquette rules). (Adapted from the E-xcellence 

Model) 

2.3 (1) There is a robust information man-

agement system that provides relevant, updated, 

and reliable information about the institution and 

its programs. 

(2) The institution regularly publishes in-

formation about its programs and activities, 

which is clear, accurate, objective, up-to-date, 

and readily accessible. 

(3) The information management system al-

lows for tracking learners' performance (e.g., in 

assignments, examinations, assessments, etc.). It 

also allows for identifying at-risk and inactive 

learners. 

(4) Collected information about learners is 

used to design programs, materials, learner sup-

port and services that are flexible and learner-

centered. 

(5) The institution publishes reliable, com-

plete, and up-to-date information on programs 

(e.g., study requirements, learning objectives, 

credits, assessment methods, sequence, timing, 

completion rates, etc.), and institutional tech-

nical support provided. (Adopted from the E-

quality Framework) 

(6) Details of learning materials and deliv-

ery systems are provided to learners and staff in 

a clear and accessible manner. 

3.1 (1) The curriculum is designed with the 

national needs as well as the needs of potential 

learners and other interested parties in mind. 

(2) The institution has clear policies on pro-

gram modularity and scheduling, online assess-

ment methods, and provision of personalized and 

flexible learning to meet different learning needs 

and aspirations. 

(3) The curriculum is structured into coher-

ent and consistent modules with clearly stated 

learning outcomes for each module. This will 

enable both staff and learners to gain an over-

view of module coverage and establish the rela-

tionships and interdependencies between mod-

ules.   
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(4) The curriculum is designed to enable 

participation in online learning communities via 

social media tools. These online communities 

provide opportunities for collaborative learning 

as well as student-student and student-teacher 

interactions. 

(5) The curriculum includes authentic prac-

tical work that best suits learners' career re-

quirements and which can be achieved online by 

virtual facilities. 

(6) The curriculum includes opportunities 

for both asynchronous and synchronous learn-

ing. (Adapted from the NSQ Framework) 

(7) The curriculum design promotes both 

student-student and student-teacher communica-

tions. 

(8) The curriculum supports the involve-

ment of e-learning students in research activities 

in order to develop appropriate research, critical 

evaluation and communication skills. (Adapted 

from the E-xcellence Model) 

(9) Where blended learning is considered 

and employed, the curriculum provides an ap-

propriate mixture of online and face-to-face ap-

proaches to e-learning, including assessment. 

When this is the case, however, learner prefer-

ences and needs should highly be catered for and 

prioritized to assure flexibility, which is one of 

the essential characteristics of e-learning pro-

grams. (Adopted from the E-xcellence Model) 

3.2 (1) For each course, there is a clear and 

concise description of the learning outcomes (in 

respect of both knowledge and skills), target 

learners, teaching and learning activities, learn-

ing materials, assessment methods, any prerequi-

site knowledge and skills, key instructional tech-

niques that will be used, course coverage and 

size, credit rating, and required study time and 

key dates of the course. (Adopted from the E-

xcellence Model) 

(2) Learning outcomes guide the selection 

of appropriate teaching and learning activities, 

learning materials and assessment methods. 

(3) Experts in both academic and technical 

aspects of e-learning are brought into the course 

design, development and evaluation process. 

(4) Online educational resources (OER) and 

other third-party learning materials are selected 

with the aim of facilitating student learning as 

well as achieving learning outcomes. They 

should be tailored to fit the pedagogical ap-

proach and the learning context. (Adopted from 

the E-xcellence Model) 

(5) Main aspects of the course and learner 

context are well-researched and specified. 

(Adopted from the E-xcellence Model) 

(6) The selection of appropriate media and 

technology is guided by learning outcomes, 

learner needs, the ability to access and use tech-

nology, and the technical specifications of avail-

able facilities and support services. 

