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Abstract

The study aimed at exploring staff perceptions of ESS acceptance and use of ESS and to examine how
these perceptions influence human resource Efficiency in Tanzania public institutions. Three theories
were applied, the Technology Acceptance Model explains perceived use-fulness and perceived ease of
use. The Unified Theory of Acceptance and Use of Technology (UTUT) clarifies facilitating conditions
and trust, which are not addressed by TAM. The Resource Based View (RBV) explains how ESS
contributes to HR efficiency, which also fall outside TAM and UTAUT. Using an interpretivist philosophy
and phenomenological design, data were collected through voluntary verbal consent to continue semi-
structured interviews with 15 HR officers and employees and two focus group discussions involving
eight participants via platforms, including the HR platform, giving a total of 23 participants. Thematic
analysis revealed that ESS improves acceptance and use when it simplifies leave processing, salary access,
and performance information. Ease of use was influenced by intuitive design and digital skills, while
system errors, connectivity problems and limited ICT competence reduced adoption. Facilitating
conditions and trust strongly shaped continued use, and ESS contributed to improved performance
outcomes despite persistent implementation challenges. This study offers theoretically contribution by
demonstrating the combined value of TAM, UTAUT and RBV in explaining how individual perceptions,
contextual support and organisational resources jointly determine HR efficiency outcomes.

Keywords: Employee Self-Service, HR Performance outcome, Technology Acceptance, Perceived
Usefulness, Ease of Use

1.0 INTRODUCTION

Human resource efficiency in Tanzania’s public sector remains a persistent challenge despite
significant investment in digital transformation initiatives such as the Employee Self-Service (ESS)
portals under the Human Capital Management Information System (HCMIS) (PO-PSMGG, 2021).
Human resource efficiency in this study refers to how effectively HR tasks are completed as a
result of employees accepting and using the ESS portal. ESS was introduced to streamline HR
processes, enhance transparency, and reduce administrative burdens by allowing employees to
manage personal records, apply for leave, access salary slips, and track performance online (eGA,
2022). However, the expected improvements in HR efficiency have not been fully realized. Recent
national assessments indicate that although ESS is accessible in most ministries, departments, and
agencies and in over 85 percent of local government authorities, regular usage among employees
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remains below 50 percent (World Bank, 2023). Many employees continue to experience delays
in approvals, inconsistent data updates, and difficulties accessing services due to limited ICT
literacy, with between 40 and 55 percent of public servants requiring assistance to navigate digital
HR systems (NBS, 2022; ILO, 2022). Unreliable internet connectivity further restricts system use,
as almost half of government offices experience frequent network instability during working
hours, while technical support remains uneven across institutions (eGA, 2022). The inconsistent
acceptance and effective use of ESS portals have therefore undermined the government’s efforts
to achieve a responsive, transparent, and efficient public service. HR efficiency in public
institutions explains the extent to which government institutions effectively utilize their human
resources, including employees, time, and systems, to deliver services and achieve organizational
goals with minimal waste of time, effort, and cost. Guided by the Technology Acceptance Model
(TAM), the Unified Theory of Acceptance and Use of Technology (UTAUT), and the Resource-
Based View (RBV), the study investigates four core themes: perceived usefulness, perceived ease
of use, facilitating conditions and trust, and the perceived impact of ESS on HR efficiency.

For example globally, human resource (HR) efficiency has become essential for improving
productivity, accountability, and service delivery through the adoption of digital systems such as
Employee Self-Service (ESS) portals and Human Capital Management Information Systems
(HCMIS), which enable employees to manage personal records and HR tasks independently,
thereby reducing bureaucracy and improving transparency (ILO, 2022; World Bank, 2023). In
Africa, many countries, including South Africa and Nigeria, have embraced digital HR reforms to
modernize public service management, though limited ICT infrastructure, low digital literacy, and
weak user trust continue to impede full efficiency gains (Bunyaminu et al., 2023). Within East
Africa, countries such as Kenya, Uganda, and Rwanda have made notable progress through
systems like Kenya’s Integrated Human Resource Information System (IHRIS), which has
improved data accuracy and service delivery (Muturi & Omwenga, 2022; Ntwali et al,, 2021). In
Tanzania, the government introduced the Human Capital Management Information System
(HCMIS) under the President’s Office Public Service Management and Good Governance (PO-
PSMGG) to automate HR processes including payroll, leave, and performance management.
However, despite these advances, HR efficiency remains constrained by low employee acceptance
of ESS, unstable internet, limited ICT skills, and weak technical support (Lusekelo, 2022; Kayange
& Mwinuka, 2023). Therefore, while global trends show that digital systems enhance HR
efficiency, the Tanzanian experience highlights that achieving sustained efficiency requires not only
technological investment but also user acceptance, training, and reliable infrastructure to support
effective public service delivery.

