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Abstract—Presently, electronic (e-) procurement system is crucial for buying and selling supplies, and services between the government 

and individuals over the online environment. E-procurement is one of the Business to Consumer (B2C) applications that has the benefits 

of reducing transaction costs and supplier’s payment with increased information quality and accuracy of system. Nonetheless, users are 

still facing difficulties in using the e-procurement system thus causing them to feel dissatisfied. Moreover, studies related to user 

experience (UX) and e-procurement systems are also lacking in terms of UX interaction with this system. Users also face the problems 

such as lack of transparency and efficiency, corruption, and complicated procedures. There are other barriers faced by them such as 

prejudice, resource constraints and lack of experience. Therefore, this study aims to identify quality requirements of the e-procurement 

system which enhance their user experiences. This study uses a qualitative method (open-ended interviews) for data collection. The 

selection of the participants was done through purposive sampling and analyzed using a qualitative data analysis tool. The results 

revealed from interviews, that there are seven quality requirements that are important namely, effectiveness, efficiency, satisfaction, 

security, user interface aesthetics, ease of use and learnability. This study will be useful for system developers, and designers to put 
emphasis on these quality requirements for better user experience in enhancements of e-procurement in the future.  
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I. INTRODUCTION

An electronic procurement (e-procurement) system is a 

Business to Consumer (B2C) application that relates to the 

process of transacting products and services directly between 

the government and individuals by which business processes 

are linked with internet protocol and information technology 

(IT) [1]. E-procurement system allows government agencies 

and suppliers to conduct business transactions, such as 
acquiring products and services through an online 

environment [2]. The term e-procurement relates to the 

utilization of business processes between electronic 

communications of buyers and sellers. E-procurement has 

been designated as a priority and a major function of 

electronic governance, but users tend to regard the current 

system of dealing with complex procurement activities as 

unsatisfactory [3]. The use of e-procurement system is very 

important nowadays because of its beneficial impact on the 

productivity of organizations and individuals [4]. There are 

many benefits for the organizations involved, such as 

increased accuracy and quality of information, reduced 
transaction errors, payment of suppliers, and cost for 

purchasing [5]. However, despite all these advantages, there 

are still some problems faced by the users; the most common 

one is that suppliers believe using the e-procurement system 

is ineffective in promoting their products or services. Due to 

this reason, suppliers are not keen to use the system, and this 

scenario has hindered the achievement of the government’s 

procurement objective while achieving value for money [6].  

The government has invested a lot of time and energy in 

reform efforts to increase efficiency and increase people's 

satisfaction with the services provided by government 
agencies [7]. However, the adoption rate of users using the e-

procurement system, which includes large companies and 

Small and Medium Enterprises (SMEs), is quite disappointing, 

and the system implementation is also considered 

unsuccessful because of certain risks [8]. This is  due to users’ 

dissatisfaction because of the difficulty in understanding the 

information contained, decreases in the use [9], and the users 

felt compelled to use the system as it is a mandated 

environment by the government [4]. Thus, the user experience 
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(UX) of the e-procurement system needs to be investigated. 

This will include the user's quality requirements to improve 

their experiences when interacting with the system in the 

future. The quality requirement is defined as the conditions or 

specifications of the quality of products, services, or 

processes [10]. Some research has been conducted on UX for 

government systems [5], [11]. However, there is still a lack of 

studies regarding user experience when interacting with e-

procurement systems [12].  

User experience (UX) can be defined as all forms of users’ 

engagement with the services and products of the 
organization. Parts of the word "user experience" have now 

been codified by the International Organization for 

Standardization (ISO) which relate to "the use" and "the 

anticipated use" of a system [13]. The term UX is the result 

of a user's internal state (expectations, needs, motivation, 

mood, and so on), the designed system's characteristics, and 

the context (or environment) in which the interaction takes 

place [13]. In addition, UX is dynamic and relates with a 

user’s emotional condition and how the user interacts with the 

product, system or services. While Biduski et al. [14] define 

UX as all aspects that are related to end-user interaction with 
a product or service. Thus, UX refers to the process of 

reviewing one's experience before, during and after using a 

product, system, or service [13] and is related to positive or 

negative emotions users feel in a specific context [15].  

