Como referenciar este articulo / How to cite this article

Algezawy, M. A., & Vui, C. N. (2026). Role of Teacher Quality, System Quality, and Academic
Aspect to Enhance Student Satisfaction and Loyalty: Moderating Effect of E-WOM. Espacio,
Tiempo y Educacion, 13(1), pp. 19-38. doi: http://dx.doi.org/10.14516/ete.13102

Role of Teacher Quality, System Quality,
and Academic Aspect to Enhance Student
Satisfaction and Loyalty: Moderating Effect
of E-WOM

Mohamed Ahmed Algezawy*

Department of Management, School of Business, King Faisal University, Al-
Ahsa 31982, Saudi Arabia

e-mail: mgezawy@kfu.edu.sa

Chok Nyen Vui
Department: Chancellor Office, Meritus University, Kuala Lumpur, Malaysia
e-mail: chok@meritus.edu.my

Abstract: Students are assets for universities who remain loyal to the university because of quality
education. Therefore, the present study examined the effect of teacher quality, system quality, and academic
aspects on student satisfaction and student loyalty. The present study also examined the moderating
effect of e-WOM and the mediating effect of student satisfaction. This study used a deductive quantitative
method. Data were collected using a questionnaire from university students. The sampling technique of the
study was the simple random method. The response rate of the study was 59.68%. Smart PLS was used
for the analysis of the collected data. Results confirmed that teacher quality, system quality, and academic
aspects have a positive effect on student satisfaction. Moreover, student loyalty is positively affected by
student satisfaction. Furthermore, the findings confirm the mediating effect of student satisfaction. Also,
the moderating role of e-WOM is statistically supported. Present research adds to the body of knowledge
by discussing moderating role of e-WOM on the path of student satisfaction and student loyalty.
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1. Introduction

Education over the last few decades has become increasingly competitive with the
emergence of digital technology (Alenezi, 2023). Higher educational institutions are focusing
on factors that can enhance education quality to retain students. Later, these students
recommend educational institutions based on the education quality they experienced. On
the basis of education quality, students remain loyal to the educational institution. Student
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loyalty is important as it shapes the long-term attachment of students to the university
(Osman et al., 2024). Students remain loyal when they experience institutional support,
the learning environment, and academic quality collectively (Gbobaniyi et al., 2023). These
factors influence student satisfaction, which later affects student loyalty in the form of
continued engagement, positive word-of-mouth, and student retention.

In the context of higher education, students are not only consuming academic
services; in fact, they invest in a holistic experience value based on the contextual, social,
and academic factors of the university. Student loyalty is considered an integral factor
for sustainability. Loyal students are considered strategic assets for the university, as
they are more cost-effective compared to acquiring new students (Todea et al., 2022).
Moreover, loyal students are considered an important asset because they contribute to
long-term success, stability, and institutional reputation overall (Lacap & Cortez, 2023).
So, it is important to look for factors that enhance student loyalty. One of these factors is
student satisfaction.

From the perspective of higher education, student satisfaction is considered as critical
for the success of educational institutions (Kanwar & Sanjeeva, 2022). Therefore, the
primary focus of many universities is to maximize student satisfaction. Student satisfaction
is also considered one of the factors showing the performance of education institutions.
Competition among higher education institutions has intensified because of the emergence
of new technology, for which universities are investing in elements that can develop
satisfaction among students (Supriyanto et al., 2024). Student satisfaction shows how
learners perceive their overall learning experience clearly. Students show satisfaction
when they are satisfied with the quality of online material provided by teachers, teacher
quality, and learning experience at the educational institution. Student satisfaction is
one of the factors that determines overall success of the institution, as satisfied students
spread positive word of mouth and recommend institute to others. As a result, intentions
to seek admission to the same institution rise among potential students. One of the
factors that enhances student satisfaction is teacher quality (Muzammil et al., 2020).

Teacher Quality is one of the important factors to provide quality education to the
students. Teacher quality is dependent upon knowledge, skills and pedagogy techniques
used by the teachers (Zalli, 2021). Teacher quality shows the personal characteristics of
the teacher that impact the academics of students. Teacher quality is important for the
long-term academic success of students, student engagement, and enhancing the positive
image of the educational institute. High-quality teachers give importance to using effective
pedagogy and develop interactive communication within the class (Towers et al., 2025).

