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Abstract

The purpose of this research is to review student’s satisfaction towards online learning in secondary
education during COVID-19 pandemic period by examining a variety of relevant papers. This article
provides a systematic literature review on student satisfaction (SS) regarding online learning and
teaching research published from 2020 to 2023. The review uses data from the Google Scholar, Medley,
Scopus, Semantic Scholar and other open resource database using relevant keywords such as student
satisfaction, online learning factors of student satisfaction. 10 highly cited papers were selected from 40
articles for this systematic literature review. Satisfaction is a critical aspect of student success in online
education. In this systematic review, 40 articles are examined which studied various aspects of online
learner satisfaction. Publication patterns, context, research methodology, research instruments, research
themes and factors pertaining to online learner satisfaction research and finding of the study is
specifically analyzed. Among these 40 studies, majority were conducted out of India. Thirty five percent
of the studies were conducted with undergraduate students. In majority of the studies research
methodology used was cross sectional research and descriptive survey; some of the researches were
carried out through experimental study. Learner characteristics were the most examined theme, followed
by engagement and course delivery. Program quality, assessment, and learner support were some of the
themes that were least studied. In some of the studies researchers adopted or modified existing items or
instruments to measure student satisfaction. Among these 40 studies most of the research was done in
higher education, medical education. Very few researches were carried out for secondary education for
measuring the student’s satisfaction in online education during COVID-19 pandemic period. The
framework benefits both online learning practitioners and researchers. This paper contributes to the
online education domain by providing research directions and implications for future researchers. In
conclusion, the study confirmed that the online mode of education adequately explains the causal
relationships between variables and presented direct and indirect significant impact on Online Learning
Student Satisfaction (OLSS), promoting learners' better academic performance and knowledge
acquisition.

Keywords: Student Satisfaction, Online education, Student Satisfaction factors

Introduction
The COVID-19 pandemic was first out broken in early 2020. It considerably landscaped the Secondary
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education globally. To restrain viral transmission, universities and other educational institutions globally
locked down thus transferring the teaching and learning activities from offline platform to online
platforms.

Although online learning is a relatively mature learning model and is increasingly integrated into
secondary education, the sudden and unprepared transition to wholly online learning caused by the
pandemic posed formidable challenges to secondary education stakeholders, e.g., policymakers,
instructors, and students, especially at the early stage of the pandemic (Garcia-Morales et al., 2021;
Grafton-Clarke et al., 2022). Pandemic posed formidable challenges to higher education stakeholders,
e.g., policymakers, instructors, and students, especially at the early stage of the pandemic (Garcia-
Morales et al., 2021; Grafton-Clarke et al., 2022). Correspondingly, the effectiveness of online learning
during the pandemic period is still questionable as online learning during this period had some unique
characteristics, e.g., the lack of preparation, sudden and unprepared transition, the huge scale of
implementation, and social distancing policies (Sharma et al., 2020; Rahman, 2021; Tsang et al., 2021;
Hollister et al., 2022; Zhang and Chen, 2023). This question is more prominent in developing or
undeveloped countries because of insufficient internet access, network problems, lack of electronic
devices, and poor network infrastructure (Adnan and Anwar, 2020; Muthuprasad et al., 2021; Rahman,
2021; Chandrasiri and Weerakoon, 2022). Learning effectiveness is a key consideration of education as
it reflects the extent to which learning and teaching objectives are achieved and learners’ needs are
satisfied (Joy and Garcia, 2000; Swan, 2003). ICTs have fundamentally shaped the process of learning
as they allow learners to learn anywhere and anytime, interact with others efficiently and conveniently,
and freely acquire a large volume of learning materials online (Choudhury and Pattnaik, 2020). Such
benefits may be offset by the challenges brought about by the pandemic. A lot of empirical studies
globally have investigated the effectiveness of online learning but there is currently a scarcity of a
systematic review of these studies to comprehensively evaluate student satisfaction in online learning,
effectiveness and identify factors that influence effectiveness. At present, although the vast majority of
countries have implemented opening policies to deal with the pandemic and secondary education
institutes have recovered offline teaching and learning, assessing the effectiveness of online learning
during the pandemic period via a systematic review is still essential. First, it is necessary to summarize,
learn from, and reflect on the lessons and experiences of online learning practices during the pandemic
period to offer implications for future practices and research. Second, the review of online learning
research carried out during the pandemic period is likely to generate interesting knowledge because of
the unique research context. Third, secondary education institution still needs a contingency plan for
emergency online learning to deal with potential crises in the future, e.g., wars, pandemics, and natural
disasters. A systematic review of research on the effectiveness of online learning during the pandemic
period offers valuable knowledge for designing a contingency plan for the future. In addition, online
learning has altered educational objectives and learning requirements. Memorizing knowledge was
traditionally viewed as vital to learning but it is now less important since required knowledge can be
conveniently searched and acquired on the Internet while the reflection and application of knowledge
becomes more important (Gamage et al., 2023). Online learning also entails learners’ self-regulated
learning ability more than traditional learning because the online learning environment inflicts less
external regulation and provides more autonomy and flexibility (Wong et al., 2019). The above
differences imply that traditional pedagogies may not apply to online learning. The present review
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focuses on wholly online learning and student satisfaction because the review is interested in the
COVID-19 pandemic context where learning activities are fully switched to online platforms.

