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Abstract

Digital transformation has changed how education works, pushing schools to use technology in
their teaching, creating digital schools that rely on tech-based learning. Even though technology
is being used quickly in education, how happy students are is still a key sign of how well a school
or college is doing and whether it can keep going in the long term. This paper suggests a combined
model that explains how students feel about digital schools by looking at how instructional
quality, smart facilities, and electronic administrative services work together, with brand image
acting as a middle factor that affects the relationship. This study creates a complete conceptual
framework by using Service Quality Theory, Technology Acceptance Model (TAM), and Student
Satisfaction Theory. It looks at areas where past research has not been thorough, especially when
it looks at technology adoption or service quality on their own. The model suggests that great
teaching, smart facilities, and effective online services together create a strong reputation for an
institution, which then leads to happier students. Seven ideas are created to help with future
research studies. This study adds to theory by combining views on educational service quality and
how digital consumers behave into one overall model. In real situations, the model gives helpful
ideas to school leaders who want to boost their school's competitiveness and create better, more
focused digital learning experiences for students. The conceptual framework lays the groundwork
for future research and testing in various settings related to digital education.

Keywords: Digital School, Student Satisfaction, Instructional Quality, Smart Facilities, Brand
Image, E Administrative Services.

INTRODUCTION

Over the last ten years, the change in education because of technology has happened very
quickly, making a big difference in how teaching is done, organized, and experienced in schools
and universities around the world. The rise of digital schools shows a big change from old ways
of teaching to new systems that use technology. These systems include teaching methods that use
digital tools, smart buildings, and online services that help run the school [1]. Because of progress
in artificial intelligence, cloud computing, learning analytics, and mobile connections, schools
and colleges are becoming more like digital service providers rather than just places focused on
teaching [2].

This transformation aligns with broader developments associated with Industry 4.0 and
Society 5.0, where education systems increasingly adopt data driven and learner centered
approaches [3]. The expansion of digital education intensified during and after the COVID 19
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pandemic, compelling institutions to implement hybrid and fully online learning systems at an
unprecedented scale [4]. Consequently, digital schools have evolved into complex service
ecosystems integrating pedagogy, technological infrastructure, and administrative processes [5].

Within this context, education is no longer defined solely by curriculum delivery but by the
holistic digital learning experience provided to students. Digital schools integrate instructional
processes, smart facilities, and administrative platforms into interconnected environments that
shape students’ perceptions of institutional quality [6]. As a result, students increasingly behave
as digital service users who evaluate institutions based on usability, responsiveness, service
efficiency, and institutional reputation, positioning education within the broader discourse of
digital service management and customer experience research.

A key part that helps schools work well with technology is having smart buildings and
facilities. These are things like smart classrooms, learning management systems, cloud-based
platforms, Internet of Things (IoT) technologies, and adaptive learning systems that help provide
personalized and interactive learning experiences [7]. Real world examples show that these
settings can make people more involved and help them learn better, especially when technology
is easy to use and everyone can access it.

At the same time, schools and colleges are starting to use more electronic services for
managing their operations. This includes online systems for signing up students, keeping track of
academic records, handling payments through digital platforms, and using virtual ways to
communicate with students and staff. These services show how the focus is moving towards better
online service quality, highlighting how quick and dependable they are, how easy they are to use,
and how safe they are for the system. Good digital administrative services help cut through red
tape and make students feel that the institution is professional and reliable [8].

Just as important is the quality of teaching in online learning settings. Instructional quality
goes beyond just giving information. It also involves how lessons are planned, how teachers
interact with students, how feedback is given, and how well teachers use technology in their
teaching [9]. Studies show that just having technology isn't enough to make learning effective.
It's the way teachers teach that really matters. Good teaching methods are what help digital tools
actually lead to real learning results. Problems like bad lesson planning, things that take attention
away from learning, and teachers not being fully prepared still impact how students learn [10].

Digital schools are becoming service-focused educational institutions because they combine
good teaching, smart facilities, and efficient administrative services. From this point of view,
students look at their overall experiences, and how happy they are is a key measure of how well
the institution is doing. Research shows that students who are happy tend to get more involved in
their studies, stay in school longer, and are more loyal to their school. All these factors together
help make the school more successful in the long run [11].

Even though a lot of money has been spent on making schools more digital, many educational
institutions still struggle to get good results from their digital learning efforts. Digital projects
usually focus on using new technology but don't always connect well with how teachers teach or
how services are provided. This can cause a mismatch between the new ideas being introduced
and what students really need to learn. As a result, institutions often face problems like not enough
teacher-student interaction, teachers not having enough skills with technology, services not
working well together, and some people not having equal access to tech tools [12].

Even though a lot of money has been spent on making schools more digital, many educational
institutions still struggle to get good results from their digital learning efforts. Digital projects
usually focus on using new technology but don't always connect well with how teachers teach or
how services are provided. This can cause a mismatch between the new ideas being introduced
and what students really need to learn. As a result, institutions often face problems like not enough
teacher-student interaction, teachers not having enough skills with technology, services not
working well together, and some people not having equal access to tech tools [13].

Another critical concern relates to the fragmented nature of existing research. Studies
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grounded in the Technology Acceptance Model (TAM) primarily focus on perceived usefulness
and ease of use, emphasizing adoption intention while overlooking broader experiential
dimensions [14]. Conversely, research on educational service quality emphasizes instructional
performance but often neglects the roles of smart facilities and digital administrative services as
co creating elements of student experience [15]. Furthermore, limited attention has been given to
psychological mechanisms, such as institutional brand image, that mediate the relationship
between service performance and student satisfaction [16].

These theoretical and practical limits show that there is no full system that can explain how
good teaching, smart facilities, and efficient administrative support all work together to affect
how satisfied students are. So, there is a clear need for a complete model that brings together
Service Quality Theory, the Technology Acceptance Model, and Student Satisfaction Theory.
This model would help fill the gap and give a better, more complete picture of how digital
education systems work.