(7) E-learning materials provide sufficient 

interactivity (student-to-content, student-to-

student, and student-to-teacher) to support active 

engagement and encourage critical thinking and 

independent learning. (Adapted from the E-

xcellence Model) 

(8) Course designers should consider the ac-

cessibility of e-learning materials and assess-

ment methods by students with disabilities and 

students with special educational needs. 

(9) The content of the course is accurate, 

up-to-date, relevant, clearly presented, and logi-

cally structured and sequenced. 

(10) The e-learning content should build on 

and reinforce prerequisite, as well as new, con-

cepts and skills.  

(11) Course designers should ensure the 

provision of a student-centered approach of 

learning, teaching and assessment during the 

course design/development process. (Adapted 

from the E-quality Framework) 

(12) The institution has a policy that clearly 

defines the roles and responsibilities of all staff 

involved in the provision of e-learning support 

and online services (e.g., tutors/teachers, men-

tors, course designers, technical and administra-

tive support staff, etc.). (Adapted from the NSQ 

Framework) 

(13) The course design incorporates multi-

ple channels of communication and interaction 

between teachers and learners, with the purpose 

of providing learners with timely expert advice 

on course materials and individualized feedback 

on assignments. Communication routes may be 

both synchronous and asynchronous. (Adapted 

from the E-xcellence Model) 

(14) Students are furnished with a variety of 

e-learning resources and support services, in-

cluding e-libraries, virtual labs, etc.  

(15) Independent learning materials (e.g., 

open educational resources, massive open online 

courses, etc.) can be integrated into the course 

content to enable and enrich student learning. 

(Adapted from the E-xcellence Model) 
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3.3 (1) Materials should be accessible to us-

ers with special requirements (e.g., students with 

visual impairment). Where possible, provision of 

alternative formats of materials (e.g., audio tran-

scripts) should be offered in order to cater for 

different needs of learners. (Adopted from the E-

xcellence Model) 

(2) Learning materials should have high 

quality graphic design and should be neutral as 

to sex, ethnicity, age and related issues. 

(3) Learning materials should be accessible 

and usable via a variety of devices (e.g., mobile 

devices, laptops, tablets, etc.). This entails the 

need to retain major features of the user interface 

on all devices. 

(4) Navigation should be user-friendly: con-

sistent, easy and efficient. (Adapted from the E-

quality Framework) 

(5) All interfaces conform to usability and 

accessibility standards.  

(6) Elements like font, text and presentation 

should be consistent. (Adopted from the E-

xcellence Model) 

4. (1) Assessment information (including 

learning outcomes, assessment criteria, as well 

as assessment procedures and dates) is provided 

in all courses or modules. Students should be 

well-informed about the nature and purpose of 

assessments during the course, their impact on 

summative evaluation, and their connection to 

intended learning outcomes. (Adopted from the 

E-xcellence Model) 

(2) Student assessment, both formative and 

summative, is considered as an integral part of 

the curriculum and course design process. 

(Adapted from the E-xcellence Model) 

(3) The program provides opportunities for 

timely and effective feedback as an integral role 

of assessment. 

(4) Staff involved in marking are competent 

and well-trained in their role.  

(5) The procedures for marking both forma-

tive and summative assessments serve to ensure 

consistency and accuracy in the marking, grad-

ing, and feedback provided to learners. (Adopted 

from the E-xcellence Model) 

(6) There are clear procedures to receive, 

record, process, and return assignments within a 

specified timeframe, enabling learners to benefit 

from formative feedback prior to submitting fur-

ther assessment tasks. 

(7) Appropriate arrangements are in place to 

ensure the security of personal information and 

verification of student identity during summative 

assessment and examinations processes. 

(8) Assessment results are recorded securely 

and reliably and are available to all stakeholders 

including learners. 

(9) Efficient measures are put in place to 

prevent any compromise to the integrity of certi-

fication processes. 

(10) An appeal system exists for learners 

who wish to raise concerns about the fairness of 

the assessment. 

5.  (1) The institution ensures that faculty 

receive appropriate training, assistance and sup-

port to perform their roles and tasks effectively.  