The attention to user experience determines the success of 

products, services, websites, and software, but the empirical 

research on user experience is still too little. When it comes 

to consumer loyalty and perceptions of digital products, a 

great user experience approach is very vital for organizations 

or businesses [13]. It has been reported in the literature that 

some users have difficulty using e-procurement because they 
are dissatisfied with the system [4], [16], and they have issues 

such as system availability and system complexity [3], [4]. 

This is most likely due to the fact that the public sector's e-

procurement implementation is still in its infancy. The 

procurement system is difficult to work with since it is 

important to transition from paper-based to electronic systems. 

Organizations that have overcome these obstacles can gain 

control over and facilitate the indirect procurement of 

products and services. However, being a new trend, e-

procurement continues to face a variety of linked issues, such 

as a lack of interoperability, privacy, information source, and 

transparency [1], [12].  
Despite the fact that e-procurement technology is now 

compulsory in many organizations or industries, individual 

acceptance is sometimes difficult to force, and disgruntled 

users will find ways to avoid using the system. Although there 

is a lack of published articles on users’ experience with e-

procurement that the authors have identified, it can be 

concluded from the existing studies that users’ experience 

with e-procurement from various perspectives by companies 

is still insufficient [17]. In the work by Deraman et al. [18], it 

is mentioned that e-procurement is one of the initiatives by 

the government to meet enterprise objectives, but they fail to 
generate quantifiable benefits. The reported failure 

percentage of e-procurement (75–85%) has led researchers to 

investigate the quality requirements of e-procurement to 

enhance positive user experience. From the start of utilizing 

the e-procurement system until they are adept, the user 

experience may be difficult. 

Past studies on e-procurement have investigated various 

aspects, including issues on public procurement. Various 

studies have highlighted e-procurement problems such as lack 

of transparency and efficiency, corruption, and complicated 

procedures that lead to the waste of resources of government 

[19]. Other pertinent issues include transparency of the 

procurement process [20], accountability, corruption, and 

integrity in e-procurement [20], [21]. Besides, Deraman et al. 

[18] stated that one of the major problems among e-
procurement users is the lack of understanding of the system's 

success factors, which causes the failure of e-procurement 

implementation. On the other hand, there are also barriers 

faced by e-procurement users, especially SME users, such as 

prejudice, resource constraints, and lack of experience [21]. 

Therefore, according to Mélon and Spruk [5], if e-

procurement is not implemented well, then the level of quality 

of an organization will be poor. Despite several studies that 

have been carried out on public procurement issues, there are 

still gaps that need to be explored in terms of important 

quality requirements of an e-procurement system. Based on 
the previous studies on e-procurement issues, it is undeniable 

that the quality requirements for e-procurement systems need 

to be studied and refined as they play an important role in 

reducing the impact of problems in public procurement 

activities. 

Therefore, this study aims to identify the quality 

requirements of the system that system developers and 

designers need to improve user experience when interacting 

with the system. These quality requirements also will be 

helpful for researchers in the UX and e-procurement field 

within the discipline of business and experiences by 
identifying the system's specifications or services [10]. The 

findings will help them (system developers and designers) 

identify quality requirements that are needed for an e-

procurement system to enhance the positive user experience. 
This paper is organized as follows, the materials and method, 

results and discussion, and conclusion.  

II. MATERIALS AND METHOD 

A qualitative method was used to understand user 

experiences using the e-procurement system. The qualitative 

approach was adopted because it allows a flexible exploration 

of informants' experiences and attitudes, which allows 

richness of data because the researchers can gain a deeper 

understanding of the phenomena. In this section, the design 

and implementation of the interviews are described, including 

the characteristics of the participants. Firstly, the purpose of 

the interview study was to understand the users’ experience 

when interacting with the e-procurement system (ePerolehan). 
The study collected data through open-ended interview 

questions with the e-procurement users. The study looked for 

e-procurement users with years of experience, current role(s) 

in their companies, and related experiences as suppliers for 

the government sector to create a level of heterogeneity [22]. 

