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ABSTRACT

Universities use learning management systems (LMS) to support teaching practices and add value to 
the educational system. A leading university in the gulf region (XYZ) provides support for faculty 
members (FMs) through its Center of Excellence in Teaching and Learning (CETL), where experts 
respond to their enquiries on how to use the LMS features. This study analyzed data available from 
such interactions and concluded that FMs preferred office (face-to-face) contacting method, assessment 
is the major generator of FMs enquiries, and also the majority of enquiries were clustered into five 
major dimensions. Full details and analyses are available in this study.
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1. INTRODUCTION

Using learning management systems (LMSs) is becoming an integral part of educational systems and 
higher education infrastructure. The contribution of technology toward a better and more efficient 
system is undisputable. Universities are using LMSs for many objectives. Examples of such objectives 
are the reduction of teaching/learning cost, the opening of communication channels with students, the 
facilitation of the learning/teaching process and its eminent tasks, and the management and control of 
various processes for the purpose of analysis and decision-making. Using such systems will improve 
universities’ performance and improve their image.

Universities try their best to make the adoption and implementation of such systems successful. 
The main stakeholders involved and interfacing with LMSs are students, instructors, and administrative 
staff in universities. Faculty members and students are the main users of the system. The success of 
such system in attaining universities’ objectives is dependent on many factors among which users’ 
acceptance is a major one. The adoption and use of LMSs by faculty members will open doors for 
their utilization and help in reducing costs, opening communication, and better control.

Faculty members face many challenges when using such systems and thus might avoid using 
them and lean towards traditional methods and channels. The use of LMSs by faculty members can 
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be enhanced if universities identified such issues and challenges and addressed them properly. This 
study will try to explore the challenges facing faculty members, which prevent them from using LMSs 
or certain parts or functionalities.

The following section will review the literature, followed by a description of our research method. 
Section 4 will describe the data collection process, the analysis of data, and discuss the results and 
findings. Finally, our conclusions are stated in Section 5.

2. LITERATURE REVIEW

Information and communication technology (ICT) use in universities is not limited to LMSs; many 
studies are exploring the use of other channels and applications. Recent research focused on utilizing 
social media in conducting many educational activities (Aljasir, Bajnaid, Elyas, & Alnawasrah, 
2017; Madge et al., 2009; Moran et al., 2011), where such applications are becoming popular among 
faculty members and students. Other outlets like the Internet, e-mail, and other Web 1.0 or Web 2.0 
tools are also utilized by universities in an attempt by faculty members and students to improve the 
learning process. This study will explore the use of a LMS as a major tool for educational activities. 
The following sections will try to summarize what the literature reported in this regard.

2.1. Learning Management Systems
Research reported that more than 90% of American universities use LMSs to offer academic programs 
(Al-Alak & Alnawas, 2011). Learning management systems (LMSs) are portals that help instructors 
conduct various types of educational activities and reach students through a controlled domain. 
Universities use more than one system to facilitate the educational process like Learning Management 
System (LMS), Instructional Management System (IMS), Content Management System (CMS), and 
Student Information System (SIS) (Abu-Shanab et al., 2012).

LMSs help manage the practices and activities related to teaching and learning. Activities like 
registration, scheduling, facilitating and augmenting the communication between instructors and 
students, examination of available content, tracking students’ performance, reporting performance to 
targeted stakeholders and students are examples of such cases (Yung-Ming, 2011). Recent versions 
of such systems are equipped with chat rooms, discussion forums, e-mail, and blogs. Furthermore, 
instructors can conduct detailed and rich assessments, perform surveys, and check attendance.

LMSs enable faculty to develop and deliver learning content, communicate with students, and 
enable open discussion (Kalinga, Bagile, & Trojer, 2007). Some LMS applications are difficult for 
instructors to administer and use like organizing virtual office hours, automatically reminding students 
of their deadlines, and using group functionalities (Yueh & Hsu, 2008).

