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Abstract - There is  a higher demand for lifelong learning in Sri Lanka currently due to rapid social  changes taking place in 
the country. Everyone is attempting to re-skill their abilities to face the challenges that people face in day to day life. 
Therefore, many are interested to improve knowledge and skills through higher education. Many higher education 
institutions are offering blended mode courses in different subjects since 2009. Support services for the self learners are 
given in each institution. The problem affected to conduct the study was no study was conducted so far to find whether 
blended learners are getting satisfied support services on time to continue their studies. Further, most important success 
factors on support services in their learning and their level of satisfaction were also not identified. Therefore, purpose of the 
study was to identify important Critical Success Factors for blended learning. 287 distance learners were selected for the 
study from four universities who were registered for the blended learning programmes. The main research tool was a 
questionnaire. The findings through institutional wise analysis state that learner motivation, provision of online materials, 
facility to use technology as most important critical success factors of all four universities. Orientation, interactivity, library 
support, student assessment, quality course materials, administration support were the other critical success factors 
highlighted by the blended learners. 
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I. INTRODUCTION 
 
Sri Lanka is a medium human development country 
with a high literacy rate due to a well established 
education policy (99% - CBR, 2015). The demand for 
life-long education in the country is rising than in the 
past due to several changes taking place in the 
country. Social, political, educational, economical, 
technological and marketing transformations are 
occurring in the country (Little, 2014). Due to this 
rapid social change everyone strives to continue 
learning to face the challenges and are compelled to 
re-skill their abilities. Many are interested to go for 
higher education due to the demand for higher 
educational qualifications to respond to workplace 
demands.  
 
The government has been exploring avenues to 
increase opportunities for university education. 
Increasing capacity in the traditional higher education 
system has been frequently attempted since 1970s, 
and the external mode   has been attempted since 
1972. The establishment of the Open University of 
Sri Lanka (OUSL) was a landmark in the Distance 
mode teaching learning system and has been offering 
blended mode courses since 2009. Currently it offers 
blended and online mode courses using computer 
technology and cheap communication methods. 
 
Further, several institutions initiated distance mode 
teaching programmes in Sri Lanka with the support of 
Asian Development Bank, Distance Education 
Modernization Project (DEMP) which was started in 
2004. Those institutions were supported by National 
Online Distance Education Service by giving 
facilities for distance learners through it. Five 
conventional universities namely, University of 

Moratuwa, Rajarata, Jaffna, Colombo and 
Peradeniya, started distance mode programmes with 
the support of DEMP and became dual mode 
universities in 2004.   
 
However, currently, there are 23 state and private 
institutions that offer distance mode programmes in 
different streams available in the country.  Out of 23, 
19 institutions are offering blended mode courses 
while 4 institutions are offering fully online courses 
(Gamage, 2014). Learner support services are 
provided to support self learning in each institution. 
Learner support system consists of support from the 
faculty, administration and library etc..  This study 
was conducted to examine learner perceptions on 
critical success factors with respect to the learner 
support services offered to blended learning 
environment in the country. The main aim of the 
study is to develop the distance mode teaching system 
in the country to cater to a greater number of students 
and to achieve the expected millennium goals set for 
Sri Lanka to be achieved by 2020. 
 
II. LITERATURE REVIEW 
 
Critical Success Factors 
Porter (1980) states the resources that leads to cope 
with the most important requirements of the 
environment are called the CSFs. CSFs are factors 
that affect success and failure of any business, project 
or programme. According to Zwikael (2006) CSFs 
are the main reasons or factors responsible for project 
failure and project success. Brotherton and Shaw 
(1996) defined CSFs as the essential factors that must 
be achieved by a company/institution on which areas 
the greatest competitive leverage will be presented. 
Further, these researchers emphasize that CSFs are 
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not objectives, but are the actions and processes that 
can be used by management to achieve institutional 
goals. Kanji and Tambi (1999) state that CSFs 
attempt to ensure success for the 
institution/organization. CSFs represent those 
managerial areas that must be given special and 
continual attention to lead to high performance.  
Therefore, CSFs are a concept which is used often in 
discussing the characteristics of industry and the 
relationship of business strategies (Chen, 2011). 
Daniel (1961) was the first to introduce the concept 
of “Critical Success Factors” (CSFs). The first 
application of CSF in the project management arena 
however was made by Rubin and Seeling (1967) who 
investigated project success. The concept became 
popular when it was later used to define strategic 
planning. Thus Cooper and Kleinschmidt (1996) and 
Lester (1998) added the concept for product 
development, Pinto and Slevin (1987) for project 
oriented environment, Rangone (1997) for 
organizational management, Bassi (1999) for 
knowledge management, Pellow and Wilson (1993) 
for information needs, Kennedy (2000); Anton and 
Douglas (2007) for implementation of nursing 
equipment,  Dayton, (2001) Abdel-Hamid et al. 
(1999), Johnson et al. (2001) for total quality 

management, and Chen (2011) for tourism (hot-
spring) industry.  
 