(2) The provision of training programs is 

guided by a needs analysis plan that identifies 

training requirements by job function and ad-

dresses the needs of existing and newly recruited 

staff. (Adapted from the E-xcellence Model) 

(3) Faculty training programs place particu-

lar emphasis on equipping faculty to analyze and 

assist learners with language and learning diffi-

culties. 

(4) The institution ensures that adequate 

support services and resources (e.g., educational 

support, technical assistance and administrative 

support) are available to all academic staff, in-

cluding part-time tutors. 

(5) The institution provides faculty with a 

wide variety of professional development oppor-

tunities related to online teaching and learning. 

(6) The institution provides faculty with ef-

fective technical support in the use of the e-

learning platform, educational technology hard-

ware and software, and delivery system. 

(7) The institution ensures that the technical 

infrastructure supports faculty at all times by 

providing online access to materials, administra-

tive data and communication facilities. 

(8) The institution carefully assesses and 

monitors the workloads of faculty and other staff 

involved in online support for learners, and ap-

propriate arrangements are made for the adjust-

ments of workloads as required. 

(9) Tutor-learner ratio should be sufficiently 

small to allow tutors to cater for individual needs 

of learners, support them in their studies and 

monitor their progress.  

(10) The institution provides e-library ser-

vices (and, where applicable, virtual labs) for 

faculty and students, and is responsible for the 

maintenance of online resources. 
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(11) Academic staff have opportunities to 

provide feedback on their online teaching expe-

rience. Also, they should be provided regular 

feedback regarding their performance and stu-

dent achievement/progress. 

(12) The institution encourages participation 

in induction and mentoring programs related to 

the development of online teaching and learning. 

(Adopted from the NSQ Framework) 

(13) The institution recognizes and rewards 

inputs by all staff to e-learning programs. 

6. (1) Prior to starting an e-learning pro-

gram, analysis of prospective learners' needs and 

expectations should be utilized to inform all as-

pects of institutional policy and planning. 

(2) Before making a decision to enroll in an 

online program, learners need access to infor-

mation related to the online program (e.g., ad-

mission requirements, technical requirements, 

student support services, etc.).  

(3) The institution has in place clear policies 

and effective strategies that address administra-

tive, pedagogical, technological, and tutoring 

aspects of learner support. 

(4) The institution has procedures and re-

sources in place to support learners with disabili-

ties. 

(5) Learner support is offered according to 

the learner's profile and specific needs. 

(6) Learners have access to technical facili-

ties (e.g., e-library and e-learning resources) and 

equipment that are necessary for their successful 

learning. 

(7) The institution supports a learner-

centered approach of teaching. 

(8) Learners receive guidelines and training 

in using e-learning resources (VLE, e-library, 

virtual labs, etc.). (Adapted from the E-xcellence 

Model) 

(9) Learners have access to appropriate 

technical support services and timely academic 

feedback throughout the program duration. 

(10) The institution provides guidance ser-

vices to support and guide learners during the 

learning period, including induction, academic 

workshops, the development of e-learning skills, 

course/program choice, and career advice. 

(Adapted from the E-xcellence Model) 

(11) Learners have access to counselling for 

personal difficulties or advice related to their 

study before and during their course or program, 

as well as after its completion. 

(12) Sufficient academic, technical and ad-

ministrative support staff are available to deal 

with learner enquiries, questions and complaints 

in a supportive and timely manner. 

(13) The obligations and responsibilities of 

learners and the institution are made clear at reg-

istration. These include provision of resources 

and equipment, information on accessibility and 

expected participation in collaborative activities. 

(14) The institution provides learners, aca-

demic staff and support staff with clear guide-

lines and information regarding the expected 

levels of support and the frequency of learner-

tutor and learner-staff interaction during a course 

or program. (Adopted from the E-xcellence 

Model) 

(15) The institution establishes standards for 

response time to learners' queries and requests 

for support (e.g., within 24 hours). 

(16) There are opportunities for individual 

academic support for learners either by tele-

phone, face to face, or online. 

