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Abstract 

Tanzania is enhancing the quality of human resources in line with the United Nations' Sustainable 

Development Goals through e-recruitment. Amongst the added value is increasing efficiency, 

transparency and accountability. Despite notable and perceived attainments, there are encountered 

challenges which even extant studies do not explain comprehensively. Hence, this study applied the 

sociotechnical perspective to explain the challenges facing the e-recruitment in the Public Services 

Recruitment Secretariat.   This research adopts a qualitative approach, utilizing a case study design. A 

purposive and convenient sampling strategy was employed, with 17 key informants selected. Five 

individuals participated in interviews, while 12 others were involved in three Focus Group Discussions 

(FGDs). The study identifies several social and technical challenges impacting e-recruitment in Tanzania's 

public services. Social challenges include the forgery of information, ICT illiteracy, resistance to change, 

human errors, delays in submitting employment permits, and delays in candidate applications. Technical 

challenges encompass poor internet connectivity, system abnormalities, budget constraints, and limited 

system integration and interoperability. The study explains the intersection of social and technical 

challenges in Tanzania's public service recruitment secretariat. Through primary data, the gap was 

addressed. The study implies that the analysis and discussion of e-government challenges encountered 

in Tanzania should be comprehensive to address all key aspects of e-government recruitment. 

Appropriate choice of models, theories and principles for e-government studies would enrich decision-

making, provide genuine insights to practitioners and provide and add a framework of analysis to 

researchers.      
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1.0 INTRODUCTION  

The global emphasis on human capital has led to an estimated 1.8 billion young people, with 85% 

residing in developing countries, particularly Africa (World Bank, 2024). This situation highlights 

the urgent need for quality job creation through e-recruitment, which leverages Information 

Communication Technology (ICT) to attract skilled workers (Musungwini et al., 2025). While e-

recruitment offers cost efficiency and improved processes, traditional recruitment methods are 
becoming less relevant (Arifuzzaman et al., 2023). Poor recruitment strategies can compromise 

workforce quality and lead to underperformance (Marcel & Tefurukwa, 2023). With a projected 

demand for 600 million quality jobs by 2030, Africa needs to create 2 million quality jobs monthly 

by 2040 (World Bank, 2023). Countries like Morocco, Ethiopia, Nigeria, Kenya, and South Africa 

have cut costs by adopting e-recruitment (Deogratias & Tefurukwa, 2024). However, limited 

internet access and insufficient ICT training hinder success (Nejad et al., 2024). This disconnect 
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jeopardizes the quality of human resources needed to break Africa's poverty cycle (United 

Nations, 2024). 

Tanzania is enhancing the quality of life in line with the United Nations' Sustainable Development 

Goals by leveraging science and technology, particularly ICT (e-GA, 2024). Key initiatives include 

the E-Government Act 2019, E-Government Regulations of 2022, and other strategic frameworks 

that streamline e-recruitment processes through the Public Services Recruitment Secretariat 

(PSRS). Investments in human capital development have aimed to equip ICT professionals and 

integrate foreign expertise. Despite these advancements, e-government systems face 

inefficiencies, such as ghost workers inflating payroll costs (Tefurukwa, 2021). Various studies 

(e.g., Sikawa, 2023; Leonidas & Tibuhinda, 2023) have identified challenges like inadequate 
monitoring and the digital divide. At the same time, models like the Technology Acceptance 

Model (TAM) and the Unified Theory of Acceptance and Use of Technology (UTAUT) focus on 

technical factors. The extant studies stifle comprehensive explanations concerning e-recruitment. 

They overlook essential social dimensions. Thus, this paper addresses the sociotechnical 

challenges facing e-recruitment in PSRS in Dodoma, Tanzania.  

 

2.0. LITERATURE REVIEW 

This section involves a literature review based on the theoretical premises and the challenges 

facing e-recruitment in Tanzania Public service recruitment. The section explains how e-

recruitment challenges are more social and technical based, as demonstrated hereunder and in 

the discussion of the findings. 

2.1 Sociotechnical Theory    

The sociotechnical theory was co-founded by sociologist Robert Kraut and computer scientist 

Paul Resnick in the late 1990s (Almulhim, 2023). Sociotechnical Theory (STT) is a systems-based 

approach that recognizes the importance of both social (behaviors, perceptions, attitude, 

influence, motivation, traits) and technical aspects of a system (Technological infrastructure, for 

example, devices, software, programs, internet) that affect the design, development, 

implementation and the use of e-recruitment in Public Service Recruitment Secretariat (Xinying, 

2023). The imperative of Sociotechnical in Human Resource Management, especially e-

recruitment, is to extend the compatibility between the technological system used in HRM and 

the context in which Human capital is living and ultimately meets a neat service delivery to the 

public (Blount, 2011). Wicander (2011) shows that, under social, technical theory, technical 

subsystems include all technical attributes like ICT equipment and human attributes belonging to 

the social system. Bwaki & Tefuruwa (2018), Tefurukwa (2021; 2022) and Rajanen & Rajanen 