In this study focus on four core themes that shape employees’ acceptance and use of Employee
Self-Service (ESS) portals and their influence on human resource (HR) efficiency: perceived
usefulness, perceived ease of use, facilitating conditions and trust, and the perceived impact of
ESS on HR efficiency. | view perceived usefulness as the extent to which employees believe that
using ESS simplifies HR tasks such as applying for leave, accessing salary slips, and obtaining
performance feedback, thereby saving time and improving service delivery (Davis, 1989). |
consider perceived ease of use as how comfortable and confident employees feel when navigating
the system, where a user-friendly interface encourages adoption, while system complexity
discourages continued use (Muturi & Omwenga, 2022). In examining facilitating conditions and
trust, | emphasize the importance of stable internet access, technical support, management
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commitment, and data security, which either enable or hinder system utilization (Venkatesh et
al., 2003). Finally, | interpret the perceived impact of ESS on HR efficiency as employees’
awareness of how ESS improves transparency, minimizes delays, and enhances accountability in
HR operations, consistent with the Resource-Based View (Barney, 1991), which links technology
and human capability to performance outcomes. Through these themes, | argue that ESS adoption
in Tanzania’s public sector is not only a technological issue but also a human and institutional one
its success depends on how employees perceive its usefulness and ease, and how well the
organization supports and secures the system to achieve lasting HR efficiency.

The inconsistent acceptance and use of Employee Self-Service (ESS) portals in Tanzania’s public
sector remain a major challenge despite significant government investment in digital human
resource systems such as the Human Capital Management Information System (HCMIS). Many
employees struggle to fully utilize these systems due to poor internet connectivity, limited ICT
literacy, lack of user training, and inadequate technical support, which hinder the achievement of
expected improvements in HR efficiency, transparency, and service delivery. Previous studies
have largely focused on technical implementation and policy issues, leaving a gap in understanding
employees’ lived experiences and perceptions of ESS usage. This study addresses that gap by
examining how employees perceive the usefulness, ease of use, facilitating conditions, and trust
associated with ESS portals, drawing on the Technology Acceptance Model (TAM), the Unified
Theory of Acceptance and Use of Technology (UTAUT), and the Resource-Based View (RBV) as
guiding theories. If these challenges remain unresolved, the public sector risks continued ineffi-
ciencies, slow HR processes, and low employee confidence in digital systems, ultimately un-
dermining Tanzania’s efforts toward effective digital transformation and modernized public ser-
vice delivery.

2.0. THEORETICAL REVIEW

The study was guided by three theories, namely the Technology Acceptance Model, the Unified
Theory of Acceptance and Use of Technology and the Resource Based View. The Technology
Acceptance Model was developed by Fred Davis in 1989 and explains how users assess the
usefulness of a system and how easy it is to use. The Unified Theory of Acceptance and Use of
Technology was introduced by Viswanath Venkatesh and colleagues in 2003 and explains how
contextual factors such as support, trust and resources influence the use of a system. The
Resource Based View was developed by Jay Barney in 1991 and explains how organisational
resources, including digital systems, contribute to performance outcomes such as human
resource efficiency. These theories were combined because no single framework could fully
explain all four themes examined in the study.

It should be clear that no single theory serves as the main theory in this study because each

theory explains a different theme. The Technology Acceptance Model was used to explain the
themes of perceived usefulness and perceived ease of use, which describe how employees judge
the benefits of ESS and the effort required to use it (Davis 1989). However, the Technology
Acceptance Model cannot explain the themes of facilitating conditions and trust, and it does not
address the organisational outcomes related to human resource efficiency. The Unified Theory
of Acceptance and Use of Technology contributed to understanding the theme of facilitating
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conditions and trust by clarifying how internet reliability, technical support and perceived data
security influence employees’ experiences (Venkatesh, Morris, Davis and Davis 2003) but the
same theory cannot explain perceived usefulness and perceived ease of use with the depth offered
by the Technology Acceptance Model, and it also cannot account for the organisational impact
of ESS on human resource efficiency. The Resource Based View explained the theme of the
perceived impact of ESS on human resource efficiency by showing how the system functions as
an organisational resource that improves HR processes such as leave management, salary access
and record accuracy (Barney 1991). However, the Resource Based View cannot explain individual
perceptions of usefulness and ease of use, and it cannot explain the contextual conditions that
influence ESS use. Together, these three theories provide a complete and coherent foundation
because each theory addresses one part of the four themes and compensates for what the others
cannot explain. This integration was necessary to understand the individual, share viewers and
contextual and organisational factors that shape ESS acceptance, use and human resource
efficiency in Tanzania’s public sector.

Ideal Assumptions in the Literature versus Reality in Tanzania’s Public Service

The literature presents an ideal view in which digital systems such as Employee Self Service portals
improve human resource efficiency by simplifying processes, reducing paperwork, increasing
transparency and enabling faster decision making (Ahmed, Khan and Rahim 2022; Adzakpah and
Dwomoh 2023). Scholars argue that when technologies are accepted and used effectively,
employees benefit from timely access to salary information, leave approvals and performance
records, supported by adequate training, reliable infrastructure and responsive technical units
(Muturi and Omwenga 2022; Nguyen, Tran and Le 2023). Many studies assume that public
servants adopt digital systems smoothly in environments where ICT skills are strong, internet
connectivity is stable and organisational support structures function efficiently (Venkatesh et al.
2003; World Bank 2023). These studies frame technology as a driver of accuracy, accountability
and improved administrative performance in public institutions.