Research Objectives

This study is designed to create a comprehensive framework that explains why students are
satisfied with digital schools, by combining ideas from teaching methods and digital services.
This research aims to look at how good teaching affects how happy students are. It focuses on the
role of strong teaching methods, engaging learning activities, and using technology in education
to improve the overall learning experience [17].

This study also wants to look at how smart facilities affect student satisfaction, focusing on
how technology in the school buildings makes digital education easier to access, more interesting,
and feels more helpful to students [18]. It also looks into how e-administrative services affect
student satisfaction by examining how well the digital administrative systems work, how quickly
they respond to needs, and how dependable they are.

This study also looks at how brand image plays a role in showing how a school's reputation
helps build students' trust and affects their satisfaction. The main goal of this research is to create
a complete conceptual model that brings together Service Quality Theory, the Technology
Acceptance Model, and Student Satisfaction Theory. This model is meant to give a full
understanding of how satisfaction is formed in educational settings that have been transformed
by digital technologies [19].

Research Significance

This study makes important contributions from different angles, including theory, real-world
application, policy guidance, and future research directions. From a theoretical point of view, it
brings together Service Quality Theory, the Technology Acceptance Model, and Student
Satisfaction Theory into one clear idea, fixing the problem where earlier research was split up. It
sees digital schools as complete service systems where the quality of teaching, smart features, and
electronic administrative services all work together to affect how satisfied students are, through
the school's overall image [20].

From a practical point of view, the suggested framework gives advice to school leaders and
managers by showing that effective changes in using technology need all three things teaching
methods, technology tools, and good support services to work together, not just spending a lot on
technology alone [21]. Working on these areas at the same time helps schools and colleges
improve how much students are involved, how well they are seen by others, and their ability to
stay competitive in the long run.

From a policy point of view, this study shows how important it is to create digital education
plans that go beyond just providing equipment and focus on making the learning experience better
for students and improving the overall quality of education services [1]. This method matches the
worldwide efforts to change education by focusing on systems that are sustainable, inclusive, and
centered around the learner.

In the end, this research helps future studies by giving a solid base for testing and proving
things through real examples. The model can be tried in different school and learning settings and
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made better by including factors like how well people use digital tools, how involved they are,
and how much they trust the institution. This helps in looking more deeply at how digital
education works [22].

Literature Review

Digital schools are changing how education works by using technology in big ways. They use
online tools, smart classrooms, and data to make decisions. This helps create better learning
experiences [1]. In this situation, the quality of instruction is very important. It includes how well
teachers teach, how they interact with students, the way lessons are planned, and how skilled
teachers are with using technology. All of these factors have a big impact [23].

Smart facilities help make the digital learning experience better by offering technology-based
tools like learning management systems, smart classrooms, and mobile learning apps. These tools
make it easier for students to engage with the material and feel more comfortable using the
technology [24]. At the same time, administrative services help make an institution work better
by providing quick and helpful digital tools that improve the quality of services and build more
trust in the institution.

Also, brand image acts as an important mental tool that helps students understand the quality
of an institution, turning how well services are provided into feelings of satisfaction [25]. Student
satisfaction is a broad measure of how happy students are with their education, based on factors
like teaching methods, technology used, and support services. It shows how well an institution is
doing in providing good online learning experiences.

However, previous research has not often combined SERVQUAL factors with TAM elements
in the area of digital learning, leading to incomplete understandings of how satisfied students are.
This study fills this gap by mixing cognitive technology acceptance factors with a detailed look
at service quality.

THEORETICAL FRAMEWORK & CONCEPTUAL MODEL

Building student satisfaction in digital schools needs a comprehensive theory that can explain
both how students accept technology and how well educational services are delivered. This study
introduces a conceptual framework that combines the Technology Acceptance Model, Service
Quality Theory, and Student Satisfaction Theory to explain how factors related to teaching,
technology, and administration together influence student satisfaction in educational settings that
have adopted digital tools. The Technology Acceptance Model (TAM), created by Davis [2],
describes how people decide to accept or use technology based on how useful they think it is and
how easy they find it to use. In digital schools, students use learning management systems, smart
classrooms, and online administrative tools a lot. How easy these tools are to use, how accessible
they are, and how well they work all have a big effect on how students learn [24]. However, TAM
alone can't fully explain wider educational results like student satisfaction, because digital
schooling is a complex system involving many different parts, not just technology.

To improve the explanation of the Technology Acceptance Model (TAM), this study directly
includes its two main ideas, Perceived Usefulness (PU) and Perceived Ease of Use (PEOU), as
the thinking processes that affect how students evaluate digital learning environments. In digital
schools, smart facilities and electronic administrative services are meant to make students feel
that digital tools are helpful. This refers to how much these systems improve learning results,
make tasks easier, and make education more available. At the same time, these technologies affect
how easy students think using digital platforms is, which shows how much they believe these
platforms require little effort and are simple to use.

Furthermore, the quality of instruction also helps shape TAM constructs by making sure
technology is used in a meaningful way within teaching, which in turn makes people feel that the
technology is more useful. This integration shows that using technology in digital schools isn't
just about the systems in place, but also about how it's taught and supported in the classroom. To
fix this problem, Service Quality Theory offers another way of looking at things by focusing on
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different aspects of how well a service is performed, like reliability, how quickly it responds, the
confidence it gives, how caring it is, and the physical elements involved [26]. In schools and
colleges, how happy students are depends a lot on how good they think the services are in
teaching, the buildings and equipment available, and the help they get from the staff in charge of
running the institution [27]. Combining TAM and Service Quality Theory helps understand digital
schools as systems that use technology to provide services, where technology supports the system
and service quality affects how students feel about their experience. This way of looking at things
shows that when people accept technology, it helps make services work better, and when services
are better, people end up being more satisfied.
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Student satisfaction is seen as a result that comes from many different areas and is affected
by several important factors. In this study, the Service Quality Theory is based on the
SERVQUAL model created by Parasuraman, Zeithaml, and Berry. This model explains service
quality through five main aspects: tangibles, reliability, responsiveness, assurance, and empathy.
Instructional quality is the main part of the educational service. It includes how well teaching
methods work, how well teachers communicate with students, how feedback is given, and how
skilled teachers are with using digital tools. From the point of view of service quality, the quality
of instruction has a direct effect on how much value people feel they get from education and is
the main factor in determining how satisfied students are [28]. High quality digital lessons help
students see more value in using learning technologies, which supports the ideas behind the
Technology Acceptance Model about how people accept technology.

