E-ISSN 2240-0524 Journal of Educational and Social Research Vol 14 No 4
ISSN 2239-978X www.richtmann.org July 2024

. . Research Article
» RICHTMANN
N

PUBLISHING © 2024 Minh Tri et al.
This is an open access article licensed under the Creative Commons

Attribution-NonCommercial 4.0 International License

(https://creativecommons.org/licenses/by-nc/4.0/)

Received: 24 March 2024 / Accepted: 19 June 2024 / Published: xx July 2024

Switching Intention of Gen Z Students in E-Learning Program

Cao Minh Tri*
Le Thi Kim Khang'
Tran Thi Thu Dung?

'Faculty of Bussiness Administration,
Ho Chi Minh City Open University,
Ho Chi Minh, Vietnam
*Faculty of Finance and Accounting,
Saigon University,

Ho Chi Minh City,

Vietnam
*Corresponding Author

DOI: https://doi.org/10.36941/jesr-2024-0101
Abstract

The research aimed to explore factors that impact the switching behavior of Gen Z students who are studying
the eLearning program and suggesting factors to improve the teaching quality in the eLearning program in
universities in Vietnam. The principal methodology of research was a mixed method by analyzing 1,085
respondents. The Likert 5-points and SmartPLS 4.0. were used to examine the measurement and structural
models, and hypotheses. The findings of the research represented the influence of eLearning quality on
student satisfaction and switching intention, as well as the moderating effect of transnational education and
the mediating effect of student satisfaction in the path model. The research encourages managers to provide
preferable policies to reduce the intention to switching of students. It also clarified the moderating role of
transnational education. It could assess the level of influence on the relationship between student
satisfaction and switching intention. The further studies should evaluate the role of switching intention,
moderation role of transnational education in field of eLearning program.
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1. Introduction

According to the Valverde-Berrocoso et al. (2020), COVID-19 outbreaks in 2019 made 1,5 billion
students and 63 million institutions worldwide have to transmit from face-to-face to online teaching
and the strengths and weaknesses of education systems before digitalization challenges. Besides the
development of information and communication technology caused eLearning to become one of the
most favorable teaching methods in higher education institutions in the world (Ntshwarang et al.,
2021). At the organizational level, eLearning is known as a provisional plan to continue the special
learning progress during social distancing because of COVID-19 (Roman & Plopeanu, 2021). Waheed
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et al. (2016) claimed that the education industry has a new trend towards online learning in
accordance with the development of information technology. Miiller et al. (2021) claimed that
eLearning had some positive points which were related to flexibility independent learning, self-
reflection, enhancing the teaching methods, and overwhelming boundary interactions between
instructors and learners. Online teaching and learning activities are receiving a lot of attention from
many countries around the world and especially the extremely strong development of Korea,
Australia, Canada and the United States (Vu Huu Duc, 2020). Higher education institutions
participated in a variety of technological development processes. According to experts, eLearning
significantly changes to the structure, organization, and delivery of education. All factors in the
learning process are increasingly utilizing online learning environments (Madlendk et al., 2021).
Because of the opportunities of eLearning program impact the education industry, higher education
institutions should prepare innovation policies to adapt to convert as well as competition toward
online teaching and learning practices.

Particularly, Vietnam’s higher education confornted with challenges and risks as “brain drain”
because of the internationalization and globalization process (Tran Thi Tuyet, 2014). Besides, joining
the WTO in 2007 had a significant impact on the internationalization process of Vietnam higher
education system. The promotion of free trade under the WTO and GATS has encouraged
deregulation and deregulation in cross-border education in the belief that it will contribute to
economic development worldwide. According to UNESCO-CEPES (1999), transnational education is
defined as all types and modes of delivery of higher education study programs or sets of courses or
education services (including distance education) in which the learner lives in a different country
from the nation where the awarding organization is based. The eLearning program is known as one of
transnational education types (Huang, 2003). Vietnam, China, Europe, Singapore, Hongkong, and
Malaysia are the countries which attracted the form of transnational education for fee (Croucher et
al., 2021). Therefore, in the current situation of economic intergration, Vietnam education is likely to
be competitive and learners will switch programs if the eLearning programs cannot adapt with the
student expectations. As more and more higher education institutions around the world adopt
eLearning programs, these institutions already engaged in eLearning programs continue to expand
their online offerings (Pedro & Kumar, 2020).