(2014) argued that Sociotechnical theory shows interactions amongst people and ICT artefacts 

they employ to accomplish the aim with the use of e-recruitment since there are mutual 

interdependencies amongst people's roles and the technological tools they use to accomplish the 

work (Owusu, 2023). This study views the social system to reveal the stakeholder's interests, 

such as decision-makers, ICT experts, recruitment officers and job seekers and their roles in the 

public because in the implementation of e-recruitment, human, technical and social aspects are 

linked together as a whole (Adriaensen et al., 2022). The theory assumes that human and technical 

elements of a system are interdependent and that the system is most effective when both are 
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optimally utilized (Gomes, 2023). Mumford (2008) argued that the social-technical model is the 

technical deterministic approach, whose core functions are social. Thus, implementing e-

government services like e-recruitment in the public administration will be rigid in its evaluation 

if monitoring and evaluation are based on the pure ICT theoretical framework (Gusain et al., 

2023). Thus, the way Sociotechnical theory is presented in different studies is likely to pause the 

ambit to use pure ICT theoretical frameworks like the Technological Acceptance Model (TAM) 

and UTAUT as they less trace the behavioral aspects of technology (Tefurukwa, 2019). Other 

views, like Tefurukwa’s (2019), go far with the view that ICT innovation in public administration 

brought with regulatory frameworks in which society has no discretion to opt. Thus, acceptance 

measurement in e-government uses a nullified indicator to capture the scope of e-recruitment 

or other governmental digital services). However, with this study, the value is added up to 

Tefurukwa’s study that acceptance does not only mean to either reject or accept the imposed 

system, but it measures the compatibility between e-government technology and the context in 

which the society works. In tracking a joint linkage, the amendments and revisions of the 

regulatory framework to enforce e-government services come into practice. Thus, the study 

employed Sociotechnical theory to evaluate the social and technical challenges facing e-

recruitment in the Tanzania Public Service Recruitment Secretariat –Dodoma, Tanzania. 

2.1 E-recruitment Challenges   

The advent of e-government has transformed HRM by integrating technology into recruitment 

and selection processes, leading to faster hiring and a competitive talent pool (Leonidaz & 

Tibuhinda, 2023; Mousadik, 2023). E-recruitment involves leveraging ICT innovations to identify 

and attract human capital (Korea, 2023), with company websites and online platforms being 

central to this approach (Alibegovic et al., 2023). Many international examples highlight its 

significant role in HRM, linking job quality to labour market knowledge (Naqvi, 2023). However, 

there are several challenges registered in countries.  

In Bangladesh, such as a preference for physical meetings and poor internet connectivity 

complicate its adoption (Parvin, 2023). While Bulgaria recognizes the benefits of e-recruitment, 

such as inclusivity and speed, Bangladesh struggles with its implementation due to cultural 

preferences and infrastructure issues (Parvin, 2023; Korea, 2023). A comparison of e-recruitment 

and traditional methods suggests that e-recruitment meets more needs than traditional 

approaches (Ariffuzzaman, 2023). Disparities in e-recruitment effectiveness between countries 

may stem from economic differences and varying impacts of natural disasters, particularly in 

Bangladesh (Shijie et al., 2023; Muhammad, 2023; Uzunova, 2023; Marinov, 2023). 

In Africa, the implementation of e-recruitment is under a sealed blanket since much evidence has 

realised its challenges that pause human capital growth in both private and public organizations 

(AUDITS, 2020/2030). Nguti and Mose (2018) summoned the difficulties of operating e-

recruitment in Kenya's public services due to limited technological infrastructure. In Nigeria, 

Oyuru (2023), Maryam (2021) and Okolie (2017) revealed a need to continue using traditional 

recruitment as the country struggles hard to accommodate the liberation of ICT technology due 

inability to encompass the entire Nigerians with vast leading technological changes. Contrary to 

the above discussion, Morocco still celebrates the imperative with e-recruitment advantages as it 

has privileged its significance during the eruption of COVID-19 (Mousadik et al., 2023). Mousadik 

and colleagues continued proclaiming that e-recruitment is far more comfortable in finding 



 Deogratias & Tefurukwa                                                                 Eminent Journal of Business and Management 

   4 

 

applicants than traditional recruitment practices. The difference in Morocco, Nigeria and Kenya 

is also an economic gap among other potential factors (World Bank, 2023).  

Recently, the same discussion on the merit and demerit brought in a comparison of e-recruitment 

and traditional recruitment in Tanzania Public services is more talking a realm. Sikawa (2023) 

found that in TANROAD, e-recruitment compromises objectivity due to the living emotional 

intelligence, confidence and body language that cannot be observed under its execution in the 

same manner Mshanga (2020), portrayed that e-recruitment does not yield its intended objectives 

since its execution is more manually practiced and faces many challenges like inadequate internet 

connectivity and the gap in ICT illiteracy between normal citizens and elites (Mshanga, 2020). 

These have made a compromise in human capital investment in Tanzania. Also, Evarist et al. 
(2023) lessened the negative perception of society on the impact of e-recruitment on hiring 

labour forces in construction projects due to incorporated recruitment policy and less intention 

of many labourers with ICT knowledge. A study conducted in TANESCO) in 2023 pinpointed 

that e-recruitment influences job seekers to find job opportunities in a variety of areas than 

traditional recruitment, which had low penetration for job accessibility as it was conferring the 

use of gazettes and radio stations for advertisement (Leonidas & Tibuhinda, 2023).  

