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Oz

Bu aragtirmada Covid-19 siirecinde Marmara ve Bat1 Karadeniz bolgesinde kamu ve vakif tiniversitelerindeki Spor Bilimleri
Fakiiltesi 6grencilerinin algiladiklar1 internet tabanli uzaktan egitim hizmet kalitesi ve faktorlerinin degerlendirilmesi
amaglanmistir. Caligmaya 260 (122 kadin, 138 erkek) iiniversite 6grencisi goniillii olarak katilmistir. Arastirmada uzaktan
egitim hizmet kalitesi, "e-6grenme ortam1", "giiven", "erisilebilirlik" ve "heveslilik" olmak iizere 4 faktorlii yapiya sahip UE-
SERVQUAL ile dl¢iilmiistiir. Demografik 6zellikler igin frekans ve yiizde sonuglari verilmistir. Demografik degiskenlere gore
farkliliklara bakilmasi i¢in normallik yaklagimlarindan carpiklik-basiklik katsayilari kullanilmigtir. Normallik testleri
dogrultusunda parametrik yontemlerden bagimsiz 6rneklem t testi ve tek yonlii varyans analizi (One-Way ANOVA)
kullanilmistir. Varyans analizi sonucunda gruplar arasindaki farkin hangi gruplar arasinda oldugunu belirlemek i¢in Post Hoc
testlerden Tukey testi kullanilmigtir. Uygulanan 6lgegin faktorleri arasindaki iligkiyi belirlemek adina Pearson Korelasyon
analizinden faydalanilmistir. Arastirmanin sonucunda katilimcilarin algiladiklart uzaktan egitim hizmet kalitesi tiim faktorler
icin orta diizeydedir ve Covid-19 Pandemi siirecinde uzaktan egitim hizmet kalitesi Marmara ve Bati1 Karadeniz bdlgesi Spor
Bilimleri Fakiiltelerinde orta diizey seviyesindedir. Uzaktan egitim kalitesi algisinin, katilimcilarin okuduklar: iiniversite
tiiriine anlamli bir fark gostermedigi (p>0,05) bulunmustur. Cinsiyete gore incelendiginde ise katilimcilarin algiladigi hizmet
kalitesi anlaml1 bir farklilik gosterdigi (p<<0,05) belirlenmis olup erkeklerin hizmet kalitesi puanlarinin kadinlara gére daha
yiiksek oldugu sonucuna varilmistir. Uzaktan egitim hizmet kalitesi ve yas arasinda bir anlamli bir fark bulunamamastir.

Anahtar kelimeler: Covid-19, Uzaktan Egitim, Hizmet Kalitesi, Universite, Spor Bilimleri Fakiiltesi

The Perception of Quality of The Remote Educational Service Among Students Studying in
Sports Sciences Faculties Providing Distance Education During the Covid-19 Pandemic

Abstract

Obijectives: In this study, it was aimed to evaluate the internet-based distance education service quality and factors perceived
by the students of the Faculty of Sports Sciences of the universities in the Marmara and Western Black Sea Regions during
the Covid-19 pandemic. 260 university students (122 F, 138 M) voluntarily participated in this experiment. Material and
Methods: In the experiment, the UE-SERVQUAL scale was used to investigate the quality of distance education. Frequency
and percentage are given for the demographic characteristics. To investigate the demographic variants, skewness and kurtosis
of the normality approach were used. Independent sample t-tests from parametric methods and one-way analysis of variance
(One-Way ANOVA) were used. After the variance analysis, Tukey’s method was used to further determine and specify the
differences between the groups. Pearson correlation coefficient was later used to determine the relationship between the applied
sections of the used scale. Results: Results showed, all individual factors of the quality of the distance education system and
the education quality of the Faculty of Sports Sciences of the universities in the Marmara and Western Black Sea Regions
during the Covid-19 pandemic perceived by the participants were moderate. It has been further found that the perceived quality
of distance education did not vary based on the type of university (i.e. public- private). The perceived quality of distance
education was higher for male participants than for female participants. No difference was found between the perceived quality
of distance education and age.
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Introduction

