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Abstract 
The study explores the impact of user experience on student expectancy in Chat GPT, emphasizing the mediating role of 
student engagement. Targeting students in higher education in India, aged 18-30 years, the data was gathered from 234 
participants through a structured questionnaire employing convenience sampling. The questionnaire comprised two sections: 
demographic profiles and variables such as Perceived Usefulness, Facilitating Conditions, Content & Navigation, Expectancy, 
and Student Engagement in the AI chat bot. Analysis revealed significant correlations among these variables, indicating that 
perceived usage, facilitating conditions, and content & navigation positively affect expectancy in Chat GPT. Regression analysis 
underscored the predictive influence of these factors on expectancy. In addition, student engagement was identified as a 
mediator in the relationship between user experience and expectancy. The study highlights the importance of enhancing user 
experience and engagement to boost students' expectations and satisfaction with the educational chat bot. Recommendations 
are for a collaborative effort by the key stakeholders in developing new functionalities within a supportive framework for 
responsible use, content creation and digital competency enhancement, while preserving the spirit of integrity, critical 
thinking and innovation among students. This research contributes to the expanding field of AI in education, providing valuable 
insights for developers, educators, and institutions aiming to optimize AI chat bots for better educational outcomes. 

(Keywords: AI Chat bots, User Experience, Student Engagement, Educational Technology, Expectancy in Chat GPT) 

INTRODUCTION 
The 21st century, with innovation and sustainable development as key watchwords, is regarded as an 
epoch of digital transformation and disruption, manifested globally. In accordance with these, experts 
demand a disruptive change in Education system which must embrace a teaching and learning 
approach, to enable learners master skill to interact with and within the digital society.  Artificial 
intelligence (AI) is the latest disruptive technology which is getting effectively integrated to the 
education sector especially in higher education, which is revolutionising the learning experience, 
offering personalised learning, redesigning learning methodology, and optimising administrative 
work. The challenge here is to maintain good learning outcomes by creating learning platforms that 
cater to student expectations by providing a learning environment which can guarantee student 
enthusiasm and engagement.  
Education, nowadays, has become more flexible and accessible online. E-Learning has revolutionised 
the traditional classroom learning to a more effective and interactive learning experience to students 
and education is, thus changing in content, design and delivery. Al has been successfully deployed in 
educational arena to face a major challenge in E learning i.e. maintaining good student learning 
outcomes. Chat GPT, which is natural language-based AI chat Bot, can understand and process human 
language. With Chat GPT, students can communicate like talking to peers, seek help and explanation 
on learning materials and get instant feedback (Wang et al 2023). Thus, Chat GPT by creating a 
supportive learning environment which is interactive as well as engaging to the students, enriches 
their understanding and is instrumental in maintaining good learning outcomes. The present study 
shows how the user experience of the Gen AI platform, as Chat GPT in the form of perceived 
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usefulness, facilitating conditions and ease of use positively influence learning expectations and 
creates increased student engagement in learning outcomes. 
OBJECTIVES 

➢ To examine the influence of user experience on student expectancy in ChatGPT 
➢ To investigate the mediating effect of student engagement in the association between user 