The reality in Tanzania’s public service differs from this ideal. Although ESS has been rolled out
in most ministries, departments and agencies and in more than eighty five percent of local
government authorities, actual usage remains below fifty percent (World Bank 2023). National
assessments show that between forty and fifty five percent of public servants need assistance to
use digital systems due to limited ICT literacy (NBS 2022; ILO 2022). Internet connectivity
remains unreliable in about half of government offices, and technical support is inconsistent across
institutions (eGA 2022). As a result, employees continue to experience delays, incomplete data
updates and difficulties accessing services despite the availability of ESS (Lusekelo 2022; Kayange
and Mwinuka 2023). These challenges show that the benefits described in the literature do not
automatically materialise in practice. Instead, effective use of ESS in Tanzania depends on
contextual factors such as user skills, infrastructure readiness, organisational support and trust in
system security.

Application of the Theories in the Public Service Sector
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The Technology Acceptance Model has been widely applied in the public service sector to explain
how government employees adopt and use digital systems (Davis 1989). In this context, the model
helps clarify how public servants evaluate the usefulness of new technologies and how easily they
can be used in daily administrative tasks. It is particularly relevant for systems such as ESS, e
government platforms and human resource information systems, where employee acceptance
determines whether the technology is successfully implemented (Ahmed, Khan and Rahim 2022).

The Unified Theory of Acceptance and Use of Technology is applied in public institutions to
understand the organisational and environmental conditions that influence technology use
(Venkatesh, Morris, Davis and Davis 2003). Public service environments often involve limited
technical skills, inconsistent internet access and strong hierarchical structures. The Unified
Theory of Acceptance and Use of Technology captures these realities by showing how facilitating
conditions, managerial support and trust in system security shape employees’ decisions to use
digital systems (Al Jedaiah and Daoud 2023). It is therefore frequently used to guide the
introduction of new public sector technologies, including digital HR tools, e procurement systems
and online service portals (World Bank 2023).

The Resource Based View is applied in the public service sector to explain how technological
systems serve as strategic organisational resources that improve performance (Barney 1991). In
HR settings, the Resource Based View helps demonstrate how systems such as ESS enhance
institution wide capabilities by improving accuracy of records, reducing delays, strengthening
accountability and supporting evidence based decision making (Rahman, Chowdhury and Islam
2022). It shows how technology becomes an internal resource that supports efficiency and
effectiveness, even in resource constrained public sector environments. Together, these theories
provide a comprehensive understanding of how digital systems are adopted, supported and used
within public service institutions.

Significance and Theoretical/Orgin Contribution

This study makes an important theoretical contribution by showing that no single theory can fully
explain the four themes related to ESS acceptance, ESS use and HR efficiency. This finding
supports current scholarly debates that complex organisational processes require more than one
theoretical lens for a complete explanation (Gregor 2006). By integrating the Technology
Acceptance Model, the Unified Theory of Acceptance and Use of Technology and the Resource
Based View, the study offers a deeper and more connected understanding of how ESS contributes
to HR efficiency in public institutions. The study shows that individual perceptions, contextual
support conditions and organisational resources operate together, which supports Whetten’s
view that theoretical integration strengthens explanatory power by capturing dimensions that a
single theory cannot address (VWhetten 1989).

The integrated framework developed in this study extends theory by linking technology
acceptance directly to HR efficiency outcomes. It demonstrates how perceived usefulness and
perceived ease of use influence employees’ willingness to engage with ESS, how facilitating
conditions and trust shape their ability to use the system effectively and how organisational
resources determine the extent to which ESS improves HR functions such as leave management,
salary access, performance monitoring and record accuracy. This contributes new knowledge to
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the literature by showing that HR efficiency improves only when employee perceptions,
organisational support and technological capability align. The study therefore advances theoretical
understanding of how digital HR systems enhance HR efficiency in public sector settings,
particularly in developing countries, where technological transformation often faces contextual
constraints.

2.1 EMPIRICAL LITERATURE REVIEW

Empirical studies on employee self-service systems reveal varied findings on user acceptance,
system usability and their contribution to human resource efficiency. The first construct,
perceived usefulness, is consistently reported as a major determinant of system adoption. Ahmed
et al. (2022) employed a quantitative survey design grounded in a positivist philosophy, used a
structured questionnaire to collect data from two hundred and eighty employees selected
through simple random sampling, and analysed data using regression techniques. Their results
showed that perceived usefulness strongly influenced digital HR system adoption. In Ghana,
Bunyaminu et al. (2023) used a quantitative explanatory design with stratified sampling of three
hundred public servants and analysed data through structural equation modelling, concluding that
usefulness significantly predicted engagement with e HR platforms. Kajwang (2022) applied a
mixed methods design in Kenya guided by a pragmatic philosophy, collecting data through
questionnaires and interviews from one hundred and fifty purposively selected employees and
analysing results using thematic analysis and descriptive statistics. The study found that usefulness
encouraged acceptance because ESS simplified administrative tasks. In Tanzania, Lusekelo and
Mrope (2021) adopted a qualitative case study design under an interpretivist philosophy, collected
data through in-depth interviews with twenty purposively selected employees and analysed data
thematically, concluding that perceived usefulness reduced physical visits to HR offices. Although
findings consistently show the importance of usefulness, most studies rely on quantitative
approaches that do not capture employees’ lived experiences, leaving a methodological and
experiential gap.

