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Abstract 
The study investigated three specific research objectives namely to analyses the impact of e-
recruitment on the quality performance of TRA Head Quarter; to examine the impact of e-
training on customer satisfaction in service delivery system at TRA Head Quarter and to 
analyze the impact of e-communication system on timely operational performance of TRA 
Head Quarter. The study employed mixed research strategy based on qualitative and 
quantitative analysis to investigate human capital management information system 
on organization performance. The case study research design was used in analyzing the 
study. Data was collected through questionnaire and interview, and they were analyzed 
using qualitative and quantitative approaches. The study observed that e-recruitment 
system has impacts on increases rate of handling customer complaints hence ensures 
quality of services delivery and increase number of staff employed hence deliver quality 
works. The finding shows that e-training practices at the office added value of quick 
response to customer using online services hence impact to customer satisfactions and 
increases number of staff trained as the results increases professionalism in service delivery 
hence impacts on customer satisfactions with service delivery. The finding indicates that use 
of e-communication address operational challenges as the result contribute to operational 
performance, reduce time taken to respond to work activities that impact of operational 
performance and lower operational costs in work communication. The study recommends 
that policy development should be aligned with application of e-human capital 
management system that contributes toward improving operational performance of an 
organization. 

Keywords: Human capital, management information system, organization performance. 
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1. Introduction
Improving the effectiveness and efficiency of human resource management (HRM) in

developing countries has been challenging. Due to the severe competition on the global market, 

functional, planned, and tactical strategies have had to evolve for many businesses to attain 

more effective and rewarding performance increases. Electronic human resource management 

information systems (CHRMIS) have replaced the more traditional paper-based HRMIS in a 

significant number of successful and aggressive businesses (Kornkaew, 2012).  

Human Capital Management Information System is one of the CMIS alternatives designed 

specifically for human resource management. Particularly in our local government agencies, 

employee information is kept utilizing HCMIS (LGAs). It guarantees that the organization 

obtains all required and thorough information on time while lowering expenses (Kassam, 2013). 

Successful HCMIS extends well beyond handling wages and tracking bonus periods for 

workers. This focuses on demand forecasting, labor force utilization, recruiting, and retaining 

the best workers to accomplish the organization's goals. To arrive at strategic conclusions, the 

synchronization of all operations and facilities, both in terms of the persons involved and their 

performance, should be given top priority. Its primary objective is to improve the market, 

capabilities, and success of any confined regime so that it can provide improved services to the 

whole of its population (Hur, 2007). 

As part of the Public Service Reform Program, HCMIS was originally introduced in 

Tanzania in 1995. (PSRP). Management of human capital inside an organization requires it. 

The Tanzanian government has adopted a Human Resources Information System (HRIS) in 

the public sector during the last decade to solve issues associated with the usage of manual 

methods, such as payroll fraud (ghost employees), corruption, high turnover, and untrained 

civil personnel (Annual report, 2011). 

This structure enhances professionalism, quality control, output assessment, consumption 

as well as instructional projections, selection and replacement, and professionalism. HCMIS 

enhances management abilities and generates reports that aid in decision-making (DeSanctis, 

1986). In the late 1980s, the government of Tanzania initiated a Civil Service Reform Program 

in response to the country's deteriorating economy and the subpar performance of its public 

services. 

Inadequate planning, lackluster performance, and the inability to accurately estimate the 

company's future human resource requirements are only some of the problems. HCMIS has 

been adopted by Tanzania Revenue Authority (TRA). In Tanzania, however, little study had 

been conducted on the implications of the newly adopted computerized MIS. Consequently, 

the objective of this research was to investigate if the deployment of the HCMIS, also known 

as LAWSON, version9, had any discernible or significant influence on Tanzania Revenue 

Authority (TRA) performance. 

personnel resource administration A company's human resources must be properly 

managed for optimal production, and an information system is vital to achieving this goal. 

Since its inception, HCMIS has apparently been the essential instrument for enhancing a 

company's competitive advantages over rivals since the system promotes organizational 

effectiveness in a methodical manner. Using Lawson Version 9, HCMIS allows human 

resource professionals to manage information and make any required changes, including 
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employee transfers, promotions, changes to personal information, terminations, and status 

modifications (Human Resource Manual, 2016). Since the middle of the 1990s, the Tanzanian 

government has been constructing a series of courses to alter and improve its inhabitants' lives. 

The Public Sector Reform Program (PSRP) is predominately made up of a Management 

Information System (MIS) component to lay the groundwork for electronic governance. 

Recent research has shown, however, that electronic systems are more precise, absolute, and 

accessible than paper files. One study in Indiana found that electronic medical records were 

40% more comprehensive and 20% quicker to obtain than paper data (Tsai et al., 2007). 

Consequently, the purpose of this research was to determine whether the implementation of an 

electronic information system known as LAWSON as a representative sample of government 

workers. 

2. Material and Method
This section describes the methodological approach which was used in the study. The

research design, study region, population of the study, sample size and sampling processes, 

data collecting tools, and analysis methodologies are all included in this component. 