Universities can benefit from open source portals like Moodle or Dokeos or many other 
available commercial and proprietary types if they pay their licensing and support costs. Example of 
famous LMSs available in the market are Blackboard, WebCT, or Atutor (Abu-Shanab & Ababneh, 
2015). Other examples of e-learning systems used in higher education are the following: TopClass, 
LearningSpace, Virtual-U, and FirstClass Classrooms.

XYZ is using one of the major LMSs in the market. It is mandatory for its faculty members to 
use the LMS to post content and grades. Faculty members are also encouraged to use other features 
such as announcements, assignments, discussion boards, online exams, attendance, etc. The university 
has recently grown to have nine colleges. It has around 20,000 students and above a thousand Faculty 
members. All new faculty members who join XYZ attend, as part of their orientation program, a 
mandatory training on how to use the different features of the LMS. The university offers ongoing 
workshops through the academic year to all faculty members on how to use intermediate and advanced 
features of the LMS. Tutorial videos and documents are available on the university website for their 
reference. They can also seek support by phone, email or office appointments with the LMS experts 
when they need help or have certain enquiries.
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2.2. Benefits of LMS
The major claimed purpose of using LMSs is to apply pedagogical policies and strategies in a more 
effective and efficient manner (Abu-Shanab & Harb, 2011). As described earlier, LMSs can help 
universities, faculty members, and students in many activities. The list of activities provided by LMSs 
is endless. LMSs support most educational activities and the list is growing (Yung-Ming, 2011). 
The recent improvements on LMSs enable them to interact and interface with many applications to 
facilitate the learning process. Another study concluded that planning and building technological 
changes and integration into an organizational strategic planning process would ensure continuing 
and effective integration of technology in teaching (Yang & Spear, 2017).

LMSs help faculty members manage their time to reach better efficiency and chances for 
innovation and creativity. Using administrative and educational tools available within LMSs, 
instructors can design, author, and develop instructional material and components to support the 
learning/teaching process (Abu-Shanab et al., 2012). The authors also emphasize the role of LMSs in 
facilitating an effective guidance and support, where instructors can interact with students and other 
associates using the available communication tools available through the system.

A study in the School of Education at the University of Alabama conducted few interviews 
with faculty members regarding the use of Blackboard, a popular LMS, and concluded to positive 
perceptions regarding the use of such systems. The author concluded that Blackboard might improve 
communications, nurture community sensation, and escalate productivity and expectations of students 
and faculty (Anderson, 2003).

Research also reported conflicting perceptions regarding their benefits. A study compared 
students and teachers perceptions and concluded that Eduwave, a Learning Management System, can 
attain university objectives, support teacher’s role, support educational activities, influence students’ 
learning process, and facilitate and improve communication and collaboration (Abu-Shanab, 2014). 
The author compared teachers and students perceptions and found that teachers perceive LMS as 
useful and trustworthy. On the other hand, students reported favorable perceptions towards the ease 
of use of Eduwave and their future intention to use the system.

2.3. Challenges Facing Faculty Members
Research related to technology adoption theories reported many factors that cause resistance or 
hinder organizational efforts to adopt such applications (Al-Alak & Alnawas, 2011). LMSs are not 
an exception. Examples reported by the authors included perceived usefulness, perceived ease of use, 
knowledge, trust, social influence, and others. Research investigated many factors in an assumption 
that they might cause a challenge for faculty members. Similar results supported similar constructs 
proposed in the UTAUT model (Social influence, performance expectancy and effort expectancy) in 
predicting the intention to use technology in higher education institutions (Rosaline & Wesley, 2017).

In a study in Newzealand, the researchers concluded that the major challenge facing faculty 
members is their ICT literacy (Nanayakkara, & Whiddett, 2005). The study assumed that faculty 
members, with better knowledge and more experience, would demonstrate higher acceptance rates. 
The second contribution of the study is their conclusion that people are different in their adoption 
in early vs. late stages of system implementation. Another study proclaimed that using traditional 
face-to-face methods are more effective that using LMSs or electronic channels (James, 2008). The 
author conducted the study in Thailand and utilized a sample of faculty members in a process of 
investigating the challenges facing faculty members in adopting e-learning systems. Based on faculty 
members competencies, the author stressed the importance of training faculty members to better equip 
them with needed skills and bridge their resistance.