Online Learning

Online learning should not be simply understood as learning on the internet or the integration of ICTs
with learning because it is a systematic framework consisting of a set of pedagogies, technologies,
implementations, and processes (Choudhury and Pattnaik, 2020). Choudhury and Pattnaik (2020)
summarized prior definitions of online learning and provided a comprehensive and up-to-date definition,
i.e., online learning refers to “the transfer of knowledge and skills, in a well-designed course content that
has established accreditations,through an electronic media like the Internet, Web 4.0, intranets and
extranets.” Online learning differs from traditional learning because of not only technological
differences, but also differences in social development and pedagogies (Camargo et al., 2020). In
addition, online learning has altered educational objectives and learning requirements. Memorizing
knowledge was traditionally viewed as vital to learning but it is now less important since required
knowledge can be conveniently searched and acquired on the internet while the reflection and
application of knowledge becomes more important (Gamage et al., 2023). Online learning also entails
learners’ self-regulated learning ability more than traditional learning because online learning
environment inflicts less external regulation and provides more autonomy and flexibility (Wong et al.,
2019). The above differences imply that traditional pedagogies may not apply to online learning.

Students Satisfaction

The COVID-19 outbreak has globally altered educational scenarios by converting traditional learning to
alternative remote counterparts or DL to deter infectious disease transmission through social interaction
(Li et al.,, 2020; Wang et al., 2020) and adversely impacts students' lives, grades, and learning
achievements (Naji et al., 2020). Notwithstanding, ICT-facilitated online learning is not explicitly
associated with COVID-19. For example, online learning activities affect learning objectives, course
delivery plans, and assessment activities that differ from conventional delivery modes (Cobb, 2009). As
online study or DL (not a novel phenomenon) engages students from distinct study fields, the individuals
portray diverse opinions on online learning programmes (Zolotov et al., 2020). Although online learning
modules offer experiential and constructive learning environments, most students perceive online
learning to be challenging as first-time online learners during COVID-19 (Demuyakor,2020). Online
learning encompasses online lecture delivery, audiovisual aids (A-VAs), PowerPoint slides, and
recorded video lessons (Baber, 2020). Although most students encountered intricacies in online learning
delivery, many felt equally comfortable with the novel instruction delivery mode (Zolotov et al., 2020).
Students' online learning satisfaction requires advanced teaching pedagogies and technological know-
how to grow students' attention and instruction delivery (Baber, 2020; Hsu et al., 2019). For example,
one-to-one student-teacher interaction within a DL setting created complexities in higher engagement
levels in terms of resource allocation and priorities (Baber, 2020). Although perspectives of
technological usage and learners' self-efficacy significantly impacted online learning satisfaction (Naji et
al., 2020), research on technology-related self-efficacy that induced learning satisfaction remained
scarce. Thus, it was deemed crucial to examine the online learning self-efficacy impacts on online
learning satisfaction during COVID-19.
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Purpose of the Review Research
The research is carried out based on a systemic review of past empirical research to answer the
following two research question;

Q1: To what extent online learning in secondary education was effective during COVID-19
Pandemic Period?

