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Abstract

The present study aimed to identify which of the website features should be improved by using and adapting
the approach which implies an asymmetric relationship between user satisfaction and feature by asymmetric
impact-performance analysis. The main question raised is which of the basic, functional and motivational
service groups has the dimensions of the quality of the website (WebQual 4.0) in the virtual education of the
University of Tehran by considering Kano’s impact-performance model. Using structural equation modeling
and multiple regression, the findings showed that the customer’s overall satisfaction with the website is
primarily affected by the feature and then interaction with services, including the two structures of trust and
empathy, and finally the dimensions of usability and quality of information. Examining the Webqual 0.4
dimensions, indicated that the website usability dimension is a part of the high-performance motivational
services group, the information quality dimension is a part of the high-performance basic services group, and
the website interaction dimension is in the low-performance basic services group.

Keywords: Website quality measurement, WebQual, user satisfaction, Kano’s model, Asymmetric impact-
performance analysis, eLearning.
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