A Couple of studies like Saad and Itika 2024, Leonidis and Tibuhinda 2023, Mishanga 2020, Sikawa 

2023 and Evarist et 2023 have included challenges of e-recruitment but overlooked the 

potentiality of accessing or evaluating the usage of e-recruitment in hiring procedures with the 

baseline of social and technical challenges in which most problems dwell on (APSHRMnet, 2024). 

The situation frustrates the scientific monitoring and evaluation of the e-government services, as 

the e-Government report shows that most challenges with the application of ICT in the Tanzania 

Public service are associated with human social aspects and technological infrastructure (e-

Government Agency, 2023).  

A study by Leonidas and Tibuhinda (2023) employed the Technological Acceptance Model, 

Subjective theory and Objective Theory, which have less to do with the use of e-government in 

public administration, and the rationale for employing a couple of theories was not stated; this 

discouraged Muya's discussion on his book Essentials of a research methodology that, research 

with no rationale is a proposal to a failure body of knowledge (Muya, 2014). Thus, the scientific 

vacuum of these studies is hanging out of the scientific base of literal proficiency. Regarding the 
previously mentioned observation, Technical Theory has questioned the theoretical frameworks 

for evaluating and administering e-government services in public service organisations 

(Tefurukwa, 2019). The Sociotechnical Theory becomes with critics on the exposed gap in 

literary works and to some theories like UTAUT and TAM on e-government implementation, 

the theory imaginably cementing that however the coming of e-government proved to be less 

accompanied with its relevance theory, but there is no way we can separate the combination of 

social and technical element of the system in the use of e-government services in public 

administration (APSHRMnet, 2024; Wicander, 2011). Thus, this study employed Sociotechnical 

theory to fill the gap in examining the challenges facing e-recruitment in the public service 

recruitment Secretariat in Dodoma-Tanzania. 

 

3.0. METHODS 
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The study identified the challenges facing e-recruitment in Tanzania's public service recruitment 

secretariat while linking with Sociotechnical theory perspectives. The study employed qualitative 

research procedures in extracting detailed information with e-recruitment challenges.  

The Public Service Recruitment Secretariat (PSRS) in Dodoma, Tanzania, was purposely used as 

an area of the study to generate in-depth and relevant information with e-recruitment. Its 

selection was obliged to the authority of the Public Service Act of 2003, section 29. The section 

stipulates that the PSRS as the heading authority of all recruitment procedures in Tanzania public 

services. With different assembled features of the unit of inquiry and data collection processes 

involved in this study, the scholar beset the Director of Administration and Human Resource 

Management, Principal Administration Officer, Principal Human Resource Officer, and employees 

from the ICT and Legal service units as units of analysis. The insights of e-recruitment were 

gathered from 17 individuals who were part of the Public Service Recruitment Secretariat (PSRS) 

and joined in interviews and Focus Group Discussions (FGDs). From this group, five key 

informants were nominated for individual interviews, coded D1 (Director of PSRS), PHO 

(Principal Human Resource Officer), HR1 (Director of the human resource department), I1 

(Director of ICT department), and LO1 (Director of Legal Unit). The remaining 12 were divided 

into three groups of four (4) employees each for further FGDs. These groups were labelled as 

group "A," consisting of HR3, HR4, HR5, and HR6 from the Administration and HR department; 

group "B," including I2, I3, I4, and I5 from the ICT unit; and group "C," made up of four members 

from the Legal unit with the codes LO2, LO3, LO4, and LO5. 

As the researcher intended to trace equitable information on e-recruitment, interviews and FGDs 

were employed as methods of data collection; both the interview guide and FGD's guide were 

built to capture themes from the Sociotechnical Theory that stress straight on the standards of 

both Social and technical elements towards e-recruitment implementation. In-depth interviews 

remained castoff in gathering data from five (5) respondents, the D1(Director of PSRS), PHO 

(Principal Human Resource Officer), HR1 (Director of human resource department), I1 (Director 

of ICT department), and LO1 (Director of Legal Unit). In contrast, Focused Group discussions 

(FGDs) were employed to collect data from the administration and department, ICT unit and 

legal section employees, who were divided into three groups. All groups were coded as follows: 

FGD ''A'' Consisted of four (4) participants from the Administration and Human Resource 

Management Department, FGD ''B'' consisted of four members from the legal unit and FGD''C'' 

comprised four (4) participants from the ICT unit, the included participants in all FGDs were not 

involved in the interview process. The researcher recorded and rehabilitated interview and FGD 

responses into a literal format to expose their sense. The data was collected in audio and text 

formats and analyzed thematically, focusing on key concepts like behavioral and technical 

challenges. Thematic analysis was chosen because it allows the researcher to explore the data 

details and originate important understandings that need to be visible through conventional 

analysis methods. Additionally, thematic analysis was used to notice any gaps in the data and 

formulate new research questions. Eventually, the qualitative researcher found thematic analysis 

valuable for exploring, interpreting, and comprehending the collected data. 

 

 

4.0 RESULT AND DISCUSSIONS OF THE FINDINGS 
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The study examines the Social and technical challenges of confessing effective e-recruitment and 

selection in Tanzania's public service recruitment secretariat. Responses from interviews and 

FGDs reveal that the social and technological challenges distort the effectiveness of recruitment 

and selection. 