As literature progresses to the second construct, perceived ease of use, system simplicity and
employee digital literacy continue to emerge as important factors. Muturi and Omwenga (2022)
in Kenya employed a quantitative descriptive survey grounded in a positivist stance, used
structured questionnaires to collect data from two hundred randomly selected employees and
analysed data using correlation and regression techniques, finding that easy to navigate systems
encouraged frequent use. Nguyen et al. (2023) in Vietnam used a quantitative design with two
hundred and ninety employees, collected data using online questionnaires and conducted
structural equation modelling to demonstrate that digital literacy improved ease of use.
Complementing these studies, Mng’ong’o and Nditi (2022) in Tanzania applied a qualitative design
under an interpretivist philosophy, used semi structured interviews with fifteen purposively
selected public servants and analysed data thematically, finding that inadequate training limited
employees’ ability to use ESS effectively. While these findings highlight the role of ease of use in
adoption, few studies explore lived navigation challenges, indicating another methodological gap.

The literature then shifts naturally to the third construct, facilitating conditions and trust, where
organisational support, infrastructure and perceptions of data security are shown to influence
ESS adoption. Venkatesh et al. (2003) in the United States used a large positivist cross sectional

6



John Eminent Journal of Business and Management

survey of more than one thousand participants, collected data via structured questionnaires and
analysed results using structural equation modelling, concluding that support systems and reliable
internet were essential for continued use. In Jordan, Al Jedaiah and Daoud (2023) applied a
quantitative design with three hundred randomly selected employees, collected data using self-
administered questionnaires and used regression analysis to show that trust in system security
predicted sustained use. In Sub Saharan Africa, Ntwali et al. (2021) in Rwanda used a quantitative
survey with two hundred and twenty respondents, while Rahman et al. (2022) in Uganda used a
sample of two hundred and fifty employees, with both studies employing questionnaires and
statistical analysis to show that weak infrastructure and low trust hinder technology use. In
Tanzania, Kayange and Mwinuka (2023) adopted a qualitative interpretivist approach, used semi
structured interviews with twenty purposively selected public servants and analysed data
thematically, and revealing that fear of data insecurity discouraged ESS use. Although these
findings demonstrate the influence of trust and support, most existing studies use quantitative
tools that cannot fully capture the depth of trust related experiences.

The final construct, the perceived impact of ESS on human resource efficiency, has also been
widely examined. In Ghana, Adzakpah and Dwomoh (2023) used a mixed methods design
informed by pragmatic philosophy, collected quantitative data through questionnaires and
qualitative data through interviews from two hundred and sixty stratified and purposively selected
participants and analysed data using descriptive statistics and thematic analysis. Their findings
showed that ESS improved transparency, accountability and processing speed. In Bangladesh,
Rahman and Kabir (2023) adopted a quantitative survey design with three hundred respondents,
used structured questionnaires and regression analysis to demonstrate that ESS reduced delays
and improved data accuracy. In Tanzania, Lusekelo (2022) employed a qualitative interpretivist
case study with twenty-five purposively selected employees, collected data through interviews
and analysed it thematically, finding that HCMIS improved payroll accuracy, transparency and
record management, although limited ICT support and poor connectivity reduced efficiency gains.
Despite growing evidence of ESS benefits, few studies examine how employees themselves
perceive these efficiency changes or how contextual challenges shape their daily experience of
ESS.

3.0. METHODS

The study adopted the interpretivism philosophy. This philosophy was chosen because the study

sought to understand employees’ lived experiences and the personal meanings they attach to
their interaction with the self-service HR portal. Interpretivism assumes that reality is subjective
and socially constructed through human interaction (Creswell and Poth, 2018). The researcher
applied this philosophy by engaging directly with participants through interviews and focus group
discussions and by interpreting their narratives to uncover patterns of understanding rather than
testing numerical hypotheses (Saunders et al., 2019).

The study used a phenomenological design, which is a qualitative approach that focuses on un-
derstanding people’s lived experiences (Moustakas, 1994). It was chosen because the study aimed
to explore employees’ real-life perceptions and experiences of accepting and using the ESS portal,
which aligns with the goal of phenomenology to capture the meaning people attach to their

experiences (Creswell and Poth, 2018). The design was applied by conducting semi structured
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interviews and focus group discussions that allowed participants to explain how they experience
and make sense of the ESS system in their daily work.

A qualitative approach was employed. A qualitative approach was chosen because it provides rich
and descriptive insights into human behaviour and perceptions that cannot be quantified (Denzin
and Lincoln, 2018). The aim of the study was to understand the reasons and processes behind
employees’ acceptance and use of the system rather than measure numerical patterns. The
approach was applied by using semi structured interviews and focus group discussions that al-
lowed participants to describe their experiences in their own words. It also enabled the re-
searcher to probe further into emerging issues and capture detailed explanations of how em-
ployees understand, interact with and make sense of the ESS system in their daily work.

The study targeted public sector employees and HR officers who had used or interacted with the
self-service HR portal. This population was selected because these individuals have firsthand
experience with the ESS system and can provide informed insights about its acceptance, use and
influence on human resource efficiency. The targeted population was applied by identifying and
selecting only participants who met this criterion through professional HR groups, personal
contacts and workplace networks across different public institutions in Tanzania. Individuals who
had never used the ESS portal were not included, since they could not contribute meaningful
information about the system’s usefulness, challenges or performance outcomes.