System quality refers to the overall functionality and performance of information
systems based on attributes such as ease of use, stability, response time, reliability,
and technical efficiency levels (Sarwosri et al., 2023). In the context of higher education,
system quality shows the technical characteristics and design of platforms that support
learning activities. System quality shows the efficiency, usability, and reliability of
administrative and academic information systems that support learning and teaching
activities (Almusfar, 2025). System quality ensures that online academic services, student
portals and management systems provide accurate information and operate smoothly
(Waruwu et al., 2025). System quality play’s important role in enhancing educational
experience of students enabling seamless interaction, effective communication and
timely access to academic resources.

Academic aspects are considered basic factors that shape the overall quality of the
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educational experience among students. Academic aspect is based on elements that are
related to teaching methods, academic support, communication skills, faculty competence,
and academic reputation. Scholars highlighted that academic aspects are important
antecedents of student satisfaction. Students mainly evaluate educational experiences
on the basis of faculty engagement, classroom environment, and academic interactions
(Wong & Chapman, 2023). Studies demonstrated positive association between academic
aspects and student satisfaction showing importance given by students to the course
materials, faculty and other academic factors (Ageenko et al., 2021).

Electronic word of mouth, also termed as e-WOM, is considered one of the important
sources that shape the decision-making process, attitudes, and perceptions of students
(Ismail, 2024). Through different online reviews, student forums, and social media platforms,
students are enabled to share their experiences related to institutional services, campus
life, and academic quality (Rathnayake & Lakchan, 2023). Positive e-WOM builds credibility
and enhances the university image, influencing student enroliment in the future, whereas
negative e-WOM has a negative effect on student trust. e-WOM is used by students for
peer support and information exchange. As a result, e-WOM is important to develop
a long-term relationship between students and the educational institution (Wahab et
al., 2023). The main aim of research is to examine the effect of teacher quality, system
quality and academic aspects on student satisfaction and student loyalty. Present study
also examined mediating effect of student satisfaction and moderating effect of e-WOM.

2. Literature Review

2.1. Student Satisfaction (SS) and Student Loyalty (SL)

Literature discussed that SS is one of important factor in context of higher education
that impacts the student’s loyalty. Studies have referred students’ satisfaction as level to
which expectations of students regarding facilities, services, and academic quality are
fulfilled by the education institution (Reference). When it is perceived by the students that
value is delivered through their education system their attitude becomes positive towards
educational institute. As a result their psychological and emotional attachment towards
institute get strengthen (Snijders et al., 2019). On the other hand, SL is referred as intention
of students to continue their studies from the same institute, maintain long term relationship
with institute in the form of alumni and recommend the institute to others (Yusof et al.,
2019). Past studies suggested that satisfied students will show positive behavior towards
the education institute, they will be involved in advocacy of institute and re-enrolment as
well (Latif et al., 2021).

Past studies in context of higher education shows that satisfaction plays the role of
key factor that leads to SL. When students are satisfied with their teachers and academic
support being provided by the academic institute, campus environment, administrative
support, and curriculum relevance, such students are less likely to get transferred to other
institutes and will be more inclined to continue their studies in the same institute (Chen et
al., 2023). Furthermore, perceived value towards education among students is enhanced
that later reinforces the intention of students to recommend the educational institute to the
prospective students and peers. On the other hand, some of the institutes have shifted
their educational system to the digital mode after Covid-19 that also become factor that
shapes SS. Scholars examined and reported direct effect of SS on SL. The results of
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study reinforced logic based on expectancy disconfirmations that exceeds or meet the
expectations in online mode meeting satisfaction and rising level of loyalty (Dangaiso et
al., 2022).

Scholars also showed that perceived quality in terms of physical facilities, administrative
facilities and academic activities plays very important role in shaping student image
towards the education institute. Another factor shaping student attitude is switching
costs and image of higher educational institutions that later impacts the SL through SS
(Moslehpour et al., 2020). The factor of SS is affected through image and quality that is
later translated into behavioral and attitudinal loyalty (Qomariah et al., 2020). Scholars
also revealed that loyalty of students towards the educational institute is shaped through
switching cost indirectly through SS. Thus, the focus of universities should be towards
enhancement of SS by effective student services, supportive learning environments and
quality teaching. Overall, scholars in past studies demonstrated that improvement in digital
learning experiences, administrative responsiveness and quality of teaching plays key role
to make student satisfied that later shapes SL towards institute (Mulyono et al., 2020). In
other words, SS has positive effect on SL (Dangaiso et al., 2022). Thus, we assumed that

H1: SS has a positive impact on SL.