Many researchers have introduced different specific 
CSFs to their project or any internal environment and 
business activity. According to Chen (2011) CSFs 
may be derived from the features of a particular 
company’s internal environment, and it consists of 
products, processes, people and possibly structures. 
Moreover, CSFs will reflect the company’s specific 
core capabilities and critical competencies for its 
competitive advantage. CSFs in distance education 
will be discussed next. 
Critical success factors in distance education 
The literature review indicates that different factors 
have been considered as CSFs in DE. Some have 
focused on learner experience and perceptions, some 
about the psychological aspects and, some have 
touched on technological aspects. Menchaca (2008) 
identified four CSFs such as technology-related 
factors, course-related factors, learning approach and 
support services while Weaver (2008) categorized 
them as relevant learning resources, timely feedback, 
interaction with teachers, administrative support and 
experience in webCT. CSFs introduced by other 
researchers who are in the field of DE are given 
below in Table 1 below in chronological order. 
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Table 1: Critical success factors in distance education 

 
Conceptual framework 
 
The conceptual frame work which is based on the 
transactional approach, introduced by Moore in 1960, 
given in Figure-1 below was developed, to identify 
the importance of effective and satisfied learner 
support services in open and distance learning, since 
both structure and relationships are important in the 
provision of effective learner support services.  
As the study aims to identify learner perceptions on 
their study support, the above four domains were 
selected for the study to get the students view. 
Description for each attribute and definitions for each 
domain are given below. The study consists of 43 
attributes under these four domains which were 
evaluated by the distance learners in Sri Lanka. These 

four main domains and 43 attributes were selected 
considering theoretical (Moore, 1991), local 
(Ariyadurai and Manohanathan (2008)  Zoysa (2011) 
Tantirigoda (2010); Perera (2015) Gunasekera (2009) 
and foreign literature (Zaheer (2015). Menchaca 
(2008) also considered the infrastructure facilities 
available with students at their home as well as in the 
university. Accordingly, the above mentioned 
framework was formulated. A popular method that 
has been used in the higher education sector is the I-S 
model (Latif, Bharoo, Khalil (2015), Atan et al. 
(2005) which was used to identify the level of 
importance and satisfaction indicated by the Sri 
Lankan Distance Learners (SLDLs) on the four 
identified domains.

 
Figure 1- Conceptual framework 
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III. RESEARCH METHODOLOGY 
 
Objectives of the study  
 
To investigate the extent of importance of Critical 
Success Factors (CSFs) related to learner support 
services, To analyze the level of learner satisfaction 
on CSFs  at each university,  
Following research questions were formulated 
according to the research objectives to find answers. 
Research questions 
How important are the Critical Success Factors in 
their learning? 
How satisfied are the learners with these Critical 
Success Factors in their learning? 
Sample of the study 
287 distance learners were selected for the study from 
three dual mode universities, namely University of 
Peradeniya (hereafter use Uni-A), Jaffna (Uni-B),  
and Rajarata (Uni-C),   and from the Open University 
of Sri Lanka (Uni-D). The sample size was 
determined using  the  Krejce and Morgan sample 
selection method (1970). Primary data was collected 
through a self-administrated questionnaire. The 
structure of the questionnaire was divided into three 
sections as, Section-I students’ demographic 
information, Section-II students’ perceptions on the 
four domains used in the study,  Section-III to obtain 
open-ended responses from the respondents.  The 
Chrobach α obtained for the pilot sample was 0.741 
(74.1%)  and the questionnaire was considered as 
satisfactory. Random sampling method was adapted 
to collect quantitative and qualitative data from 
students.  
 
IV. DATA ANALYSIS 
 
IS analysis matrix (Martilla and James 1977) was 
used to identify the level of importance and 
satisfaction and to identify CSFs on 43 attributes used 
in the study. I-S analyzes the factors of service using 
a two-dimensional grid that is divided into four 
quadrants, respectively meaning “Excellent area” 
(keep up the good work or high importance and high 
satisfaction), “To be improved area” (concentrate 
here or high importance- low satisfaction), “Careless 
area” (low priority or high satisfaction-low 
importance) and “Surplus area” (possible overkill or 
low importance-low satisfaction). In this grid, the y-
axis shows the level to which users view the factors 
of service as important, whereas the x-axis indicates 
the satisfaction of the service on the factors perceived 
by the users.  
 
V. FINDINGS  
 
University-A  
The findings revels that distance learners of the 
University-A have placed 21 (attributes) support 
services in ‘excellent area’ as shown in figure 2 

below (attachment-1) while three services placed in 
the ‘to be improved area’. 19 support services have 
categorized in unimportant area. The findings revels 
that all support services placed in excellent and to be 
improved area are most important to them to continue 
their studies and they are satisfied with 21 while three 
of them are not.  
 