Four participants were recruited and interviewed, and the 

resulting data were analyzed to identify the quality 

requirements of the e-procurement system, which represent 

the dimension of UX. The instrument used was eight open-

ended questions. The questions were as follows: 
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 What is the main purpose of you using the e-

procurement system? 

 What are the modules that you use in the e-procurement 

system? 

 What are the difficulties that you face while using the 

system? Which processes are the most complex? 

 If you have a problem in using the system, who can you 

contact or refer to? 

 Do you refer to any user manual or website in assisting 

you to learn or use the system? 

 Have you ever felt frustrated when using the system? 
 Do the e-procurement system interface and 

functionalities of the system satisfy your needs? 

 What dimensions or criteria should the e-procurement 

system have for the user to be satisfied? 

 

The participants were selected through purposive sampling 

to gather information on the participants’ experience [23]. 

The ideal number for qualitative participants is in the range of 

three to ten people, depending on the depth of the study [24]. 

Thus, several participants recruited in this study were both 

novice and experienced users who have been using e-
procurement systems to investigate their experiences openly 

about the system and its requirements. 

A. Characteristics of Participants 

Four participants, two males and two females, designated 

as P1, P2, P3, and P4, were recruited by the researchers via 

personal invitation, and their participation was voluntary. 

Three of them were suppliers, while the other one was a 

government staff who used the system on a daily basis. The 

participants have experiences from 2 to 13 years. The 
demographic of the participants is shown in Table I. 

TABLE I 

DEMOGRAPHIC OF THE PARTICIPANTS 

Participant  

No 

Gender Role (User Type) 

 

Years of 

Experience 

P1 Male Supplier  8  
P2 Male Supplier  2  
P3 Female Supplier  2  
P4 Female Government sector  13  

B. The Procedure of Data Collection and Analysis 

The interviews were conducted individually by the 

researchers in Malay to avoid misunderstandings of the 

questions and translation later. The interview session was 

conducted personally by the researchers face-to-face. All 

interviews were conducted at venues conducive for the 

participants, i.e., at their companies or organizations. The 

interview session focused on knowledge and experiences of 

using the e-procurement system and the requirements for the 
system. All the interviews were audio recorded and 

transcribed subsequently. The researchers also took notes 

while interviewing to confirm with the audio recording. The 

researchers analyzed all the transcripts for relevant contents 

and themes using qualitative data analysis software. The 

findings from the interview session were analyzed with 

thematic analysis. Thematic analysis is one of the powerful 

and appropriate analysis methods suitable for understanding 

experiences, thoughts, or behaviors across a data set [25]. 

Themes are actively built patterns (or meanings) derived from 

a data set that address research questions rather than only 

summaries or categorization of the codes [25]. From the 

interviews' analyses, data saturation was obtained after four 

interviews, with no new theme arising in the last interview. 

III. RESULTS AND DISCUSSION 

The study applied thematic analysis to develop coding 

schemes for participants’ interview questions. Thematic 
analysis of the interviews identified seven themes: namely 

effectiveness, efficiency, satisfaction, security, user interface 

aesthetics, ease of use, and learnability, as shown in Fig. 1. 

These themes are the quality requirements for the e-

procurement system, and it has also represented the 

dimensions of UX.  