4.1 Human Social Challenges  

In this challenge category, the responses pinpointed more on government and candidate 

behaviors; a researcher was needed to identify the challenges associated with human behaviors 

towards implementing e-recruitment in the PSRS. Respondents were asked, "What are the social 

challenges facing the implementation of e-recruitment in the public service?''. Respondents' 

comments, views, experiences, and perceptions were as follows. 

4.1.1 Forging of Employment Information by Candidates 

The responses revealed that there is still a growing wave of candidates who provide wrong 

information in the recruitment system in attempting to match the job advertisement quality 

demanded by the recruiting agency. The response from respondent D1 witnesses the situation 

as follows; 

Despite the imperative of online recruitment, there has been a growing attendance of 

applicants who upload false information. For example, some job positions may require a 

candidate who holds a bachelor's degree in Economics. However, because of 

disobedience, one of the candidates may have attended a bachelor's degree in finance and 

banking, hence opting to apply by clicking as one-graduated with a bachelor's degree in 

economics. Then, the system will demand him to provide a certificate award number and 

press ''ok'' to file his or her information, and the system will accept the candidate's 

information. The PSRS has been facing difficulty verifying the truth of information 

submitted by candidates as we lack interconnection and interoperability of our system 

and other government sector databases like TCU and Universities. Thus, we always take 

a long time to verify information submitted by candidates because the information is 

locally requested by our employment stakeholders like universities for verifications 

(Interview with Respondent D1, 24th April 2023). 

The respondent HR1 witnessed cheating as one of the challenges facing the survival of e-

recruitment. Her comment was as follows, 

Candidates are always attempting to cheat; for example, those who hold high-level 

certificates like bachelor's and master's degrees attempt to apply by attaching their low-

level certificates in the system for the need of getting a favour for the lower cadre job 

position that is contrary to the public service recruitment secretariat rule of operation of 

2021 and other recruitment regulatory frameworks like the National employment policy 

of 2008 that demand for fairness and transparent employment in the public service. Apart 

from those challenges, we also restrict such habits in the system because we lack 

interconnection between the recruitment system and another government system like 

TCU. As we speak, I am certain whether TCU has the entire grandaunt's information 

database from all universities in the country (Respondent HR1, 25th April 2023). 

From the FGDs ''A'' majority of respondents were of the same responses as asserted by 

respondents D1, HR1, HR2 and HR3 in the interview, proclaiming that some candidates who 
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provide false information at the point where their qualifications do not tie in with the demanded 

job advertisement. The quotes from the FGDs were as follows:  

Forging of information has been a challenge to PSRS provided the organization has not 

been connected to other stakeholder systems like TCU and university systems for 

verifications until the PSRS requests for verified information from those institutions, 

especially to some doubted candidates (Majority responses in FGDs ''A'', 28th April 2023).  

In revealing the same discovered challenge, the discussant's comments from FGDs ''B'' reported 

the same that, despite some of the candidates providing false information, the PSRS, after 

confirmation, tends to block their job application account (Ajira portal) for a year as a penalty 

for non-obeying the rules, directive, and instructions in the system. 

We have received some claims from candidates via our help desk contact about why they 

were not selected for the interview. However, when we review the system, we always 

reveal that some of the candidates have not been called or selected for the interview due 

to the problem of the forging of information by providing false information. Therefore, 

this situation has been a growing problem for our candidates. We hope they will stop 

these behaviors (FGDs ''B'', 28th April 2023). 

The text highlights the increasing issue of candidates submitting false information in the e-

recruitment system (Ajira portal), leading to delays in the recruitment process, blocked accounts, 

and verification costs for the PSRS due to inadequate connections with other government 

employment stakeholders like TCU. This forgery is exacerbated by insufficient security in the e-

recruitment system, unethical behaviors, and a lack of ICT capacity among applicants, as noted in 

Tanzania's ICT policy 2016. A PSRS stakeholder meeting (2021) identified negligence among TCU, 

OR-MUUB, and HESLB systems, contributing to alignment issues in the e-recruitment process. 

Better integration of government ICT systems and increased public awareness of e-recruitment 

security is essential. 

4.1.2 ICT Illiteracy 

From the field respondent, HR3 argued that most candidates do not understand how the 

government recruitment portal works. 

Some candidates are in trouble with the use of ICT. Therefore, they sometimes fail to apply as 

they are slow and have little knowledge of ICT use. As the trusted Agency to run the employment 

process in the country, we always meet with our stakeholders and give training like the 

Universities. The PSRS is now in a project of giving training to citizens, especially candidates 

searching for a job (Respondent HR3, 25th April 2023). 

HR2 has also reported that many candidates do not spare time to understand how the PSRS 

works and the use of the online recruitment system. 

Due to the inability and laziness to use ICT candidates, we are now uploading video slides on our 

official website on how to open an Ajira portal account and how to apply. However, candidates 

are still too lazy to spare time and learn how to benefit from the e-recruitment system 

(Respondent HR2, 24th April 2023).  
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Apart from the comment provided by the respondent in an interview, also during a discussion in 

FGDs ''B'', the respondent reported that some candidates, due to the lack of ICT literacy, have 

been dialing phones to the PSRS for assistance even at the instruction that is open, sometimes 

they tend to insult our officers. 