Because of the new coronavirus disease (COVID-19), the
education process continued for a long time with distance
education at all education levels in Turkey. Although some
countries, face-to-face education started again after that
period, some courses are continued with the distance
education method. platforms like Zoom, Microsoft Team,
Advancity, Canvas, G-suite, Adobe Connect, Blackboard,
Moodle etc were used for distance education processes.
The transition to compulsory distance education makes
teaching difficult for many applied fields. One of these
fields is Sports Sciences. In this study, the differences
between the distance education service quality perceived
by the students of Sports Sciences Faculties of public
universities and private universities providing distance
education during the Covid-19 Pandemic process were
examined in terms of sub-dimensions such as age,
department, and gender.

The new coronavirus disease (COVID-19) is a virus that
was first identified on January 13, 2020, as a result of
research conducted in a group of patients who developed
respiratory symptoms (fever, cough, shortness of breath) in
Wuhan Province, China in late December (Republic of
Turkey, Ministry of Health 2020). With the rapid spread of
the virus and the start of quarantine practices in the whole
world and Turkey, the distance education process in the
field of education had become mandatory. Due to the
epidemic, distance education was carried out via the
Internet during the education-teaching process. With the
advancement of technology, such as television, computer,
and phones have become an integral part of our life.

Technological tools, which play a very important role in
the field of education, provide benefits at all levels of
education today. The distance education model started to
be used with information technologies. With this education
model, it is ensured that the lessons that students and
teachers can do completely online are taught live in any
environment and at any time. (Horzum,2003). According
to Yeniad (2006), distance education is an education that
enables the teacher and student to realize a two-way
educational process remotely through technology.
Although the distance education model was used before
the pandemic process, the rapid transition with the
pandemic caused some problems. The adequacy of the
existing information technologies internet, the proficiency
of teachers in online courses, the diversity of technology-
supported online learning materials, and the adaptation of
students by motivating themselves to teach in the online
environment are among the main debated problems
(Carolan, et all., 2020). The distance education model is
applied in the Faculties of Sports Sciences during the
Covid-19 pandemic. This study, it is aimed to evaluate the
expectations of the students of the Faculty of Sports
Sciences of the universities in the Marmara and Western
Black Sea Regions about this education method from
internet-based distance education and the existing distance
education system, since the Covid-19 pandemic process is
compulsory internet-based distance education.
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Materials and Methods

Research Group: The sample of the research consists of
university students in the Marmara and Western Black Sea
regions. The study group consists of 1st and 2nd -year
students studying at Marmara University, Hali¢
University, Diizce University, Istanbul Aydin University,
at Sports Sciences, Coaching, Physical Education and
Sports departments. A total of 63 participants from
Marmara University (29 females, 34 males), 67
participants from Hali¢ University (31 females, 36 males),
64 participants from Istanbul Aydin University (30
females, 34 males), 66 participants from Diizce University
participants (32 women, 34 men). Totally; 122 women,
138 men, 260 participants were included in the study
voluntarily.

Data Collection: Personal Information Form and Distance
Education Service Quality Scale (UE-SERVQUAL) (G6k
and Gokgen, 2016) were used as data collection tools in the
research. Personal Information Form' prepared by the
researcher consists of questions such as gender, class, type
of university, university name, department, class and
finally socio-economic level.

The UE-SERVQUAL scale was developed by Gok and
Gokeen in 2016. To investigate the quality of the distance
education programs offered at our universities, this scale is
compatible with the characteristics of distance education
services. The UE-SERVQUAL scale developed to
measure the service quality of distance education programs
is a 7-point Likert type with maximum and minimum
scores ranging from +6 to -6, and the scores are grouped
into three levels low, medium and high. The low level is
between -6 and -2, the medium level is between -2.01 and
2, and the high level is between 2.1 and 6. In the first part,
the demographic information of the participants was
investigated. In the second part of the scale, the importance
of the dimensions constituting the service quality is
investigated. The third part shows the importance of the
features of an excellent distance education program in the
"Distance Education Service Quality (Expected)" of the
students. In the fourth part of the "Distance Education
Service Quality (Perceptions-Current Situation)”, is
expected that student's participation in the features of the
program they are enrolled in is expected to be evaluated
with a 7-point Likert type between at least 1 and at most 7
points.