The study used purposive sampling. Purposive sampling was suitable because it focuses on se-
lecting individuals with specific knowledge or experience relevant to the study’s objectives
(Etikan, Musa, & Alkassim, 2016). The researcher purposively selected 23 participants, a sample
size that is adequate for phenomenological research. Creswell and Poth (2018) recommend
between 5 and 25 participants for phenomenological studies, while Polkinghorne (1989) also
suggests 5 to 25 interviews as sufficient for exploring lived experiences. Morse (1994) argues that
at least 6 participants are necessary to achieve phenomenological depth, and Dukes (1984) notes
that 3 to 10 participants may be used, although larger samples are appropriate when seeking
diversity of perspectives. Guest, Bunce, and Johnson (2006) further emphasize that data satura-
tion is often reached within the first |12 interviews, with additional participants enhancing the
richness and confirmability of findings. Based on these scholarly recommendations, the sample of
23 participants in this study provided adequate depth, diversity, and saturation to fully capture
employees’ perceptions of ESS acceptance and use.

Data were collected through semi structured interviews and focus group discussions. These
methods were chosen because they allow flexibility, probing and the exploration of personal and
collective experiences (Patton, 2015). The interviews captured individual views, while the focus
group discussions revealed shared perceptions and group dynamics. The semi structured inter-
views were conducted face to face and through online platforms, each lasting between 30 and 45
minutes. The two focus group discussions, each involving four participants, were conducted
through online platforms to ensure convenience and flexibility. Each focus group discussion lasted
approximately one hour, and this duration is well supported by established scholarly guidance.
Krueger and Casey (2015) recommend that an effective focus group discussion should last
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between one hour and one and a half hours. Morgan (1997) suggests that the ideal duration is
between sixty and ninety minutes because this provides depth without causing fatigue. Patton
(2015) notes that about one hour is sufficient for productive and focused group interaction.
Stewart and Shamdasani (2015) recommend that group interviews last between sixty and ninety
minutes to maintain engagement. Wilkinson (2004) observes that focus groups commonly range
from one hour to two hours depending on the level of depth required. Litosseliti (2003) rec-
ommends between sixty and ninety minutes to allow balanced participation from all members.
Rabiee (2004) adds that an hour or slightly more gives participants adequate time to express their
views. These scholarly perspectives confirm that the one-hour duration used in this study was
appropriate and provided enough time for participants to discuss, reflect and share their expe-
riences with the ESS portal in depth.

Data were analyzed using thematic analysis. Thematic analysis was selected because it allows the
identification, organization and interpretation of recurring patterns and meanings in qualitative
data (Braun and Clarke, 2019). The researcher applied thematic analysis by first transcribing all
interviews and focus group discussions verbatim and then reading the transcripts repeatedly to
become familiar with the content. The transcripts were then coded manually by identifying
meaningful statements and organizing them into initial codes. These codes were examined and
combined to form broader themes that reflected the key issues expressed by participants. The
analysis followed the six steps outlined by Braun and Clarke, which include familiarization with
the data, generating codes, developing themes, reviewing themes, defining themes and reporting
the findings. This systematic process ensured that the analysis was clear, transparent and rigorous.
Representative quotations were included to support and illustrate the interpretations.

In qualitative research, validity and reliability are addressed through the concept of
trustworthiness. Trustworthiness ensures that the findings are credible, dependable, transferable
and confirmable (Lincoln and Guba, 1985). Credibility refers to the truthfulness of the findings
and was strengthened through triangulation and member checking. Dependability, which reflects
reliability in qualitative work, was achieved by maintaining clear records of the research process
and ensuring consistency in data collection and analysis. Transferability was ensured by providing
rich descriptions of the research context so that readers can judge whether the findings may
apply to similar settings. Confirmability was supported by keeping an audit trail and ensuring that
the interpretations were based on participants’ actual accounts rather than the researcher’s
personal views.

Ethical principles of informed consent, confidentiality and voluntary participation were applied.
Ethics are essential for protecting participants’ rights and ensuring the credibility of research
findings (Creswell and Creswell, 2023). Before data collection, the researcher explained the
purpose of the study, the data collection process and the rights of participants, with emphasis on
voluntary participation and the option to withdraw at any time without penalty. Verbal consent
was obtained before each interview and each focus group discussion, and no personal identifiers
were recorded to maintain anonymity. All data were securely stored and used only for academic
purposes. To ensure trustworthiness, the study applied the four criteria outlined by Lincoln and
Guba (1985). Credibility was enhanced through triangulation and member checking.
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Dependability was supported through detailed documentation of the research procedures.
Transferability was strengthened by providing rich descriptions of the study context.
Confirmability was achieved by maintaining audit trails and ensuring that the findings reflected the
participants’ genuine experiences rather than the researcher’s personal views.

4.0. RESULTS

The study explored four core themes, namely perceived usefulness, perceived ease of use, fa-
cilitating conditions and trust, and the perceived impact of ESS on HR efficiency. Before pre-
senting these findings, the demographic profile of the twenty three participants provides im-
portant context. The sample consisted of twelve male participants, representing 52.2 percent of
the group, and eleven female participants, representing 47.8 percent, indicating a nearly balanced
gender distribution. Participants’ ages varied considerably, with two individuals aged between
eighteen and twenty three years (8.7 percent), eight participants aged twenty four to thirty three
years (34.8 percent), nine participants aged thirty four to forty three years (39.1 percent), and
four participants aged forty four to fifty three years (17.4 percent). Working experience also
ranged widely, with five participants having zero to five years of experience (21.7 percent), eight
participants with six to ten years (34.8 percent), six participants with eleven to fifteen years (26.1
percent), and four participants with more than fifteen years of experience (17.4 percent). This
demographic composition demonstrates a diverse and experienced group of respondents capable
of offering rich, nuanced insights across the four themes explored in the study.