3.1. Research Strategies 
During the study the researcher used case study design which focused on finding 

extensive information and provides answers to the question of what the impacts of e-

HRMSon organization performance at TRA Head Quarter are. The case study approach 

allowed the researcher to get acquainted with the occurrence, resulting in efficient data 

collection. According to Wiersma and Jurs (2009), the case study approach permits the 

adaptability of data gathering methods and procedures from a range of sources in a short 

period of time and with little budgetary repercussions to fit the research.. Based on this 

benefit it was seen use of this research design facilitated effective and timely 

accomplishment of research work. In addition to that, the researcher adopted both 

qualitative and quantitative research approaches in analyzing impact of e-HRMS on 

performance of an organization. The researcher this mixed approach in order to get both 

narrations about the study problem and test hypothesis using quantitative approach.   

3.1.1 Survey Population 
The study population is referred to the total number of respondents that the researcher 

requires getting information (Kumar, 1999). The targeted survey population of study 

consisted total number 235 employees in different categories such as Commissioner 

General, Deputy Commissioner General’s, Commissioners, directors, deputy directors, 

head of sections, human resources officers from administrative general, and other staff 

from different department and sections from TRA Head Quarter as presented in Table 3.1. 

Table 3.1 Targeted Categories of Population of study 
S/n Categories of respondents Total population 
1 Commissioner General 1 

2 Deputy Commissioner General 1 
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3 Commissioners 4 

4 Directors 5 

5 Deputy Directors 3 

6 Heads of section 10 

7 Human Resource Officers from Administration 

Departments 

12 

8 Other Staff from TRA 199 

Total 235 
Source: TRA Lawson (2021) 

3.1.2 Area of the Research 
 TRA Head Quarter was selected among all other TRA branches because it’s controlling 

all branches and new recruited staff. Therefore, the researcher wished to determine whether 

workers are familiar with the management information system, namely Lawson version 9. The 

purpose of the research was to determine the effect of e-HRMS on organizational performance. 

3.2 Sampling Design and Procedures 
Before narrating sample size and sample procedure it is important to determine sample 

size. Sample size is number of elements selected from the targeted population. Sample size in 

this study was calculated using simple formula as follows: - 

n = N/(1+e2*N) 

were 

n=sample size 

N=Targeted Population (235) 

e=margin error (0.06) 

Thus n = 235/(1+0.062*235) 

Therefore, sample size was 127 participants 

After knowing the sample size, it is important to understand how sample was selected. 

During the study, the researcher opted simple random sampling as well as purposive sampling 

to sample the targeted study population. 

3.4 Variables and Measurement Procedures 
This section demonstrates variables that were used in the study and their measurement 

process to get accurate data suitable for the study. It helps to know which data was collected 

from the participants as well as sources of such data. Table 3.1 demonstrate variable and 

measurement. 
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Table 2. Variable and measurement procedures 
Variable Types of 

variables 

Meaning Measurement 

of variable 

Data 

collection 

instrument 

Source 

e-

recruitment 

and 

selection 

Independ

ent 

Publication of job 

openings Publication 

on the firms' websites 

or an online seller 

recruiting website that 

enables candidates to 

electronically submit 

their CVs (Via E-Mails 

or using any other 

mean of electronic 

forms) 

(a) The

system in

place

(b) The use of

system

Questionnair

e and 

interview 

Participants 

response 

e-training Independ

ent 

Internet use in training 

and development 

(a) The system

in place

(b) The use of

system

Questionnair

e and 

interview 

Participants 

response 

e-

communica

tion system 

independ

ent 

Staff communication 

via electronic mails or 

electronic devices 

(a) The system

in place

(b) The use of

system

Questionnair

e and 

interview 

Participants 

response 

Quality 

performanc

e 

Depende

nt 

How well the product 

functions or service 

performs when put to 

use 

• . 

Quality 

design 

• .

Quality 

conformant 

Questionnair

e 

Participants 

response 

Customer 

satisfaction

s 

Depende

nt 

How happy customers 

are with a company's 

products, services, and 

capabilities 

Customer 

survey reports 

Documentary 

review and 

questionnaire 

Customer 

survey 

report 

Participants 

response 

Timely 

operational 

performanc

e 

Depende

nt 

How long does it take 

to achieve performance 

of the company against 

prescribed standards 

Time it takes to 

achieve 

performance  

Questionnair

e 

Participants 

response 

3.5 Data Processing and Analysis 
The study employed both qualitative and quantitative data analysis approaches in order to 

answer the questions related with what the impacts of e-HRMS on organization performance 

are. The data that was collected using interview was analysed qualitatively using content 
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analysis. The feedback of the respondent was looked according to theme of the study and 

analyse it to answer the research questions.  The data that was collected using questionnaire 

was coded through SPSS and they were analysed using descriptive statistics particular percent 

of observations, mean score value and standard deviation and simple linear regression analysis 

to test the hypothesis.  

3. Result and Discussion
3.1 Finding Related with Research Objectives

This section provide finding related with three specific objectives namely the impact of e-

recruitment on the quality performance of TRA Head Quarter; the impact of e-training on 

customer satisfaction in service delivery system at TRA Head Quarter; and the impact of e-

communication system on timely operational performance of TRA Head Quarter. The finding 

for each specific objective is presented using descriptive statistics as well as inferential analysis 

to test the hypothesis of the study. The findings are well discussed with literature review 

presented in chapter two.  The findings related to those specific objectives are presented in the 

following sub sections.  