Provided we are also dealing with some candidates who are already frustrated, we receive 

bad language that we record on their calls and block their accounts for one year. 

Sometimes disturbances are associated with inadequate use of ICT services, especially for 

undergraduate students whose exposure to the use of ICT is still low (FGDs ''B'' 28th 

April 2023). 

The previous responses emphasized the deficiencies in recruitment and selection processes due 
to candidates' lack of ICT literacy, which significantly impedes the effective use of the e-

recruitment system. ICT illiteracy represents an increasingly urgent challenge in Tanzania, as 

highlighted in the studies by Benson (2020) and Mshanga (2020). These studies indicate that the 

inadequate ICT skills of candidates and public servants restrict their ability to use ICT services 

effectively. Similar challenges have been documented in research conducted by the e-Government 

Authority (eGA), which reveals that the absence of comprehensive policies and institutional 

frameworks for e-government, coupled with insufficient ICT skills in the local labour market, 

continues to hinder access to e-services (eGA, 2017). From 2013 to 2017, the government of 

Tanzania aimed to develop 913 civil servants with ICT-related expertise (eGA, 2022). This 

initiative is part of a broader strategy focused on human capital development, with the 

government targeting an increase in trained public servants from 913 in 2013 to 17,017 by 2020 

(POPSM & GG, 2022). Nonetheless, according to the National Bureau of Statistics (NBS, 2022), 

the ICT expertise of civil servants and the overall infrastructure capacity remain inadequate. 

Additional findings from the Review (2016) further corroborate these concerns. Hashiyana et al. 

(2021), Ibrahim (2020), Kabede (2017) and Nguti and Mose (2021) asserted the same thing: poor 

internet connectivity and inadequate ICT knowledge among users caused by poor investment in 

ICT among colleges and universities were the challenges facing e-recruitment in Africa.  

4.1.3 Resistance to Change  

In this aspect, respondents touched on the slow adaptation of ICT innovation to most job seekers 

and employees, which accelerated the low response regarding using e-recruitment in public 

service. From the field, respondent HR1, during the interview session, reported,  

Some candidates did not apply as they felt they did not tie up with using ICT in logging 

their applications. Due to the low technological literacy, many, especially those with low 

levels of education or others, have been affected using traditional work. We have also 

faced the same challenges from some of the institutions at the time we established the 

system in the year of 2011 up to 2014. However, because the government legally pushed 

it, all government offices adhered to using ICT in recruitment processes, although the 

problem is still on the candidate's side (Respondent HR1, 24th April 2023). 

The above responses revealed that resistance to change by candidates is among the challenges 

facing the operation of e-recruitment, mainly caused by ICT illiteracy. Abia and Brown (2020) 

witness resistance to change by e-recruitment users as the major challenge. Similarly, the e-

government Agency report (2019) asserted that delays in redesigning ICT policies and other 

regulatory frameworks were the reasons for the setback facing the implementation of e-
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government functions in Tanzania's Public services. Reasons for resistance dwell on ICT illiteracy 

(Daniel, 2019). The African Union Agenda by 2063 shows the slow awakening of many universities 

in the continent as not taking ICT as a compulsory course to be attended by students as a delivery 

model and part of learning. The ideas from the sociotechnical theory cement on technical nor 

human behavior are self-deterministic in the use of ICT, in which both elements are essential 

towards ICT success (Wicander, 2011). It reveals the actual e-recruitment challenges caused by 

human behavior stacking the ICT operations like its counterpart technical element.  

4.1.4 Human Errors 

D1 reported this as he said humans are weak and sometimes distorted, with many problems 

affecting work performance. The quote from respondent D1 indicated, 

Due to different human problems, it has been a few times for our employees misleading 

to operate. However, because of having expertise, we all participate to assure accuracy 

and authenticity of all information filled by our officers and advice or direct otherwise for 

the benefit of the public" (Respondent D1, 24th April 2023). 

The previous responses revealed a minimal operational pace due to human error. However, 

thanks to strong cooperation among sectors, the PSRS effectively anticipates human issues related 

to employment practices through e-recruitment. The situation was contrary to the study by 

Reward (2020) that e-recruitment was acknowledged as a tactic to lessen hiring bias, ineffective 

manual processes and human mistakes. The contradictions between this study and the findings 

by Reward were because Reward's study had no theory to guide practices of ICT systems. 

However, this study used Sociotechnical theory to inform that technology is non-deterministic 

for e-recruitment effectiveness in the presence of ICT infrastructure; still, problems within 

operation may be associated with human behaviours (human mistakes). Alao, Saad and Itika 

(2024) commented on the need for public official commitment and improved ICT services to 

align e-recruitment with expected results. Irabor (2017) argued that, despite the inherent benefits 

of using e-recruitment, human mistakes with ICT use require organizations to key into the 

processes to enhance the quality of their staff recruitment functions because the globalization 

processes with ICT adoptions will continue to expand. There, there is a need for the government 

to induce technological training in all the public human capital. 

5.1.6 Delay in Submitting Employment Permit  

From FGD "A", the comments revealed the PSRS challenges for some organizations whose 

employment permits are delayed in being sent to the PSRS for advertisement services. It has been 

consuming time to meet recruitment process deadlines. From respondent's responses, among 

other arguments revealed in FGD "A", as reported, 

“It will not be fair to mention a specific organization. However, there is an organization, especially 

a high learning institution, that fails to provide their employment permit on time to the PSRS” 

(FGDs "A", 28th April 2023). 