2.2. Teacher Quality and Student Satisfaction

Studies have referred to teacher quality as level to which educational institutes effectively
apply and possess positive attitudes, professional skills and pedagogical knowledge for
the facilitation of learning experiences (Villocino & Villocino, 2025). In context of higher
education, teaching quality is very important to determine high quality education. Some of
the studies have referred to it as important source of SS. In the context of digital and online
learning context that performance of teachers is mainly dependent on implementation of
ICT competencies and integration of ICT competencies with skills of faculty members.
Ability of teachers to apply and design effective strategies towards face-to-face and non-
face to face classes shows their professional quality influencing learning outcomes and
student engagement (Zahid & Nawab, 2025).

In context of virtual learning environments, teacher quality is mainly linked to instructional
strategies, technological knowledge, practical skills and digital competence that promote
active participation of students. Furthermore, effective evaluation and assessment strategies
in terms of online teaching is translated as strategic resource for training and learning
management. It plays very important role in shaping SS and ensuring effectiveness of
learning. Studies mentioned that these competencies emerged from attitude of teacher,
skills of teacher and knowledge of teacher that mostly emerged from professional practice
to handle the class (Elmouhib et al., 2024).

Teacher quality is the main driver of academic success and satisfaction of students
towards studies showing strong relationship between competency of teacher and contentment
of learner. High quality teaching is characterized by supportive behavior, effective methods
to engage learners, effective pedagogical methods and deep knowledge of subject that
directly enhances student motivation and satisfaction. The alteration in sociological
landscape has reshaped teacher training and university organization developing new
challenges for higher education institutions. This transition generates the importance of
quality of teacher in context of university (Jiménez-Bucarey et al., 2021). Therefore, teacher
quality is perceived as reflective and continuous practice of education developed through
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sustained interaction between students and teachers (Wang, 2022). In terms of social and
educational practice, high quality teaching equips students for societal and professional
role while improving educational experiences and overall satisfaction (Jiménez-Bucarey
et al., 2021). In other words, studies in literature revealed positive influence of teacher
quality on SS. So, it is hypothesized that:

H2: Teacher quality has a significant impact on SS.

2.8. System Quality and Student Satisfaction

Literature has defined system quality as the performance and functionality of system
including different attributes such as overall technical efficiency, reliability, response time,
system stability, ease of navigation and ease of use (Alksasbeh et al., 2019). From the
perspective of information system, system quality basically reflects design and technical
characteristics of system by keeping focus on software and hardware to retrieve, store,
process and capture information. Past scholars identified system quality as important
determinants of user-friendly interfaces, immediate response time, and absence of system
errors as key factors of system success in the form of important indicators of efficient
system performance (Achmadi & Siregar, 2021).

Inline with successful models of information systems, attributes of system including
technical reliability, convenience and friendliness have reflected significant influence on
satisfaction of students. Similarly, Technology acceptance model (TAM) suggests that
system that is perceived as system that is perceived as efficient and easy to use generates
satisfaction among students (Sholikah & Sutirman, 2020). The system quality factors are
applied widely applied in different information systems including learning management
systems, social networking, enterprise resource planning systems, knowledge management
systems, and decision support systems (Ramirez-Correa et al., 2018). High system quality
improves satisfaction by encouraging continuous usage and sustained engagement by
offering efficient performance and seamless interaction (Qi & Wang, 2026).

In context of blended learning, system quality is important due to more reliance on LMS
for interaction and delivery of lectures. High quality of LMS ensures smooth performance,
availability, reliability and effectiveness that enables students to access learning material
without disruption (Zhang & Ng, 2025). According to scholars, system quality has direct
effect on perception of users in terms of learning effectiveness by allowing students to
maintain focus on academic tasks and reducing technical barriers (Jiménez-Bucarey
et al., 2021). In different courses where face to face and online components co-exists,
a responsive and efficient system is needed to enhance learning and engagement o
continuous basis. Studies empirically supported the relationship between system quality
and SS. The results by Mohd Nasir et al. (2021) revealed that students who have positive
perception regarding reliability of LMS has significant effect on satisfaction of students.
Overall, these results revealed that strong system quality has positive effect on SS by
fostering ease of use, supporting effective learning experience and minimizing technical
frustration (Alksasbeh et al., 2019).