experience and student expectancy in ChatGPT 
LITERATURE REVIEW 
UN SDG4 envisages quality education through innovative, interactive and inclusive education content, 
giving lifelong learning opportunities for all (Rane N,2023). Artificial Intelligence (AI) has been 
leveraged to provide quality education through intelligent, personalised and adaptive learning 
systems, making it a powerful tool globally- recognised by UN for the achievement of Global Goals. 
AI, being integral to Industry 4.0, is set to trigger fourth revolution in Education, (Fakri, et al, 2024). 
In education, AI has been accorded ‘Strategic Value’, (Seldon &Abidoye ,2018). Generative AI (Gen 
AI) is a specific subarea of AI that employs programs to operate on large data sets, to identify patterns 
and then generate new works of text, imagery, video, and even computer code based on the 
instructions- ‘prompts’ given. Gen AI because of this potential to generate ‘human like output’ has 
been now effectively integrated in the educational field, globally (Chan etal,2023). Generative 
models like Chat GPT with its capability to generate human like text is a cutting-edge development 
in the domain of AI (Lund, 2023).  
Chat GPT, a conversational system engineered by Open AI- introduced in the year 2022, has 
revolutionised the use of AI in higher education (Hu,2023). Chat GPT is an AI based a conversational 
Chat bot (Dempere etal, 2023). This chat bot has been ‘pretrained’ on massive text data to generate 
human like output for wide range of textual inputs. ChatGPT can enhance student learning in higher 
education by providing personalized and interactive experiences, facilitating access to information, 
assisting with writing, and improving linguistic skills (Achour etal,2024). (Samala et al), in their 2024 
study on ‘Chat GPT- Pros and Cons in Education’ maintained that ChatGPT can play a significant role 
in higher education by providing personalized tutoring and assistance, encouraging active learning 
and creative thinking, improving students' academic skills, and creating customized learning 
pathways to support both students and educators. Potential benefits include its ability to generate 
human-like responses and adapt to the user's language, making it an effective tool for personalized 
learning. (Graefen,2024).  
‘User acceptance is key to successful uptake of technological innovations’ (Davis, 1989) and the 
students, who are most beneficiary of these educational innovation like Chat GPT, are no exception. 
This user/student acceptance stems from the user/student experience on the perceived use, ease of 
use, facilitating conditions and value of these technologies in the learning environment. Chan, C.K., 
& Hu W. (2023) in their study among University Students observed that the students have a positive 
attitude towards Chat GPT, favouring its active integration in higher education because of the 
potential benefits in the form of ‘personalized learning support, writing and brainstorming assistance, 
and research and analysis capabilities’. The manner the students perceive Chat GPT in their learning 
scenario, their views, their concerns, and experiences will impact their eagerness to use as well as 
its integration in their learning practices, (Chan et al, 2023). (Fakhri et al, 2024) in their exploratory 
study among higher education students on Gen AI Tools maintained students’ perception and attitude 
towards Chat GPT, the reliability and satisfaction derived from using it, played a crucial role in 
achieving learning objectives or outcomes. The student perception of the learning environment 
(curriculum content, learning resources, student support services), their competencies and the 
methodology of teaching impact significantly their approach to learning and naturally their learning 
outcomes (Biggs, 1999,2011). (Boubker, O. 2023) in his study in Moroccan HEIs found   that the 
perceived usefulness of ChatGPT, which is influenced by factors like output quality, perceived ease 
of use, positively influences ChatGPT use and student satisfaction, leading to enhanced individual 
impact, which could be interpreted as increased student engagement and motivation to use the 
learning tool. 
Perceived Usefulness 
Walczak, K., & Cellary, W., (2023) maintained that students have widely adopted generative AI tools 
like ChatGPT, primarily for purposes like problem-solving, information search, and programming.  
‘Personalized learning support, writing and brainstorming assistance, and research and analysis were 
regarded as potential benefits’ among university students (Chan et al,2023). Abilities like 
summarization, text/code generation, and answering questions on expert topics, which can impact 
learning and instructions were perceived as useful by (Laato, S., et al., 2023). The perceived 
usefulness of Generative AI in education includes its ability to enable personalized learning 
experiences, create engaging and interactive content, foster 21st-century skills, and provide adaptive 
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assessments that are more accurate and less anxiety-inducing for students (Kadaruddin, K. 2023). 
The use of GenAI for various purposes in education, such as generating questions and assignments, 
aiding in self-learning, and creating administrative documents. The potential for GenAI to enhance 
the efficiency of the writing process by providing alternative responses and simplifying the 
brainstorming phase (Yeralan, S.N., & Lee, L.A. 2023). 
Facilitating Conditions 
Addressing students' concerns, tailoring GenAI technologies to student needs, developing guidelines 
and strategies for responsible implementation, and promoting effective learning outcomes are 
necessary for creating an environment to promote AI introduction as per (Chan & Hu 2023) .(Bahroun, 
Z., et al., 2023) identified transparent GAI models unbiased, responsible, ethical and promoting 
interdisciplinary approach as the facilitating conditions in education. (Nikolopoulou, K. 2024) argued 
that initiative must be made to provide appropriate training and support for students and educators 
to understand AI tools, interpret outputs, and use them ethically. The study by Bobula highlighted 
support and training to academic staff to ensure their AI readiness and ability to adapt to 
technological changes and provision of sufficient resources and autonomy for educators to implement 
the necessary changes. Bobula, M. (2024) identified personalized learning experiences, task 
automation and intelligent content creation, adaptive access and intelligent tutoring as key 
facilitating conditions for the introduction of generative AI in higher education. 
Ease of Use-Navigation and Content 