Wisdom, Endang Hermawan, Aldim, Irwandi (2020) conducted a study entitled "Effectiveness of Online
Learning during the Covid-19 Pandemic Period: An Online Survey" of home learning policies by
implementing online learning using the Zoom application for face-to-face and WhatsApp to provide
lecture material and assignments for online learning media. The test results found that online learning
with Zoom and WhatsApp is only effective for theoretical and theoretical courses and practicum, while
in online lecture practice and course subjects are less effective. Yensy (2020) conducted a study entitled
"Effectiveness of Mathematical Statistics Learning through Whatsapp Group Media Judging from
Student Learning Outcomes (COVID Pandemic Period 19) ". The results of the research showed that the
Mathematics Statistics Course at the Mathematics Education Study Program Department of Mathematics
and Natural Sciences Faculty of Bengkulu University using WhatsApp Group media is quite effective
when viewed from student learning outcomes. Student learning outcomes after lectures using Whatsapp
Group are higher than student learning outcomes before lectures using Whatsapp Group. However, this
learning still has some weaknesses, including signals that are difficult to reach by students who live in
the area, a lot of chat that makes the cellphone memory full so that the internet connection is slow and
quite tiring because they have to go back and forth to see the chat from the beginning of learning. Those
who are interested in conducting similar research should be able to apply to learn and compare with
other online media, given the lack of learning through Whatsapp Group media. This study aims to find
out online learning media that can make students enthusiastic about attending lectures, especially at
University Economics Faculty students West Sulawesi, which has just implemented an online learning
system during the COVID-19 Pandemic. In addition to knowing effective learning media for students of
the Faculty of Economics, University of West Sulawesi, this study was also carried out as a strategy of
the Faculty of Economics of the University of West Sulawesi in maintaining the enthusiasm of students
so that they can keep their enthusiasm for online learning in the Pandemic Era COVID-19. Yao et al.
(2020) discussed the teachers’ role in online teaching during the COVID-19 pandemic. The study
compared the recorded video versus live broadcasting for students’ performance. The research
concluded that live broadcasting where the teacher-student interaction is involved is better, and the
students’ academic performance is improved. Students potentially will have greater satisfaction with
online learning if the system is straightforward to use, and they have to put less effort into
comprehending and utilizing it (Jongkolthanalarp et al., 2021).

Q2: What factors shaped the student satisfaction toward online learning in secondary education
during the COVID-19 Pandemic Period?

Online Learner Factors

Alqurashi (2019) investigated 167 online students and found that online learner self-efficacy was the
strongest and most significant predictor of perceived learning, and a very important predictor of
students’ OLS. In a questionnaire survey about students’ stay-at-home online learning with a sample of
428 Chinese undergraduate EFL learners, Han et.al, (2021) confirmed the significant mediating role of
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self-efficacy in students” OLS. Some other learner-related factors have been found in affecting OLS,
such as student engagement (Gao et.al, 2020; Han et.al, 2021; She et.al, 2021; Sinval et.al, 2021),
learner-learner interaction, learner-instructor interaction, learner’s interaction with content (Knowles
et.al, 2020; Kim and Kim, 2021). Hettiarachchi et.al, (2021) also found no significant influence of
gender and age on students” OLS. Their findings may be affected by sampling biases in that the majority
of the participants were female students, accounting for 88.3%, and male participants only accounted for
about 11.7%. Another possible reason for the differences in their findings is differences in size of the
samples. Further, the anticipation of the overall usability of hospitality and tourism courses likely links
to student satisfaction and learning outcomes (Chandra et al., 2022).

Online Instructor Factors

Interaction between learners and instructors is the most important factor determining OLS (Xu et.al,
2017; Baber, 2020, 2021). And She et. al, (2021) took a cross-sectional, questionnaire-based
investigation of 1,504 Chinese university students and found a significant positive relationship between
learner-instructor interaction and OLS. It was also revealed that learners’ self efficacy and engagement
serial mediated the relationship between learner instructor interaction and OLS. It was found that the
proportion of teachers presented in video courses has a negative impact on learners’ satisfaction. With
the continuous development of big data technology and cloud computing technology, recent years have
witnessed some larger-scale studies on OLS (Ullmann and Rienties, 2021). Langan and Harris (2019)
analyzed over 1.8 million National Student Survey returns and found long term stability of the predictors
of OLS. It was found that the survey items related to “Teaching” was of significant influence, such as
“Staff are good at explaining things, “Staff have made the subject interesting,” and “Staff are
enthusiastic about what they are teaching,” with the first item being particularly important (Langan and
Harris, 2019), showing that the teacher and teaching factors are always more important than the learner
factors. Besides, based on econometric modeling of 21,096 undergraduate student responses and 4,429
postgraduate student responses to the module evaluation questionnaire, Sutherland et al. (2019) found
that the helpfulness of lectures and seminars provided by teachers, involving direct student-teacher
contact time, is the most significant influencing factor of OLS. Learner-learner interaction continues to
be a significant predictor of SS (Baber, 2020), students are still likely to be satisfied if they have high-
quality interactions with their instructors.