 

 
Fig. 1  Seven Themes Related to E-procurement System from Interview 

 

The first theme is efficiency, according to the standards for 

efficiency, which can be defined as “resources expended in 

relation to the results achieved” [26]. According to Sagirani 

et al. [27], efficiency is how quickly users’ can complete tasks 

in the product, system, or services. The findings revealed that 

e-procurement users experienced a low efficiency of the 

system. For example, the process of uploading procurement 

files and the payment process took a long time. The issues of 

the system taking a long time to upload procurement files and 

completing the payment process render the system inefficient 
can cause the users dissatisfaction. Among such statements 

are: 

“The process of uploading files takes time” (P2) 

“Inconsistent payment received process (sometimes takes time)” 

(P3) 

This result is similar to a study by Yıldırım and Bostancı 

[28], which stated that users are not satisfied when the 
efficiency of a government portal or system is lacking. If the 

users take a long time to complete tasks, this makes them feel 

uneasy and distracted while using the system. The result 

shows that the system's efficiency is crucial because it will 

influence the users’ job productivity since it relates to the time 

spent by the users in overtime hours. In addition, efficiency is 

one of the indicators that impact the adoption of e-

procurement by the user in terms of cost [1]. Therefore, the 

efficiency of the system is how long the time is taken until 

task completion or achieved and whether users feel pleasant 

using the system during overtime hours. This finding shows 

Themes 

Effectivenes 
Efficiency 

Security 

User 

Interface 

Aesthetics 

Ease of Use 

Learnability Satisfaction 
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that the system's efficiency is an important concern in any 

development phase because users need to achieve their 

objectives over time and be satisfied when interacting with 

the system.  

The second theme from the findings is effectiveness. The 

standards for effectiveness can be defined as “the accuracy 

and completeness with which users achieve specified goals” 

[26]. The effectiveness of a system is crucial because it’s one 

indicator that influences the user to adopt the e-procurement 

system and use it successfully. The finding of the interview 

revealed that the e-procurement users experienced 
troublesome item codes when searching for products or 

services in the system because there were too many item 

codes that they needed to search for one by one. Moreover, 

the search process was also difficult and complicated. The 

users mentioned that they need a simpler system for them to 

use. For example, is in this quote: 

“Item code searching is a bit troublesome because there are too 
many item codes” (P1) 

“Need to search one by one (the item codes)” (P1) 

“There are various codes that are hard to search” (P2) 

“Complicated to find. Simplify if possible” (P4) 

The participants also experienced situations whereby the 

system froze when too many users were using the system 

simultaneously. Due to these scenarios, users failed to 

complete their tasks, and the objective of using the system 

was not achieved, thus making the system ineffective. The 

statements are: 

“Sometimes system is stuck (frozen)” (P1) 

“The system will get stuck when many people use the system at 
one time” (P2) 

“System should not have stuck (frozen)” (P4) 

Thus, the findings found that the e-procurement users 

experienced difficulty with the system in terms of item code 

searching for products or services, and the system froze when 

a number of users simultaneously used the system. These 

situations show that the system is ineffective to the user 

because the system is complex, and they cannot complete 

their tasks effectively. This view is supported by Yıldırım and 

Bostancı [28] study, which claimed that easy searching 

options are important to identify the service categorizations 

and classification as its critical for the system. Therefore, the 

effectiveness relates to the well-functioning of the system, 
and the success of task completion, and is useful to the users. 

In addition, the system's effectiveness could help the users in 

terms of better resource utilization, organized information, 

and visibility of customer demands [1]. 

The third theme from the findings is satisfaction. 

Satisfaction is the level of fulfillment of one’s needs, wants, 

and desires, and users can accomplish specific tasks with 

pleasantness, attractiveness, likeability, and trustworthiness 

[29]. Satisfaction can also relate to users' effect with (feelings 

about) prior to e-procurement use [4], including the users’ 

needs in terms of usefulness and ease of use. The findings 

revealed that the participants were satisfied with the e-
procurement system because they could view all the incoming 

tenders. The system also displays all bidders who successfully 

win a contract from the government. However, several 

participants feel dissatisfied because they did not know how 

to use the system at the initial stage of use because there were 

a lot of modules in the system. This situation shows that the 

users were not satisfied at the early usage and the system gave 

them an unpleasant experience. Among such statements are: 

“Satisfied because I can see all the incoming tenders and the 
history is quite clear” (P2) 