(Klayklung, P et al., 2023) found that ChatGPT can enhance the "content and navigation" and "ease 
of use" of the learning experience by providing personalized and interactive conversations, 
facilitating meaningful interactions between students and the system, assisting with administrative 
tasks to allow more personalized educator-student interactions, and serving as a tool for remote 
learning to provide access to educational resources outside of traditional classrooms. In a study 
(Hamid, H et al. 2023) observed that ChatGPT highly impacted group motivation through collaboration 
and engagement of members though some students raised concerns over reliability and dependability 
of information provided. Murad, I. A et al., (2023) identified ChatGPT's content and navigation, which 
contribute to its ease of use, include its accessibility, personalized interactions, conversational 
structure, and economic viability. Both students and educators can benefit from ChatGPT's utility in 
various educational tasks such as crafting course frameworks, generating subject-specific materials, 
composing essays, and navigating complex problems. 
Student Engagement 
In the ‘Handbook of Research on Student Engagement’, (Christenson et al 2012) maintained that 
‘student engagement refers to students’ active involvement in educationally effective practises and 
their commitment to educational goals which is an essential pathway to highly valued educational 
achievement’. (Reev,2013) explored the four interrelated dimensions of behavioural, emotional, 
cognitive and agentic engagement which corresponds to involvement of student in learning activities, 
mental effort to complete tasks, students’ feelings towards learning environment and act of taking 
initiative by the student respectively. A learning environment supportive of these dimensions 
especially agentic can create a more supportive environment that can energize students for a more 
active and succour student engagement (Chiu ,2021). The presence of ChatGPT adds interest to 
studying by providing fast and easy access to information and also facilitates learning through the 
exchange of ideas and group discussions (Al Yakin et al 2023). 
THEORETICAL FRAMEWORK 
Theory of Planned Behaviour (TPB) 
(Ajzen, 1991)in his explanation of the Theory of Planned Behavior maintained that  ‘attitudes , 
subjective norms and perceived behavioural control’ are three main factors that influence 
behavioural intensions which in turn determine behaviour of an individual. ‘An individual's positive 
or negative evaluations of performing a behavior’ is attitude. ‘Perceptions of social pressures and 
expectations’ develop subjective norms. Belief on personal ability and presence of facilitating or 
inhibiting factors affecting behavior is reflected in perceived behavioural control. In the area of AI 
integration in education, TPB suggests that students' engagement with course materials and activities 
(such as online platforms or educational apps) can be predicted by their attitudes towards these 
tools, perceived social pressures to use them, and their confidence in using such technologies 
effectively (Ajzen, 1991). 
Technology Acceptance Model (TAM) 
As maintained by (Davis, 1989) The Technology Acceptance Model, ‘perceived usefulness (PU) and 
perceived ease of use (PEOU) are key determinants of users' attitudes towards and intentions to use 
technology’. The extent to which an individual believes their performance and productivity can be 
enhanced by the use of a particular technology is PU or perceived usefulness, while the degree to 
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which an individual believes that using technology will be ‘free from effort is PEOU. According to TAM 
these beliefs or perception, affects actual usage behavior. In educational contexts, TAM has been 
used to understand students' engagement with digital learning platforms and tools, where PU and 
PEOU are associated with increased engagement and adoption of educational technologies (Davis, 
1989). 
CONCEPTUAL FRAMEWORK AND HYPOTHESIS 
The construct of this study highlights the role of User Experience in Chat GPT, as determined by 
Perceived Usefulness, Ease of Use (content and navigation) and Facilitating Conditions, in enhancing 
the student expectancy to fulfil their learning outcomes, by directly or indirectly influencing the 
degree of student engagement. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1: Conceptual Model 
Hypothesis 
H1: Perceived Usefulness has a significant and positive influence on student expectancy in Chat GPT. 
H2: Facilitating Conditions have a significant and positive influence on student expectancy in Chat 
GPT. 
H3: Content and Navigation has a significant and positive influence on expectancy in Chat GPT. 
H4: Student Engagement mediates the relationship between User Experience and Expectancy in Chat 
GPT. 
METHODOLOGY 
Sample and Data Collection 
This study targeted individuals aged 18-30 years to investigate their perceptions and interactions 
with AI chatbots. A total of 234 responses were gathered using a structured questionnaire. 
Convenience sampling was employed to select participants, ensuring a diverse representation within 
the target age group.  
The questionnaire used in this study has two main parts. The first part collected demographic data, 
including respondents' gender, age, education level, field of study, frequency of ChatGPT usage, 
primary purpose for using ChatGPT, how they became aware of ChatGPT, access to technology, and 
overall experience with AI. The second part focused on assessing several constructs: Perceived 
Usefulness in AI Chatbot (5 questions), Facilitating Conditions in AI Chatbot (4 questions), Content & 
Navigation (Ease of Use) in AI Chatbot (6 questions), Expectancy in AI Chatbot (Dependent Variable) 
(4 questions), and Student Engagement in AI Chatbot. The questions were adapted from the study by 
Ni and Cheung (2023). 
Data Analysis 
Various statistical techniques were used to analyse the data collected to study the relationships 
between the variables and their impact on expectancy in chatbots. Descriptive statistics provided an 
overview of the demographic profile and usage patterns of the respondents. Correlation analysis 
examined the associations between Perceived Usage, Facilitating Conditions, Content & Navigation, 
Expectancy in Chatbot, and Student Engagement. Regression analysis was employed to assess the 
predictive power of these variables on Expectancy in Chatbot. 
Statistical Tools 
The analysis was performed using SPSS software. Cronbach's alpha was used to assess the reliability 
of the scales. Pearson correlation coefficients were used to explore the relationships between 

