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Abstract 

E-learning system allows learners to have complete control over the time and space of their learning, thereby
eliminating the constraints of time and location on teaching and learning. Clearly, enhancing the operational
performance of the e-learning system can increase learners' willingness to engage and improve their learning
outcomes, attracting more dispersed learners to join and thus creating more business value and increasing economic
benefits. Additionally, since customers can learn from home without the need to go out, it can reduce the
environmental pollution caused by traffic impacts and carbon emissions associated with commuting. Evidently,
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improving the operational performance of e-learning systems has become a significant issue. In view of this, this study 
will use surveys to measure learners' satisfaction and importance for each service item, then define satisfaction and 
importance indices and apply a performance evaluation matrix to construct an evaluation and improvement analysis 
model for e-learning systems. This model aims to assist operators in enhancing the operational performance of their 
e-learning systems. Finally, this paper will illustrate the application of the proposed model using the CALL system as
an example.
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