Smart facilities are the technology systems that help create digital learning environments.
These include smart classrooms, online learning platforms, good internet connections, and tools
that use Al to support learning. From a TAM point of view, good facilities help make digital
learning systems seem easier to use and more useful, which makes students feel more positive
about them [29]. Similarly, administrative services are important in creating the overall
experience of an institution by offering digital tools like enrollment platforms, academic
information systems, and communication channels. Good administrative services that work well
and respond quickly help improve the overall quality of services at an institution, which in turn
affects how students feel about their experience, even beyond just their academic interactions
[30].

Besides these functional aspects, this study also brings in brand image as a variable that shows
how students generally see the institution's credibility, ability to innovate, and quality of service.
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Student satisfaction isn't just about how well something works, but also how people feel about it
and what they think of the institution's reputation [31]. Good service experiences from clear
teaching, smart buildings, and efficient support services help build a strong school reputation,
which in turn makes students happier. So, the brand image acts as an important bridge between
how well a service performs and how satisfied customers end up being.

Student satisfaction, which is the main thing being studied, shows how happy students are
with their whole educational experience. This includes how well they learn, the support they get
from the school, and how much they think their education is worth. It shows how well the changes
in schools are working, and how much the school's programs are matching or going beyond what
students expect [32]. All together, these connections show that happiness among students in
digital schools comes from a process that includes many different factors like the quality of
teaching, the technology used, how well the school is run, and how students see the school.

The choice of variables in this study is based on three main reasons. Instructional quality is
the main part of education and has the biggest impact on how good the learning experience is,
whether it's in a regular classroom or online [33]. Second, smart facilities and electronic
administrative services focus on the day-to-day operations of digital transformation, which
matches TAM's focus on how easy technology is to use and how ready an institution is for digital
change [34]. Third, brand image is used as an intervening factor to fill a major gap in previous
studies. Earlier research usually looks at technology and service factors separately, but it doesn't
take into account the psychological reasons that affect customer satisfaction. By combining these
elements, the suggested system covers the thinking, working, and feeling aspects of how students
are assessed in online learning settings.

The three main ideas in this study instructional quality, smart facilities, and e-administrative
services can be connected to the SERVQUAL dimensions. Instructional quality shows how
trustworthy and caring someone is, smart facilities are the physical things that make things easier,
and e administrative services show how dependable and quick they are to help. This alignment
makes sure the model is based on well-known frameworks for measuring service quality. The
suggested idea structure makes several key points clear. It connects TAM and Service Quality
Theory to give a full explanation of how satisfaction is formed in digital schools, where
technology and service quality work together at the same time. It helps improve the way we
understand concepts in digital education research by bringing together high-quality teaching,
smart building features, and efficient administrative support into one complete model, which is
influenced by how strong the institution's brand image is. In addition, it builds on the Student
Satisfaction Theory by including brand image as a psychological factor that connects how well a
service performs with how satisfied students end up being. In the end, this framework gives a
clear structure for doing future research in different school settings, which can include both
numbers-based studies and studies that mix different methods. This study thinks of digital schools
as complete systems that offer technology-based services. These schools combine good teaching,
smart buildings, and efficient online management to create a positive image. This image then
affects how happy students are with the school.

Conceptual Research Model

The study's conceptual research model shows how student satisfaction in digital schools
comes about through the way instructional services, technological infrastructure, and digital
administrative support work together. Based on Service Quality Theory, the Technology
Acceptance Model, and Student Satisfaction Theory, the model sees digital schools as complete
service systems where educational experiences are influenced by how much technology is
accepted and how well the service is perceived [35]. In this setup, student satisfaction isn't just
about using new technologys; it's also about how good the services from the institution are, and
how well those services are provided through technology.

So, three main factors instructional quality, smart facilities, and efficient administrative
services are considered important causes that affect both how people feel about an institution and
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their overall satisfaction. Instructional quality, which is the main educational service, helps
students feel their learning is more valuable, keeps them more involved, and improves their
overall academic experience, which in turn directly affects their satisfaction [36]. Smart facilities
like digital platforms, learning management systems, and good internet connections help people
feel that using them is useful and easy. This, in turn, makes them more satisfied, as supported by
the TAM model [1]. Administrative services also help institutions respond better to needs and
provide more reliable support, which directly affects how students feel about their overall
educational experience [37].

These institutional service factors also influence how students see the professionalism, ability
to innovate, and trustworthiness of the institution, which helps build the institution's reputation
[38]. Brand image acts as a middle step that connects how well a service is performed with how
satisfied customers end up being. According to the Student Satisfaction Theory, satisfaction is not
just about how well services work, but also about how people feel about the school's reputation,
both mentally and emotionally [39]. So, the model suggests that brand image is a key factor that
helps improve the connection between service quality and student satisfaction.

Overall, the conceptual model shows that how satisfied students are with digital schools
comes from how well the teaching works, how good the technology is, how efficient the school
management is, and how students feel about the school itself. This overall view helps explain how
digital education systems offer benefits to students and help institutions stay competitive during
the time of digital change. Based on the combined ideas from the Technology Acceptance Model
(TAM), Service Quality Theory, and Student Satisfaction Theory, the suggested framework is
broadened to show how student satisfaction in digital schools is created, both directly and through
other factors. In this model, student satisfaction depends on more than just the direct services
provided by the institution. It also depends on indirect factors related to how students feel about
the institution, which is shaped by its overall brand image. This larger structure shows how
complicated digital education settings can be, because happiness comes from how well services
work and how people feel about them.

