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Abstract. With the intensification of competition in the amdi education market, how to
improve the satisfaction of online education platfousers is an important practical
issue. Based on the expectation confirmation thebeyarticle builds a conceptual model
of the continuous use of online education platfasers. Based on user survey data, the
empirical results show that both perceived usefdrend confirmation have a significant
positive impact on user satisfaction, and usergigieed usefulness and satisfaction both
have a significant positive impact on users’ Camimce Intention. Finally, according to
the research results, it provides reference for dbastruction of online education
platform.
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1. Introduction

From the service channels, education in my courdrybe divided into online education
and offline education. Online education has therattaristics of strong pertinence,
fragmented learning time, unlimited learning tinmeddocation, repeatable learning and
high online interaction. Through the online edumatplatform, users break through the
constraints of traditional education time and spac& can choose the content they are
interested in and useful for repeated learning iargytand anywhere. According to a
report released by iResearch, the online educatanket reached 251.76 billion in 2018,
with a growth rate of 25.7%. The market size iseeted to reach 457.39 billion in 2021.
At the same time, the scale of online educatiomsusentinues to increase, reaching 130
million people, a growth rate of 23.3%, and the bamof users is expected to reach 220
million in 2021. It can be seen that the marketesof the online education industry has
huge potential and a large room for developmentchvhas prompted more institutions
to enter the online education industry. In the faédierce market competition, how
online education platform operators can improve leglty and stickiness has become
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an issue that must be considered for their sudtkrdevelopment. Therefore, this article
explores the factors that affect users’ continusslaf online education platforms.

2. Theoretical basisand resear ch hypothesis

2.1. Expectation confirmation theory

In 1980, Oliver put forward the Expectancy Discamfition Theory (EDT). Before
purchasing a product or service, users have cestgiactations. After actually using the
product or service, the user perceives the diff@ehetween the performance and
expectations. The value is expected not to confirm.

The Expectation Confirmation Theory (ECT) is deypeld based on the Expectation
Non-Confirmation Theory, which provides an impottioundation for researching users'
continuous use. Patterson et al. first appliedetkgectation confirmation theory to the
field of information systems, and more and moreokauis later applied the expectation
confirmation theory to the field of information $gss. Bhattacherjee (2001) proposed
the Expectation Confirmation Model (ECM-ISC) bydgtating TAM and ECM. The
model includes four main variables: confirmatioarqeived usefulness, satisfaction, and
Continuance Intention. Bhattacherjee also founduph research that the perceived
usefulness and satisfaction of information systeersihave a significant positive impact
on users' Continuance Intention , The user's deéstenfirmation degree affects the
user's perceived usefulness and satisfaction, bliyeadfecting the user's Continuance
Intention. After the expectation confirmation modehs proposed, Larsen et al.'s
research on mobile commerce, Tang and Chiang'anetsen blogs, Doong's research on
knowledge sharing, and Kim's research on mobilea darvices all confirmed the
effectiveness of the expectation confirmation model

2.2. Resear ch hypothesis
Bhattacherjee defines the expected degree of caatiion as the degree of confirmation
between the expected and actual of the informatystem user before and after using the
system, and the lower expectations and higher bekperience of the user will increase
the user's expected degree of confirmation. Schalarother fields of information
systems have confirmed that the degree of confiomdtas a positive impact on user
satisfaction (Hwang & Hsieh, 2007; Thong, Hong &T,a2006; Hayashi et al., 2004;
Lin, Wu & Tsai, 2005). When a large number of seh®lhave a high degree of
confirmation of other users' expectations basetherexpectation confirmation model, it
indicates that the user's expectations and useariexge are met, which can improve the
user's perceived usefulness of the platform ance@se the user's satisfaction with the
platform. Based on this, the following researchdipses are proposed:

H1: It is expected that the degree of confirmation vgpbsitively affect the
satisfaction of users of online education platforms

Bhattacherjee (2001) verified the impact of conéition on perceived usefulness in
the expectation confirmation model. Genfu (2016y)ifieel the positive effect of
confirmation on perceived usefulness through refean MOOC users. Qian Ying
(2015) also obtained a positive effect on perceiveefulness through research on online
learning users. Lin, Wu & Tsai (2005) and Hayadhale(2004) also verified the impact
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of confirmation on perceived usefulness. Based bis, tthe following research
hypotheses are proposed:

H2: It is expected that the degree of confirmation vgbsitively affect the
perceived usefulness of users of online educatatfiopms

In this article, perceived usefulness refers to itherovement of user learning
efficiency and the degree of learning effect whears use online education platforms.
Perceived usefulness not only affects the usetialiacceptance (Davis, 1989), but also
has an important impact on user satisfaction amtiraeed use intentions (Bhattacherjee,
2001). Liu Hong et al. (2014) verified the effetperceived usefulness on satisfaction in
the study of users' Continuance Intention videositeb. Yang Tao's (2016) research on
e-book users also verified the positive impact efcpived usefulness on satisfaction. If
users’ perceived usefulness of online educatiotigutas is low, users’ satisfaction with
the platform will decrease. Based on this, theofeihg research hypotheses are
proposed:

H3: Perceived usefulness will positively affect usatisfaction of online education
platforms

H4: Perceived usefulness will positively affect ngs€Continuance Intention online
education platforms

In this article, the willingness to continue to uséers to the willingness of online
education platform users to continue using thecsedeonline education platform. The
degree of Continuance Intention online educati@tf@im users reflects the level of user
loyalty to the selected online education platfo8atisfaction is the user experience and
overall evaluation after using the online educafiatform. A large number of scholars
have confirmed that satisfaction has a positiveatfbn the willingness to continue use
(Yang Genfu, 2016; Bhattacherjee, 2001; Qian Y&@5). Based on this, the following
research hypotheses are proposed:

H5: Satisfaction will positively affect online edaton platform users' Continuance
Intention

canfirmation

{  Satisfaction 4>J| Continuance Intention

A

Perceived
usefulness

Figure 1. Expectation confirmation model
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Based on the theoretical model of expectation cwofiion, this paper discusses the
Continuance Intention online education platformrsis&Vhen users perceive and use
online education platforms, according to the exgismh confirmation model, perceived
usefulness and confirmation are important factbed affect satisfaction, which in turn
have an effect on the willingness to continue . d$1e expectation confirmation model
is shown in Figure 1.

3. Resear ch design

3.1. Scale design

The development of the questionnaire is based emmiéiture scale of the willingness to
use information systems at home and abroad, atiek atame time, the relevant research
on online education platforms at home and abroagfexred to, and then the scale is
appropriately modified. The questionnaire consi$tsvo parts: the first part is the basic
user information; the second part is the measureménhe factors affecting the
continuous use behavior of online education plaifasers (Table 1). The questionnaire
uses the Likert five-point scale method, 1 represéstrongly disagree”, 2 represents
"relatively disagree"”, 3 represents "unsure", 4reeents “relatively agree”, and 5
represents "strongly agree".

Table 1: Measurement items and reference sources

Variable Measurement stand: Reference sourn

Confirmation| CF1 The experience of using the| Bhattacherjee(2001)
online education platform is better Lee(2010)

than | expecte De Lone & Mc Lean(2003)
CF2 The services and functions
provided by the online education
platform are better than | expec
CF3 Overall, my expectations of
using the online education platfori
to learn are m

3

Perceived PU1 Using online education Bhattacherjee(2001)
Usefulness | platform to study can improve my| Venkatesh(1993)
learning effec Davis(1989)

PU2 Using online education
platform to study can improve my
learning efficienc

Satisfaction | SAL | am satisfied with the Lee&Lin (2005)
decision to use the online educatipYang et al ( 2005)
platform tolearr Wangé&Liao ( 2008)

SA2 | am satisfied with the effect
of using the online education
platform to lear

SA3 | am satisfied with the
experience provided by the onling
education platfor

Continuance | CI1 | am willing to continue to us | Rca et al ( 200t
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Intention the online education platform to | Hsu & Chiu (2004)
study

CI2 1 am willing to use the online
education platform to study
regularly in the futur

CI3 | am willing to increase the
frequency of learning and using
online education platforr

3.2. Resear ch sample

In this study, users of online education platformese selected as the research object. A
total of 410 questionnaires were collected throtlgh form of online questionnaires.
Among the questionnaire samples (Table 2), thereevi226 males, accounting for
55.12% of the total number, and 184 females acaugifor the total number. 44.88% of
the sample, the sample has a bachelor's degrelkoveamostly students and corporate
employees, and the frequency of using online educatlatforms is mostly at least once
a week and above.

Table 2: Basic user characteristics table

feature distributed Number| proportion
of
people

gender male 226 55.12%
female 184 44.88Y%

Education | Bachelor degree or above | 90 21.95%
Undergraduate 200 48.78%
Postgraduate 81 19.76%
Postgraduate and abc 39 9.51%

Profession | Student 198 48.29%
Corporate employees 140 34.15%
Staff of institutions 37 9.02%
Government staff 9 2.2%
Freelancers 16 3.9%
Other occupatior 10 2.44%

usage Daily use 85 20.73%

frequency | At least every three days 130 31.71%
At least once a week 106 25.85%
At least once every two 26 6.34%
weeks 63 15.37%
At least once a mon
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3.3. Variable correlation analysis

Variable descriptive statistics and correlationlgsia are shown in the following table.
All variables show significant correlation, and theavey data can be subjected to further
regression analysis and hypothesis testing. Thenxpnstandard deviation and correlation
coefficient are shown in Table 3.

