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Abstract 

The rapid emergence of Generative Artificial Intelligence (GenAI) is reshaping how students seek 
academic help. While much research has focused on AI as a stand-alone support, its influence on 
students’ choices among a broader range of support options remains less understood. This study 
investigates the factors influencing students’ help sources selection in a learning environment where 

GenAI tools are readily available. Using a convergent mixed-methods approach, this research surveyed 
52 postgraduate computing and information systems students and conducted interviews with seven 
students to capture both patterns and reasoning. The study is theoretically grounded in Giblin et al.’s 
Source Selection Model, the Unified Theory of Acceptance and Use of Technology 2 (UTAUT2), and 
Cognitive Load Theory (CLT). Findings show that while traditional factors like accessibility, availability, 
and quality remain important, their meanings are evolving in the context of GenAI. In addition, three 

new dimensions emerged: habitual use, concerns about dependency, and the desire to minimize 
cognitive effort. Together, these factors help explain students’ preference for GenAI, which were valued 

for their immediacy, personalized responses, and streamlined cognitive demands. At the same time, 
students approached GenAI cautiously, reflecting its dual role as both an attractive and a potentially 
problematic support option. This research extends existing models of help source selection to account 
for the specific dynamics of GenAI, highlighting both its appeal and its risks as an academic support, 
and underscoring the need for institutions to equip students with AI-era information literacy to ensure 

critical and reflective use of academic support. 
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