The study aimed to explore the factors that impact the switching intention of eLearning
students, suggest practical implications for improving the teaching and learning quality of eLearning
programs in Vietnam'’s higher education institutions.

2. Research Hypotheses
2.1 The impact of eLearning quality and student satisfaction

According to Dayana Fozeli et al. (2022), student satisfaction is one of the key indicators that reflects
how well students use these eLearning systems. Meanwhile, Chopra et al. (2019) claimed that
eLearning quality is a second-order factor and includes service quality, information quality, and
system quality. Besides, both the subjective experience of the service user and the objective quality of
the service provider determine customer satisfaction, educational outcomes should be evaluated in a
neutral way based on customer satisfaction (Han & Sa, 2022). Therefore, for online training and
teaching activities, eLearning quality is one of the prerequisite factors for measuring customer
satisfaction.
Hi. eLearning has a positive influence on student satisfaction.

2.2 The impact of university image and student satisfaction

An image is a personal impression of an identified object that can be clearly recorded due to the lack of
information the person received from an appropriate organization (Chandra et al., 2019). Previous
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studies assumed that satisfaction was an antecedent of corporate image and then established a research
model by assessing behavioral intentions (Brown & Mazzarol, 2009). Organizations look for customer
behavioral motivations through satisfaction and company image, as well as propose solutions to
increase the number of customers and advertising in the market (Ni et al., 2020). According to the
results of Alves & Raposo (2010), university image has a strong influence on student satisfaction.

Haz. University image has a positive influence on student satisfaction.

2.3 The impact of student satisfaction and switching intention

Switching behavior is defined as the act of being loyal to one type of product but switching from one
service provider to another due to dissatisfaction or any other related issue (Keaveney &
Parthasarathy, 2001). Additionally, Bansal & Taylor (1991) represented service provider switching
involves replacing the current service provider with another service provider. Hsieh et al. (2012)
claimed that switching intention is opinions of customer after using the product or service. However,
previous researches of Dey et al. (2020), D. M. Gray et al. (2017), and Sanchez Garcia & Curras-Perez
(2020), customer satisfaction has a negative effect on switching intention. The research focuses on
the relationship between student satisfaction and switching intentions.
H3. Student satisfaction has a negative influence on switching intention.

2.4 Moderation of transnational education

According to Croucher et al. (2021), Australia has a long-standing reputation as an education
exporter, and many Australian providers operate in a number of countries, providing higher
education with quality through various transnational education agreements. There are other
potential markets, including Vietnam, that are identified to have significant growth; specifically, in
2018, Vietnam had 6,972 students studying with a supplier from Australia. Not only that, Knight &
McNamara (2014) believed that transnational education also helps learners gain prerequisite working
skills to develop future career and brand reputation in foreign countries. Transnational educational
institutions are one of the important reasons why learners make decisions to participate in
transnational education programs. Transnational educational programs play a moderating role in
assessing the relationship between learner satisfaction and the intention to switch to another
educational program, especially in the transformed global context.

Hg4. Transnational education has a positive moderation impact on the relationship between
student satisfaction and switching intention.

3. Methodology

The primary objective of the research is to explore and evaluate the ability to switching another
eLearning programs. To achieve this objective, the two-phase approach was applied. The first one was
to explore the factors influencing switching intention and suggest the preferable scale for creating the
questionnaire. In the second phase, 1,085 students from universties which had eLearning programme
in Vietnam were interviewed by Google form during February to March 2024. The structured
questionnaire comprised two sections. The first section included the personal information of
respondents. Section 2 consisted of dimensions impact the switching intention. The items in the
section 2 were measured on a five-point Likert scale from strongly disagrees to strongly agrees. The
valid data has been analyzed by using the SMARTPLS 4.0.

4. Results

There are two stages: the method of embedding the higher-order latent variable into the two stages
proposed by Ringle et al. (2012) and the method of separating the higher-order latent variable from
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the two stages proposed by Becker et al. (2012). According to Cheah et al. (2019), both versions yield
the same results. Therefore, the authors decide to apply the two-stage method of Ringle et al. (2012)
to export for research purposes.