H3: System quality has a significant impact on SS.

2.4. Academic Aspects and Student Satisfaction

Studies have represented academic aspects as basic dimension that shapes student
educational perception and experience of quality. Overall, academic aspects are referred
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to as different elements that are directly linked to learning and teaching process, including
academic reputation of institution, workload, academic support, communication skills,
teaching method and knowledge of teacher (Elatawneh et al., 2022). Past studies have
discussed the way SS is affected by academic aspects. Scholars identified academic
aspect as key antecedent to shape SS in higher education alongside institutional reputation,
access, program structure, and non-academic services (Leonnard, 2023). Scholars focused
on SS from their academic life highlighting academic reputation, workload, classroom
environment, teaching methods and faculty as important factors to develop SS (Surya
Bahadur et al., 2024). The results stressed that students can evaluate their experience of
education on the basis of academic interactions.

Empirical studies further ensues that academic aspects have significant and positive
relationship with SS. Studies like Arrivabene et al. (2019) and Iswara and Pratomo (2018)
supported consistently that improved academic aspects develop SS. Specifically, ability of
lecturer to explain different concepts, teaching experience, and course materials often have
clear effect on developing satisfaction among students. Additionally, students give value
to lecturers who shows genuine concerns regarding the academic progress of students,
provide academic help to students, handle academic difficulties of students personally,
provide timely response and have effective communication skills (Mulyono et al., 2020).

Furthermore, scholars emphasized that teaching quality is important predictor of SS
highlighting the important role of teachers to shape academic engagement and lecturer
performance (Lunkina et al., 2023). Furthermore, studies suggests that different academic
aspects specifically lecturer empathy, communication, responsiveness, and competence
plays an important role in enhancing satisfaction of students. As a result, strengthening
academic strength to students is important for educational institutions to improve experience
of students. Thus, the study by Qureshi et al. (2021) mentioned positive influence of
academic aspect on SS. So, it is hypothesized that

H4: Academic Aspects has a significant impact on SS.

2.5. Student Satisfaction as Mediator

Past studies revealed that SS acts as important mediating role between teacher
quality and SL. High level of teacher quality is reflected through supportive interactions,
responsiveness, effective teaching methods, and subjective expertise that positively
shapes overall learning experience of students (Zhang et al., 2025). Teachers who show
genuine concern, fairness and clarity for students play important role in motivating and
engaging students in academic environment (Okwedadi, 2025). When students assume
teaching as student centered, consistent and effective, their level of satisfaction towards
educational institute increases.

As a result of this heightened performance, trust, emotional attachment and positive
attitude of students is enhanced that leads towards SL. Therefore, it is more likely that
satisfied students will continue their studies, recommend the educational institutions to
others and show commitment. Therefore, teacher quality enhances SL basically through
SS (Salimaco Jr, 2023). The study by Alshammari and Babu (2025) also discussed
mediating effect of SS in their study. So, we hypothesized that

H5: SS as mediator between teacher quality and SL.
SS plays the role of important mediating role between a number of variables. Systems
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that are of high quality is characterized by technical stability, accessibility, fast response
time, ease of use and reliability that has potential to enhance learning experience of
students. Moreover, it is also important to minimize operational difficulties (Alhasan et al.,
2025). Systems that provide smooth and continuous performance help students to focus
on learning activities and ignore different technical issues. When students are perceived
as user friendly and dependent, their level of satisfaction towards institute is enhanced.
As a result of this satisfaction confidence, trust and perception towards education
institutions is fostered that subsequently strengthen behavioral intentions and emotional
attachments (Hwang & Choi, 2019). Therefore, satisfied students prefer to recommend
institutions to others, show commitment to their studies from same institution. Thus, system
quality enhances loyalty among students indirectly through SS. The study by Berbegal-
Mirabent et al. (2018) discussed mediating effect of SS in their study. So, it is assumed that.

H6: SS as mediator between system quality and SL.