The model says that good teaching, modern facilities, and efficient administrative help all
have a direct effect on how satisfied students are. Instructional quality, which is the main
educational service, improves how much students value what they learn, how involved they
become, and their overall school experience, which in turn directly affects how satisfied they are.
Smart facilities like digital platforms, smart classrooms, and good connectivity help people find
things easier and more useful, which matches the Technology Acceptance Model. This then
makes people happier with their experience. Administrative services also help institutions respond
better and work more efficiently, which lowers the obstacles students face when going through
procedures and makes their overall experience with education more positive. These direct
connections show that how happy students are depends a lot on the quality of services the
institution offers through digital tools.

Besides these direct effects, the model also includes indirect connections where the quality of
instruction, smart facilities, and efficient administrative services affect student satisfaction. This
happens through brand image, which acts as a middle factor in this relationship. How students
experience services at an institution affects how they see the institution's trustworthiness, ability
to come up with new ideas, and how professional it is, all of which together create the image
people have of the institution. Good experiences in teaching, technology, and school management
help build a better image, which makes students happier. This mediating process shows how
psychological evaluation plays a part in how satisfaction is formed, as students understand their
experiences not just in practical ways but also based on how they see the institution.

Putting the brand image in the middle as a changing factor is a big step forward for the model.
Brand image turns how well an institution performs its services into how people think and feel
about it, which finally affects how satisfied they are. This addition helps fix a major problem in
previous studies about digital education. Those studies usually look at technology or teaching
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methods on their own, without thinking about how institutions see or understand these things. In
digital school settings, students look at schools not just by how well they work but also by their
identity, how well they are known, and how creative they seem to be. Student satisfaction comes
from both the direct experiences they have with services and their indirect opinions, which are
influenced by how they see the institution's brand.

The suggested idea model adds value to existing research in multiple ways. It combines TAM
and Service Quality Theory in the context of digital learning, offering a complete explanation of
how satisfaction is formed by considering both the acceptance of technology and the quality of
service performance. It helps build a deeper understanding by seeing digital schools as systems
where teaching quality, smart building features, and school management services all work
together at the same time. In addition, it brings up brand image as the main link between digital
transformation efforts and results that focus on students. In the end, this framework gives a solid
theoretical foundation for future research studies in different educational settings, which can
support both numerical research and research that uses a mix of methods.

Hypotheses Development

The hypotheses in this study are built by combining Service Quality Theory, the Technology
Acceptance Model (TAM), and Student Satisfaction Theory. Together, these theories help explain
how the quality of teaching, the technology available, and the support provided by the school
affect students’ thinking about their learning, their views on the school, and their general
happiness with digital education.

Instructional quality is the main service that schools and colleges provide, and it is very
important in affecting how happy students are with their learning experience. In Service Quality
Theory, the main service experience has the biggest effect on how satisfied someone is [41]. In
digital learning settings, the quality of teaching includes good online teaching methods, how well
students and teachers interact, how quickly and effectively teachers give feedback, and how
skilled teachers are with using digital tools. Studies show that good digital teaching helps students
stay more involved, feel like they are learning better, and have a more positive experience in
school, which greatly increases their satisfaction [42]. Furthermore, Student Satisfaction Theory
says that how students feel about their learning experience is still the biggest factor in how they
judge the quality of educational services, even when technology is involved. So, it's thought that
good teaching makes students happier (H1).

Smart facilities are learning spaces that use technology to improve education. These include
smart classrooms, digital tools, fast internet connections, and tools that use artificial intelligence.
TAM says that how useful people think something is and how easy they think it is to use are the
main factors that influence their willingness to accept and have a good feeling about using
technology [43]. When digital learning environments offer dependable and easy-to-use
technology, students face fewer obstacles in learning and have more flexibility, which makes their
overall experience more satisfying [1]. So, it's thought that smart facilities can make students
happier (H2).

Administrative services are a key part of how institutions provide their services, because
students use many different systems like online registration, academic information platforms,
digital payment systems, and communication tools a lot. Service Quality Theory focuses on how
being responsive and dependable helps create customer satisfaction. Efficient and easy-to-use
administrative services help reduce complexity and build more trust within an institution, which
in turn leads to higher overall satisfaction [3]. So, it's thought that good administrative services
can make students happier (H3).

In addition to their direct impact on satisfaction, institutional service factors are also likely to
affect how the brand is perceived. Instructional quality is very important for building a good
reputation for an institution, because excellent teaching shows that the institution is professional,
has high standards in education, and is trustworthy. Good teaching experiences help people see
the institution in a better light and believe it can come up with new ideas [31]. So, the quality of
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instruction is thought to have a positive effect on how the brand is seen (H4).

Smart facilities help improve how an institution is seen by showing that they are using
advanced technology and are prepared to move towards digital change. Schools and colleges that
have modern facilities are seen as creative and good at keeping up with changes. This helps build
a better image in the minds of students[7]. So, smart facilities are thought to have a positive effect
on how a brand is seen (H5).

Similarly, administrative services affect how a brand is seen by being responsive and
professional in their actions. Good administrative services make students feel more confident
about the school's reliability and how well it is run, which helps improve the overall opinion
people have of the institution [15]. So, it's thought that good administrative services can help
improve how a brand is seen (H6).

Finally, the way a brand is seen by students helps shape their satisfaction because it works
like a way people think and feel about the brand. Student Satisfaction Theory suggests that how
satisfied someone is depends not just on how well something works, but also on how they feel
about it and what they think about it. A strong institutional image makes people feel more
confident about its value, trust it more, and form a stronger emotional connection, which leads to
higher satisfaction [40]. So, it's thought that a good brand image can make students more satisfied
(H7).

Overall, these ideas together show that student satisfaction in digital schools comes from both
the direct influence of teaching, technology, and school management, as well as indirect
influences through how the school is seen and recognized as a brand. This combined method gives
a full understanding of how satisfaction is formed, which is a process that includes how well the
service works and how people feel about it psychologically.