3.1.1 Specific Objective 1: The impact of e-recruitment on the quality performance of 
TRA Head Quarter 

The study investigated the impact of e-recruitment on the quality performance of TRA 

Head Quarter. The respondents were asked to rate their level of agreements on whether there 

is use of e-recruitment system at TRA; if it exists is it effective and what are their impacts in 

terms of increasing number of staff employed as well as increasing rate of handling customers. 

The descriptive statistic findings are presented at Table 3. 

Table 3. Descriptive Statistics impact of e-recruitment on the quality performance of TRA 

Strongly 

disagree Disagree Neutral Agree 

Strongly 

agree Mean 

Std. 

Deviatio

n 

The e-recruitment 

system is in place 

at TRA Head 

Office 

1(0.8%) 1(0.8%) 5(4.0%) 99(79.2%) 19(15.2%) 4.07 .541 

I think there is an 

effective use of e-

recruitment 

system at TRA 

head office 

0(0%) 15(12%) 36(28.8%) 62(49.6%) 12(9.6%) 3.57 .826 

I think the use of 

e-recruitment has

impacts on 

increase number 

of staff employed 

0(0%) 8(6.4%) 18(14.4%) 94(75.2%) 5(4.0%) 3.77 .624 



Research Trend in 

Management and Technology 
 Volume 1 Number 1, 2023 

32 | Page 

hence deliver 

quality works 

I think adoption 

of e-recruitment 

increases rate of 

handling  

customer 

complaints on 

quality of services 

delivery 

0(0%) 3(2.4%) 22(17.6%) 100(80.0%) 0(0%) 3.78 .473 

Source: Survey Data at TRA Head Office (2021) 

The study was interested to know whether there is e-recruitment system is in place at TRA 

Head Office. Respondents were asked to rate their level of agreement if e-recruitment system 

is in place at TRA Head Office.The result through Table 4.1 shows that, 99 participants 

equivalent to 79.2 percents agreed that e-recruitment system is in place at TRA Head Office; 

19 participants equivalent to 15.2 percents strongly agree on it; 5 participants equivalent to 4.0 

percents were neutral on it; 1 participant equivalent to 0.8 percent disagree on it and 1 

participant equivalent to 0.8 percent strongly disagree on it. The finding indicates that 94.4 

percents of participants agree on e-recruitment system is in place at TRA Head Office while 

only 1.6 percent of participants disagree on it. On the other hand e-recruitment system is in 

place at TRA Head Office has mean score value 4.0 and standard deviation 0.541 implying that 

in average participants agree that e-recruitment system is in place at TRA Head Office. With 

this finding we can conclude that e-recruitment system is in place at TRA Head Office.  

The study was interested to know if e-recruitment system at TRA Head Office is effective. 

Respondents were asked to rate their level of agreement on effectiveness of e-recruitment 

system at TRA Head Office. The result through Table 4.1 shows that, 62 participants equivalent 

to 49.6 percents agreed that there is an effective use of e-recruitment system at TRA head office; 

12 participants equivalent to 9.6 percents strongly agree on it; 36 participants equivalent to 

28.8 percents were neutral on it; 15 participant equivalents to 12 percent disagree on it and 0 

participant equivalent to 0 percent strongly disagree on it. The finding indicates that 59.2 

percents of participants agree on there is an effective use of e-recruitment system at TRA head 

officewhile only 12 percent of participants disagree on it. On the other hand there is an effective 

use of e-recruitment system at TRA head office has mean score value 3.57 and standard 

deviation 0.826 implying that in average participants agree that there is an effective use of e-

recruitment system at TRA head office. With this finding we can conclude that there is an 

effective use of e-recruitment system at TRA head office. 

The study investigated whether e-recruitment systemhas impacts on increase number of 

staff employed hence deliver quality works. Respondents were asked to rate their level of 

agreement if e-recruitment system has impacts on increased number of staff employed hence 

deliver quality works. The result through Table 4.1 shows that, 95 participants equivalent to 

75.2 percents agreed that e-recruitment system has impacts on increased number of staff 

employed hence deliver quality works; 5 participants equivalent to 4.0 percents strongly agree 
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on it; 18 participants equivalent to 14.4 percents were neutral on it; 8 participant equivalent to 

6.4 percent disagree on it and 0 participant equivalent to 0 percent strongly disagree on it. The 

finding indicates that 79.2 percents of participants agree on e-recruitment system has impacts 

on increase number of staff employed hence deliver quality workswhile only 6.4 percent of 

participants disagree on it. On the other hand e-recruitment system has impacts on increase 

number of staff employed hence deliver quality works has mean score value 3.77 and standard 

deviation 0.624 implying that in average participants agree that e-recruitment system has 

impacts on increase number of staff employed hence deliver quality works. With this finding 

we can conclude that e-recruitment system has impacts on increase number of staff employed 

hence deliver quality works. 