The responses revealed delays in submitting the job permits by the public organization requesting 

employment permits from the President Office-Public Service Management and Good 

Governance (PO-PSM & GG) to PSRS. Consequently, the situation has been causing delays to the 

PSRS in advertising job opportunities to the public. Hence, ineffectiveness in recruitment and 
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selection. The reasons for the delay in submitting job permits may be organizational laziness, poor 

preparation, and inconsistent focus during human resource planning. The asserted responses 

revealed the findings by Ntabagi (2018); the study shows delays in submitting a new vacancy 

permit to the Makambako town council being influenced by un-timely recruitment decisions. 

Thus, they are stuck in organization operations in the district. In the same manner, Sharma (2025 

reveals that the social element is a crucial part of the use of technology in public administration; 

there is no way the technical part of the system will be inseparable from the human element 

providing e-government services were designed to uplift the effectiveness and efficiency of the 

activities underperformed in the public administration. 

4.1.7 Delay in Submitting Applications by Candidates 

From a group discussion, most FGDs "A" commented on the growing tendency of candidates to 

delay posting their job applications in the government online recruitment portal (Ajira portal). 

“We continue to experience that most candidates apply near the deadline or on the deadline. It 

has also been causing delays in selection by the PSRS” (FGDs "A" 28th April 2023).  

The same views were reported by many respondents from FGD. For example, one of the 

informants had this to say; 

Many people apply on the date of deadlines; this has been a challenge that facilitates delays 

in processing submitted applications. We have experienced processing many applications 

that have been submitted on the date of deadline. The situation causes inaccuracy in 

meeting the deadline for selections. However, using e-recruitment has not been a big 

challenge since the system speeds up the process and matches people's quality against the 

advertised job qualities (FGDs "C" 2nd May 2023). 

The responses revealed delays in the application submission system. A previous study by Snell 

(2002) and Irabor (2017) asserted that the emergence of e-recruitment as a strategy of cost and 

time-saving mechanisms in the public sector coincides with addressing institutional and structural 

problems afflicting public bureaucracies in the country. Social and technical theories assume that 

non-technical elements or social aspects affect the health of the ICT system, but both impact the 

safe usage of e-government services (Deogratias & Tefurkwa, 2024). The disparity between the 

findings under this study, the assumption by Snell (2002), Irabor (2017) and the social-technical 

theories revealed a scientific knowledge gap that Snell (2002) and Irabor (2017) were limited 
closed to the technical elements of the system as neutral value toward the adoption, designing 

and decision on the use of e-recruitment. It will also make it easy for the PSRS to scan social 

elements of the system and users. Sherry Astern Ladder of Citizens Participation (1969) and 

AUCA by 2063 cemented that inviting citizens to participate may be among the initiatives to link 

the e-government system and the needs of beneficiaries. 

4.2 Technological or Technical Challenges  

In this section, the researcher needed to identify the technological challenges that face the 

implementation of –recruitment towards the effectiveness of recruitment and selection in public 

services. Respondents were asked: "What are technological challenges faced by e-recruitment in 

public service employment?" Respondents' experiences, views, perceptions, comments, and 

opinions were as follows. 
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4.2.1 Poor Internet Connectivity  

From the field area, poor internet connectivity was mostly identified as a challenge facing 

candidates at a minimal pace; it was also facing the PSRS operations. Respondent D1 reported,  

Two per cent (2%) of candidates fail to apply for the job due to poor internet connectivity 

in their resident areas. However, the government plans to build ICT capacity in the 

selected centers for those who fail to apply due to factors like internet, electricity and 

shaking of the recruitment system. Sometimes, even in our operation, it faces poor 

internet connectivity caused by the shaking of the Nation ICT Broadband Backbone 

(NICTBB) (Respondent D1, 24th April 2023).  

The assertion made by HR1 on the issue of internet connectivity was a testimony to reveal the 

worsening part of poor internet connectivity in the public services, as the respondent 

commented, 

“Sometimes, the Nation ICT Broadband Backbone (NICTBB) shakes and affects online 

recruitment operations. The only way the PSRS is used is to share our information to the main 

database "server" under the watchdog of e-GA” (Respondent HR1, 24th April 2023). 

In the same vein, respondent I1's comments were not far contrary to those of respondents D1 

and HR1, and below is the respondent's experience with internet connectivity toward the 

effective working of e-recruitment in public service. 

Poor internet connectivity has been facing 1 to 2 % of all candidates who cannot access 

the internet in their areas as they enter the cost to go to town and other areas to fulfil 

job applications. Thus, in interior areas, people have failed to conduct timely recruitment 

due to poor internet connectivity, leading to inadequate job application fulfilment 

(Respondent I1, 27th April 2023). 

Respondent HR3 Cemented the same as respondent D1, and HR1 argued it. 

“We also face coverage challenges as a few candidates fail to apply as they live in remote areas” 

(Respondent HR3, 25th April 2023).  

Apart from the comments from the interview, most of the respondents from FGDs also comment 

on intermittent connectivity. Below is the quoted comment from the FGD "B". 