In the first stage, the authors determine the value of eLQ with the path model as below.
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Figure 1: The first stage path framework (Authors, 2024)

In the next phase, after completing the path model as above, the author performed PLS model
estimation to obtain the latent variable values INFQ, SYSQ, and SEVQ. The authors duplicated the
data into the original data to perform phase 2 with the official path framework.
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Figure 2: The official path framework (Authors, 2024)

4.1  Evaluation of reflective measurement model

4.1.1 Construct reliability and validity

The internal consistency reliablity should be evaluated by the composite reliablity and Cronbach’s

alpha. Addition, consider Cronbach's alpha as the lower bound and composite reliability as the
maximum limit of internal consistency reliablity Hair et al. (2017). F. Hair et al. (2014) suggested that
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the value of Cronbach’s alpha and composite reliability should be higher than o.5. Cronbach’s alpha
value of indicators were from 0.970 to 0.954. While the Composite reliability value of indicators were
from 0.956 to 0.978 which adapted with the standardization to evaluate the internal consistency.
Therefore, the official path model met the requirement of construct reliability and validity.

Table 1. Construct reliability and validity (Authors, 2024)

Cronbach's alpha Composite reliability (rho_a) Composite reliability (rho_c)
IMA 0.954 0.956 0.965
SAS 0.965 0.965 0.974
SI 0.970 0.971 0.978

4.1.2 Convergent validity

According to official path model, IMA, SAS, and SI are three indicators which create the reflective
model. Hair et al. (2017) suggested that outer loadings and the average variance extracted (AVE) to
assess the convergent validty of reflective constructs. The outer loadings should be higher than 0.7 in
individual item (F. Hair et al.,, 2014) and the AVE should be higher than 0.5 to assess whether the
indicators have value. However, As stated by Table 2 , AVE of IMA was 0.739, SAS was 0.802, and SI
was 0.740, and TRA was 0.875 that all the indicators were higher preferred value of o.5.

Moreover, the outer loadings of inidcators were higher than 0.7 which were from 0.820 to 0.951.
To be more specific, IMA has 5 observed variables that value of outer loadings were from 0.820 to
0.890. Besides, the next indicator is SAS and has 4 observed variables that the value of outer loadings
were from 0.891 to 0.899. The final indicator of reflective model is SI and also has 4 observed
variables that the value of outer loadings were from 0.885 to 0.951. In this vein, the outer loading of
Shi was 0.617 lower than o.7. However, Hulland (1999) claimed that the outer loadings can be able to
under 0.7 when it is the research in social science studies. While Junaid Nadvi (2022) represented that
the human behavior is also known as the social science research. Therefore, the outer loading of SIt
was lower than o.7 but still adapted to the requirement of convergent validity in this situation. The
outer loadings of SYSQ, INFQ, SEVQ were 0.869, 0.889, 0.965, which were greater than o.7.
Moreover, the indicator TRA had 4 variables, and outer loadings of these variables were 0.943, 0.895,
0.967, 0.936 which were higher than o.7. Therefore, according to the results of AVE and outer
loadings, the convergent validity of reflective model was valid and able to assign to analyze the
structual evaluation model.

Table 2. Convergent validity (Authors, 2024)

| Outer loadings Average variance extracted (AVE)
IMA 0.739
IMA1 0.820
IMA2 0.864
IMA3 0.890
IMA4 0.861
IMAs 0.862
SAS 0.802
SAS1 0.899
SAS2 0.898
SAS3 0.891
SAS4 0.894
SI 0.740
Sh 0.617
Sl2 0.885
Sl 0.945
Sly 0.951
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| Outer loadings Average variance extracted (AVE)