4.1. Theme I: Perceived Usefulness (Narrative Form)

The findings revealed that employees perceived the self-service portal as highly useful in sim-
plifying HR operations and improving access to essential services. Participants consistently de-
scribed the system as a tool that reduces paperwork, saves time and minimizes the need for
physical visits to HR offices. One employee explained that the portal has “transformed how we
access information”, noting that they can now download their salary slip at any time without
visiting the HR office, which “saves time and reduces unnecessary interruptions” (P2, Interview,
10:15 a.m.). This view highlights how the portal improves accessibility and strengthens employees’
ability to manage personal HR information independently.

Another participant described how the system streamlined leave application processes, stating
that they previously had to fill out paper forms and wait several days for feedback, but now they
apply online and receive responses within hours (P5, Interview, 3:20 p.m.). This shows that ESS
significantly reduces manual paperwork and shortens turnaround time, making HR processes
faster and more reliable. Similarly, a third participant emphasized the usefulness of the system in
enabling employees to track loan requests, transfers and performance updates in real time, noting
that “everything is transparent and recorded” (P8, Interview, 9:45 a.m.). This suggests that the
portal promotes accountability and boosts employee confidence when accessing HR services.

Insights from FGD 1, conducted at | 1:00 a.m. with four participants, reinforced these interview
findings. Members of the group indicated that the portal increased transparency and made HR
processes more visible to employees. Participants agreed that they could easily check leave
balances, loan status and performance feedback without physically going to HR offices, describing
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the system as one that has “truly simplified our work life.” The discussion also highlighted that
the portal reduces unnecessary follow ups and enhances employees’ autonomy in managing HR
matters.

4.2. Theme 2: Perceived Ease of Use of the Self-Service Portal

Findings revealed that most employees found the self-service portal easy to navigate because of
its simple layout and clear instructions. One participant noted that it is “straightforward; | can
apply for leave or check performance details without help” (P3, Interview, [:10 p.m.). Another
participant explained that “the system is friendly, even for those not good with technology” (P10,
Interview, 9:25 a.m.), while a third said that “it only takes a few clicks to get what | need” (P12,
Interview, 2:40 p.m.). These views suggest that the portal’s design enables employees to complete
HR tasks inde-pendently, even with different levels of digital literacy.

However, a few employees experienced difficulties due to limited digital skills and unreliable
internet connectivity. One participant expressed frustration, stating that “when the system hangs,
it is frustrating, and older staff need assistance” (P14, Interview, 4:00 p.m.). These challenges
indicate that ease of use is influenced not only by system design but also by environmental and
user related factors.

During FGD 2, held at 2:30 p.m. with four participants, members agreed that although the system
was user friendly, a lack of ICT training made it difficult for some employees to use the portal
effectively. One member commented that “if everyone received orientation, no one would
struggle,” while another added that “slow internet sometimes makes you give up before finishing
the task.” These insights show that while the portal is easy to use, training and stable the findings
suggest that perceived ease of use significantly influences employees’ willingness to adopt and rely
on the portal. When the system is simple and accessible, employees are more likely to integrate
it into daily HR activities. However, continuous technical support and training remain crucial to
bridge the gap between digitally skilled and less tech-savvy staff in the public sector, internet are
essential for consistent and confident usage.

4.3. Theme 3: Facilitating Conditions and Trust

The findings showed that reliable internet connectivity, accessible technical support and trust in
data security were critical enablers of portal use. One participant stated that “when the internet
is stable, everything runs smoothly” (P6, Interview, 10:00 a.m.), emphasising the importance of
con-sistent connectivity for effective system access. Another participant highlighted the need for
greater institutional support by explaining that “we need proper training to avoid mistakes while
using the system” (P9, Interview, |1:35 a.m.). System reliability was also a concern, as one
participant reported that “sometimes the system is down, and you have to wait hours for IT
support” (P11, Interview, 3:05 p.m.), showing how technical breakdowns hinder task completion.

Concerns about data privacy were equally important. A participant explained that “| fear someone
might access my personal details if the system is not secure” (P15, Interview, 9:20 a.m.), reflecting
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anxiety over confidentiality and system safety. These concerns demonstrate that trust in system
security is central to encouraging continued ESS use.

Both FGD | and FGD 2 supported these interview findings. Participants agreed that trust and
facilitating conditions strongly influenced adoption. A member of FGD | stated that “when the
internet fails, all processes stop,” while a participant in FGD 2 emphasised that “we need
assurance that our information is safe and cannot be changed.” These insights show that effective
ESS adoption relies not only on system design but also on the broader technological and
organisational environment. These findings suggest that sustained use of the ESS portal depends
on a combination of technical and organisational support. Reliable connectivity and responsive
ICT teams are required for consistent system access, while transparent communication about
data security strengthens user confidence. Trust therefore remains a critical determinant of both
system adoption and long-term success.