“We also face the challenge of internet connectivity that sometimes accelerates the inability to 

perform. For example, the Nation ICT Broadband Backbone (NICTBB) gets shaken during 

operation, affecting many online operations” (FGD''B", 28th April 2023). 

The responses revealed poor internet connectivity among the challenges facing e-recruitment, 

especially in accessing job opportunities and fulfilling timely recruitment applications. The ICT 

policy 2016 highlighted the same weakness in e-government operations by cementing that the 

government internet bandwidth of 2.1GB/s is inadequate to support the growing number of 

government applications and clients in the country. Daniel (2019), revealed poor internet 

connectivity and inadequate ICT among people as the challenges facing e-recruitment. It shows 

the demand for an adequate financial budget, as Hashiyanal et al. (2021) in Namibia was not far 

from the findings. The study indicates poor internet connectivity as a critical issue in promoting 

e-recruitment practices. The African Union Digital Transformation Agenda by 2030 analysis found 
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that more than 300 million Africans live about 50 km away from internet fibres, making it difficult 

for them to enjoy ICT innovation in accessing services. Thus, there is a need for the government 

to build ICT infrastructure to establish fibres in different places. 

4.2.3 Abnormality of the System 

From the field, respondent D1 reported that  

The government has now experienced receiving many applications from candidates, a new 

thing that was not in place during traditional recruitment as many candidates were 

prouder to be hired in the private sector, contrary to today's zone whereby most people 

are interested in getting jobs in the public service. Rapid effects have come with many 

candidates who leave their applications, which overloads the system's accuracy operation 

and hinders some other candidates from applying on time. (Respondent D1, 24th April 

2023). 

The responses revealed that there is a rapid rise in candidates using e-recruitment. Consequently, 

the situation accelerates in stacking of the system, hence failure in operations. Similarly, an e-

government conference in 2019 indicated that the e-recruitment incapacity to carry a great pool 

of users was a sign of inadequate e-government initiatives to facilitate e-government functions 

and many e-government applications that perform similar functions. Likewise, Namrata (2020) 

asserted that organizations have faced ICT abnormalities like system collapse and the inability to 

share information with other systems. The study emphasizes that ICT system inability has been 

associated with weak system features since an organization needs strong security to protect its 

online stored information. Consistent consistency with a problem will subsequently accelerate 

the overloaded information in the system and delay recruitment procedures due to incapacity in 

handling information in the system. Thus, the government must ensure substantial investment in 

the Nation by most respondents during data collection. 

4.2.4 Budget Constraints to Finance ICT Infrastructure 

The findings from the study area indicated the presence of technological budget constraints that 

hinder the appropriate operation of e-recruitment, hence ineffectiveness in recruitment and 

selection in public services; this was reported by HR3, who portrays that.  

Sometimes, the PSRS fails to run its operation due to an inadequate budget and challenges 

in reaching a larger population of candidates by employing heavy and large technological 

capacity. Therefore, the government needs more investment to build a technological 

capacity to allow candidates to apply in centers near their residence, for example, in 

District councils or Vocational Education and Training Authority (VETA) (Respondent 

HR3, 25th April 2023). 

Apart from the comments gathered by research in an interview, the responses by respondents 

from the FGDS were of the same meaning as that of the interview by cementing that the PSRS 

face a challenge to have an adequate budget to invest in technological infrastructure in the sense 

that, sometimes an organization fail even to run some of its operations. He comments from the 

FGDs ''A'' indicated. 

 The PSRS faces difficulties reaching candidates in remote areas due to limited internet 

connectivity, compounded by insufficient funding. Although the funds allocated for 2022/23 will 
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help develop an online system for psychometric and aptitude tests, candidates in rural areas 

without internet access will still be unable to participate. This issue will persist until the PSRS 

secures additional funding to upgrade ICT infrastructure at regional and district centers, enabling 

candidates to submit applications and attend interviews without needing long-distance travel 

(FGDs, 28th April 2023). 

Along the same lines, there was also an emphasized comment on the inadequacy of the budget in 

the operation of the PSRS despite a heavy effort invested by the government in funding the use 

of e-recruitment. However, the government still needs to invest more funds in the PSRS for 

further training and ICT infrastructure to ensure a huge technological capacity in several areas to 

facilitate recruitment processes. The comment from FGDs ''B'' reported, 

The government needs more money to invest in the system to facilitate online 

recruitment in public services. We need even to conduct training at large so that our 

candidates can cope with the use of ICT and avoid some necessary claims to the 

organization. Either way, the government has a huge budget for running e-recruitment, 

but still, there is a need to fund the project for the better survival of the employment 

sector (FGDs ''B'' 28th April 2023). 

The response revealed financial constraints in the PSRS to hinder the effectiveness of recruitment 

and selection. The use of e-recruitment has also not penetrated the Tanzanian community due 

to limited technological capacity, especially in local areas. 

Annal (2020) revealed the same findings, cementing that industries with viability to e-HRM are 

likely to attract green HRM; however, the challenge is to have enough budget to finance the ICT 

infrastructure concerning HR demand. Also, Namrata (2020) recommended that companies 

integrate HRM practices with ICT uses in their development map road while its success depends 

on financial capital. Ramli (2017) asserted that adopting e-government in South Korea needed 

more ICT infrastructure and budget constraints. The above discussion was close, with the finding 

under the study by Qader & Kheder (2016) portraying the adequate financial budget as the biggest 

challenge in e-recruitment. A snail's step toward its recovery may hinder the e-recruitment ability 

to share information to facilitate human resource planning, hence the inability to attract 

competent employees to deliver services to the citizens. Thus, there is a need to put more 

emphasis and investment in the field. 