Statistical analysis: To analyze the data, SPSS 23 package
program was used to make the correlation analyzes.
Frequency and percentage results are given for
demographic characteristics in the research. To look at the
differences according to the demographic variables,
skewness and kurtosis coefficients were calculated. In line
with normality tests, independent sample t-tests and one-
way analysis of variance (One Way ANOVA) from
parametric methods were used. Tukey's test, one of the
Post Hoc tests, was used to determine between which
group differs the others was as a result of variance analysis.
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Results
Demographic Characteristics of Participants

Table 1 . Descriptive statistics of the demographic
characteristics of the participants

Group f %
Gender Male 138 53,1

Female 122 46,9
University Type Private 131 50,4

State 129 49,6

Coaching 130 50,0
Department Physical

Education and 130 50,0
Sports Teaching

1st Grade 128 49,2
Grade

2nd Grade 132 50,8

2000- 4000 TL 64 246
Your  Family’s Income  4441_6000 TL 72 277
Level 6001-8000 TL 57 21,9

8001 TL+ 67 25,8
Is there a suitable working  Yes 222 85,4
environment in your home?  No 38 14,6
Do you have a computer in  Yes 247 95,0
your home? No 13 50
Do you have an internet
connection at home?

Yes 252 96,9

No 8 31
Through which platform do  Microsoft team 67 258
you attend your classes? '

Adobe Connect 64 24,6

Perculus- Zoom 63 24,2

Moodle 66 25,4
Toplam n=260 100,0

Comparison of Distance Education Service Quality and
Sub-Dimensions of the Scale by University Type

Table 2 The service quality in distance education and the
comparison of the scale's expectations, perceptions-current
situation, and the importance given to the sub-dimensions
according to the type of university they study.

Universi < sd  t
ty Type ' P
Private 13 11
15
g 2 o
Service Quality State ) 5‘ 0,054
12 1,2
9 8 ¢
6

Scale Sections

Private 13 02 0,0

E-learning 1 5 6 -
Env. State 12 02 00 2,03 0,971
9 5 9

Private 13 02 0,0
1 6 7 0,23

Trust State 12 02 00 2 0,817
9 6 8
é Private 13 02 00
&  Accessibili 1 5 5
£
g ty State 12 02 00 é,36 0,174
= 9 6 7
31

Private 13 02 00

Enthusias 1 5 5 1,24
m State 12 o2 o0 g8 %3
9 4 7
Private 13 - 06
6,0
1 0 3 -
Expectations 0,45 0,650
State -
12 07 4
9 29 9
6
Private 13 44 09
Perceptions- 1 2 1 2,83 0,005
Current State State 12 41 09 9 *
9 0 4

*p<0.05, X : Arithmetic mean, s.d: Standard deviation.

It was found that the sub-dimensions of the importance
given to the quality of service in distance education, the
section of expectations and the quality of service did not
differ significantly according to the type of university they
attended (p>0.05). It was determined that the perceptions-
current situation section of the service quality in distance
education showed a significant difference (p<0.05)
according to the type of university they studied. It was
concluded that the perceptions-current situation section
scores of the students studying at the private universities
were higher than those studying at public universities.

Comparison of Distance Education Service Quality and
Sub-Dimensions by Gender

Table 3 . Findings on the service quality in distance
education and the comparison of the scale's expectations,
perceptions-current situation, the importance given to the
sub-dimensions according to the gender of the participants

rGende < sd t D
Male 45 11
g O 5
. . 8 199 0,047
Service Quality -
Female - 7
12 1,2
> 18 3
8
Scale Sections
Ehlsarmng Male é3 (5),2 3,0 )
Female 12 0.2 0.0 2’10 0918
2 5 9
Trust Male 13 0,2 0,0
8 6 7 1,20 0231
12 02 00 O '
Female 5 5 7
Accessibilit 13 0,2 0,0
y Male 8 5 5 -
Female 12 0.2 08 (1)Y95 0052
2 6 7
§ Enthusiasm Male 13 02 00
g 8 4 6 1,04
<3 Female 12 02 00 5 0,297
£ 2 4 7
Male ;3 58 2'7
. 9 2,22 0,027
Expectations N 0 *
Female 12 6,0 06
2 9 2
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Male 13 43 09
Perceptions- 8 1 0 0,88 0380
Current State 12 4.2 0,9 0 ’
Female 5 1 9

*p<0.05, X : Arithmetic mean, s.d: Standard deviation.