eLQ

SEVQ 0.869

SYSQ 0.889

INFQ 0.965

TRA 0.875

TRA1 0.943

TRA2 0.895

TRA3 0.967

TRA4 0.936

4.1.3 Discriminant validity

Hair et al. (2014) represented that discriminant validity refers to how well a concept measures what it
is supposed to measure and how empirically different it is from other constructs. Cross loadings is the
first approach, and the following step is Fornell - Lacker which are two main ways to evaluate the
discriminant validity in the traditional way (Hair et al., 2017). However, Hair et al. (2019) suggested
that the researchers should be applied more the Heterotrait - Monotrait Ratio (HTMT) to assess the
discriminant validity because (Hair et al. (2017) explained that the cross loadings cannot assess the
lack of discriminant validity when two different constructs are totally correlated and the Fornell -
Lacker criterion is not well. The HTMT is preferred by Henseler et al. (2015) which is known as the
average value of the item correlations accross constructs relative to the mean of the average
correlations of indicators evaluating the similar construct (Hair et al., 2017). The discriminant validity
occurs when the values of HTMT are large (Hair et al., 2019). Henseler et al. (2015) proposed that the
value of HTMT should not exceed 0.9 or 0.85, which depends on the constructs. Therefore, the
authors determined HTMT is the value to assess the discriminant validity of path model. The HTMT
of all indicators was under 0.9, indicating that the path model did not occur in the discriminant
situation of all correlations and the path model continued to examine the following structural model.

Table 3. Heterotrait - Monotrait ratio (HTMT) (Authors, 2024)

IMA SAS SI
IMA
SAS 0.852
S 0.483 0.557

4.2 Evaluation of formative measurement model
4.2.1 Collinearity statistics (VIF)

Hair et al. (2017) suggested that when measurement the collinearity statistics of formative
measurement model should be analyzed by outer model. To measure the collinearity, the variance
inflation factor (VIF) is applied for. The value of VIF should be around 3 to 5 which claims the ability
of collinearity problems exsist, however, the VIF value should be lower than 3 (Hair et al., 2019).
According to the path model, the SEVQ, SYSQ, and INFQ are exogenous latent variables, outer model
is utilized to measure VIF. The VIF value of SEVQ and SYSQ were 2.908 and 2.804 which were under
3 to show the unability of collinearity in two constructs. While the VIF of INFQ was 3.063 nearly 3,
this value represented that the collinearity statistics of this construct met the requirement.

Table 4. VIF - Outer model (Authors, 2024)

VIF
SEVQ 2.908
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VIF
SYSQ 2.804
INFQ 3.063

4.2.2 Outer weights

The indicators’ weights should be evaluated in the following step. The outer weights are the results of
analyzing the multiple regression with the latent variables scores as the independent variables, and
the formative indicators as the independent variables (Hair et al., 2017). The p-value should be under
0.5 to represent the significance of outer weights (Hair et al., 2019). These results showed that the
evaluation of the relevance of all indicators was significant, so the formative measurement model
reached the requirement for analysis, and the authors could assess the structural model in the
following step.

Table 5. Outer weights (Authors, 2024)

Original sample (O)|Sample mean (M) |Standard deviation (STDEV)|T statistics (|O/STDEV])|P values
IMA1 € IMA 0.820 0.819 0.013 63.171 0.000
IMA2 € IMA 0.864 0.864 0.010 85.135 0.000
IMA3 < IMA 0.890 0.890 0.008 105.453 0.000
IMA4 € IMA 0.861 0.860 0.011 80.046 0.000
IMAs & IMA 0.862 0.862 0.010 84.742 0.000
INFQ - eLQ 0.965 0.962 0.012 77.900 0.000
SAS1€ SAS 0.899 0.899 0.007 124.019 0.000
SAS2 € SAS 0.898 0.898 0.007 122.831 0.000
SAS3 € SAS 0.891 0.891 0.008 106.393 0.000
SAS4 € SAS 0.894 0.893 0.008 109.841 0.000
SEVQ 2> eLQ 0.869 0.866 0.028 31.243 0.000
Sh < SI 0.617 0.616 0.025 24.314 0.000
Sl2 € SI 0.885 0.884 0.010 84.280 0.000
SI3 € SI 0.945 0.945 0.004 234.902 0.000
Sl4 € SI 0.951 0.951 0.004 238.338 0.000
SYSQ - eLQ 0.889 0.887 0.025 36.100 0.000

4.3 Evaluation of structural model
4.3.1 Collinearity statistics (VIF)

To assess the structural model, the authors assessed the collinearity statistics. The collinearity examine the
The inner model is applied for examine the structural model that evaluates the impact between the
constructs (Hair et al., 2017). Hair et al. (2019) claimed that collinearity must be tested to ensure that it
does not skew the regression findings. This procedure is similar to evaluating formative measurement
models, except that the VIF values are calculated using the latent variable scores of the predictor
constructs in a partial regression. According to the Table 6, the VIF of the relationship between IMA and
SAS and the relationship between eLQ and SAS was 1.396 were under 3.000, and value of the relationship
between SAS and SI was 1.000 lower than 3.000, which ideally results in the absence of collinearity.