The study investigated whether e-recruitment systemhas impacts on increases rate of 

handling customer complaints hence ensures quality of services delivery. Respondents were 

asked to rate their level of agreement if e-recruitment system has impacts on increases rate of 

handling customer complaints hence ensures quality of services delivery. The result through 

Table 4.1 shows that, 100 participants equivalent to 80 percents agreed that e-recruitment 

system has impacts on increases rate of handling customer complaints hence ensures quality of 

services delivery; 0 participants equivalent to 0 percents strongly agree on it; 22 participants 

equivalent to 17.6 percents were neutral on it; 3 participant equivalent to 2.4 percent disagree 

on it and 0 participant equivalent to 0 percent strongly disagree on it. The finding indicates that 

80.0 percents of participants agree on e-recruitment system has impacts on increases rate of 

handling customer complaints hence ensures quality of services delivery while only 2.4 percent 

of participants disagree on it. On the other hand e-recruitment system has impacts on increases 

rate of handling customer complaints hence ensures quality of services delivery has mean score 

value 3.78 and standard deviation 0.473 implying that in average participants agree that e-

recruitment system has impacts on increases rate of handling customer complaints hence 

ensures quality of services delivery. With this finding we can conclude that e-recruitment 

system has impacts on increases rate of handling customer complaints hence ensures quality of 

services delivery. 

The finding from this study indicates that e-recruitment system has impacts on increases 

rate of handling customer complaints hence ensures quality of services delivery and increase 

number of staff employed hence deliver quality works. The finding from this study related with 

Felix et al., (2019) who conducted a study assessing the impact of e-human resource 

management system on organisational performance and observed that e-HRM practices 

influence the employee’s attitudes and behaviour toward organisational performance, like 

productivity, quality and innovation that successively have a positive effect on organisational 

performance. 

In addition to that the finding from this study related with Hezron (2019) who conducted 

a study assessing the impact of e-HRMS on performance of banking industry in UK and 

observed that e-HRMS has been significantly contributes toward improving operational 

performance in terms of time management of works, cost effectiveness as well as customer 

satisfaction in service delivery. 

3.3.1.1 Hypothesis Testing 

The study had proposed hypothesis saying e-recruitment and selection have no significant 

impact on quality performance of TRA Head Quarter. The study investigated simple linear 

regression analysis to test the hypothesis. The result obtained is presented at Table 4. 
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Table 4. Regression Result e-recruitment on quality service delivery 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .187a .335 .227 .666 

a. Predictors: (Constant), The e-recruitment system is in

place at TRA Head Office

ANOVAa 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 

Regression 1.986 1 1.986 4.471 .036b 

Residual 54.622 123 .444 

Total 56.608 124 

a. Dependent Variable: There is quality service delivery at TRA head Office

b. Predictors: (Constant), The e-recruitment system is in place at TRA Head

Office

Coefficientsa

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 4.896 .454 10.784 .000 

The e-recruitment

system is in place at 

TRA Head Office 

-.234 .111 -.187 -2.115 .036 

a. Dependent Variable: There is quality service delivery at TRA head Office

Source: Survey Data at TRA Head Office (2021)

Table 4.2 shows that R-square is 0.335 implying that e-recruitment system is in place at 

TRA Head Office has 33.5 percent ability to explain there is quality service delivery at TRA 

head Office and the remaining 66.5 percent is explained by other variables not used in this 

study. The AVOVA table shows F-value is 4.471 at p=0.036 implying that independent 

variable is significant to explain dependent variable. Furthermore, coefficient table shows that 

e-recruitment system is in place at TRA Head Office has coefficient -0.234 and t-value -2.115

at p=0.036. The finding imply that e-recruitment system is in place at TRA Head Office is

significantly explaining changes in quality service delivery at TRA head Office because

p<0.05. Based on this result we reject the hypothesis stated that e-recruitment and selection

have no significant impact on quality performance of TRA Head Quarter and accept e-

recruitment and selection have significant impact on quality performance of TRA Head

Quarter.

3.3.2 Specific Objective 2: The impact of e-training on customer satisfaction in service 
delivery system at TRA Head Quarter 
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The study investigated the impact of e-training on customer satisfaction in service delivery 

system at TRA Head Quarter. The respondents were asked to rate their level of agreements on 

whether there is use of e-training at TRA; if it exists, is it effective and what are their impacts 

in terms of increases number of staff trained as the results increases professionalism in service 

delivery hence impacts on customer satisfactions with service delivery and adds value of quick 

response to customer using online services hence impact to customer satisfactions. The 

descriptive statistic findings are presented at Table 5. 

Table 5. Descriptive Statistics of e-training on customer satisfaction at TRA 

Strongly 

disagree Disagree Neutral Agree 

Strongly 

agree Mean 

Std. 

Devia

tion 

There is e-training 

system at TRA Head 

Office 

0(0%) 0(0%) 15(12%) 73(58.4

%) 

37(29.6

%) 

4.18 .623 

There is effective use 

of e-training system at 

TRA head Office 

0(0%) 9(7.2%) 29(23.2

%) 

83(66.4

%) 

4(3.2%) 3.66 .661 

The use of e-training 

increases number of 

staff trained as the 

results increases 

professionalism in 

service delivery hence 

impacts on customer 

satisfactions with 

service delivery 

0(0%) 4(3.2%) 16(12.8

%) 

91(72.8

%) 

14(11.2

%) 

3.92 .604 

I think e-training 

practices at the office 

added value of quick 

response to customer 

using online services 

hence impact to 

customer satisfactions 

0(0%) 7(5.6%) 23(18.4

%) 

91(72.8

%) 

4(3.2%) 3.74 .611 

Source: Survey Data at TRA Head Office (2021) 

The study was interested to know whether there is e-training system at TRA Head Office. 