It was found that the sub-dimensions of the importance and
perceptions-current situation sections did not show a
significant difference according to the gender of the
participants (p>0.05). It was determined that the
expectations section and service quality in distance
education differed significantly according to the gender of
the participants (p<0.05), and it was concluded that the
expectation and service quality scores of men were higher
than women.

Comparison of Distance Education Service Quality and
Sub-Dimensions by Age

Table 4 Findings on the service quality in distance
education and the comparison of the scale's expectations,
perceptions-current situation, the importance given to the
sub-dimensions according to the age of the participants

,:\g n i S.S F p
%2’ 27 1,74 1,14

Service Quality 22- 0,78 0,45
25 70 -1,74 1,30 7 6

26+ 15 -1,34 134

Scale Sections
18- 17 24,3

E-learning 21 5 4 e
. 22- 25,9 1,11 0,33
tEnwronmen 25 70 3 8,48 5 1
26+ 15 20 660
18- 17 25,5
21 5 1 741
22- 25,3 1,34 0,26
Trust 25 70 6 6,04 1 3
28,6 11,7
26+ 15 7 5
18- 17 25,9
21 5 0 716
Accessibilit ~ 22- 24,6 1,31 0,27
y 5 0 4 506 5 1
26 24,0
N 15 471
18- 17 24,0
21 5 2 6,55
3 . 22- 24,2 0,14 0,86
5 Enthusiasm o5 70 9 5,73 9 2
8 26 23,3
£ + 15 3 5,23
% d 5% m
Expectations 22- 0,97 0.37
P 5. 70 602 75 9 7
26+ 15 574 59
U s @
Perceptions- 9. 0,19 0,82
Current State o5 70 4,28 97 9 0

26+ 15 440 1,06

*p<0,05
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“It was determined that the sub-dimensions of importance
given to service quality characteristics in distance
education, expectations, perceptions-current situation
sections and service quality did not show a significant
difference according to the age of the participants
(p>0.05).

Comparison of Distance Education Service Quality and
Sub-Dimensions by Department

Table 5 Findings on the service quality in distance
education and the comparison of the expectations,
perceptions-current situation, and the importance given to
the sub-dimensions sections of the scale according to the
section of the participants.

Department n X (Sj t p
Coaching -
Service Quality 83 1,6 ;O
7
Physical ) (8)86 824
Educationand 13 17 1,
Sports 0 7’ 20
Teaching
Scale Sections
Coaching 13 02 0
E-learning . 0 5 08
Environme Physmgl 07 04
nt Educationand 13 02 0, 56 50
Sports 0 4 08
Teaching
Coaching 13 02 0
0 6 08
Trust Physical 14 01
Educationand 13 02 0, 21 56
Sports 0 5 07
Teaching
Coaching 13 02 0
0 5 06
Accessibilit  Physical _13 01
y Educationand 13 02 0, 5’7 76
Sports 0 6 07
Teaching
Coaching 13 02 0
0 4 06
8 Enthusias  Physical 68 0,3
& m Educationand 13 02 0, 53 B
=3 Sports 0 4 06
E Teaching
Coaching 13 ;30 0,
0 ! 71
3 S 03
Expectations Physical ) 0,9 3’0
Educationand 13 59 0, 75
Sports 0 4’ 72
Teaching
Coaching 13 43 0,
0 6 94
Perceptions- Physical 16 01
Current State Educationand 13 4,1 0, 24 06
Sports 0 7 93
Teaching

X : Arithmetic mean, s.d: Standard deviation.