“Dissatisfaction because I don’t know how to use the system at 
the early usage” (P4) 

The finding also shows that e-procurement users feel 

satisfied and dissatisfied rather than frustrated when 

interacting with the e-procurement system. This view is 

supported by Sunmola and Shehu [30], who wrote that users 

are satisfied if they can achieve their goals and feel 

dissatisfied User satisfaction is the sum of the user's 

experiences with technology over time. Thus, it will pique the 

user's interest in using a system [31]. The result is similar to 

Atmaja and Sfenrianto [9] study, where the users are satisfied 

when the system meets their needs in completing the tasks. In 
mandatory use systems, user satisfaction is considered an 

indicator or success metric. Areas of the system that influence 

overall user satisfaction include architecture, navigation, and 

system’s ability to meet user expectations. Therefore, 

satisfaction with the system is when the users feel pleasant 

and satisfied with the service that is offered. In this study, user 

satisfaction is demonstrated if the users can see all the 

incoming tenders and can easily use the system early in usage. 

Moreover, they can feel pleasant and satisfied when 

interacting with the system when their objectives are fulfilled.  

The fourth theme is security, which refers to how the 

system can protect the information and data so that users can 
access the system  appropriately using the types and 

authorization levels [32]. The participants experienced a 

secure e-procurement system where passwords are required 

for the login and during the submission of contract 

applications such as quotations or tenders, and the system can 

only be accessed by an authorized person who is registered 

with the system. In this study, the elements for security was 

password-protected logins, secure transaction during contract 

solicitation and submission, and protection from unauthorized 

users. The results of this study indicate that the security 

characteristic of the system is significant because the e-
procurement system is safe from unauthorized users to ensure 

confidentiality of the system and could build users’ trust while 

using the system for business transactions between customers 

and buyers. Among such statements are: 

“System has privacy and security with password protection” (P1) 

“It is important to have security with password protection” (P4) 

“Security control on the contract module is for one person only” 
(P4) 

A similar result was found in the study by Belisari, Binci, 

and Appolloni [33], which declared that trust and 
transparency enable the sharing of needs between the 

customer and provider sides. Moreover, transparency and 

accountability of the system can assist in procuring better 

quality products and services as mentioned by Ahmad, 

Aljafari, and Venkatesh [11]. This finding also supports the 
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study by Palaco et al [34], whereby security in the system is 

essential to ensure the reliability and robustness of technical 

systems. Therefore, users will trust the e-procurement system 

if it has security characteristics, which include confidentiality, 

privacy, transparency, and accountability. The most important 

element in the e-procurement system is that it should focus on 

security as an alternative secured option [28].  

The fifth theme is user interface aesthetics. Aesthetics 

refers to the sensory experience that a product or system 

provides and how well that experience aligns with particular 

visuals, such as simple, clean, and orderly design [35]. While 
user interface aesthetics can be defined as the degree to which 

the user interface allows for pleasant and satisfying 

interaction with the user [32]. The findings showed that the e-

procurement system has unpleasant interfaces where the 

search item code that displayed products or services did not 

have page divisions to make it easy for users to view. Issues 

related to information position, such as announcements and 

the position of the previous and back buttons, were difficult 

to find. Sometimes, the participants did not know how to click 

the search button in the e-procurement modules due to the 

complex interfaces. Thus, the findings revealed that the user 
interface of the e-procurement system needs additional 

improvements, such as page divisions for information search 

and easy position of buttons that are not difficult to find. Thus, 

the system should enable the users as learners to navigate 

from one page to another with easy [36]. Among such 

statements are: 

“Need a sub or division for item code searching in e-catalogue” 
(P1) 

“The positioning of the offer announcement button in the system” 
(P1) 

“Sometimes cannot find the previous and back button” (P2) 

“Don’t know the search button for audit” (P4) 

This finding also indicates that the e-procurement interface 

is difficult to navigate and has a complicated structure, 
especially for novice users, thus causing certain tasks to take 

longer to be completed. This view is supported by Mauri et al. 