Respondents were asked to rate their level of agreement if there is e-training system at TRA 

Head Office.The result through Table 4.3 shows that, 73 participants equivalent to 58.4 

percents agreed that there is e-training system at TRA Head Office; 37 participants equivalent 

to 29.6 percents strongly agree on it; 15 participants equivalent to 12 percents were neutral on 

it; 0 participant equivalent to 0percent disagree on it and 0 participant equivalent to 0percent 
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strongly disagree on it. The finding indicates that 88 percents of participants agree on there is 

e-training system at TRA Head Office while only 0 percent of participants disagree on it. On

the other hand there is e-training system at TRA Head Office has mean score value 4.18 and

standard deviation 0.623 implying that in average participants agree that there is e-training

system at TRA Head Office. With this finding we can conclude that e there is e-training system

at TRA Head Office.

The study was interested to know if e-training system at TRA Head Office is effective. 

Respondents were asked to rate their level of agreement on effectiveness of e-training system 

at TRA Head Office. The result through Table 4.3 shows that, 83 participants equivalent to 

66.4 percents agreed that there is effective use of e-training system at TRA head Office; 4 

participants equivalent to 3.2 percents strongly agree on it; 29 participants equivalent to 23.2 

percents were neutral on it; 9 participant equivalent to 7.2 percent disagree on it and 0 

participant equivalent to 0 percent strongly disagree on it. The finding indicates that 69.6 

percents of participants agree on there is effective use of e-training system at TRA head Office 

while only 7.2 percent of participants disagree on it. On the other hand there is effective use of 

e-training system at TRA head Office has mean score value 3.66 and standard deviation 0.661

implying that in average participants agree that there is effective use of e-training system at

TRA head Office. With this finding we can conclude that there is effective use of e-training

system at TRA head Office.

The study investigated whether e-traininghas impacts on increases number of staff trained 

as the results increases professionalism in service delivery hence impacts on customer 

satisfactions with service delivery. Respondents were asked to rate their level of agreement if 

e-training has impacts on increases number of staff trained as the results increases

professionalism in service delivery hence impacts on customer satisfactions with service

delivery. The result through Table 4.3 shows that, 91 participants equivalent to 72.8 percents

agreed that e-training has impacts on increases number of staff trained as the results increases

professionalism in service delivery hence impacts on customer satisfactions with service

delivery; 14 participants equivalent to 11.2 percents strongly agree on it; 16 participants

equivalent to 12.8 percents were neutral on it; 4 participant equivalent to 3.2 percent disagree

on it and 0 participant equivalent to 0 percent strongly disagree on it. The finding indicates that

84 percents of participants agree on e-training has impacts on increases number of staff trained

as the results increases professionalism in service delivery hence impacts on customer

satisfactions with service deliverywhile only 3.2 percent of participants disagree on it. On the

other hand e-training has impacts on increases number of staff trained as the results increases

professionalism in service delivery hence impacts on customer satisfactions with service

delivery has mean score value 3.92 and standard deviation 0.604 implying that in average

participants agree that e-training has impacts on increases number of staff trained as the results

increases professionalism in service delivery hence impacts on customer satisfactions with

service delivery. With this finding we can conclude that e-training has impacts on increases

number of staff trained as the results increases professionalism in service delivery hence

impacts on customer satisfactions with service delivery.

The study investigated whether e-training practices at the office added value of quick 

response to customer using online services hence impact to customer satisfactions. 

Respondents were asked to rate their level of agreement if e-training practices at the office 

added value of quick response to customer using online services hence impact to customer 

satisfactions. The result through Table 4.3 shows that, 91 participants equivalent to 72.8 
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percents agreed that e-training practices at the office added value of quick response to customer 

using online services hence impact to customer satisfactions; 4 participants equivalent to 3.2 

percents strongly agree on it; 23 participants equivalent to 18.4 percents were neutral on it; 7 

participant equivalent to 5.6 percent disagree on it and 0 participant equivalent to 0 percent 

strongly disagree on it. The finding indicates that 76 percents of participants agree on e-training 

practices at the office added value of quick response to customer using online services hence 

impact to customer satisfactionswhile only 5.6 percent of participants disagree on it. On the 

other hand e-training practices at the office added value of quick response to customer using 

online services hence impact to customer satisfactions has mean score value 3.74 and standard 

deviation 0.611 implying that in average participants agree that e-training practices at the office 

added value of quick response to customer using online services hence impact to customer 

satisfactions. With this finding we can conclude that e-training practices at the office added 

value of quick response to customer using online services hence impact to customer 

satisfactions. 

The finding from this study indicates that e-training practices at the office added value of 

quick response to customer using online services hence impact to customer satisfactions and 

increases number of staff trained as the results increases professionalism in service delivery 

hence impacts on customer satisfactions with service delivery. The finding from this study 

related with Felix et al., (2019) who conducted a study assessing the impact of e-human 

resource management system on organisational performance and observed that e-HRM 

practices have an effect on the employee’s attitudes and behaviour toward organisational 

performance, like productivity, quality and innovation that successively have a positive effect 

on organisational performance. 