Accordingly, the most important CSFs identified 
by University -A respondents are 
 Quality course materials,  
 Well organized course materials,  
 Relevant course materials , 
 Familiar content,  
 Informative course materials  
 Appropriate assessments  
 Accessible course materials  
 Sufficient study sessions   
 Tutor accessibility  
 Peer connection 
 Student confidence 
 Tutor assistance 
 Proper communication by Tutor. 
 Availability of student study/academic guide  
 Student assessment  
 Administrative support  
 Accessing online course materials at convenient 

place 
 Orientation  
 academic support & coordination 
 accessing  online(OER) 
The level of satisfaction for these CSFs are very high 
except these three services, Orientation, academic 
support & coordination, accessing  online(OER) 
CSFs. 
 
University-B  
The most important CSFs selected by the University -
B distance learners are  
 Assessments given in the content, 
 multimedia content  
 sufficient study sessions  to discuss academic 

problems 
 Tutor  interaction promoted student motivation   
 Student- tutor interaction online  
 Peer interaction online 
 Helpfulness of the academic coordinator i 
 Counselling  
 Sufficient feedback 
 convenient assessment methods    
 computer labs at university 
 library services,  
 Accessing online course materials at home 
 Use of nearest NODES access centre computer 

lab for course work 
 Provision of further  reference   list 
 accessing  OER online  
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 motivational workshops as shown in the figure-3 
below. (attachment-2) 

 
The satisfaction level of the distance learners who 
study at universitiy –B, towards the identified CSFs is 
very low. The institution has to improve the support 
services listed in ‘to be improved area’ as shown in 
figure-3. 
 
University -C 
It was revealed that distance learners from University 
-C were given higher priority to the following success 
factors.  
 
 Course materials developed my subject 

knowledge  
 Multimedia content 
 Sufficient study sessions  
 learner –learner  online interaction  
 Course coordinator accessibility   
 Counselling service  
 Student assessments 
 Assistance in overcoming technical problems  
 Receipt of information from university on time 
 administrative support  
 Library services for student 
 NODES access centre facilities 
 Provision of  online materials 
 Guiding OER online 
 motivational workshop 
 
It can be expressed that the level of satisfaction of the 
distance learners in University -C towards the support 
services are not high. Therefore, satisfaction level 
should be increased by the university to create proper 
learning environment.  
University-D 
 The CSFs identified by the University-D 

respondents are  
 Multimedia content 
 Sufficient study sessions  
 Tutor accessibility  
 Online forum with student-teacher  
 Counseling service  
 Day school  
 Provision of constructive feedback 
 Convenient assessment methods  
 Assistance in overcoming technical problems  
 Receipt of information from university on time 
 Proper administrative support at the registration  
 Administrative support during the course work 
 Library services  
 computer labs facilities 
 NODES access centre facilities 
 Provision of further  reference  materials  online 
 Guiding OER online 
 Conducting  motivational workshop 
 

It can be discussed that the level of satisfaction of the 
distance learners in University -D towards the support 
services are low. Therefore, satisfaction level should 
be increased by the university to create proper 
learning environment.  
 
DISCUSSION  
 
Forty-three attributes were surveyed under four 
domains  and the findings were university wise 
presented.The university wise IS analysis proved the 
very important 21 CSFs which show  satisfaction on 
services rendered to them by the University -A. It is 
significant that University -B learners have selected 
17  CSFs but not satisfied at all. They are satisfied 
with the multimedia content in the domain ‘Learning 
Resources’ and nine others were rejected.  The most 
important factor for the University -B learners is 
‘course materials can be accessible at any time’ while 
for learners at University –C, it was ‘easiness of 
understanding course materials’. Distance learners 
from University -B, University –C and University -D 
are not much satisfied with services categorized 
under the domains of ‘learning resources’, ‘tutorial 
support’ and ‘learning environment’ while distance 
learners from University -C and University -D - are 
not satisfied with attributes available  in ‘support 
services’  at all. It was further found that 17, 19 and 
21 services  respectively need to be improved by the 
University -C, University -B and University -D. 
Accordingly, the answers for the following two 
questions were found,  
How important are the critical success factors in their 
learning? 
How satisfied are the learners with these critical 
success factors in their learning? 
And two objectives were also achieved 
To investigate the extent of importance of critical 
success factors specifically related to learner support 
services, 
To analyze the level of learner satisfaction on critical 
success factors at each university,  
 
CONCLUSION 
 
It is recommended to improve support services 
provided under all domains that are given in frame 
work by the university-B, C and D to create better 
learning environment for their blended learners. That 
will help to develop the distance mode teaching 
system in the country to cater to a greater number of 
students and to achieve the expected millennium 
goals set for Sri Lanka to be achieved by 2020. 
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Annex-1 

 
Figure 2: Importance-Satisfaction Assessment Matrix for services offered by the University -A 

 
Annex-2 

 
Figure 3: Importance-Satisfaction Assessment Matrix for services offered by the University -B 

http://iraj.in


International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-4, Issue-2, Feb.-2018 
http://iraj.in 

Learner Identified Critical Success Factors in Blended Learning: A Sri Lankan Perspectives 
 

16 

Annex-3 

 
Figure 4: Importance-Satisfaction Assessment Matrix for services offered by the University -C 

 
Annex-4 

 
 

Figure 5: Importance-Satisfaction Assessment Matrix for services offered by the   University -D 
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