RESULTS AND DISCUSSION

The new idea model helps better understand how students feel satisfied in digital
schools by combining the quality of teaching, smart features, and online administrative
services, with brand image acting as a key link between them. This framework sees digital
schools as technology-driven service systems, not just places that use technology. Unlike
previous studies that usually look at technology use or teaching effectiveness on their
own, this model shows that student satisfaction comes from how teaching quality,
technology support, and school services work together. By combining Service Quality
Theory with the Technology Acceptance Model (TAM), the framework shows that
satisfaction is made up of several parts and is influenced by how well the service works
and how people feel about using the technology [3]. Instructional quality is seen as the
main educational service, while smart facilities and electronic administrative services act
as tools that help improve how useful, easy to access, and efficient the services feel. This
integration builds on current ideas about digital education by showing that just having
better technology isn't enough to create good learning experiences for students. It also
needs to match high standards of service quality [40].

A major part of this study's theory is including brand image as something that comes
in between, which helps explain better how the performance of institutional services leads
to student satisfaction. In digital school settings, students judge their learning experiences
by looking at how well they are taught and how easy the system is to use, as well as by
considering how respected and trustworthy the school is, and how good it is at coming up
with new and creative ideas [31]. By seeing brand image as something that helps explain
the process, the model covers both how students think and feel when they evaluate a
brand. This gives a more complete view of how satisfaction is formed, which is better
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than older models that only look at direct influences.

This study also adds to the wider body of work on digital education by looking at the
gaps and separate areas that earlier research has not covered. A lot of previous research
looks at single factors like how much students participate in online learning, how easy the
learning platform is to use, or the teaching methods [41], but these studies only explain
part of why students are satisfied. In contrast, the proposed model shows that satisfaction
in digital schools is not just about one part but involves many different factors. It needs
all parts like teaching methods, technology use, and school management to work together
at the same time. The study also expands on research about student satisfaction by
including ideas from consumer behavior. It acknowledges that students are now acting
more like customers, evaluating how much value they get from their institution in a way
that's similar to how people judge online services. This view connects educational
research with modern service marketing ideas and shows how important branding is for
schools and educational institutions today.

The results suggested by the conceptual framework also explain how technology plays
arole in shaping [2]. According to TAM, people are happier when they think a technology
is helpful, easy to get to, and simple to use. However, the model suggests that technology
mainly helps improve the quality of service, but it is not the main reason people are
satisfied. Smart facilities make learning more flexible, easier to access, and more
interactive, while electronic administrative services help institutions work more
efficiently and lessen the challenges in providing services. Even if you spend a lot on
technology, it might not help much in teaching if the instruction isn't good enough. Some
previous research shows that when technology isn't well combined with teaching, it can
cause students to feel tired from using it too much and become less interested in learning
[40]. So, the model highlights how important it is to include humans in the way
technology is used. Technology should help make teaching more effective and improve
the quality of services in institutions, instead of taking their place.

Looking ahead, the model offers useful ideas that can help digital schools grow and
improve in the future. As schools and universities work harder to stay competitive in the
global digital education scene, student satisfaction has become an important sign of how
well an institution can keep going and stay ahead. The results show that future efforts to
transform digital learning should focus more on creating experiences that are meaningful
for students rather than just relying on new technology. Instructional innovation should
focus on creating interactive and enjoyable ways for students to learn. Smart facilities
need to provide smooth and easy access to digital tools. E-administrative services should
offer quick and tailored support to help students and staff. When these elements work
well together, institutions can improve their brand image and help students feel satisfied
and loyal over a long time [31].

Moreover, the framework supports the new idea of [30] as learning organizations that
can change and adapt, using technologies like artificial intelligence, data analysis, and
smart campus systems to improve the quality of education. This view shows how
matching technology skills with good service standards is key to making a lasting digital
change. Policymakers and educational leaders can use this model as a helpful framework
for creating complete digital education plans that focus on improving the student
experience, building a strong institution reputation, and connecting different services
together.
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In short, this conversation shows that digital schools don't just succeed because they
use new technology. Their success comes from combining good teaching, strong
technology systems, efficient management, and a strong school reputation. By balancing
these different aspects, digital schools can build lasting, student-focused learning
environments that improve satisfaction and help the institution stay competitive over time
in the digital age.

CONCLUSION

This study introduces a combined approach that explains what makes students happy
in digital schools. It looks at how the quality of teaching, the availability of smart features,
and the efficiency of online administrative services affect student satisfaction. The study
also considers how the school's reputation and image play a role in connecting these
factors. Using ideas from Service Quality Theory, the Technology Acceptance Model,
and Student Satisfaction Theory, the study sees digital schools as educational service
systems that use technology. In these systems, how well teaching works, how ready the
technology is, and how efficiently the school is run all together affect the students'
learning experiences. The study shows that student happiness in digital learning settings
isn't just about using new technology. It comes from having good teaching methods, easy-
to-use smart learning tools, and helpful digital support services. These institutional
aspects help shape the institution's reputation, which acts as a mental process that turns
how well services are provided into how satisfied students feel overall [3].

This research adds valuable new ideas to what is already known in the academic field.
First, it moves digital education research forward by combining views on how people
accept technology and the quality of services into one clear model. Earlier research
usually looks at how well teaching works or how much technology is used on its own, but
this framework shows that student happiness comes from how well the whole school
performs in three areas: teaching methods, technology use, and school management [40].
Second, the study builds on Student Satisfaction Theory by including institutional brand
image as a key factor that comes between other elements, helping to explain how students'
views on the school's reputation and ability to innovate affect their satisfaction in schools
that have gone through digital changes. This contribution focuses on an important missing
part in theory by highlighting how psychological and symbolic ways of assessing things
influence how satisfied people feel [31]. Third, the model helps in the growing area of
digital education management by explaining in a clear way how digital transformation
efforts affect student-focused results, not just the technology itself [1]. By linking
education management with how people act as customers and how services are marketed,
the study sees students as key people who judge the worth of institutions in competitive
online education settings.