Past studies mentioned potential mediating effect of SS (Moslehpour et al., 2020).
Different academic aspects include learning support services, academic advising,
assessment fairness, teaching effectiveness, and curriculum relevance has significant
impact to shape perception of students regarding educational quality. Curricula that is
well structured and aligned with the needs of industry, transparent system of evaluation
and accessible guidance regarding academic plays very important role to shape student
perception about learning (Ali, 2018).

When mentioned academic elements mentioned exceed or meet the expectations of
students, they enhance satisfaction of students by achieving institutional performance and
academic delivery. In case of heightened satisfaction among students, trust, emotional
attachment and positive attitude among students is enhanced (Wang, 2023). Therefore,
satisfied students will remain engaged with institutions in form of enroliment, show long
term organizational commitment, and will spread positive word of mouth among others
(Rehman et al., 2022). So, academic aspects impact SL by improving SS.

H7: SS as mediator between academic aspects and SL.

2.6. e-WOM as Moderator

Electronic word of mouth (e-WOM) communication is a kind of communication
among individuals and takes place online regarding recommendations, opinions and
experiences related to institution, service and product (Wahab et al., 2023). In the context
of education, e-WOM takes place in the form of reviews regarding academic experience
at institution, discussions on different social media and alumni testimonials (Ramadhan
et al., 2022). E-WOM includes different kinds of information including praises, complaints,
recommendations and reviews. E-WOM is considered powerful tool of marketing for
educational institutions as they can attract new students as well as helping the educational
institutions to share educational features online. In most cases, experience of current
students is shared online by the educational institutions (Hasanah et al., 2025). It is
important that educational institutions remain aware of different negative risks that are
associated with e-WOM. By understanding features of e-WOM and its implementation,
it helps in management of strategies and attraction of new students. On the other hand,
e-WOM helps in improving the image of educational institution and improve the quality
of education, impacting the overall commitment of the students (Wahab et al., 2023).
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Studies revealed that loyalty of students who are satisfied is strengthened through
peer recommendations, social media discussions, and online reviews by developing trust
towards the educational institution. On the other hand, negative e-WOM plays key role
in weakening the relationship of students with institutes even if the student is satisfied.
Thus, e-WOM has the ability to diminish or enhance the effect of SS on loyalty, making it
important moderating variable. Study by Liao et al. (2022) explored the moderating role
of e-WOM.

So, it is hypothesized that

H8: e-WOM act as moderator between SS and SL.

On the basis of above literature, we developed framework as mentioned in figure 1. It
shows teacher, quality, system quality and academic aspects as antecedents of SS and
SL. Framework also demonstrates moderating effect of e-WOM.

Figure 1: Framework.

| Teacher Quality \

| System Quality |—>|StudentSatisfaction Student Loyalty

| Academic Aspects

3. Methodology

Present research adopted deductive approach that lead towards quantitative method for
collection of data. It is common to use quantitative deductive method because it facilitate
to use numeric data and helps in analysing hypothesis. Moreover, present research
explanatory in nature to explain further the empirical results. Present study has used
individuals as units of analysis because it helps the scholars to target the individuals on
the basis of their knowledge to draw conclusions. For the examination of loyalty among
students, this research gathered data from students of different universities.

According to scholars, complexity of proposed model determines the sample size of
the research. There should be higher level of predictors will lead to a greater number of
sample size. Keeping in view this criteria, present study has three predicting variables,
one mediator, and one moderator. Therefore, sample size of present study was 300.
Simple random sampling technique was used for data collection. Usable response rate
was 59.68%.

Studies has mentioned different measurement instruments for collection of data. This
study used questionnaire instrument for this purpose as it helps to collect numeric data.
Questionnaire instrument is based on questionnaire that is closed ended regarding variables
mentioned in the framework. The questionnaire was developed using Likert scale format
ranging from strongly agree to strongly disagree. The questionnaire of the variables was
developed from the past studies. We measured e-WOM by using scale developed by
Nguyen and Nguyen (2025). SL was measured using scale of Ali et al. (2016), SS was
examined through scale developed by Vazquez et al. (2016), measurement scale of system
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quality was adapted from the study of Ramirez-Correa et al. (2018), and questionnaire of
academic aspects was developed from Ali et al. (2016) and the scale of teacher quality
was adapted by Jiménez-Bucarey et al. (2021). The collected data was analyzed using
SEM technique and PLS was used as tool for SEM technique. PLS SEM is used to
assess validity and reliability of the data. Moreover, it also facilitates in hypothesis testing.
Therefore, PLS SEM is used in the study to get more significant results. Analysis through
PLS is divided in two sections namely measurement and structural model. Before moving
towards measurement and structural model, data screening was conducted. Moreovet,
Measurement model was assessed using PLS Algorithm to measure discriminant validity,
convergent validity and outer loading. Moreover, bootstrapping was used at the stage of
structural model to test direct, mediation and moderation results.