Table 3: Descriptive statistical analysis and Pearson catiogl coefficient matrix

variable average Standard| 1 2 3 4
value deviatior

1.confirmatiol 3.9( 0.67 1

2.Perceive usefulnes | 3.8¢ 0.81 0.606** | 1

3. Satisfactiol 3.8F 0.6: 0.665** | 0.623** | 1

4 Continuanc Intentior | 4.0 00.6¢ 0.466** | 0.494** | 0.522** | 1

Note: * indicates the significance level p<0.1,ittlicates the significance level p<0.05,
*** indicates the significance level p<0.01

3.4. Reliability and validity analysis

The reliability and validity of the questionnairem tested by spss23.0. The Cronbach's
o value of the entire questionnaire was 0.896 aadCtonbach's value of each variable
was above 0.610 (Table 4). The variables showedl gakernal consistency , So the
reliability of the questionnaire is acceptable. TKIIO value of this questionnaire is
0.896, and the KMO value of each variable is gregden 0.5, indicating that the overall
degree of interpretation is high, and the Bartptiere test value is significant at the level
of 0.000, so the principal component analysis &soaable and the cumulative variance
explanation is obtained. The rate is 67.444%, aeddctor loading value of each item is
above 0.5, indicating that the validity of the sderip good.

Table 4: Variable indicators and factor analysis results

variable Item | Cronbach'a | Factor
loadinc
confirmation CF1 | 0.755 0.72¢
CFz 0.70¢
CF3 0.72¢
Perceived usefulness PU1 | 0.708 0.741
PU2 0.74¢
Satisfaction SAl | 0.610 0.601
SA2 0.617
SA3 0.58:
Continuance intention Cl1 | 0.644 0.66¢
Cl2 0.60:
CI3 0.59
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3.5. Model checking

The purpose of model fit detection is to measueedégree of conformity between the
hypothetical model and the actual observation dHEté&s research is tested by absolute
adaptation index, value-added adaptation indexsimgble adaptation index. It can be
seen from Table 5 that overall, the research maaeh good degree of adaptation.

Table 5: Model adaptation analysis

Fitting X2/df GFI NFI CFI RMR RMSEA
index

resul 1.65¢ 0.95: 0.92¢ 0.97( 0.03( 0.04(
evaluation | <5 >0.9 >0.9 >0.9 <0.05 <0.05
standar

3.6. Hypothesis verification

As shown in Figure 2, the degree of user's confionaof online education platform
significantly positively affects their satisfactiomith online education platformp(=
0.622, P <0.001), and the research hypothesis Hdupported. The degree of user's
expectation and confirmation of online educatiomatfiokms significantly positively
affects their perceived usefulness of online edaegblatforms § = 0.367, P <0.001),
and the research hypothesis H2 is supported. Upengeived usefulness of online
education platforms has a significant positive iotpan their satisfaction with online
education platforms(= 0.482, P< 0.001). Research hypothesis H3 is supported. Users
perceived usefulness of online education platfohas a significant positive impact on
their Continuance Intention online education platfe ¢ = 0.393, P< 0.001). Research
hypothesis H4 is supported. User satisfaction withline education platforms
significantly positively affects their Continuandetention online education platforms
(B11 = 0.568, P< 0.001), and the research hypothesis H5 is suphortee five research
hypotheses derived from the expectation confirmmati@del are all supported.

confirmation

0.568

0.734

Satisfaction ———» Continuance Intention

Perceived 0.482
usefulness

0.393

Figure 2: Regression analysis results of online educatiotfiquia user satisfaction
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4, Conclusions and Suggestions

4.1. Conclusion

Based on the theory of expectation confirmatiors gaper combines the characteristics
of online education platform to construct an exageh confirmation model. The results
show that: (1) The user satisfaction formed by sigéronline education platform during
the use of the platform is an important factor etffeg their continued use of the
platform; (2) The perceived usefulness of onlineication platform during use will
continue for users The intention to use has a igesimpact; (3) The perceived
usefulness of the online education platform duthmguse process will affect satisfaction,
and the degree of confirmation is expected to Biganitly affect the perceived usefulness
and satisfaction of users.

4.2. Suggestions

(1) Make the online education platform meet usg@eetations

The degree of confirmation of expectations of anlgducation platform users has a
significant positive impact on perceived usefulnassl satisfaction. Online education
platforms should carry out actual publicity duripgblicity instead of exaggerated
publicity, which leads to a large gap after useses it

(2) Make users feel the usefulness of online eduegiatforms

Perceived usefulness has a significant positiveachpn the satisfaction of online
education platform users. The more useful the erdiducation platform is, the higher the
user satisfaction. Therefore, online educationf@lats should highlight their advantages,
functions, and content quality, so that users eah the usefulness of online education
platforms, and thereby improve user satisfaction.

(3) Make users feel the platform's good servicditgua

The better the service quality of the platform, tiigher the user's expectation of the
online education platform and the more useful it ba felt. Therefore, online education
platforms should improve the service quality ofitheustomer service and provide
professional training to them so that they can luskrs solve problems better, faster and
more professionally.

(4) Make users feel the quality of high-quality cses

Online education platforms can provide users witme value-added or free
services in the process of user use, and improee seisfaction. At the same time,
online education platforms can provide a platforon feachers, users, and users to
communicate with each other. Users' questions eaanswered in a timely manner, so
that users can feel the usefulness of the onlingain platform and improve user
confirmation.
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