From a theoretical point of view, this study offers a full framework that sees digital
schools as mixed technology service systems where people accept technology and the
quality of service happen at the same time. Combining TAM with Service Quality Theory
adds more value to discussions by showing that customer satisfaction depends on both
how well services are provided and how people feel about the technology involved.
Adding brand image as a middle factor helps expand Student Satisfaction Theory by
showing how students' views of the institution and the value they see in its symbols affect
the link between how well services are provided and how satisfied students feel. This

perspective contributes to interdisciplinary scholarship by linking digital education
11
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research with broader theories in service marketing and consumer behavior.

From a practical standpoint, the findings suggest that improving student satisfaction
requires a holistic and strategically aligned approach to digital transformation.
Educational institutions should prioritize strengthening instructional quality through the
development of digital pedagogical competencies, interactive learning design, and
technology supported teaching practices. At the same time, investments in smart facilities
must focus not only on technological acquisition but also on usability, accessibility, and
integration with learning processes to ensure meaningful student engagement.
Additionally, enhancing e administrative services is essential for improving institutional
responsiveness, reducing procedural complexity, and strengthening students’ trust in
institutional systems. These elements, when effectively integrated, contribute to the
development of a strong institutional brand image, which in turn fosters sustainable [2],
engagement, and loyalty. Consequently, digital transformation strategies should move
beyond isolated technological investments toward coordinated efforts that align
pedagogy, infrastructure, and service delivery within a student centered framework.

This study shows that at the policy level, there should be a change from digital
education programs that focus mainly on building infrastructure to strategies that focus
on improving the overall quality of education. Policymakers need to make sure that when
they invest in educational technology, they also support teachers with training, encourage
new teaching methods, and improve how institutions provide services, so that students
get the best possible experience. In addition, policies should support the creation of smart
school environments that bring together digital learning tools, management systems, and
standards for service quality. Setting national standards for the quality of digital services
in education could help keep things consistent across different schools and reduce the
gaps in how well students can access digital learning. [1] In addition, seeing student
satisfaction as an important measure in how schools are judged can push institutions to
focus more on what students need and improve responsibility in how digital education is
carried out.

This study offers a detailed conceptual framework, but it still needs real-world testing
to confirm its effectiveness. Future studies should explore the suggested connections by
using numerical methods like Structural Equation Modeling (SEM) in different school
environments and cultures. Comparative studies of traditional schools, hybrid learning
environments, and fully digital schools could help better understand how satisfaction is
formed. In addition, future studies could build on the model by including new factors like
Al-based learning, digital interaction, student confidence, learning data analysis, and how
much students value the experience, to better show how digital education systems are
changing over time [15]. It's also suggested to use long-term studies to look at how the
school's image and how happy students are change as time goes on.

In conclusion, this study highlights that the success of digital schools is not just about
having good technology, but also about combining strong teaching methods, reliable
technology, high-quality support services, and a good reputation. By bringing together
these different aspects, digital schools can build lasting, student-focused learning spaces
that improve satisfaction and help the school stay competitive over time in the digital age.
The suggested framework offers a strong base for improving both research and real-world
use in transforming digital education.

12

Copyright © 2026, the Author.



Proceedings Bali International Meeting on Business, Advanced engineering, and

Leadership sustainability Impact
BIM University
DOI: 10.XXXXXXXXXXXXXXXXXXXX/

REFERENCES

[1]

[2]

[3]

[5]

[6]

[7]

[8]

[10]

[11]

[12]

[13]

[14]

[15]

[16]

A. Haleem, M. Javaid, M. A. Qadri, and R. Suman, “Understanding the role of digital

technologies in education: A review,” Sustainable Operations and Computers, vol. 3, pp.

275-285, Jan. 2022, doi: 10.1016/j.suso0c.2022.05.004.

M. Sholikah and D. Harsono, “Investigating Student’s Satisfaction and Acceptance of

Digital Technology in Higher Education in Indonesia,” TEM Journal, vol. 10, no. 2, pp.

932-938, May 2021, doi: 10.18421/TEM102-56.

A. Velicu, M. Barbovschi, and I. Rotaru, “Socially isolated and digitally excluded. A

qualitative exploratory study of the lives of Roma teenage mothers during the COVID-19

lockdown,” Technol. Soc., vol. 68, Feb. 2022, doi: 10.1016/j.techsoc.2022.101861.

S. Dhawan, “Online Learning: A Panacea in the Time of COVID-19 Crisis,” Journal of

Educational Technology Systems, vol. 49, no. 1, pp. 5-22, Sep. 2020, doi:

10.1177/0047239520934018.

A. Caloffi, A. Colovic, V. Rizzoli, and F. Rossi, “Innovation intermediaries’ types and

functions: A computational analysis of the literature,” Technol. Forecast. Soc. Change,

vol. 189, Apr. 2023, doi: 10.1016/j.techfore.2023.122351.

Muhammad Dharma Tuah Putra Nasution, Ahmad Rafiki, Yossie Rossanty, and Cut

Kesuma Pahlufi, “Exploring Small and Medium Enterprises’ Intention to Adopt Al -

Powered Chatbots in Halal Marketing Communications,” [IQTISHODUNA: Jurnal

Ekonomi  Islam,  vol. 13, no. I, pp. 3558, Apr. 2024, doi:

10.54471/iqtishoduna.v13i1.2364.

M. T. Rajeh et al., “Students’ satisfaction and continued intention toward e-learning: a

theory-based study,” Med. FEduc. Online, vol. 26, no. 1, 2021, doi:

10.1080/10872981.2021.1961348.

M. Welhelmina Nisriani Manafe et al, “Exploring the Relationship Between

Entrepreneurial Mindsets and Business Success: Implications for Entrepreneurship

Education,” Journal on Education, vol. 05, no. 04, pp. 12540-12547, 2023.