In addition to that the finding from this study related with Hezron (2019) who conducted 

a study assessing the impact of e-HRMS on performance of banking industry in UK and 

observed that e-HRMS has been significantly contributes toward improving operational 

performance in terms of time management of works, cost effectiveness as well as customer 

satisfaction in service delivery. 

Furthermore, Clegg (2000) proposed that an organization can adopts more integrated set 

of criteria of the technology that must link systems users, managers, and designers within the 

organization in order to ensure the system is more effective in realising organization goals and 

facilitate customer satisfactions. The e-HRMS has been develop in supporting linkage between 

different stakeholders in human resources management which is useful to achieve desired goals 

of establishing adoption of technology in managing human resources for achieving customer 

satisfactions. 

3.3.2.1 Hypothesis Testing 

The study had proposed hypothesis saying e-training have no significant impact on 

customer satisfaction in service delivery of TRA Head Quarter. The study investigated simple 

linear regression analysis to test the hypothesis. The result obtained is presented at Table 4.4. 

Table 6. Regression Result e-training on customer satisfactions 

Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 
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1 .201a .240 .233 1.194 

a. Predictors: (Constant), There is e-training system at TRA

Head Office

ANOVAa 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 

Regression 7.394 1 7.394 5.184 .025b 

Residual 175.438 123 1.426 

Total 182.832 124 

a. Dependent Variable: There is customer satisfactions at TRA head office

b. Predictors: (Constant), There is e-training system at TRA Head Office

Coefficientsa

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 4.949 .727 6.809 .000 

There is e-training

system at TRA Head 

Office 

-.392 .172 -.201 -2.277 .025 

a. Dependent Variable: There is customer satisfactions at TRA head office

Source: Survey Data at TRA Head Office (2021)

Table 4.4 shows that R-square is 0.240 implying that e-training system at TRA Head 

Office has 24 percent ability to explain there is a customer satisfaction at TRA head office and 

the remaining 76 percent is explained by other variables not used in this study. The AVOVA 

table shows F-value is 5.184 at p=0.025 implying that independent variable is significant to 

explain dependent variable. Furthermore, coefficient table shows that there is e-training system 

at TRA Head Office has coefficient -0.392 and t-value -2.277 at p=0.025. The finding imply 

that there is e-training system at TRA Head Office is significantly explaining changes in there 

is customer satisfactions at TRA head office because p<0.05. Based on this result we reject the 

hypothesis stated that e-training have no significant impact on customer satisfaction in service 

delivery of TRA Head Quarter and accept e-training have significant impact on customer 

satisfaction in service delivery of TRA Head Quarter.  

3.3.3 Specific Objective 3: Theimpact of e-communication system on timely operational 
performance of TRA Head Quarter 

The study investigated the impact of e-communication system on timely operational 

performance of TRA Head Quarter. The respondents were asked to rate their level of 

agreements on whether there is use of e-communication at TRA; if it exists is it effective and 

what are their impacts in terms of reduces time taken to respond to work activities hence impact 

on operational performance, lowers operational costs in work communication at TRA head 

Office and address operational challenges as the result contribute to operational performance. 

The descriptive statistic findings are presented at Table 4.5. 
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Table 4.5: Descriptive Statistics of e-communication on operational performance at TRA 

Strongly 

disagree Disagree Neutral Agree 

Strongly 

agree Mean 

Std. 

Deviation 

There is e-

communication system 

at TRA head office 

0(0%) 0(0%) 1(0.8%) 74(59.2

%) 

50(40.0

%) 

4.39 .506 

There is effective use 

of e-communication 

system at TRA head 

Office 

0(0%) 3(2.4%) 13(10.4

%) 

97(77.6

%) 

12(9.6%

) 

3.94 .543 

I think the use of e-

communication 

reduces time taken to 

respond to work 

activities hence impact 

on operational 

performance 

0(0%) 0(0%) 51(40.8

%) 

71(56.8

%) 

3(2.4%) 3.62 .536 

I think the use e-

communications 

lowers operational 

costs in work 

communication at TRA 

head Office 

3(2.4%) 5(4.0%) 17(13.6

%) 

62(49.6

%) 

38(30.4

%) 

4.02 .907 

I think use of e-

communication 

address operational 

challenges as the result 

contribute to 

operational 

performance 

0(0%) 6(4.8%) 27(21.6

%) 

67(53.6

%) 

25(20.0

%) 

3.89 .775 

Source: Survey Data at TRA Head Office (2021) 

The study was interested to know whether there is e-communication system at TRA head 

office. Respondents were asked to rate their level of agreement if there is e-communication 

system at TRA head office.The result through Table 4.5 shows that, 74 participants equivalent 

to 59.2 percents agreed that there is e-communication system at TRA head office; 50 

participants equivalent to 40.0 percents strongly agree on it; 1 participants equivalent to 0.8 

percents were neutral on it; 0 participant equivalent to 0 percent disagree on it and 0 participant 

equivalent to 0 percent strongly disagree on it. The finding indicates that 99.2 percents of 

participants agree on there is e-communication system at TRA head office while 0 percent of 

participants disagree on it. On the other hand there is e-communication system at TRA head 

office has mean score value 4.39 and standard deviation 0.506 implying that in average 
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participants agree that there is e-communication system at TRA head office. With this finding 

we can conclude that there is e-communication system at TRA head office.  