Table 6. VIF - Inner model (Authors, 2024)

VIF

IMA > SAS 1.396
SAS > SI 1.000
eLQ > SAS 1.396
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4.3.2 R?value

After assessment the discriminant validity, the authors continued on evaluate the coeffficient of
determine (R value) to measure the structural model (Hair et al., 2017). The R? value is applied for
assess the variance which is interpretd in individual of the endogenous variables as well as the
framework’s explanatory power (Shmueli & Koppius, 2010). Rely on the rule of thumb, the value of R?
should be 0.75, 0.50, 0.25, seperately, expressing substantial, moderate, or weak levels of predictive
accuracy (Hair et al., 2011; Henseler et al., 2009). The R? of SAS was 0.627 greater than o,50 which
explained that the level of predictive accuracy was moderate. While the R? value of SI was 0.254
which represented that the level of predictive accuracy in structural model was weak.

Table 7. R? value (Authors, 2024)

R-square R-square adjusted
SAS 0.627 0.626
SI 0.254 0.254

4.3.3 Effect size ()

The effect size f* measures an exogunous variable’s contribution to an endogenous latent construct’s
R? value (Hair et al., 2017). Therefore, the effect size is done after the assessment of coeffficient of
determine. When comparing the path coefficient and f>effect sizes, the rank order of the predictor
constructs' importance in explaining a dependent construct in the structural model is frequently the
same (Hair et al., 2019). As stated by thumb rule, the f* value should be greater than 0.02, 0.15, and
0.35 which seperately explained for small, medium and large of effect size (Cohen, 1988). The effect
size of the independent variable IMA on SAS was 0.940, which claimed that the impact of IMA on
SAS was large. While the effect sizes of SAS and SI were 0.341, the influence of SAS on SI was
medium. The f* value of eLQ and SAS was 0.045 greater than 0.02, so the eLQ had a small effect on
SAS, which was a dependent construct.

Table 8. Effect size (Authors , 2024)

f-square Effect levels
IMA > SAS 0.940 Large
SAS - SI 0.341 Medium
eLQ > SAS 0.045 Small

4.3-4 Q*value

After assessment the coefficient of determination, the authors continued on evaluating to predictive
accuracy of the path model. The blindfolding technique in PLS-SEM involves removing single points
from a data matrix, replacing them with the mean, and estimating model parameters (Rigdon, 2014;
Sarstedt et al., 2014). Exogenous constructs with Q? values greater than o are predictive of the
endogenous construct being studied (Hair et al., 2017). According to the rule of thumb, the Q2 values
should be greater than o, 0.25 and 0.50 to represent that an exogenous variable has the small,
medium and large predictive relevance for a definite endogenous variable in the path model (Hair et
al., 2017; Hair et al., 2019). The Q? value of SI was 0.186, indicating that the SI had small predictive
relevance. While the Q2 value of SAS was o.5, this exogenous construct had a large predictive
relevance for a certain endogenous construct.
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Table 9. Q2 value (Authors, 2024)

Q2 (=1-SSE/SSQO) Predictive levels
SI 0.186 Small
SAS 0.500 Large

4.3.5 Hypotheses tests

The following step assesses the relationships' statistics in the path model. The meaning of the path
coefficients is similar to that of the formative indicator weights. To determine the significance of
route coefficients, researchers often use bootstrapping with values ranging from -1 to +1 (Nitzl, 2014).
In addition, they can understand a construct's indirect influence on a specific target construct via one
or more intervening constructs. Path coefficient values vary from +1 to -1, with +1 signifying strong
positive correlations and -1 showing strong negative relationships (Hair et al., 2014). Almost
researchers choose p-values to evaluate the significance levels. A p-value is an indicator of
erroneously dismissing an appropriate null hypothesis. When using a 5% significance threshold, the p
value must be less than 0.05 in order to determine that the association under examination is
significant at the 5% level (Hair et al., 2017).