In alignment with the previously mentioned study, self-confidence was a major predictor of 
instructor’s adoption of LMS. Another study indicated that age and job satisfaction are not influencing 
the adoption of e-learning systems (Tarhini et al., 2013). Furthermore, a study of 212 responses of 
faculty members in the USA concluded that ICT background is not a major determinant of technology 
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adoption (Kamali, 2012). Finally, a study proclaimed that the nature of online learning requires 
faculty members to be more attentive and be prompt communicators, which rest heavier loads on 
their shoulders (Li & Irby, 2008).

LMSs can cause substantial challenges with respect to technical issues, where major efforts by 
universities target faculty members to help them manage all types of activities. Still, some studies 
reported that faculty members need material that can be easily and semantically managed on LMSs 
(Davidson, 2005). In such situations, universities need to devote more effort and resources to support 
faculty members in accommodating their material and content requirements.

On the same line of argument, faculty members embracing such systems (using LMSs) require 
more advanced training if they need to implement certain activities. A study conducted in Poland 
concluded that teachers in general adopt LMSs but resist the use of activities that require an advanced 
skill (reported by less- experienced teachers). The study reported that (66%) of teachers used LMSs 
for teaching, but less than (10%) use LMS tools to support testing and assessment (Moscinska & 
Rutkowski, 2010). Faculty members also reported that some LMSs require that they train students so 
they effectively and efficiently use the system (Coyner & McCann, 2004). Faculty members reported 
that during online assessment, any deficiency in the process might cause a dilemma for faculty 
members. Taking the previous challenges into a higher level, the seamless integration of technology 
and pedagogy would become a big challenge for faculty members (Karsenti, 2001).

In the Middle East, a study in Saudi Arabia concluded that LMSs are popular and fully supported 
by faculty members, but reported low implementation and use. Such contradictory result might 
indicate some challenges facing universities and faculty members in using such systems (Hussein, 
2011). The study also reported insignificant influence of gender and academic background in adopting 
such systems.

Another study, aiming to explore students attitudes toward online assessment using Blackboard 
(BB) grade center and assessment tools, proclaimed that faculty members’ attitudes toward BB is 
influencing students motivation for embracing the system. The author of the article used the word 
“intricacies of the system” to describe BB assessment tools (Fageeh, 2015). The author recommended 
that more training be provided for instructors and students on the system. In addition, more language 
options are useful to facilitate certain types of courses. Finally, another study in Jordan revealed that 
the quality and involvement of users in implementing LMSs are the major obstacles facing universities. 
Faculty members reported that the two reasons are the major ones that hinder their adoption efforts 
(Altarawneh, 2011).

In conclusion, we can summarize that faculty face significant challenge when using a LMS. 
Reported reasons were conflicting, but can be summarized in the following: technical skills needed 
by faculty, training required for faculty and students, infrastructure adequacy and system efficiency, 
compatibility of system, and the integration of pedagogical objectives and technical characteristics 
of the LMS.

3. RESEARCH METHOD

This study explored the literature to better understand the challenges facing faculty members (FMs) 
in using the LMS. The majority of previous research focused more on the adoption of LMSs from 
a behavioral direction (refer to the previous sections), neglecting the functionalities of a specific 
LMS and how FMs use them. The use of an LMS improves the efficiency and effectiveness of the 
teaching/learning process, makes it convenient, and reduces the university cost. The use of any LMS 
by faculty members is accompanied by many challenges. Such challenges will hinder the use of such 
important systems by faculty.

This study tried to investigate the different functionalities of a specific LMS and the challenges 
facing FMs when using them. The view of data is reversed, where we utilized available data collected 
for the purpose of reporting the performance of the Center of Excellence in teaching and Learning 
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(CETL) in XYZ university. In XYZ, faculty are encouraged to use the adopted LMS, where many 
resources are available for them like online courses and help files. In addition, The University offers 
training courses and one to one consultation through its CTEL.