It was found that the sub-dimensions of importance given
to service quality characteristics in distance education,
expectations, perceptions-current situation sections and
service quality did not differ significantly according to the
department they studied (p>0.05).
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Comparison of Distance Education Service Quality and
Sub-Dimensions by Class Level

Table 6. Findings on the service quality in distance
education and the comparison of the scale's expectations,
perceptions-current situation, the importance given to the
sub-dimensions according to the class levels of the
participants

Grad
e

Service Quality 1st 12 1 5 L2

Grade 8 0 5
2,93 0,004
9 *
2nd 13 1,1
Grade 2 19 0
3
Scale Sections
E-learning 1st 12 02 00
A Grade 8 4 8
tEnwronmen ond 13 02 00 2,95 0,340
Grade 2 5 8
1st 12 02 00
Grade 8 7 8 1,89
Trust ond 13 02 00 6 0,059
Grade 2 5 6
1st 12 02 00
Accessibilit  Grade 8 5 7
y ond 13 02 00 2'12 0,901
Grade 2 5 6
§ 1st 1202 00
S . Grade 8 4 6
5 Enthusiasm ond 13 0.2 00 2,67 0,502
E Grade 2 4 6
gg?;de éZ 5.9 217
Expectations 0 é’97 2’049
2nd 13 6.0 0,6
Grade 2 7’ 5
1st 12 43 09
Perceptions- Grade 8 9 7 2,22 0,027
Current State 2nd 13 41 0,9 3 *

Grade 2 4 0

*p<0.05, X : Arithmetic mean, s.d: Standard deviation.

It was determined that the sub-dimensions of the
importance given to service quality characteristics in
distance education did not differ significantly according to
the class levels of the participants (p>0.05). According to
Table 7, expectations, perceptions-current situation parts
and service quality in distance education showed a
significant difference according to the class levels of the
participants (p<0.05). It was concluded that the
expectations, perceptions-current the situation and service
quality scores of the 1st-grade students were higher than
the 2nd-grade students.

Comparison of Distance Education Service Quality and
Sub-Dimensions by Family Income Level

Table 7 Findings on the service quality in distance
education and the comparison of the scale's expectations,
perceptions-current situation, the importance given to the

33

sub-dimensions according to the family income levels of
the participants

Income n i s.d F p

2000- )
4000 64 1,17
TL 1,69
4001- )
Service Quality 2?_00 7 1,76 122 0286 0836
6001- )
8000 57 1,14
TL

8001 .
L+ 1 ¥

Scale Sections
2000-
4000 64 0,27 0,10

6000 72 0,24 0,06

E-learning TL 3,429 0,018*

Environment }
8000 57 0,23 0,06

67 026 0,07

4000 64 025 0,08

6000 72 0,26 0,08
Trust TL 0,593 0,620

8000 57 026 0,05

67 026 0,08

4000 64 025 0,08

6000 72 027 0,07
Accessibility  TL 2,641 0,051

8000 57 0,26 0,05

67 024 0,06

2000-
4000 64 024 0,07
TL
4001-
6000 72 024 0,06
Enthusiasm TL 0,590 0,622
6001-
8000 57 025 0,06
TL
8001
TL +
2000- .
4000 64 0,72
L 5,91
4001- i
) 6000 72 0,74
Expectations TL 5,99 0292 0831
6001-
8000 57 0,73
TL
8001 -
Ly % gm0
2000-
4000 64 422 0,88
TL
4001-
6000 72 423 1,00
TL 0,479 0,697
6001-
8000 57 421 0,87
TL
8001
TL +

Importance

67 024 0,06

Perceptions-
Current State

67 4,38 0,98

*p<0.05 a,b: differences between groups containing

different letters in the same column are significant. X
Arithmetic mean, s.d: Standard deviation.
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It was determined that the importance given to service
quality features in distance education, trust, accessibility,
responsiveness sub-dimensions, expectations on service
quality in distance education, perceptions-current situation
sections and service quality did not differ significantly
according to the family income levels of the participants
(p>0.05). However, the e-learning environment sub-
dimension of the importance given to service quality
features in distance education shows a significant
difference according to the family income levels of the
participants (p<0.05). When the e-learning environment
averages of the participants were examined, the Tukey test
from the Post Hoc tests was used to determine the
difference between the groups. According to the Tukey test
result, the e-learning environment dimension score of the
participants with an income level of 2000-4000 TL was
higher than the participants with an income level of 6001-
8000 TL.