4.4. Perceived Impact on HR Efficiency

Findings under this theme showed that the self-service portal improved HR efficiency by reducing
paperwork, speeding up processes and increasing transparency. One respondent noted that
“before, processing leave took weeks, but now it is done in days” (PI, Interview, 8:50 a.m.),
highlighting a clear shift in turnaround time. Another participant added that “the portal has
reduced congestion at HR offices; most services are online now” (P4, Interview, I1:15 a.m.),
indicating that digital access has eased administrative pressure on HR departments. A third
respondent observed that “we can track our requests and know who is responsible for approval”
(P18, Interview, 10:05 a.m.), showing that the system has increased transparency and
accountability in HR processes.

Despite these improvements, some employees reported that bureaucratic delays and partial
automation still limited the portal’s full efficiency. One participant explained that “some depart-
ments still require printed forms for approval, which slows everything down” (P19, Interview,
3:30 p.m.). This reflects persistent traditional practices that hinder the benefits of digital
transformation.

Both FGDs supported these findings. Participants agreed that the portal had improved HR
processes but noted that leadership and policy issues sometimes reduced its overall impact. One
participant stated that “the portal has made HR faster, but management delays reduce its impact,”
while another added that “if all HR tasks were online, the system would be perfect.” These views
emphasise that improving HR efficiency requires not only technology but also organisational
readiness and timely decision making. These results suggest that while the ESS portal has
substantially improved HR efficiency, structural and cultural factors still limit its full potential. The
persistence of manual approvals indicates the need for stronger leadership commitment and
policy enforcement to sustain digital transformation in public HR management.

5.0. DISCUSION
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The purpose of this study was to explore employees’ perceptions of the acceptance and use of
self-service portals and how these systems influence human resource efficiency in Tanzania’s
public sector. Data were collected through semi-structured interviews and focus group
discussions (FGDs) to capture both individual and collective perspectives. The discussion is
organized under four core themes: perceived usefulness, perceived ease of use, facilitating
conditions and trust, and perceived impact on HR efficiency.

5.1 Perceived Usefulness

Findings from both interviews and FGDs revealed that employees found the self-service portal
highly useful in simplifying HR tasks such as applying for leave, checking salary slips, requesting
transfers, accessing loans, and viewing performance feedback. Participants consistently mentioned
that the system reduced paperwork, shortened service time, and improved transparency and
accessibility. These results agree with the Technology Acceptance Model (TAM) (Davis, 1989),
which posits that perceived usefulness is a primary determinant of technology adoption. The
findings are also consistent with Ahmed et al. (2022) and Kajwang (2022), who observed that
digital HR systems enhance service delivery when employees perceive them as efficient and
reliable. Similarly, Bunyaminu et al. (2023) found that perceived usefulness directly influences
employees’ willingness to embrace e-HR systems. However, some participants noted that while
the portal was helpful, certain manual HR procedures still existed, which limited its full usefulness.
This slightly contrasts with Rahman and Kabir (2023), who found that digital HR platforms
completely eliminated paperwork in similar institutional settings. The findings suggest that
employees’ recognition of practical benefits such as faster access, transparency, and reduced HR
workload drives continued system use. Therefore, strengthening digital integration and removing
redundant manual steps would increase perceived usefulness and align practice with literature
advocating complete digital transformation.

5.2 Perceived Ease of Use

Interviews and FGDs showed that most employees perceived the portal as easy to use due to its
clear interface and organized layout. Participants stated that they could complete tasks like leave
applications or salary checks with minimal guidance. However, a few participants’ especially older
staff struggled due to limited ICT skills and intermittent internet connections. These findings
support the TAM and Unified Theory of Acceptance and Use of Technology (UTAUT) models,
which emphasize that ease of use and effort expectancy positively influence technology adoption
(Venkatesh & Davis, 2000; Venkatesh et al.,, 2003). They are also consistent with Muturi and
Omwenga (2022), who found that employees’ technological skills determine ease of adopting e-
HR systems in Kenya’s public sector. Similarly, Nguyen et al. (2023) reported that ongoing digital
literacy enhances confidence and encourages sustained system use. However, the findings differ
slightly from Chigwende and Mhlanga (2024), who observed that ease of use alone does not
guarantee adoption unless coupled with institutional incentives and system performance
monitoring. The findings suggest that a simple and intuitive system promotes acceptance, but
continuous user training and technical support are vital for long-term adoption. Ease of use is
necessary but not sufficientorganizational reinforcement and recognition also motivate consistent
use.
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5.3 Facilitating Conditions and Trust

Both interviews and FGDs indicated that reliable internet, timely IT support, and trust in data
security significantly influenced portal usage. When these facilitating conditions were strong,
system adoption and satisfaction increased. However, participants noted that poor internet,
delayed technical help, and fear of data breaches reduced trust and motivation. These findings
agree with the UTAUT model, which identifies facilitating conditions as essential for technology
use (Venkatesh et al., 2003). They also align with Ntwali et al. (2021) and Bunyaminu et al. (2022),
who found that infrastructural reliability and institutional support determine effective system
adoption. The emphasis on trust is further supported by Al-Jedaiah and Daoud (2023), who
demonstrated that users’ confidence in data security predicts the sustainability of digital systems
in public organizations. However, these results disagree with Rahman et al. (2022), who reported
that technical challenges had minimal impact on system usage once employees were fully trained.
In contrast, this study shows that even experienced users were affected by poor connectivity and
lack of timely IT support. The findings suggest that while training improves competency, stable
infrastructure and data security assurance remain the foundation for consistent portal use.
Strengthening ICT facilities and implementing clear data protection policies can build long-term
trust and system reliability.