[37], who mentioned that system navigation is important to 

complete a task in the time provided. The study's findings also 

align with Al-Hunaiyyan et al. [38], whereby consistency in 

interface design keeps the system's menus and commands 

orderly and easy to use; inconsistencies can cause systems to 

become confused. However, user interface aesthetics in terms 

of navigation have not ceased to be an important characteristic 

of user experience, especially in complex and regulated 

environments such as e-procurement systems [39]. Therefore, 

in this study, the elements regarding interfaces and navigation 
are easy-to-identify positions of buttons, and ease of 

navigation can be considered for future improvement in order 

to make the system friendlier for users to use the system.    

 The sixth theme from the findings is the ease of use. Ease 

of use can be defined as easy to use a function or easy-to-

obtain information [40]. There are many sub-modules in the 

e-procurement system, such as quotation, tender, and 

payment management. The participants mentioned that the 

modules and sub-modules must be simple. However, some 

modules in the system may be important and cannot be 

removed or reduced because every procurement procedure 

needs to be known by the user to submit their application 

online. Thus, the system's complexity cannot be reduced but 

only transformed in another way [41]. Moreover, the 

interview findings revealed that e-procurement users need an 

easy-to-use system and an easy submission process that is not 

complex and can give them a pleasant experience. Among 

such statements are: 

“Need an easier system” (P1) 

“Require an easy submission process in the system” (P2) 

Based on the findings, it can be concluded that the 

participants felt that there were too many modules and sub-

modules in the e-procurement system. They required a 

simpler system that is easy to use. [3] argues that the 

complexity of a product or a system should be reduced to 

avoid users spending much time using it. However, the 
system's complexity cannot be reduced because each system 

is developed with its functions and purposes due to the 

technology [42]. For example, is in this quote:  

“Many sub-modules in quotation and tender” (P1) 

“Simplify the modules” (P2) 

“Many sub-modules for payment management” (P4) 

These findings align with the study by Biduski et al. [14] 
where the user demands a product or service which is easy to 

use to avoid them from feeling frustrated and stop using it. 

User satisfaction is important to determine the success of an 

e-procurement system [9]. Similarly, Ibem et al. [17] 

mentioned that users’ experience with e-procurement is 

influenced by the ease of use of the technology. [3] reiterates 

that when procurements become increasingly complex, local 

governments are less likely to rely on the technology support 

associated with e-procurement. Therefore, when the system's 

complexity cannot be reduced, the users need to struggle and 

deal with the system on their own to achieve their goals [41]. 

In this study, the important quality requirements for the 
system’s ease of use are when the users can submit their 

applications with much ease, and it is easy to see the modules 

displayed in the system interface thoroughly and consistently. 

Ease of system use can be considered an important dimension 

for future system development. Other than that, the ease-of-

use dimension should be of concern in any system or web 

application development to attract users.  

The seventh theme from the findings is learnability. 

According to the standards for learnability, can be defined as 

“the degree to which the system used by the users to achieve 

goals of learning and they are satisfied to use it” [32]. 
Learnability is the level of ease with which users become 

proficient in order to interact with the system. E-procurement 

is a new business application, especially in new companies 

that are starting to know the functionality of this system for 

use in their organizations. Based on the findings, the 

participants who used the e-procurement system had 

difficulties at early usage because they possessed little 

knowledge about it. The participants would ask for assistance 

from others because they did not have the skills required to 

use the system. This result shows that the users have difficulty 

understanding the flow and interfaces of the system and using 

the system, especially novice users in the early usage of the 
system. For example, is in this quote:  
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“Asking for help from others because do not have the skills” (P3) 

“For new users there will be problems using the system” (P4) 

“Supplier don’t know how to use the system” (P4) 

“Call service provider because need to know about procedures 
and steps in the system” (P1) 

“Try to understand the system if not attending a course” (P1) 

“Explore the system to learn” (P2) 