Comparison of Distance Education Service Quality and
Sub-Dimensions According to the Platform Attended
by the Participants

Table 8 Findings on the service quality in distance
education and the comparison of the expectations,
perceptions-current situation, the importance given to the
sub-dimensions of the scale according to the platform in
which the participants attended the course

Platfor

m i sd F p
Microso
6 - 1,2
ftTeam 7 151 4
. . Adobe 6 - 0,9
Service Quality Comnect 4 165 8 2,22 0,086
Perculus 6 - 1,1 5
- Zoom 3 1,70 3
6 - 1,3
Moodle 6 203 6
Scale Sections
Microso 6 0,0
ft Team 7 0.25 6
. Adobe 6 0,0
E—Ie_arnlng Connect 4 0.25 7 0,07
Environme 0,975
nt Perculus 6 0.24 00 2
- Zoom 3 ' 9
Moodle 6 0,0
6 0,25 9
Microso 6 0,0
ft team 7 0,26 7
Adobe 6 0,26 0,0
Connect 4 7 0,02
Trust 0,994
Perculus 6 0.26 00 8
- Zoom 3 ' 9
Moodle 6 0,0
6 0,25 7
Microso 6 0,0
ft team 7 0,25 5
Adobe 6 0.25 0,0
Accessibilit  Connect 4 ' 6 0,71
0,543
y Perculus 6 026 0,0 6
- Zoom 3 ' 8
Moodle 6 0,0
6 0,26 7
Microso 6 0,0
ft team 7 0.25 5
8 . Adobe 6 00 0,86
g Enthusiasm Connect 4 0,24 5 8 0,458
S Perculus 6 0,0
o 1
E -Zoom 3 0% 4

e-ISSN 2791-6847

Moodle 6 0,0
6 0,23 7
Microso
6 - 0,6
ftTeam 7 591
- Adobe 6 - 0,5
Expectations Comect 4 610 8 03 0262
Perculus 6 - 0,7
- Zoom 3 589 9
6 - 0,8
Moodle 6 603 0
Microso 6 0,9
ft Team 7 4,40 8
Adobe 6 445 08
Perceptions- Connect 4 @ 4 3,15 0,025
Current State Perculus 6 0,8 9 *
4,19
- Zoom 3 8
Moodle 6 401 09
6 ° 9

*p<0.05 a,b: differences between groups containing

different letters in the same column are significant. X :
Arithmetic mean, s.d: Standard deviation.

It was found that the sub-dimensions of the importance
given to the service quality features in distance education,
the expectations sections and the service quality did not
differ significantly according to the platform in which the
participants attended the course (p>0.05). However, the
perceptions-current situation section in distance education
shows a significant difference according to the platform in
which the participants attend the course (p<0.05). When
the perceptions-current situation section averages of the
participants were examined, it was determined that the
students who attended the lesson via Adobe Connect had
higher perception-current situation section scores than the
students who attended the lesson through the Moodle
platform.

Discussion and Conclusion

In the study, the dimensions of distance education service
quality are e-learning environment, accessibility,
enthusiasm and  reliability. E-learning is the
appropriateness of the environmental characteristics
during distance education. Accessibility is content to easy
to use and access. Enthusiasm is the willingness to provide
the full service offered by the institution. Reliability is the
perception of the institution to provide honest and reliable
service. Although the enthusiasm factor score was
moderate in the study, it was the lowest score. Institutions
should provide the promised service by clearly explaining
the service they will receive to the students, or if they
cannot provide the promised service. Martinez -Argiielles
et al. (2010) evaluated the learning process in distance
education as the most important dimension in their study.
The mentioned learning process dimension is the factors
such as the guidance and support given to the students by
the teacher, and the willing response to the questions posed
by the teacher. These factors are related to the
responsiveness dimension in our study and support the
importance of the responsiveness dimension. llgaz and
Giilbahar (2015), in their study, one of the most important
points that students expect from distance education is to
establish effective communication between teachers and
students in the learning process. Providing this
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environment is in the hands of teachers and administrators.
Teachers and administrators should be ready and willing to
help in all matters that will affect the education service,
they should try to solve their problems by dealing with
students one-on-one, and the service should be developed
in the dimension of enthusiasm by adapting and
developing it according to expectations and needs.