The p-values of the hypotheses were 0.000 lower than 0.500, which claimed that all of the
relationships were supported. However, the effect levels among the variables in the relationships
were contrasting. IMA had the strongest and most positive influence on the SAS because the path
coefficient value was 0.700. In the following hypothesis, SAS had a negative impact on the SI, and a
path coefficient value of -0.504 was presented. While the eLQ had a positive influence on the SAS,
which was 0.153 of the path coefficient value.

Table 10. Hypotheses tests (Authors, 2024)

Original Sample mean| Standard deviation T statistics P Decision
sample (O) (M) (STDEV) (JO/STDEV]) values
ISIX? K 0.700 0.698 0.026 26.808 0.000 |Support
SAS >
qI -0.504 -0.504 0.030 16.954 0.000 |Support
EIL\(SQ > 0.153 0.155 0.028 5.512 0.000 [Support

4.3.6 Mediation tests

In the PLS path model, mediation occurs when a mediator variable partially absorbs the influence of
an exogenous on an endogenous construct (Hair et al., 2014). According to Emeagwali & Sleimi (2017),
the mediation tests are divided into three levels which are full mediating effect, partial mediating
effect, and no mediating effect. These levels are determined by the significance level of the direct
effect and indirect efffect. Piaw (2023) represented that the full mediating effect occurs when only the
indirect is significant, the partial mediating effect occurs when both the direct and indirect effects are
significant, and the no mediating effect occurs if none of the direct and indirect effects exist. Besides,
the positive or negative effect of the mediation also is identified by the original sample of indirect
effect. Both direct effects and indirect effects were significant because these p-values were 0.000
under 0.05. It claimed that the path model had two mediation relationships, which were partial
mediating effects. In the first mediating relationship, IMA - SAS - SI had the original sample of
indirect effects IMA - SI was -0.353, which presented the negative partial mediating effect. The
second mediating relationship was eLQ > SAS - SI had the original sample of indirect effect was -
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0.077, which was a negative mediating relationship.
Table 1. Mediation tests (Authors, 2024)
Original sample | Sample mean Standard deviation T statistics P Decision
(0) (M) (STDEV) (JO/STDEV|) values
Total indirect effects
IMA > SI -0.353 - 0.352 0.027 13.047 0.000 |Support
eLQ > SI -0.077 - 0.078 0.014 5.497 0.000 |Support
Direct effects
ISIXIS > 0.700 0.608 0.026 26.808 0.000 |Support
eLQ >
SAS 0.153 0.155 0.028 5.512 0.000 |Support
SAS > SI -0.504 -0.504 0.030 16.954 0.000 |Support

4.3.7 Moderation tests

Moderation appears when the effect of an exogenous construct on an endogenous construct is
impacted (or moderated) by the values of another variable (F. Hair et al., 2014). TRA was a moderator
variable that impacted the relationship between SAS and SI because the p-value was 0.000, which was
lower than o.05. Besides, the influence of the moderating relationship TRA x SAS on SI was
significant because the p-value was 0.000, lower than o0.05. While the path coefficient value of the
moderating effect was 0.107, TRA was a positive moderator on the relationship between SAS and SI.

Table 12. Moderation test (Authors, 2024)

0.000 000

IMA2

Figure 3. Moderation test (Authors, 2024)
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Original Sample mean| Standard deviation T statistics P Decision
sample (O) (M) (STDEV) (JO/STDEV]) values
SAS > SI -0.385 -0.384 0.033 1.758 0.000 |Support
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5. Discussion and Implications

The research assessed the impact of eLearning quality and university image on student satisfaction,
whereas the relationship between student satisfaction and switching intention was moderated by
transnational education in the higher education institutions that had the eLearning program in
Vietnam for Gen Z students. The conceptual framework also analyzed the significance of hypotheses
and was explored in this discussion.