The study was interested to know ifthere is effective use of e-communication system at 

TRA head Office. Respondents were asked to rate their level of agreement on effective use of 

e-communication system at TRA head Office. The result through Table 4.4 shows that, 97

participants equivalent to 77.6 percents agreed that there is effective use of e-communication

system at TRA head Office; 12 participants equivalent to 9.6 percents strongly agree on it; 13

participants equivalent to 10.4 percents were neutral on it; 3 participant equivalent to 2.4

percent disagree on it and 0 participant equivalent to 0 percent strongly disagree on it. The

finding indicates that 87.2 percents of participants agree on there is effective use of e-

communication system at TRA head Officewhile only 2.4 percent of participants disagree on

it. On the other hand there is effective use of e-communication system at TRA head Office has

mean score value 3.94 and standard deviation 0.543 implying that in average participants agree

that there is effective use of e-communication system at TRA head Office. With this finding

we can conclude that there is effective use of e-communication system at TRA head Office.

The study investigated whether the use of e-communication reduces time taken to respond 

to work activities hence impact on operational performance. Respondents were asked to rate 

their level of agreement if the use of e-communication reduces time taken to respond to work 

activities hence impact on operational performance. The result through Table 4.4 shows that, 

71 participants equivalent to 56.8 percents agreed that the use of e-communication reduces time 

taken to respond to work activities hence impact on operational performance; 3 participants 

equivalent to 2.4 percents strongly agree on it; 51 participants equivalent to 40.8 percents were 

neutral on it; 0 participant equivalent to 0 percent disagree on it and 0 participant equivalent to 

0 percent strongly disagree on it. The finding indicates that 59.2 percents of participants agree 

on the use of e-communication reduces time taken to respond to work activities hence impact 

on operational performance while only 0 percent of participants disagree on it. On the other 

hand the use of e-communication reduces time taken to respond to work activities hence impact 

on operational performance has mean score value 3.62 and standard deviation 0.536 implying 

that in average participants agree that the use of e-communication reduces time taken to 

respond to work activities hence impact on operational performance. With this finding we can 

conclude that the use of e-communication reduces time taken to respond to work activities 

hence impact on operational performance. 

The study investigated whether the use e-communications lowers operational costs in work 

communication at TRA head Office. Respondents were asked to rate their level of agreement 

if the use e-communications lowers operational costs in work communication at TRA head 

Office. The result through Table 4.4 shows that, 62 participants equivalent to 49.6 percents 

agreed that the use e-communications lowers operational costs in work communication at TRA 

head Office; 38 participants equivalent to 30.4 percents strongly agree on it; 17 participants 

equivalent to 13.6 percents were neutral on it; 5 participant equivalent to 4.0 percent disagree 

on it and 3 participant equivalent to 2.4 percent strongly disagree on it. The finding indicates 

that 80 percents of participants agree on the use e-communications lowers operational costs in 

work communication at TRA head Office while only 6.4 percent of participants disagree on it. 

On the other hand the use e-communications lowers operational costs in work communication 

at TRA head Office has mean score value 4.02 and standard deviation 0.907 implying that in 

average participants agree that the use e-communications lowers operational costs in work 
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communication at TRA head Office. With this finding we can conclude that the use e-

communications lowers operational costs in work communication at TRA head Office. 

The result through Table 4.4 shows that, 67 participants equivalent to 53.6 percents agreed 

that the use of e-communication address operational challenges as the result contribute to 

operational performance; 25 participants equivalent to 20.0 percents strongly agree on it; 27 

participants equivalent to 21.6 percents were neutral on it; 6 participant equivalent to 4.8 

percent disagree on it and 0 participant equivalent to 0 percent strongly disagree on it. The 

finding indicates that 73.6 percents of participants agree on the use of e-communication address 

operational challenges as the result contribute to operational performance while only 4.8 

percent of participants disagree on it. On the other hand the use of e-communication address 

operational challenges as the result contribute to operational performance has mean score value 

3.89 and standard deviation 0.775 implying that in average participants agree that the use of e-

communication address operational challenges as the result contribute to operational 

performance. With this finding we can conclude that the use of e-communication address 

operational challenges as the result contribute to operational performance. 

The finding from this study indicates that use of e-communication address operational 

challenges as the result contribute to operational performance, reduce time taken to respond to 

work activities that impact of operational performance and lower operational costs in work 

communication. The finding from this study related with Kalikawe (2016) who conducted a 

study on assessment of the effectiveness of HRIS in Parastatal Organization in Tanzania found 

out that one of the major reasons of low use of information system is led by poor interaction of 

people and technology. The study observed that senior managers made less usage of the 

schemes as they much relied on their subordinates to provide them with manuscript reports and 

review, this scenario appeared to work against the goal of IS. The study points out the use of 

e-communication result into reduction of time taken to provide services and lower the

operational costs.