The e-learning environment is the second most important
dimension in terms of importance. When the service
quality score is evaluated, it ranks third. In the study
conducted by Celik and Per¢in (2019), one of the most
important criteria in e-learning was determined as
supporting the course with various visuals (pictures,
animations, videos, etc.). This criterion is within the scope
of the e-learning environment in our study. Because of that,
the e-learning environment is one of the most important
points for students. It can be positive for both the student
and the teacher that the learning environment attracts the
attention of the student and increases the student’s interest
in the lesson. Using advanced technologies in the learning
environment, videos supporting the course, access from
different devices, etc. With innovations and developments,
distance education can be improved in terms of e-learning
factor (Kor, et all., 2013)

The accessibility dimension was determined as the third-
highest score in the order of importance and the second-
highest score in the quality score. It is possible to increase
the service quality of this dimension by enabling students
to access the learning environment, course materials and
resources whenever they want. The dimension called
reliability in the study is similar to the reliability factor in
other scales (Barnes & Vidgen, 2001; Cronin & Taylor,
1992; Gok & Gokgen, 2021; Udo et al., 2011; Uppal et al.,
2018).

Reliability has the highest score for both the most
important dimension and the service score. In the study of
Cakmak (2020), the students gave the highest score to the
quality of fulfilling the promised service reliably by the
university. This result supports our study. By providing a
standard curriculum without causing inconsistency
between learning objectives and learning results in the
education process, a reliability dimension can be achieved
to increase the quality of service.

The study conducted by Gok and Gékgen (2021) showed
that there is a medium level of distance education service
quality and supports our study. Service quality scores are
lower in our study. The reason for this may be that the
study took place during the Covid-19 process and
universities started the unprepared distance education
process. Likewise, the unexpected transition of teachers
and students from face-to-face education to distance
education may be effective in the low level of service
quality. In the other study, Sar1 and Nayir (2020) found that
teachers had difficulties accessing the internet, insufficient
human resources, students did not ready for distance
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education, there was a lack of practice in this regard, they
did not have sufficient knowledge and experience, and they
have revealed other deficiencies by correcting such
shortcomings. By improving the training, it can be ensured
that the lessons are taught efficiently when they need to be
used.

In the study, it was found that the participants' age,
university type, and family income level did not show a
significant difference in the quality of distance education.
When examined by gender, it was determined that the
service quality perceived by the participants showed a
significant difference, and it was concluded that the service
quality scores of male students were higher than female
students. In other words, men found the perceived distance
education to be of higher quality than women. In their
study, Bulut and Esitti (2020) found that male students
were more satisfied with distance education courses. In this
respect, it was similar to our study. In addition, it is
noteworthy that male students find distance education
courses more effective than female students. It has been
found that the service quality in distance education and the
expectations, perceptions-current situation sections of the
scale show a significant difference according to the class
levels of the participants, and it has been concluded that
the service quality and expectation, perceptions-current
situation scores of the 1st-grade students in distance
education are higher than the 2nd-grade students. In the
study of Cakmak (2013), the service quality scores of the
first-year undergraduate students were found to be higher
than the other classes. This result is consistent with our
study. In the study of Gok and Gokgen (2021), there was
no statistically significant difference was found regarding
the quality of distance education service and the
demographic characteristics of our study.

According to these results, the levels of all factors are
moderate, and the quality of distance education service in
the Covid-19 Pandemic process is at a medium level in the
Faculties of Sport Sciences in the Marmara and Western
Black Sea Regions. It is thought that this study will
contribute to the improvement of distance education,
which will be offered to universities in conditions that will
cause distance education, such as a pandemic.
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