4. Results and Analysis

The analysis of the study began with demographic analysis. In terms of age, 47%
of the respondents had the age less than 25 years, 41.27% of the respondents had the
age between 25 to 35 years, whereas rest of the respondents had the age more than 35
years. In terms of gender, 38.67% of participants were females and remaining were male.
From the perspective of marital status, 64.21% of students were not married and 35.79%
respondents were married. Keeping in view the approach mentioned by Hair et al. (2019),
we conducted analysis using two steps. In 1% step, analysis began with factor loading for
which benchmark is 0.70 (Hair Jr et al., 2017). The values in Table 1 demonstrate that all
values are more than 0.70.

Table 1: Loading.

AA SL SQ SS TQ e-WOM e-WOM x SS
AA1 0.989
AA2 0.834
AA3 0.845
AA4 0.835
AA5 0.859
SL1 0.876
SL2 0.850
SL3 0.894
SQ1 0.864
SQ2 0.846
SQ3 0.841
SQ4 0.850
SS1 0.838
S§82 0.846
SS3 0.845
SS4 0.850
SS5 0.757
TQ1 0.849
TQ2 0.834
TQ3 0.780
e-WOM1 0.896
e-WOM2 0.889
e-WOM3 0.884
e-WOM4 0.708
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Moreover, AVE was analysed using criteria mentioned by Hair Jr et al. (2014). As per
the criteria, all values are more than 0.50 (as per Table 2). To further confirm convergent
validity, analysis of composite reliability was examined for which values must exceed 0.70
(as per Table 2). Furthermore, values of a also exceed 0.70 (as per Table 2), meeting
benchmark proposed by Hair et al. (2011). As all values of CR, a, AVE and loading are
higher than threshold level, therefore, convergent validity is established.

Table 2: Reliability.

a Rho_c AVE
AA 0.922 0.942 0.765
SL 0.845 0.906 0.763
SQ 0.872 0.912 0.723
SS 0.885 0.916 0.685
TQ 0.759 0.862 0.675
e-WOM 0.864 0.909 0.715

Furthermore, Fornell and Larker criterion (FLC) was used as suggested by Fornell
and Larcker (1981) to test discriminant validity. Table 3 shows results of discriminant
validity as per proposed criteria showing values of AVE of each variable is higher than
remaining values.

Table 3: FLC.
AA SL SQ SS TQ e-WOM
AA 0.874
SL 0.686 0.874
SQ 0.559 0.715 0.850
SS 0.667 0.742 0.667 0.828
TQ 0.571 0.619 0.579 0.564 0.822
e-WOM 0.573 0.661 0.636 0.630 0.537 0.846

The values of R square were also examined showing the effect of proposed predicting
variables dependent and mediating variables. Results demonstrated that SS and SL are
affected 58% and 63.9% by proposed predicting variables (as per Table 4). Structural
model analysis was carried out through bootstrapping procedure. The significance of
direct, moderating and mediating hypothesis was judged on the basis of t value and
relationship type was assessed through beta value. Table 5 shows the results of direct
and moderating hypothesis.

Table 4: R square.

R-square

SL 0.639

SS 0.580

Table 5: Moderating and Direct Results.

B SD T P Significant

AA ->SS 0.383 0.058 6.623 0.000 Yes
e-WOM x SS -> SL 0.149 0.031 4.791 0.000 Yes
sSQ->SS 0.381 0.060 6.310 0.000 Yes
SS->SL 0.566 0.047 11.959 0.000 Yes
TQ->SS 0.125 0.059 2117 0.017 Yes
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Results in Table 5 and Figure 2 demonstrate that AA has positive influence on SS
(t=6.623), accepting hypothesis, SQ has positive effect on SS (=6.310), supporting
hypothesis, SS has positive influence on SL (t=11.959), supporting hypothesis, and TQ
has positive influence on SS (t=2.117), accepting hypothesis. The moderating hypothesis
is also accepted showing significant moderating role e-WOM on the path of SS and
SL (t=4.791).