Center of Excellence in teaching and Learning (CETL) is responsible of supporting academic 
staff at XYZ through different types of activities. One of these major activities is to organize 
workshops for FMs to help them be acquainted with available systems and improve their teaching 
and administrative performance. A set of these training workshops will focus on the use of the 
LMS at the university. Faculty members can also refer to the CTEL staff for some help by office 
appointments, phone or e-mail. Such support help faculty members when using the LMS and 
facilitate the adoption of such system.

The CTEL team keeps a record of such consultations and their proceedings. The data collected 
reveals many challenges facing faculty members when using such a tool for the purpose of managing 
the teaching process. The data used in this study was collected during the academic years 2014-
2017 (Three academic years; 2014/2015, 2015/2016 & 2016/2017). As mentioned, the purpose of 
collecting such data was for reporting and performance purposes. The data collected is tabulated using 
a spreadsheet application to make it easy for analysis and exploration. The following are the column 
headings of the available data: Date of contact, trainer, month, FM name, FM e-mail, FM College, 
contact method, Enquiry details, and comments. A manual clustering and summarization technique is 
implemented to conclude to the major challenges facing FM when using the LMS. The study analyzes 
other issues related to the consultation preferences, the college of FM, and other related issues.

This study is a descriptive one, where we tried to use the existing data to describe the challenges 
that FMs face when using the LMS. It is still imperative to keep in mind the other side of the coin 
when investigating the adoption of technology, i.e. behavioral and contextual factors. The technology 
adoption theories explored many factors like the system’s usefulness and ease of use, the social 
influence, the infrastructure and environment, the risk and security issues, trust in technology, and 
other important factors. This study will take the functional view and see FMs challenges when using 
the LMS based on its functionalities and actual use. Such perspective is important as it exposes new 
perspectives and enrich our knowledge in this domain.

4. DATA ANALYSIS AND DISCUSSION

The first step in our analysis to organize and clean data to prepare for our use. The names and e-mails 
of FMs were removed from the file for privacy reasons. The college column was kept for further 
analysis. The second step was to clean data from mistakes and redundant terms. Examples of such 
redundancy and errors are the following: the names of colleges were used in different forms (acronyms 
vs. full names), the enquiry names were also misspelled or written differently (SafeAssign vs. Safe 
Assignment), or errors in some terms (quickly vs. qwickly). The data was also cleaned for missing 
values within the data records and for any type of contradiction with the set of known activities and 
tasks in this specific LMS.

After cleaning the data and merging the three files into one consolidated file. The resulting file 
included 424 enquiries. The analyses utilized pivot tables to classify the frequencies of data and 
summarize and cluster data into its final form. The list of unique enquiries distilled from the data 
set included 26 categories ranging from communication to assessment. Table 1 lists the enquiries 
categories and the method of contact. As mentioned, the CTEL trainers supported FM through 
multi-channel communication. They responded to enquiries through phone, e-mail, office visits, and 
after the training workshop. It lists the frequencies of enquiries per each category and per contact 
method. The grand total of columns and rows represents the total enquiries for each enquiry type of 
contact method.

We notice that the top five frequencies were all related to an assessment related category except 
one related to communication. The highest numbers of enquiries are related to grade center (119 
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enquiries), test (97 enquiries), SafeAssign (48 enquiries), create assignment (26 enquiries), and the 
last is related to discussion boards/forums (22 enquiries).

Table 1 shows the data classified into five major dimensions based on the LMS major 
functionalities and our perspective of the topic. We listed the dimension names in the last column, 
where we summarized all enquiries’ frequencies into these five dimensions. Such classification is 
limited by our data set, even though the LMS vendor reported their own classification of the overall 
functionalities into three: building courses, enhancing communication, and assessing learners. Our 
classification concluded to five categories: general and management, building courses, communication, 
assessment, and other tools. Once we had our categories in place, we classified all enquiries into the 
five dimensions. Then numbered them as shown in Table 1.