5.4 Perceived Impact on HR Efficiency

Findings from both interviews and FGDs showed that the self-service portal improved HR
efficiency by reducing paperwork, minimizing approval time, and increasing transparency and
accountability. Participants explained that the system allowed them to track applications, monitor
approvals, and access HR information without visiting the office. However, bureaucratic
procedures and partial automation still slowed down some processes. These findings strongly
support the Resource-Based View (RBV) (Barney, 1991), which argues that technology enhances
organizational efficiency and competitive advantage when integrated into internal processes. They
also agree with Adzakpah and Dwomoh (2023), who found that digital HR tools improve
performance and accountability. Similarly, Rahman et al. (2022) observed that e-HR platforms
reduce processing time and improve data accuracy in public sector management. Nevertheless,
the persistence of manual approvals in some institutions contradicts findings by Ayele and Fikadu
(2023), who reported complete automation and full efficiency gains in their Ethiopian case study.
This discrepancy highlights that contextual and managerial factor influence digital outcomes.
The findings suggest that the self-service portal has significantly improved HR efficiency but cannot
achieve its full potential without addressing bureaucratic bottlenecks and ensuring total system
integration. Leadership commitment and policy enforcement are essential for sustaining the
benefits of digital HR transformation.

6.0. CONCLUSION AND RECOMMENDATIONS

This study concludes that employees’ acceptance and use of employee self-service systems in
Tanzania’s public sector are shaped by four interrelated themes, namely perceived usefulness,
perceived ease of use, facilitating conditions and trust, and the perceived impact of ESS on human
resource efficiency. These themes explain how employees recognise the value of ESS, how easily
they interact with the system, how infrastructure and support influence their confidence and how

14



John Eminent Journal of Business and Management

these experiences translate into improvements in HR processes. By providing rich qualitative
insights grounded in employees’ lived experiences, the study offers practical evidence that can be
used as a tool for improving public service efficiency. The findings encourage policymakers, HR
practitioners and system developers to reflect on current digital practices and to strengthen
system design, user training, technical support and data security. When applied reflexively, these
insights can enhance transparency, accuracy and responsiveness, ultimately contributing to a more
efficient and effective public service in Tanzania.

Recommendations

This study recommends several actions that can enhance human resource efficiency and
ultimately improve public sector efficiency in Tanzania. First, public institutions should strengthen
employees’ understanding of the usefulness of ESS by demonstrating how digital processes reduce
delays, improve accuracy and enhance transparency. This can be achieved through continuous
sensitization sessions, practical demonstrations and integrating ESS into daily HR routines.
Second, system ease of use should be improved by simplifying ESS interfaces and offering regular
user training tailored to employees’ digital skill levels. This can be achieved through short training
workshops; help guides and on demand support desks. Third, facilitating conditions and trust
need to be reinforced by investing in stable internet connectivity, improving ICT support
structures and implementing clear data protection protocols. These improvements can be
achieved through better budgeting for ICT infrastructure, capacity building for IT departments
and transparent communication on data security measures. Lastly, to maximize the impact of ESS
on HR efficiency, public institutions should strategically embed ESS in key HR operations such as
leave management, payroll access and performance monitoring. This can be achieved through
policy directives, workflow redesign and performance accountability frameworks that encourage
consistent system use. Together, these recommendations provide practical pathways through
which ESS adoption can contribute to greater HR efficiency and, in turn, improved public sector
performance.

Areas for further study

Future research could expand the understanding of employee self-service adoption and its
influence on human resource efficiency by investigating areas that were beyond the scope of this
study. First, studies with larger and more diverse samples could examine how ESS experiences
differ across ministries, regions and levels of government. Second, quantitative or mixed methods
studies could measure the strength of relationships among perceived usefulness, ease of use,
facilitating conditions, trust and HR efficiency to complement the qualitative insights generated
here. Third, longitudinal studies could explore how employees’ perceptions and usage patterns
evolve as digital literacy improves and system upgrades are introduced. Fourth, comparative
studies could assess differences in ESS implementation between Tanzania and other developing
countries to identify broader regional or cultural influences. Finally, future research may explore
additional factors not examined in this study, such as leadership support, organisational culture
and change management practices, to provide a more holistic understanding of digital
transformation in public sector HR systems.

Limitations of the study
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This study faced several limitations, although steps were taken to manage them where possible.
The qualitative phenomenological design involved a relatively small sample size of twenty-three
participants, which limits generalizability; however, the approach allowed for rich and detailed
insights into lived experiences, and data saturation was achieved. The use of purposive sampling
may not represent all public employees, but it ensured the inclusion of participants with direct
ESS experience, which was essential for capturing relevant perspectives. The study was limited
to Tanzania’s public sector, which may restrict transferability to other contexts; nevertheless,
thick descriptions were provided to allow readers to determine applicability to similar
environments. The reliance on self-reported experiences introduces the possibility of bias, yet
this was mitigated through follow up questions, clarification probes and triangulation with focus
group data. Despite these limitations, the study offers valuable context specific evidence that
advances understanding of ESS acceptance and HR efficiency in the public sector.
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