Table 6: Mediation Findings.

B SD T P Significant
TQ->SS->SL 0.071 0.034 2.077 0.019 Yes
AA->SS->SL 0.217 0.037 5.876 0.000 Yes
SQ->S8S->SL 0.216 0.041 5.298 0.000 Yes

Table 6 shows the mediating results, demonstrating mediation of SS between TQ
and SL, (t=2.077), between AA and SL (t=5.876), and between SQ and SL (t=5.298).
Thus, all mediating hypotheses are supported.

Figure 2: Structural Model.

5. Discussion

Student loyalty and retention in universities is mainly dependent on the quality of
education. It is important for universities to look for factors that can develop satisfaction
and loyalty among students. Therefore, this research examined the effect of teacher
quality, system quality and academic aspect on student satisfaction and student loyalty.
This research also explored the moderating effect of e-WOM. The results of this research
demonstrate that student satisfaction has positive effect on student loyalty. These
results highlighted the central role of student satisfaction for the success of student
and educational institutions. In case of higher level of student satisfaction, students will
develop long term commitment, emotional attachment and trust towards the educational
institute that will strengthen student loyalty. Student satisfaction reflects overall evaluation
of student of service quality, institutional support and academic experiences. As a result
of this favourable perception, students are encouraged for positive behavioral intention
and continuous enrolment. Students also recommend educational institutes to others in
case of consistent student satisfaction. Therefore, behavioral and attitudinal factors of
student loyalty are reinforced. Furthermore, students’ intention to switch is also reduced
because of student satisfaction which further reinforces student loyalty. The results
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show that regularly monitor and enhancing student satisfaction can achieve sustainable
student loyalty in present competitive educational environment. By focusing on practices
and policies that improve student satisfaction, universities can develop student loyalty
that contributes to long term success of university. This result is similar to the findings
of Dangaiso et al. (2022).

The results also support that teacher quality has positive influence on student
satisfaction (Jiménez-Bucarey et al., 2021). The findings emphasized the important
role of teachers to shape academic experience of students. Teacher quality is reflected
through effective communication, clarity of explanation, teaching competence and subject
knowledge that directly impacts student satisfaction positively. In case of consistent
high level of teacher quality, students will feel more confident in terms of their learning
outcomes, which will strengthen student satisfaction. Furthermore, teacher quality plays
key role in meaningful academic interaction, timely feedback and assessment practices,
all of these enhance student satisfaction. The results indicate that higher level of teacher
quality led to higher level of student satisfaction, as student image greater value for
the educational experience. Therefore, teacher quality is important strategic factor that
aims to enhance student satisfaction. Universities can improve and sustain student
satisfaction by continuous evaluation and professional development of teacher quality.

The findings also revealed that system quality has positive influence on student
satisfaction as demonstrated by Alksasbeh et al. (2019). These results underscore the
importance of reliable and efficient institutional systems in higher education. System
quality shows the technical reliability, ease of use, accessibility and effectiveness of
administrative and academic platforms that support learning activities of students. In
case of high system quality, students experience fewer disruptions in communication
channels, online assessments, learning management systems and course registration,
that directly enhances student satisfaction. Students are enabled to have timely access
to support services, learning resources, and academic information, that allows students
to manage their academic responsibilities in effective manner. Moreover, consistent
system quality minimizes uncertainty and frustration, therefore overall perception of
students in terms of professionalism and competence of institute is improved. The findings
also suggest that system quality is very important factor for educational institutions,
therefore they should invest on regular basis to improve system quality to strengthen
student satisfaction.