(17) Learners are provided with a range of 

opportunities to build and participate in commu-

nities of learning. This is facilitated through a 

range of learner support mechanisms, including 

the institution's VLE, social media, peer support 

sessions, tutorials/contact sessions, mentoring, 

counselling, email and Internet communications, 

etc.  

(18) There are established mechanisms for 

the training and development of staff involved in 

learner support functions. (Adopted from the E-

xcellence Model)  

7. (1) There is an institutional policy for 

regular assessments of e-learning programs 

through an evaluation process that applies spe-

cific established standards. 

(2) The institution has a strategy in place for 

using a variety of data (academic and adminis-

trative information) to regularly and frequently 

evaluate programs effectiveness and stimulate 

continual improvement.  

(3) Intended learning outcomes at the course 

and program level are reviewed on a regular ba-

sis (and updated when appropriate) to ensure 

alignment, clarity, appropriateness and effec-

tiveness. (Adapted from the NSQ Framework) 

(4) The institution continuously conducts in-

ternal evaluations using valid and reliable 

measures to assess learner success and to drive 

instructional and management decision-making. 

(Adopted from the NSQ Framework) 
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(5) The institution has mechanisms in place 

to check the quality of how the learning envi-

ronment works. 

(6) Ongoing internal evaluations are carried 

out using valid and reliable assessment tech-

niques to measure learner achievement and satis-

faction in order to determine program success 

and plan for continuous improvement. (Adapted 

from the E-quality Framework) 

(7) There is an institutional policy for the 

assessment of faculty online teaching perfor-

mance on an ongoing basis to assure instruction-

al quality, using clear and consistent measures 

and procedures. 

(8) External evaluations are carried out on a 

regular basis by highly qualified parties 

to provide an objective and thorough evaluation 

of the program's advancement toward its goals, 

mission, and strategic plan. (Adapted from the 

NSQ Framework) 

(9) There are effective procedures in place 

for the assessment of stakeholders' satisfaction 

with the e-learning programs and the quality of 

e-learning materials/resources. 

(10) The institutional strategic plan takes in-

to account recent developments in the field of 

information and communications technology and 

pedagogy, and implement them in an appropriate 

way. (Adopted from the E-xcellence Model) 

(11) Mechanisms are in place for the as-

sessment of technical and administrative support 

services for faculty and learners. 

 

Appendix B: List of Expert Valida-

tors 

Respondents 

The following experts validated the quality 

e-learning framework developed in this 

study: 

 

 

No. Name 

of Val-

idator 

Posi-

tion/Designation 

Insti-

tution 

1 Mo-

hamme

d Al-

Anesi 

Assoc. Prof. of 

TESOL, Vice-

President of Al-

Bayda University 

Al-

Bayda 

Uni-

versity 

2 Ibra-

heem 

Ta-

gAddin 

Assoc. Prof.  of Eng-

lish Literature and 

Criticism, Dean of 

Center for Lan-

guages 

Sana'a 

Uni-

versity 

3 Gamal 

Al-

Gadani 

Assoc. Prof.  of 

TESOL, Dean of 

Faculty of  Lan-

guages and Transla-

tion 

Aden 

Uni-

versity 

4 Nabeel 

Al-

Ameri 

Assistant Professor 

of Literature 

Ibb 

Uni-

versity 

5 Mo-

hamme

d Al-

Kamil 

Assoc. Prof.  of Ap-

plied Linguistics 

Al-

Qalam 

Uni-

versity 

 

Non-respondents 

N

o

. 

Name of 

Expert 

Posi-

tion/Designation 

Institu-

tion 

1 Arif Al-

Ahdal 

Associate Pro-

fessor of TESOL 

 

Al-

Qaseem 

Universi-

ty, KSA 

2 Ali Shajara Associate Pro-

fessor of English  

Sana'a 

Universi-

ty 

3 Rashad 

Fayrooz 

Assistant Profes-

sor of English 

Ibb Uni-

versity 
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