Perceived Usefulness  

Facilitating Conditions  

Content & Navigation 

(Ease of Use)  

Expectancy In Chat GpT 

Student Engagement 
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variables. Multiple regression analysis was conducted to test the hypotheses and to understand the 
direct and indirect effects of the independent variables on the dependent variable. 

Table 1: Reliability Statistics 

Variable Cronbach's Alpha No of Items 

Perceived Usefulness 
0.874 4 

Facilitating Conditions 0.842 4 

Content and Navigation 0.871 6 

Expectancy 0.856 4 

Student Engagement 0.825 5 

 
RESULTS 
Demographic Characteristics of Respondents  
The study surveyed respondents aged 18-30 from Kerala, capturing key demographic details such as 
gender distribution, educational backgrounds, and employment status. It also assessed other 
variables to study the user experience. 

Table 2: Demographic Profile 

Demographic Variables   No. of Respondents Percentage 

Gender Male 153 65.4 

 Female 81 34.6 

Age 18-30 234 100 

Education High School 50 21.1 

 Graduate  152 65 

 Post Graduate  32 13.7 

Field of Study Science 30 12.8 

 Technology 76 32.5 

 Engineering 4 1.7 

 Humanities 2 0.9 

 Social Sciences 2 0.9 

 Business 110 47 

 Other 10 4.3 

Frequency of ChatGPT Usage Daily 40 17.1 

 
Weekly 76 32.5 

 
Monthly 28 12.0 

 
Rarely 68 29.1 

 
Never 22 9.4 

 
Total 234 100.0 

Primary Purpose of Using Chat GPT 
Academic 
Learning 

114 48.7 

 

Professional 
Development 

46 19.7 

 
Personal Interest 34 14.5 

 
Research 26 11.1 

 
Other 14 6.0 

How did you learn about Chat GPT 

School/College 56 23.9 

 
Work 14 6.0 

 
Online Resources 94 40.2 

 
Friends/Family 56 23.9 
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Others 14 6.0 