Findings also demonstrated that academic aspects have significant effect on student
satisfaction as revealed by Qureshi et al. (2021). Findings indicate that academic elements
are key student evaluation regarding educational quality. Academic aspects include
assessment transparency, learning outcomes, course structure and curriculum relevance,
shape the way students perceive the value of their academic journey. It is important to
mention that when academic aspects are aligned with career goals and expectations of
students, students develop a sense of achievement and purpose, that later enhances
student satisfaction. Additionally, academic aspects play key role to encourage active
participation and promote intellectual engagement in process of learning, that leads to
higher student satisfaction. The effectiveness of academic aspects lies in programs and
courses because predictable academic standards develop confidence among students.
The results also imply that refinement and continuous review of academic aspects are
important to improve student satisfaction. Universities can sustain positive perception
among students by giving priority to strong academic aspects.
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The results also support the mediating effect of student satisfaction between teacher
quality and student loyalty. High level of teacher quality is reflected through supportive
behavior, communication skills, pedagogical competence and subject knowledge of
teacher that will positively influence academic experience of students. When students
assume teachers as engaging and competent, their level of satisfaction with university
increases. In turn, this enhanced satisfaction strengthens commitment and emotional
attachment to the higher education institute that later leads to higher level of student
loyalty. Therefore, teacher quality does not create student loyalty, in fact it develops
student loyalty through student satisfaction, showing important role of student satisfaction.

Study findings support the mediating role of student satisfaction between system
quality and student loyalty. System quality expresses responsiveness, accessibility,
usability, and reliability of administrative and academic systems shaping daily interaction
of students with university. When these systems function consistently and efficiently
with purpose to meet expectations of students, they develop supportive and smooth
learning environment. As a result of such positive experience, student satisfaction is
enhanced that subsequently encourages long term loyalty of students. Thus, system
quality develops student loyalty mainly by enhancing student satisfaction.

Results confirm the mediating effect of student satisfaction among academic aspects
and student loyalty. These findings assure that student satisfaction is one of important
bridges between academic aspects and student loyalty. Academic aspects in the form of
academic support services, assessment practices, teaching effectiveness, and curriculum
structure shape the perception and learning experience of students. When these
academic elements are aligned with academic needs and students’ expectations, they
generate student satisfaction. Subsequently, this satisfaction is translated into advocacy
behavior, willingness to continue studies and stronger institutional attachment. Therefore,
academic aspect generates student loyalty indirectly through student satisfaction. These
mediating results are aligned to the findings of Alshammari and Babu (2025).

Findings of present study also confirms the positive moderating role of e-WOM on
the path of student satisfaction and student loyalty as discussed by Liao et al. (2022).
Positive e-WOM provides strength to the relationship of student satisfaction and student
loyalty by reinforcing positive perception through peer recommendations, social media
interactions and online reviews. When students are exposed to credible and supportive
e-WOM, their service and academic experiences are positively interpreted by students,
developing student satisfaction. Furthermore, continuous exposure of e-WOM plays
important role to minimize uncertainty about quality of university and validate their
choice. Thus, e-WOM not only shows satisfaction of students, but also provides strength
to it. Results emphasize that e-WOM is important factor to strengthening relationship
between students’ satisfaction and student loyalty.

5.1. Limitations and Recommendations

This section highlights few limitations and recommendations in terms of these
limitations. This study discusses student loyalty as composite variable. Whereas some
of the studies have discussed loyalty from the perspective of attitudinal and behavioral
loyalty. Therefore, it is recommended that future studies may discuss student loyalty
from these perspectives. Moreover, student satisfaction is discussed as mediating
variable. It is proposed to assess it as moderate variable on the path of independent
variable and mediating variable. Furthermore, teacher quality is highlighted in this study
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as independent variable. It will be interesting to evaluate the role of teaching quality
which is more wholistic concept.

Additionally, present study explored moderating role of e-WOM that shows the
recommendations through digital means. It is recommended that studies may use WOM
as simple concept to evaluate recommendations through regular methods. Moreover, this
study used Smart PLS 4 for the analysis of data. Studies in future may use AMOS as the
tool for analysis of collected data. In the end, student loyalty of university students was
examined in this study. Future studies may assess loyalty of primary students in future.

5.2. Theoretical and Managerial Contribution

Present study adds to the body of knowledge from the managerial and theoretical
perspective. In terms of theoretical contribution, present study highlights the importance
of e-WOM to strengthen student satisfaction and loyalty. Study also adds to the body of
knowledge by evaluating teacher quality as important antecedent of student satisfaction.
Study also bridges the gap of limited studies shedding light on the role of system quality
to develop satisfaction among students. In terms of managerial contribution, present
research shows the importance of quality of teachers in terms of their skills and knowledge
to enhance student satisfaction. Furthermore, IT based systems also play key role to
keep students engaged and loyal to universities.
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