In addition to that the finding from this study related with Hezron (2019) who conducted 

a study assessing the impact of e-HRMS on performance of banking industry in UK and 

observed that e-HRMS has been significantly contributes toward improving operational 

performance in terms of time management of works, cost effectiveness as well as customer 

satisfaction in service delivery.Furthermore; Clegg (2000) proposed that an organization can 

adopts more integrated set of criteria of the technology that must link systems users, managers, 

and designers within the organization in order to ensure the system is more effective in realising 

organization goals and facilitate customer satisfactions. The e-HRMS has been develop in 

supporting linkage between different stakeholders in human resources management which is 

useful to achieve desired goals of establishing adoption of technology in managing human 

resources for achieving customer satisfactions. 

3.3.3.1 Hypothesis Testing 

The study had proposed hypothesis saying e-communication system has no significant 

impact on timely operational performance of TRA Head Quarter. The study investigated simple 

linear regression analysis in order to test the hypothesis. The result obtained is presented at 

Table 4.5. 

Table 7. Regression Result of e-communication on operational performance 
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Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .197a .339 .331 1.105 

a. Predictors: (Constant), There is e-communication system

at TRA head Office

ANOVAa

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 

Regression 6.074 1 6.074 4.971 .028b 

Residual 150.294 123 1.222 

Total 156.368 124 

a. Dependent Variable: There is time operational performance at TRA head office

b. Predictors: (Constant), There is e-communication system at TRA head Office

Coefficientsa

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 

(Constant) 5.191 .727 7.137 .000 

There is e-

communication system 

at TRA head Office 

.407 .183 .197 2.230 .028 

a. Dependent Variable: There is time operational performance at TRA head office

Source: Survey Data at TRA Head Office (2021)

Table 4.5 shows that R-square is 0.407 implying that e-communication system at TRA 

head Office has 33.9 percent ability to explain there is time operational performance at TRA 

head office and the remaining 66.1 percent is explained by other variables not used in this 

study. The AVOVA table shows F-value is 4.971 at p=0.028 implying that independent 

variable is significant to explain dependent variable. Furthermore, coefficient table shows that 

there is e-communication system at TRA head Office has coefficient 0.407 and t-value 2.230 

at p=0.028. The finding imply that there is e-communication system at TRA head Office is 

significantly explaining changes in there is time operational performance at TRA head 

officebecause p<0.05. Based on this result we reject the hypothesis stated that e-

communication system has no significant impact on timely operational performance of TRA 

Head Quarter and accept alternative hypothesis saying e-communication system has significant 

impact on timely operational performance of TRA Head Quarter.  

5. Conclusion, Implication, and Recommendation
The study investigated three specific research objective namely to analyse the impact of e-

recruitment on the quality performance of TRA Head Quarter; to examine the impact of e-

training on customer satisfaction in service delivery system at TRA Head Quarter and to 

analyse the impact of e-communication system on timely operational performance of TRA 

Head Quarter. The review of literature was conducted to link the relationship between e-
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recruitment, e-training, and e-communication on organization performance at Tanzania 

Revenue Authority. Through literature review discussion based on result was dealt well.  

The study employed mixed research strategy based on qualitative and quantitative analysis 

in order to investigate human capital management information system on organization 

performance a case of TRA head quarter in Dar es Salaam. The case study research design was 

used in analysisng the study. Single case study of Tanzania Revenue Authority was used in 

analysing the study problem. Data was collected through questionnaire and interview and they 

were analysed using qualitative and quantitative approaches.  

The study observed that e-recruitment system has impacts on increases rate of handling 

customer complaints hence ensures quality of services delivery and increase number of staff 

employed hence deliver quality works.Furthermore; the study observed that e-recruitment 

system is in place at TRA Head Office has coefficient -0.234 and t-value -2.115 at p=0.036. 

The finding imply that e-recruitment system is in place at TRA Head Office is significantly 

explaining changes in quality service delivery at TRA head Office because p<0.05. 

The finding shows that e-training practices at the office added value of quick response to 

customer using online services hence impact to customer satisfactions and increases number of 

staff trained as the results increases professionalism in service delivery hence impacts on 

customer satisfactions with service delivery. Furthermore; the study observed that e-training 

system at TRA Head Office has coefficient -0.392 and t-value -2.277 at p=0.025. The finding 

imply that there is e-training system at TRA Head Office is significantly explaining changes in 

there is customer satisfactions at TRA head office because p<0.05. 

The finding indicates that use of e-communication address operational challenges as the 

result contribute to operational performance, reduce time taken to respond to work activities 

that impact of operational performance and lower operational costs in work communication. 

Furthermore; the study observed that e-communication system at TRA head Office has 

coefficient 0.407 and t-value 2.230 at p=0.028. The finding imply that there is e-

communication system at TRA head Office is significantly explaining changes in there is time 

operational performance at TRA head office because p<0.05. 

The study recommends that application of human capital management information system 

has to important priority for an organization since it has observed that it contribute performance 

Tanzania Revenue Authority at head quarter in Dar es Salaam. The study recommends that 

policy development should be aligned with application of e-human capital management system 

that contributes toward improving operational performance of an organization. 

The study recommends that further study must be conducted assessing challenges facing 

adoption of online human capital management system in other organization in Tanzania. Also 

the study has to be conducted assessing the reason behind failure of other public organization 

to adopt online human capital management system. 
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