4.2.5 Limited Integration and Interoperability between government Systems  

It has been a repeatedly spotted challenge affecting online recruitment in Tanzania public service. 

From the field, respondent D1 reported the same as respondent HR3. The biggest challenge the 

PSRS faces is poor information sharing with other key employment stakeholders. HR3 continues 

reporting that, for example, we are not technically sharing or connected to the TCU system 

because they lack a system that may provide all graduate information in the country. However, 

also, I am certain that TCU has a list and information of all candidates in the country. In addition, 

the secretariat is not connected to the loan board (HESLB) and High-learning Institution systems. 

Consequently, the government has been incurring costs and sometimes creates an environment 

for the candidates to provide false information as early as the government has reported having 

ghost workers (Respondent D1 and HR3, 24th, 25th April 2023).  

In the same manner, another respondent reported; 
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The PSRS recruitment system has not been connected to many recruitment stakeholder 

systems like TCU, universities, HESLB and other institutions that may be necessary to 

provide candidate's employment information. The e-recruitment system is only connected 

to NIDA and NECTA online systems. Consequently, it has been hard to verify the 

candidate's information for effective recruitment and selection (Respondent I1, 27th April 

2023). 

The same comments were also revealed by most respondents in the FGDs ''C'' who proclaimed 

that the PSRS faces challenges in data verifications due to the inability and absence of system 

interoperability among other government online systems like TCU. The comments from FGDs 

''C'' proved, 

The biggest challenge by the government is the non-interconnectedness of its various 

systems. We have been facing challenges in exchanging information with other 

employment stakeholders like TCU and high learning institutions; thus, it has become 

difficult for us to verify candidates' information in time (FGDs ''C'', 2nd May 2023). 

The responses revealed less or non-system integration among the government as it distorts the 

e-recruitment operation to both candidates and the government. The above responses were 

contrary to the primary goal of the establishment of e-government in Tanzania; Tefurukwa (2022) 

renders that the primary goal of e-government is not relying on the desire to use automated 

devices in a working context but uplifting strategies in which the government functions are to be 

integrated with citizens, public sectors, private offices and outside countries. Less system 

integration in the government may be associated with inadequate HR capabilities to facilitate the 

systems and low commitment among the government sectors (Jasmine et al., 2025). Additionally, 

the ICT policy of 2016 indicated that the setback against ICT operation was the fragmentation of 

resources and non-interoperability of the systems between public institutions (URT, 2016). In 

making this more sensible and attractive for an immediate call by the PSRS, the oldest survey 

study in the United Kingdom (UK) by Kerrin and Kettley (2003) envisages the role of e-

recruitment integration to other systems. Thus, for e-recruitment to convey, it is about nascent 

the capability of HR to facilitate the system and sight an end-to-end process like that of the supply 

chain. 

5. CONCLUSION AND RECOMMENDATIONS 

The prime aim of the paper was to apply the sociotechnical perspective to explain the challenges 

facing e-recruitment at the Public Services Recruitment Secretariat in Dodoma, Tanzania. The 

findings bear that both social and technical elements impeded e-recruitment in Tanzania. 

Specifically, regulatory frameworks, the ICT system and government systems interoperability, 

ICT literacy, and forgery of employment information were still jeopardizing the quality of 

workforces in the public service in Tanzania. The perspective applied in this study brought a 

broad spectrum of unified explanations to policymakers, practitioners and researchers.  Hence, 

the need of researchers to carefully choose theories, models and principles that provide 

comprehensive explanations and descriptions of e-government projects like e-recruitment in 

Tanzania.   

The study showed a need to provide a comprehensive framework within which policymakers, 

practitioners and researchers can explain phenomena concerning e-government services.  While 

the technical factors are very important in addressing issues of e-government concerns, they are 



 Deogratias & Tefurukwa                                                                 Eminent Journal of Business and Management 

   15 

 

independent of social factors as well. This study has vindicated that the quality of e-government 

services is socially and technically driven.  The sociotechnical approach denounces prejudice of 

technical orientations over socially generated issues in e-government projects. Hence, while the 

e-government research community has yet to generate its theories, models and principles of 

study, it is recommended to carefully apply a framework that broadens e-government research 

to inform and enhance decision-makers, practitioners, policymakers and the research community. 

Drawing from the conclusions there are a few recommendations. Examining the sociotechnical 

challenges of e-recruitment, including job seekers, is inevitable as end users of the product. It is 

important to note that the study was conducted in the Tanzania Public Service (PSRS), where 

recruitment and selection matters are under its authority. The study did not involve job seekers 

(candidates), as it took much work to find willing interview participants. It could have 

compromised the data quality and usefulness if locating suitable candidates had taken less time. 

Other studies can include job seekers to enrich the findings. Additionally, the study employed 

sociotechnical theory to study e-government. While the study attracts other researchers to test 

it in e-g-government studies, it also calls researchers to identify other relevant theories for e-

government studies.   
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