Table 1. Enquiry frequencies based on type and contact method
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Extending our inspection to the dimension level, we can see that assessment was the highest 
enquired dimension (300 enquiries). Table 1 shows the grand total enquiries of each category and to 
what dimension it belongs. In addition, the # (Freq.) column indicates the dimension number and the 
total number of enquiries reported. Less enquiries were reported in relation to building courses and 
other tools. To have a better understanding of this issue, the data should have included the time spent 
on each category. The number of enquiries might indicate a measure for the difficulty of dimension 
(and its categories) or the degree of use.

The second direction related to Table 1 is the contact method used. It seems that FMs prefer 
face-to-face interaction as the enquiries done through after session and office visits are 224 cases 
compared to 142 and 56 for phone and e-mails respectively (based on data in Table 1). Considering 
the preferred means of communication, phone channel has also a commonality with the face-to-face 
channels as it includes a synchronous nature. It seems that FMs are appreciating a fast and direct 
response from CTEL staff, where the direct channels dominated the channels available.

The second analysis done included the list of enquiries and the FM’s college. Taking such analysis 
further will reveal the credentials of FM. In addition, the data used did not include the department 
of FM. The Blank column indicates a non-reported college for the FM, taking into consideration 
the diversity of contact method. The list of Colleges and their appreciations are listed in Table 2, 
Followed by Table 3, which includes the enquiries.

The data included no enquiries from the College of Medicine, and the College of Pharmacy. In 
addition, we can see two columns that include other and blank. The blank column includes enquiries 
with no college or program reported. The other category includes other departments and centers not 
included or distinct from the lists colleges.

Table 3 shows that the highest numbers of enquiries are associated with CAS (242 enquiries) 
and the CBE (60 enquiries). On the other hand, we should report here that the largest colleges in 
XYZ based on student and FM numbers are the CAS and CBE. Such issue explains why we have 
such large number of enquiries.

Our investigation could not reveal any reasoning (other than size) for such frequency distribution 
as the type of college is not a well-defined criteria in this context. XYZ had jointly merged arts and 
sciences in one college. Also, some scientific college had less presence in the list even though they 

Table 2. Colleges appreciations used

Acronym College or Program Name

CAS College of Arts and Sciences

CBE College of Business and Economics

CCP Core Curriculum Program

CED College of Education

CENG College of Engineering

CHS College of Health Sciences

CLAW College of Law

CSIS College of Sharia and Islamic Studies

FP Foundation Program

CCP Core Curriculum Program

Other Other centers and departments
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might be perceived as similar (like CHS vs. College of Medicine or Pharmacy). Future research might 
try to cluster the enquiries into colleges and see what categories are more associated with a certain 
college or a certain contact method.

The last analysis done is related to the date of enquires. The data was labeled according to the 
month of enquiry and then the semester. The data was represented visually using a column chart to 
show the trend of frequencies change. Figure 1 depicts such results. The months are not sequential as 
the data did not include any enquiries in the month of July, and few were reported for the month of 
August (in all three years). Based on that the columns are 31 columns only. An increase in enquiries 
is witnessed in the third month of each semester. This can be explained by the start of assessment 
and midterm exam and the serious use of assessment activities.

Another column chart depicted the data according to semesters and is shown in Figure 2 and Table 
4. The data indicates a rise in enquiries in Fall semester each year based on new recruitment and the 
extensive scheduled training for new faculty members. It is also visible that enquiries increase with 
time as more use of the LMS is expected. Finally, XYZ policies require that new faculty members 
attend some LMS workshops and use the LMS in their management of the teaching process.