A. Perez-Castro, M. R. Martinez-Torres, and S. L. Toral, “Efficiency of automatic text

generators for online review content generation,” Technol. Forecast. Soc. Change, vol.

189, Apr. 2023, doi: 10.1016/j.techfore.2023.122380.

F. Martin and D. U. Bolliger, “Engagement matters: Student perceptions on the importance

of engagement strategies in the online learning environment,” Online Learning Journal,

vol. 22, no. 1, pp. 205-222, 2018, doi: 10.24059/01j.v22i1.1092.

S. C. Santos, E. W. Liguori, and E. Garvey, “How digitalization reinvented entreprencurial

resilience during COVID-19,” Technol. Forecast. Soc. Change, vol. 189, Apr. 2023, doi:

10.1016/j.techfore.2023.122398.

A. A. Lashitew, “When businesses go digital: The role of CEO attributes in technology

adoption and utilization during the COVID-19 pandemic,” Technol. Forecast. Soc.

Change, vol. 189, Apr. 2023, doi: 10.1016/j.techfore.2023.122324.

M. Bond, S. Bedenlier, V. I. Marin, and M. Héndel, “Emergency remote teaching in higher

education: mapping the first global online semester,” Dec. 01, 2021, Springer Science and

Business Media Deutschland GmbH. doi: 10.1186/s41239-021-00282-x.

R. J. Thomas, G. O’Hare, and D. Coyle, “Understanding technology acceptance in smart

agriculture: A systematic review of empirical research in crop production,” Technol.

Forecast. Soc. Change, vol. 189, Apr. 2023, doi: 10.1016/j.techfore.2023.122374.

A. S. Jameel, S. S. Hamdi, M. A. Karem, M. B. Raewf, and A. R. Ahmad, “E-Satisfaction

based on E-service Quality among university students,” in Journal of Physics.: Conference

Series, IOP Publishing Ltd, Mar. 2021. doi: 10.1088/1742-6596/1804/1/012039.

J. M. Ramirez-Hurtado, A. G. Hernandez-Diaz, A. D. Lopez-Sanchez, and V. E. Pérez-

Ledn, “Measuring online teaching service quality in higher education in the covid-19

environment,” Int. J. Environ. Res. Public Health, vol. 18, no. 5, pp. 1-14, Mar. 2021, doi:
13

Copyright © 2026, the Author.



Proceedings Bali International Meeting on Business, Advanced engineering, and

Leadership sustainability Impact
BIM University
DOI: 10.XXXXXXXXXXXXXXXXXXXX/

[17]

[18]

[19]

[20]

[21]

10.3390/ijerph18052403.

D. A. Frank and T. Otterbring, “Being seen... by human or machine? Acknowledgment
effects on customer responses differ between human and robotic service workers,”
Technol. Forecast. Soc. Change, vol. 189, Apr. 2023, doi:
10.1016/j.techfore.2023.122345.

A. M. Sayaf, M. M. Alamri, M. A. Algahtani, and W. M. Alrahmi, “Factors Influencing
University Students’ Adoption of Digital Learning Technology in Teaching and
Learning,”  Sustainability  (Switzerland), vol. 14, no. 1, Jan. 2022, doi:
10.3390/su14010493.

R. Tjahyono, D. Kusuma Wijaya, P. Hardiningsih, U. Dian Nuswantoro, U. Stikubank,
and J. V Bendan Ngisor, “Artificial Intelligence (Al) Based Marketing: Optimization in
Changing Consumer Behavior Through E-Commerce Platforms,” PARADOKS Jurnal
Ilmu Ekonomi, vol. 8, no. 3, 2025.

A. AlMulhem, “Investigating the effects of quality factors and organizational factors on
university students’ satisfaction of e-learning system quality,” Cogent Education, vol. 7,
no. 1, Jan. 2020, doi: 10.1080/2331186X.2020.1787004.

Y. Johny Natu Prihanto, M. Annas, and O. Access, “ANALIZA WPLYWU
CZYNNIKOW JAKOSCI USLUG E-LEARNINGU NA POSTRZEGANIE
WARTOSCI, SATYSFAKCIE I LOJALNOSC STUDENTOW ANALYSIS OF THE
INFLUENCE OF E-LEARNING SERVICE QUALITY FACTORS ON STUDENT
PERCEIVED VALUE AND STUDENT SATISFACTION, WITH IMPLICATION TO
STUDENT LOYALTY,” 2023.

C. O’regan, N. Walsh, T. Hall, G. Mannion, and M. Millar, “Conceptualising Student
Engagement as a Theoretical Framework for Innovative Higher Education Practices-A
Literature Review.”

J. Si, “Critical e-learning quality factors affecting student satisfaction in a Korean medical
school,” Korean J. Med. Educ., vol. 34, no. 2, pp. 107-119, Jun. 2022, doi:
10.3946/kjme.2022.223.

L. A. Mohammed et al., “Exploring Factors Affecting Graduate Students’ Satisfaction
toward E-Learning in the Era of the COVID-19 Crisis,” Eur. J. Investig. Health Psychol.
Educ.,vol. 12, no. 8, pp. 1121-1142, Aug. 2022, doi: 10.3390/ejihpe12080079.

P. C. James, “What Determines Student Satisfaction in an E-learning Environment? A
Comprehensive Literature Review of Key Success Factors,” Higher Education Studies,
vol. 11, no. 3, p. 1, May 2021, doi: 10.5539/hes.v11n3pl.

E. M. Sutanto, E. Lau, and A. Ezra, “Entrepreneurial Mindset, Orientation, and
Performance of University Students in Indonesia,” Journal of Economics, Business, &
Accountancy  Ventura, vol. 24, mno. 1, pp. 7894, Aug. 2021, doi:
10.14414/jebav.v24il.2541.

N. Tahir and R. Parasuraman, “Edge Computing and Its Application in Robotics: A
Survey,” Aug. 01, 2025, Multidisciplinary Digital Publishing Institute (MDPI). doi:
10.3390/jsan14040065.