The research indicated that the impact of eLearning quality on student satisfaction is a
significant hypothesis. According to Hi, the relationship between eLearning quality and student
satisfaction was assessed in the research of Aldholay et al. (2018) and Chaw & Tang (2018). Besides,
according to the research of Aldholay et al. (2018), the overall quality of eLearning was the second-
order variable, which was measured by three latent variables: system quality, service quality, and
information quality. It was also identified in this research. The research claimed that eLearning
quality was examined through service quality, system quality, and information quality, which had a
high impact on eLearning quality. Therefore, the managers in higher education institutions should
make an effort to balance the quality of service quality, system quality, and information quality, such
as the flexibility of service, the ease of following the layout of information in the eLearning system,
and supplying up-to-date knowledge for students. The universities should upgrade their IT facilities,
such as high-quality Internet access, cloud computing, and artificial intelligence. Moreover, higher
education institutions should be financially and chronologically structured to ensure that teaching
and upgrading infrastructure activities are continuously conducted without interrupting the learning
process. The curriculum should be constantly upgraded, supplemented, and edited to align with the
constant development of society. The subjects should be reviewed and modified to adapt to the
requirements of the industry.

In the second hypothesis, the relationship between university image and student satisfaction is
significant. Besides, the research of Teeroovengadum et al. (2019) claimed the influence of university
image on student satisfaction. According to the outer loadings, eLearning managers in universities
should be more concerned with student scientific research activities and increase the image and
academic reputation of the university through eLearning programs. For example, the university could
connect with more companies to provide career opportunities after graduating from the eLearning
program. Since the eLearning program of higher education institutions could increase the level of
credibility in the mindset of students, they could receive recognition from companies. The
universities should connect with businesses by inviting specialists to take part in practical teaching to
help students visualize their career path after graduating. Besides, the universities should carry out
many research topics at diverse levels, with the participation of lecturers, students, and mentors from
businesses.

The next hypothesis presents the relationship between student satisfaction and switching
intention as having a negative influence. Dey et al., (2020) proved that customer satisfaction had a
negative impact on switching intentions. As stated by the results of the outer loadings, students feel
satisfied when they can receive their expectations during their study. Besides, the satisfaction of
students came from how the eLearning program met their requirements to decrease their ability to
switch to other eLearning programs. To enhance student satisfaction, the universities should ensure
quick and accurate information through the system's notifications sent by e-mail and SMS. The
universities should provide instruction to help students solve their problems, which can appear
during learning time, and have a student service department to help students avoid experiencing
unresolved difficulties.

The research gap is the moderating role of transnational education. The final hypothesis
represents that transnational education is a moderator that impacts the relationship between student
satisfaction and switching intentions. According to the research of Knight & McNamara (2014),
transnational education was represented as the secondary data to analyze the descriptive research.
The outer loadings of TRA showed that the managers of eLearning programs in universities should
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provide more courses and lectures to develop intercultural knowledge, skills, and professional skills
for further career paths. Higher education institutions should ensure that university reputation is
always measured and upgraded to reduce the ability to exchange programs. The flexibility of
transnational education is also provided by the eLearning program. Therefore, the universities should
have more policies to improve their overall eLearning program to gain competencies with other
transnational education.

6. Limitations and Conclusion

The research findings answered all the research questions and objectives. The research identified the
factors and levels that impacted the switching intention, which were eLearning quality, university
image, the mediating effect of student satisfaction, and the moderating effect of transnational
education. In addition, the authors suggested practical implications for managers to control the
switching intentions of Gen Z students in universities in Vietnam.

However, the research also has several limitations, which could affect future research. The first
limitation relates to the location of the data. The data of the research was only collected from a single
city in Vietnam, which could provide information on issues related to the diversity of culture. The
following limitation is objective research: The research is only concerned with the factors that impact
the switching intention of students who are studying an eLearning program; however, switching
intention could occur in offline learning which is not explored in the research.

Future research should be managed within the limitations of the research. Firstly, the research
would be done in different cities and countries to assess and develop the conceptual framework for
this study. This would verify the role of the conceptual model, which prefers individual cities in one
country. Besides, further research can explore new factors, such as culture, that can influence the
switching intention of students. Secondly, transnational education is a phenomenon with only
quantitative research. In this research, transnational education is the moderation variable, which was
based on the results of the structural model. Therefore, further studies can explore the role of
transnational education as an exogenous variable, an endogenous variable, or a mediating variable in
the path model.
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