Table 3. Enquiry frequencies based on FM’s College
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Figure 1. Enquiries related to month (ranked from August 2014 to June 2017)

Table 4. Semester related data

Semester Enquiries

Fall 2014 73

Spring 2015 44

Fall 2015 83

Spring 2016 53

Fall 2016 95

Spring 2017 75

Figure 2. Column chart representing semester related data
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5. CONCLUSION

Research on LMS is challenging, as it requires some type of accessibility to university data, which 
can be difficult in many cases. This study utilized previously collected data by a CTEL (Center of 
Excellence in Teaching and Learning at XYZ University). The data included the FMs enquiries 
during their use of the university LMS. The data spanned for three years and included 424 enquiries. 
The analysis of data focused on three main directions: First, the distribution of enquiries according 
to colleges. Second, the distribution of data according to contact method. Finally, the distribution 
of enquiries according to time. Results indicated that the majority of enquiries were from FMs from 
College of Arts and Sciences, and College of Business and Economics. Results also indicated that FMs 
preferred office (face-to-face) contacting method rather than other open channels of communication.

Finally, more enquiries were triggered during the Fall semester when compared to the 
Spring semester. The 26 categories reported in the data file were clustered into five major 
dimensions. The dimensions were general management of the learning/teaching process, 
building courses, communication, assessment, and other tools used. All previous results are 
summarized in Tables 5 and 6.

Based on the previous results, this study concluded that assessment is the major generator of 
FMs enquiries. In addition, CTEL can conduct focused sessions for the two major colleges to support 
FMs in their locations and encourage them to use the LMS. The research team, and based on the 
examination of the communication channels open for FMs to contact the CTEL trainers, recommends 
opening a discussion board (or a forum) that make available all enquiries to all members and open 
a direct synchronous channel. Even though the major contact methods are related to face-to-face 
medium, still, a discussion forum open for FMs will reduce the number of enquiries and help reduce 

Table 5. Enquiries related to colleges clustered into the major five dimensions

Table 6. Enquiries related to contact method clustered into the major five dimensions

Enquiry Name After Session Email Office Phone Total

General and Management 1 12 26 19 58

Building Courses 0 5 8 6 19

Communication 1 5 21 10 37

Assessment 4 30 160 105 300

Other Tools 0 4 3 2 9

Grand Total 6 56 218 142 423
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common categories. CTEL trainers need to understand that the limitation associated with forums is 
that FMs might not accept revealing their identity. Such a limitation might hinder such channel. A 
“Frequently Asked Questions” page (FAQ) is another recommendation that can solve the issue of 
identity and can include answers to many common questions.

5.1. Contribution of Research
As we mentioned earlier, research on actual data related to faculty members’ use of LMS is 
challenging. Many universities are keen on providing access to such data for the purpose of research. 
This study is the first to examine the adoption challenges of a specific LMS based on data related 
to its functionalities. Results revealed important insights around the frequencies of enquiries among 
colleges and contact methods. We also gained important insights of FM preferences on their preferred 
contact channel. Finally, this study utilized real data based on a long period of time that mapped and 
revealed important conclusions on the topic of interest.

One of the major contributions of this study is its longitudinal perspective, where data was 
collected during the years 2014-2017. Such perspective is rich, where a collective image of the issues 
discussed in the conclusions and the previous paragraph of this subsection is formulated. One of the 
major initiatives of the university is to open all needed material for faculty members online, which 
neglects the F2F interaction requested by substantial portion of FMs. This result supports the findings 
of (Budu, 2018), where their qualitative analysis concluded that subjects might be keen on opening 
their mind in an online environment and prefer F2F settings for convenience. They also stressed the 
anonymity aspect, which might be at risk if we use the formal e-mails/channels of university.

5.2. Limitations and Future Work
This study suffered from its small sample size and simple data set collected. The richness of behavioral 
studies is lacking, but was compensated by the data type and its originality. This study utilized 
secondary data that was collected for the purpose of reporting and performance. Future work can add 
more dimensions to the existing data, where clustering techniques can be utilized to come up with 
certain categories related to certain colleges or contact methods. One of the approaches to explore such 
direction of research is to design a different research instrument to capture such proposed dimensions.

The other direction of research is to control for the role of the training office and directly contact 
faculty and explore their perceptions regarding the research questions. Future work can also utilize 
scale related data that can depict the interactions of diverse constructs in this domain.
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