Do you have access to technology Yes 224 95.7 

 
No 10 4.3 

Rate your overall experience using AI 
Very 
Uncomfortable 

30 12.8 

 
Uncomfortable 6 2.6 

 
Comfortable 132 56.4 

  
Very Comfortable 66 28.2 

Note: Sample Size N = 234 
The demographic profile of the 234 respondents highlights a diverse group in terms of gender, 
education, field of study, and ChatGPT usage. The sample includes 65.4% males and 34.6% females, 
all aged between 18-30 years. Educationally, the majority are graduates (65%), followed by those 
with a high school diploma (21.1%) and postgraduates (13.7%). The respondents come from various 
fields, with significant representation from business (47%) and technology (32.5%). Regarding 
ChatGPT usage frequency, 17.1% use it daily, 32.5% weekly, 12% monthly, and 29.1% rarely, while 
9.4% have never used it. The primary reasons for using ChatGPT are academic learning (48.7%), 
professional development (19.7%), personal interest (14.5%), research (11.1%), and other purposes 
(6%). Most respondents discovered ChatGPT through online resources (40.2%), school/college (23.9%), 
and friends/family (23.9%). Access to technology is widespread, with 95.7% having access. The overall 
experience with AI is generally positive, with 56.4% feeling comfortable and 28.2% very comfortable 
using AI technologies like ChatGPT, while 12.8% feel very uncomfortable and 2.6% uncomfortable. 
This demographic data provides a comprehensive overview of the respondents, indicating a well-
educated and tech-savvy group, largely comfortable with using AI tools for various purposes. 
Correlation Analysis 

Table 3: Correlations Between Variables 

Variables 
Perceived 
Usage 

Facilitating 
Conditions 

Content and 
Navigation 

Expectancy 
in Chatbot 

Student 
Engagement  

Perceived Usage 1       
Facilitating 
Conditions .780** 1      
Content and 
Navigation .738** .837** 1     
Expectancy in 
Chatbot .501** .502** .611** 1    
Student 
Engagement .558** .576** .578** .533** 1   

** Correlation is significant at the 0.01 level (2-tailed).     
 
Table 3 shows the correlation coefficients between Perceived Usage, Facilitating Conditions, Content 
and Navigation, Expectancy in Chatbot, and Student Engagement. All correlations are significant at 
the 0.01 level, demonstrating strong relationships among the variables. Perceived Usage is strongly 
correlated with Facilitating Conditions (r = .780) and Content and Navigation (r = .738). Facilitating 
Conditions are also highly correlated with Content and Navigation (r = .837). Expectancy in Chatbot 
has moderate correlations with Perceived Usage (r = .501), Facilitating Conditions (r = .502), and 
Content and Navigation (r = .611). Additionally, Student Engagement is significantly positively 
correlated with all variables: Perceived Usage (r = .558), Facilitating Conditions (r = .576), Content 
and Navigation (r = .578), and Expectancy in Chatbot (r = .533). These findings suggest that higher 
perceived usage, better facilitating conditions, and improved content and navigation are associated 
with higher expectancy in chatbots and greater student engagement, underscoring the 
interconnectedness of these factors in enhancing engagement with educational chatbots. (Venkatesh 
et al. 2003) found that perceived ease of use and facilitating conditions significantly influence users' 
behavioral intentions to use technology, which aligns with the strong correlations observed between 
Perceived Usage and Facilitating Conditions. In addition, Almarashdeh et al.( 2011) demonstrated 
that content quality and navigation ease are critical for user satisfaction and continued use of e-
learning systems, supporting the strong relationship between Content and Navigation and other 
variables.   
Regression Analysis 
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Table 4: Regression Analysis 

Model 

Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 

Model Summary ANOVA 

B 
Std. 
Error Beta R R Square 

F 
Value Sig. 

(Constant) 4.481 1.173 
 

3.820 0.000 .617a 0.381 47.128 .000b 

Perceived 
Usage 

0.258 0.099 0.222 2.593 0.010 

    
Facilitating 
Conditions 

0.248 0.139 0.189 1.790 0.075 

    
Content & 
Navigation 

0.230 0.088 0.256 2.608 0.010 
        

 

Table 5: Hypothesis Testing  

   

     

  Impact 

Variables   
Beta 
Coefficients p- value 

Hypothesis 
Support 

 Expectancy in chatbot 0.222 0.010 

H1 is accepted Perceived Usage   (p < 0.05) 

 Expectancy in chatbot 0.189 0.075 

H2 is rejected Facilitating Conditions   (p >0.05) 

 Expectancy in chatbot 0.256 0.010 

H3 is accepted Content & Navigation     (p < 0.05) 

