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ABSTRACT

The rapid ecxpansion of Educational Technology (EdTech) has significantly reshaped
contemporary education by integrating digital tools with pedagogical practices to enable flexible,
scalable, and learner-focused education. In India, EdTech platforms have grown rapidly across K12
education, test preparation, and professional learning, driven by increased digital access and
acceptance of technology-enabled instruction. Despite high enrolment rates, many platforms face
challenges in sustaining user engagement, making continuance intention a critical concern. This
study examines the determinants of continuance intention among EdTech users in blended learning
environments by analysing how platform attributes—pricing, payment options, perceived risk,
post-purchase support, curriculum content, navigation, perceived usefulness, academic self-efficacy,
and academic support services—influence customer satisfaction and subsequent continued use.
Grounded in the Technology Acceptance Model (TAM), Expectation-Confirmation Theory (ECT),
and Self-Determination Theory (SDT), the study develops an integrated post-adoption framework.
Data were collected from 345 parent—student pairs subscribed to paid EdTech platforms in India,
reflecting the dual-stakeholder structure of decision-making. Structural Equation Modelling (SEM)
was employed for analysis. The findings identify customer satisfaction as the strongest predictor of
continuance intention. Perceived usefulness, navigation, and personalization emerged as key drivers
of satisfaction, while academic support and content quality showed moderate effects. Personalization
significantly mediated the satisfaction-continuance relationship, whereas phygitalization did not
demonstrate a mediating effect. The study offers theoretical and practical insights for designing
retention-focused EdTech platforms.

Keywords: EdTech platforms, Blended Learning, Continuance intention, Customer satisfaction,
Personalization, Phygitalization, Technology Acceptance Model (TAM); Expectation Confirmation
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