Online Platform Factors

Online learning can be classified into synchronous online course and asynchronous online course (Imsa-
ard, 2020), the former being a real-time lecture provided through such video conferencing systems as
ZOOM, Tecent Meeting and Webex Meetings and the latter being a pre-recorded lecture and some
related course materials uploaded by the teacher onto such learning management systems as Blackboard
and CANVAS . There also needs to be a well-established internet infrastructure (Zhou et al., 2020),
which is necessary to provide a comprehensive and successful online learning experience. Moreover,
inconsistent and unreliable Internet access significantly influences students' satisfaction (and teachers) in
their use of online education, as is the necessary Internet bandwidth for online students to complete
required course assignments.

IJFMR260483913 Volume 8, Issue 4, July-August 2026 12
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Online Instructional Design Factors

A review of over 1.8 million National Student Survey returns, Langan and Harris (2019) found that good
organization and smooth running of the course was the most influential among all the factors influencing
OLS. Moreover, Dhawan (2020) and Faize and Nawaz (2020) identified technological difficulties as
significant challenges students face in online education. Several other researchers have also suggested
that improved technology is a critical component in making online education effective (Faize and
Nawaz, 2020; Hebebci et al., 2020; Nonthamand et al., 2021).

Limitations

There are some methodological limitations to this systematic review. First, only ten databases were used
in this review. Undoubtedly, other relevant articles exist that were not included in this review. Second,
the number of search terms was limited to words such as satisfaction, student or learner, online or
virtual, or e-learning. If authors used different terms or combination of terms, most likely, the article was
not included in this review. Third, the review only included articles written in English. Research articles
that report findings from online student satisfaction studies in other languages were not included in this
review. Last, up to three research themes were coded in this systematic review. Some of the included
articles investigated a plentitude of themes.

Implications and Future Directions

One of the strengths of this review is the development of the online learner satisfaction framework. This
framework succinctly summarizes what has been learned from this review and identified important
aspects for online learner satisfaction in the last decade. This multidimensional framework of online
learner satisfaction assists instructors, instructional designers, and administrators to focus on four aspects
of online learner satisfaction: learner, course, instructor, program, and organization. For example, the
research themes such as learner characteristics during the design of the course and learner engagement
during the delivery of the course are important for online learner satisfaction. These two elements were
studied the most. This framework can be used by other researchers to build upon their research studies or
practitioners to use during the design process. This review also provides researchers with guidance on
most studied and least studied satisfaction themes, contexts, study participants and research
methodologies. The various factors that are tabulated can be used by researchers for the

development of instruments to measure online learner satisfaction. The majority of studies was
quantitative and used survey-based methods. Some of the instruments were limited in scope or were
dated. There is a need for a more comprehensive and updated scale to measure online learner
satisfaction. Additionally, researchers may want to consider qualitative or mixed methodologies in their
future study designs such as interviews and focus groups to study online

learner satisfaction.

Conclusion

This study carried out a systematic review of 10 empirical studies published between 2020 and 2023 to
evaluate the effectiveness of online learning during the COVID-19 pandemic period. On analyzing
research methodology components, it was found that the majority of the studies in this review were
quantitative. Therefore, online learner satisfaction has been studies mostly through a quantitative lens
and not through a qualitative lens. Only one study used qualitative research method and other 9 studies
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used mixed-methods. This fact points towards the need for more qualitative and mixed-method studies.
Additionally, most researchers utilized survey instrument for the collection of data. The use of other data
collection instruments and data collection methods to collect qualitative data will be encouraged in
future studies. In conclusion, this study found that student satisfaction in online learning, better
represented as Emergency Remote Teaching in some recent literature, is closely related to student
motivation, challenges of e- learning, and interaction.
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