 
Table 4 shows the regression analysis results, illustrating the relationships between Perceived Usage, 
Facilitating Conditions, Content & Navigation, and Expectancy in Chatbot. The model accounts for 
38.1% of the variance in Expectancy in Chatbot (R² = 0.381) and is statistically significant (F = 47.128, 
p < 0.001). Significant positive effects are observed for Perceived Usage (β = 0.222, p = 0.010) and 
Content & Navigation (β = 0.256, p = 0.010). However, Facilitating Conditions (β = 0.189, p = 0.075) 
do not show a significant effect. 
Table 5 details the hypothesis testing results. Hypothesis H1, which proposes that Perceived Usage 
positively affects Expectancy in Chatbot, is supported (β = 0.222, p < 0.05). Hypothesis H2, suggesting 
that Facilitating Conditions positively affect Expectancy in Chatbot, is rejected (β = 0.189, p > 0.05). 
Hypothesis H3, asserting that Content & Navigation positively affect Expectancy in Chatbot, is 
supported (β = 0.256, p < 0.05). These results highlight the significance of perceived usage and 
content quality in enhancing user expectancy in chatbots. (Davis 1989) highlighted the significance 
of perceived usefulness and ease of use in technology acceptance, which aligns with the positive 
impact of Perceived Usage and Content & Navigation on Expectancy in Chatbot. The role of user-
friendly technology and supportive content in promoting user engagement and positive expectancy 
is well-documented in studies on educational technology and user experience (Fredricks, Blumenfeld, 
& Paris, 2004). 
Mediation analysis using Hayes PROCESS macro 

Table 6: Direct Effects of AI Features on Expectancy in Chatbot 
through Student Engagement    

      

Predictor Bias Outcome Variable 
Direct Effect 
(β) 

LLCI 
(Direct) 

ULCI 
(Direct) 

p-value 
(Direct) 

Perceived Usage Expectancy in chatbot 0.2929 0.1677 0.4181 <.0001 

Facilitating Conditions Expectancy in chatbot 0.3272 0.1832 0.4711 <.0001 

Content& Navigation Expectancy in chatbot 0.3498 0.2572 0.4425 <.0001 
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Table 7: Indirect Effects of AI Features on Expectancy in Chatbot through Student     
Engagement  

      

Predictor Bias Outcome Variable 
Indirect Effect 
(β) 

LLCI 
(Indirect
) 

ULCI 
(Indirect) 

p-value 
(Indirect) 

