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Abstract 

The offline learning process that is normally done with lecturers cannot be accomplished during 

this pandemic. Students are directed to learn from home (LFH), that lecturers have to prepare 

teaching tools that allow students to autonomously study from home. This situation drives lecturers 

to change their teaching and learning strategies. Both the use of the teaching methods and the 

management of the teaching and learning process are essential during the learning from home 

activity. These efforts design to provide students to access learning material regardless of time and 

place during the Covid-19 emergency period.The research took place at University and the data 

collected from the population of the active college students referring to data from PDDikti in total 
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to 8.654 students thus the 450 respondents used in this research have reached the feasibility as it 

represents the population in the criteria.The data was collected from questionnaire. For the 

questionnaire, the attributes portrayed are customized with the online learning quality refers to the 

five Servqual dimensions. There are 17 attributes listed down on the questionnaire based on the 

respondent's assumption and services perception. A Likert scale is used as an assessment in the 

questionnaire analysis to measure the attitude, people’s perspective, and perception of an event or 

social phenomenon. The conclusion of the research on Servqual processing shows that all 17 

measured attributes produce a negative gap. It shows that there is a gap between students' 

perceptions and expectations in online learning. The data results prove that the overall service 

quality performances are in the 'very good' category, which is in the range of more than 81% of 

criteria values, which is 90.04%. However, the results of the IPA matrix show that the attributes of 

quadrant I need to be enhanced on a priority basis by providing motivation encouraging long-term 

interest in online lectures and understanding students' difficulties during online lectures. 

Keywords: Quality, Online Learning During,  Covid-19,  Pandemic,  Indonesian University 

Introduction 

The Covid-19 pandemic has affected almost all aspects of human life. Many restrictions 
have been settled by the government to break the chain of the virus transmission. Higher 
education is one of the sectors that has been most affected during the pandemic. According to 
Baloran et al. (2021);Casanova et al. (2022) stated that the Covid-19 outbreak had become a 
perfect catalyst that spurred the world of education. It is exemplified by the higher use of 
information technology in distance learning activities. However, there are many massive 
challenges in implementing the distance learning model. One of them is the readiness of the 
academic community who are not accustomed to a blended and fully online learning system 
yet. 

According to Farooq et al. (2020);Giatman et al. (2020) To fulfill the students rights in 
obtaining the educational services during the emergency situation, the learning process is 
carried out through the implementation of Learning From Home (LFH) released from the 
official statement of the Ministry of Education and Culture Number 4 of 2020 for the 
Implementation of Education Policies in the Emergencies of the Covid-19 outbreak. Also, it is 
strongly supported by the Circular letter of the Secretary-General, Number 15 of 2020 on 
Guidelines for the Implementation of LFH during the Covid 19 emergency. The principle of 
this home learning activity is that students can access learning materials and resources 
regardless of time and place. This activity is expected to support the online learning process 
and facilitate the dissemination of material to students. According to Fahmalatif et al. 
(2021);Farooq et al. (2020) The offline learning process that is normally done with lecturers 
cannot be accomplished during this pandemic. Students are directed to learn from home 
(LFH), that lecturers have to prepare teaching tools that allow students to autonomously study 
from home. This situation drives lecturers to change their teaching and learning strategies. 
Both the use of the teaching methods and the management of the teaching and learning 
process are essential during the learning from home activity. These efforts design to provide 
students to access learning material regardless of time and place during the Covid-19 
emergency period. 

The sudden change from offline learning to online learning creates learning disruption. 

There are many obstacles in an online study that emerged unexpectedly. This issue also 

happened at University Based on the observation, the researchers found frequent complaints 

on the ongoing online learning system during the Covid-19 period that affects services. This 

In review
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