The interview findings show that the participants learned 

and understood how to use the system independently. They 

preferred to call the e-procurement service provider to ask 

about the flow, procedures, or steps in the system should they 

face any problems. They struggled to understand the system’s 

procedures as they did not attend the course organized by the 

e-procurement service provider because the fees charged were 

quite expensive for them. Nevertheless, if they continue to use 

the e-procurement system for some time, users will become 
more familiar with the system and be satisfied. This view is 

supported by Biduski et al. [14], which mentioned that if the 

product or system offers good usability and satisfactory UX, 

users will continue to use it overtime. Therefore, the 

learnability of the system relates to being easy to learn and 

use, especially for new users, even though it is a new interface. 

This characteristic can be considered in any future system 

development as novice users face difficulties prior to system 

usage. The summary of the findings in terms of quality 

requirements and elements are presented in Table II.   

TABLE II 
QUALITY REQUIREMENTS AND ELEMENTS 

Quality 

Requirements 
Elements  

Efficiency 
Shorter time taken for task completion by the 
users. 

Effectiveness 
Easy item code searching for products or services
and completing the task without assistance. 

Satisfaction 
Displays all bidders who successfully win a 
contract and easy to use the system at the initial 
stage. 

Security 
Password for the login, secure submission of 
contract solicitation, and Safety from 
unauthorized users to ensure confidentiality. 

User Interface 
Aesthetics 

Page divisions for searching, and Easier to find 
the position of the previous and back buttons. 

Ease of Use 
Easy submission of quotation or tender and Easy 
interaction with the system. 

Learnability 
Easy to understand the flow and achieve the 
goals of learning 

IV. CONCLUSION 

One of the goals of implementing an electronic government 

policy to use an e-procurement system is to provide citizens 

and businesses with efficient and high-quality online services. 
However, e-procurement adoption is difficult since it involves 

numerous impediments, and adoption expenses might impede 

overall organizational performance [33]. Improving service 

quality, reducing costs, increasing productivity, strengthening 

data security, protecting privacy, increasing citizen 

participation in governance, and creating transparency 

through effective communication are important.  

The findings in this study investigate the users' experience 

of using the e-procurement system. This research reveals 

seven quality requirements (also represent the UX dimensions) 

from the interview study which are important for enhancing 

the user experience of the e-procurement system, namely 

effectiveness, efficiency, satisfaction, user interface 

aesthetics, ease of use, and learnability. Effectiveness, 

efficiency, and satisfaction are among the important 

dimensions for any development related to a product, system, 

or service [43].  

 A user experience is considered a key quality determinant 

of product, system or service intended for human use, which 

can be considered success or failure indicators. This study 
found that the users of the e-procurement system are satisfied 

when they can view all the successful bidders who get a 

contract from the government and use a secure online 

environment, and they are not satisfied if the system gives 

them an unpleasant experience. The important thing is that the 

e-procurement system should be available at any time in order 

to avoid users’ frustration. On the other hand, the study 

findings support Tesler’s theory, where the complexity of the 

system cannot be further reduced but only transferred from 

one place to another [41]. Thus, they need to deal with the 

system by their initiative, which might cause the long time 
taken to complete their tasks.    

 The UX influences how a user perceives their interactions 

with systems. Some e-procurement users may be hesitant to 

use public online government services because of their lack 

of trust in the security of government web services when it 

comes to the use of personal or company information given 

electronically [2]. Besides that, users are regularly exposed to 

privacy and security issues, and as technology becomes more 

widely used, the security dangers linked with it are increasing. 

This indicates that users have different needs, experiences, 

and expectations when interacting with the government 
system because user satisfaction is subjective. Therefore, the 

quality requirements stated in this study were identified as 

determinants of whether users are satisfied or dissatisfied with 

the system used. This study is also expected to provide 

dimensional evidence required by system developers and 

designers to improve the positive user experience in using e-

procurement systems for future improvement. The 

researchers can also refer to the study's quality requirements 

(or dimensions) for their future research.   
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