Perceived Usage Expectancy in chatbot 0.2029 0.1169 0.3016 <.0001 

Facilitating Conditions Expectancy in chatbot 0.2346 0.1357 0.3422 <.0001 

Content& Navigation Expectancy in chatbot 0.1194 0.0553 0.1967 <.0001 

 
Table 6 presents the direct and indirect effects of AI features on the expectancy of chatbots, 
considering the role of student engagement. The direct effects show that Perceived Usage (β = 
0.2929, p < 0.0001), Facilitating Conditions (β = 0.3272, p < 0.0001), and Content & Navigation (β = 
0.3498, p < 0.0001) have significant positive impacts on Expectancy in Chatbot. The lower and upper 
limits of the confidence intervals (LLCI and ULCI) for these direct effects do not include zero, which 
confirms their significance. 
In terms of indirect effects mediated through Student Engagement, Perceived Usage (β = 0.2029, p < 
0.0001), Facilitating Conditions (β = 0.2346, p < 0.0001), and Content & Navigation (β = 0.1194, p < 
0.0001) also show significant positive impacts on Expectancy in Chatbot. The confidence intervals for 
these indirect effects further support their significance. These findings underscore the importance 
of AI feature perceptions in shaping users' expectations of chatbots both directly and indirectly by 
enhancing student engagement. These results are in alignment with the previous studies of (Alalwan 
et al. 2020), (Sun and Teng 2021), and (Cherer, Siddiq, and Tondeur 2019). 
DISCUSSION 
This study provides essential insights into how students in higher education (18-30 years) interact 
with AI chatbots like ChatGPT, substantiating the role of User Experience in the form of perceived 
usefulness, facilitating conditions, and ease of content navigation in shaping student expectations 
and engagement. The significant positive effect of perceived usefulness on expectancy in chatbots 
(β = 0.222, p = 0.010) aligns with findings by (Hsiao and Chen 2015) and (Alalwan et al. 2018), which 
underscore the critical role of perceived benefits in technology acceptance. Although facilitating 
conditions positively correlate with expectancy, the regression analysis reveals no significant direct 
effect (β = 0.189, p = 0.075). However, its significant indirect effect through student engagement (β 
= 0.2346, p < 0.0001) highlights the importance of a supportive environment, as noted by (Zhou et 
al. 2019) and (Venkatesh et al. 2016). Ease of use, assessed through content and navigation, 
significantly predicts expectancy (β = 0.256, p = 0.010), supporting the findings of (Hwang and Chang 
2021) and (O'Brien and Toms 2015), which emphasize the impact of usability on user satisfaction. The 
significant indirect effects of perceived usefulness (β = 0.2029, p < 0.0001), facilitating conditions (β 
= 0.2346, p < 0.0001), and ease of use (β = 0.1194, p < 0.0001) on expectancy through student 
engagement are consistent with studies by (Bond et al. 2020) and (Henrie et al. 2015), indicating that 
engaged users are more likely to develop positive expectations towards AI chatbots. These findings 
underscore the interconnectedness of these factors in enhancing user engagement and expectancy 
in AI technologies. 
CONCLUSION 
This study highlights the impact of user experience on expectations related to ChatGPT, particularly 
among students aged 18-30 years. The findings reveal that perceived usefulness, facilitating 
conditions, and ease of content and navigation are pivotal in shaping users' expectations and 
satisfaction with ChatGPT. The study emphasizes the need to meet users' changing needs and improve 
their educational experiences These insights suggest that enhancing the overall user experience is 
the key to increased expectations and consequent student engagement in such AI driven chatbots 
like Chat GPT. With the student engagement playing a mediating role in the relationship between 
user experience and expectancy, the necessity is for a highly ‘engaging’ AI chatbot- reliable, 
personalised and well-integrated to future academic requirements. This necessitates the 
development of student engagement strategies from the perspectives of four key stakeholders: 
developers, administrators, teachers, and students (Liu et al,2023). Developers must be up breast on 
transitions in higher educations field with the challenges, it carries to students and the student 
expectations from such chatbots in resolving those bottlenecks. Such cognizance will sustain ongoing 
improvements in chatbot interfaces and functionalities to provide quality content, customised and 
reliable responses, which is easily accessible and economical on a highly user-friendly interface. On 
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the part of administrators, and institutions, the need is to develop policies and guidelines for Gen AI 
integration for ensuring reliability and responsible use of AI technologies, assuring supportive  
attitudes and satisfaction, and encouraging digital competency enhancement, to improve learning 
outcomes  (Chan, C.K., & Lee, K.K. 2023) Teachers can enrich their teaching methods and content 
by using various types of AI, thus creating more opportunities and possibilities for innovation in the 
education sector, Yu et al,(2024). Students can experience a richer, higher-quality learning 
experience, provided they develop the required digital literacy to harness these learning resources, 
preserving at the same time, the spirit of integrity, critical thinking and innovation. The collaborative 
efforts of these stakeholders can create a new horizon in higher education harnessing the power of 
AI, Chat GPT. 
RECOMMENDATIONS 
AI Chatbots can empower students but the empowerment comes at a price (Dai et al ,2023). The 
issue of integrity and reliability in using such chatbots have been raised by many researchers along 
with concern on its adverse impact on critical thinking of the students and their innovative 
aspirations. However, a collaborative effort on the part of stakeholders in creating and maintain a 
learning environment which promotes judicious use of such technologies for academic progression 
can offer a solution to this concern. This study has focussed on perceived usefulness, facilitating 
conditions, and ease of content and navigation as determinants of user experiences based on 
exposure of population under study. However, some research studies have pointed out content 
quality, frequency of use and competence of user (Stamate, A. N., et al 2021) (Fakhri etal, 2024) 
(McCoy et al 2020) influencing user expectations which might pave way for future research, with 
advanced versions of Chat GPT on roll. Future research should continue exploring these areas and 
long-term effects of AI integration in providing quality education. 
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