N. Alkis, D. F. Coskuncay, and S. O. Yildirim, “A systematic review of technology
acceptance model in e-learning context,” in ACM International Conference Proceeding
Series, Association for Computing Machinery, Sep. 2014. doi: 10.1145/2662253.2662308.
N. R. Dewi, S. Hadi Wijoyo, and A. D. Herlambang, “Analisis Hubungan Antara
Confirmation, System Quality, dan Information Quality Terhadap Continuance Intention
Pengguna Alfagift,” 2025. [Online]. Available: http://j-ptiik.ub.ac.id

M. Bond, “Schools and emergency remote education during the COVID-19 pandemic: A
living rapid systematic review,” Asian Journal of Distance Education Bond, vol. 15, no.
2, 2020, [Online]. Available: http://www.asianjde.org

J. Ejdys, “Factors affecting the adoption of e-learning at university level,” WSEAS

14

Copyright © 2026, the Author.



Proceedings Bali International Meeting on Business, Advanced engineering, and

Leadership sustainability Impact
BIM University
DOI: 10.XXXXXXXXXXXXXXXXXXXX/

[32]

[33]

[35]

[36]

[37]

[38]

[39]

[43]

[44]

[45]

[46]

Transactions on Business and Economics, vol. 18, pp. 313-323, 2021, doi:
10.37394/23207.2021.18.32.

A. Pangarso and R. Setyorini, “The drivers of E-learning satisfaction during the early
COVID-19 pandemic: empirical evidence from an indonesian private university,” Cogent
Education, vol. 10, no. 1, 2023, doi: 10.1080/2331186X.2022.2149226.

M. Sarstedt and Y. Liu, “Advanced marketing analytics using partial least squares
structural equation modeling (PLS-SEM),” Mar. 01, 2024, Palgrave Macmillan. doi:
10.1057/s41270-023-00279-7.

J. F. Hair, G. T. M. Hult, C. M. Ringle, M. Sarstedt, N. P. Danks, and S. Ray, “An
Introduction to Structural Equation Modeling,” 2021, pp. 1-29. doi: 10.1007/978-3-030-
80519-7 1.

J. Frishammar, A. Essén, F. Bergstrom, and T. Ekman, “Digital health platforms for the
elderly? Key adoption and usage barriers and ways to address them,” Technol. Forecast.
Soc. Change, vol. 189, Apr. 2023, doi: 10.1016/j.techfore.2023.122319.

M. M. Mariani, M. Borghi, and B. Laker, “Do submission devices influence online review
ratings differently across different types of platforms? A big data analysis,” Technol.
Forecast. Soc. Change, vol. 189, Apr. 2023, doi: 10.1016/j.techfore.2022.122296.

T. Consoli, J. Désiron, and A. Cattaneo, “What is ‘technology integration’ and how is it
measured in K-12 education? A systematic review of survey instruments from 2010 to
2021,” Comput. Educ., vol. 197, May 2023, doi: 10.1016/j.compedu.2023.104742.

Y. Zhao, A. M. Pinto Llorente, and M. C. Sanchez Gomez, “Digital competence in higher
education research: A systematic literature review,” Comput. Educ., vol. 168, Jul. 2021,
doi: 10.1016/j.compedu.2021.104212.

Z. Sun, L. Zhao, P. Kaur, N. Islam, and A. Dhir, “Theorizing the relationship between the
digital economy and firm productivity: The idiosyncrasies of firm-specific contexts,”
Technol. Forecast. Soc. Change, vol. 189, Apr. 2023, doi:
10.1016/j.techfore.2023.122329.

D. Tacobucci and F. Perugini, “Innovation performance in traditional industries: Does
proximity to universities matter,” Technol. Forecast. Soc. Change, vol. 189, Apr. 2023,
doi: 10.1016/j.techfore.2023.122340.

K. Akchaya et al., “Boosting resource use efficiency, soil fertility, food security,
ecosystem services, and climate resilience with legume intercropping: a review,” 2025,
Frontiers Media SA. doi: 10.3389/fsufs.2025.1527256.

G. J. Hwang and S. Y. Chien, “Definition, roles, and potential research issues of the
metaverse in education: An artificial intelligence perspective,” Computers and Education:
Artificial Intelligence, vol. 3, Jan. 2022, doi: 10.1016/j.caeai.2022.100082.

Z.Y.Zhu, H. M. Xie, and L. Chen, “ICT industry innovation: Knowledge structure and
research agenda,” Technol. Forecast. Soc. Change, vol. 189, Apr. 2023, doi:
10.1016/j.techfore.2023.122361.

I Putu Putra Astawa, | Gusti Ayu Lia Yasmita, and I Komang Trisna Eka Putra, “The
Influence of Al-Based Shopping Experience on Consumer Value through Cognition and
Attitude,” JKBM (JURNAL KONSEP BISNIS DAN MANAJEMEN), vol. 12, no. 1, pp. 60—
74, Nov. 2025, doi: 10.31289/jkbm.v12i1.15692.

C. J. Garcia, B. Herrero, J. L. Miralles-Quirdés, and M. del Mar Mirallles-Quirds,
“Exploring the determinants of corporate green bond issuance and its environmental
implication: The role of corporate board,” Technol. Forecast. Soc. Change, vol. 189, Apr.
2023, doi: 10.1016/j.techfore.2023.122379.

V. Brinia, P. Selimi, A. Dimos, and A. Kondea, “The Impact of Communication on the
Effectiveness of Educational Organizations,” Educ. Sci. (Basel)., vol. 12, no. 3, Mar. 2022,
doi: 10.3390/educscil2030170.

15

Copyright © 2026, the Author.



BIM
Proceedings

Bali International Meeting on Business, Advanced engineering, and
Leadership sustainability Impact
BIM University
DOI: 10.XXXXXXXXXXXXXXXXXXXX/

Copyright © 2026, the Author.

16



