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Job seekers satisfy or dissatisfy with the existing 
electronic recruitment: A theoretical and 
empirical investigation
Philip Siaw Kissi1*

Abstract:  This study aims to fill the gap by identifying factors and their effects on 
job seekers’ satisfaction with existing e-recruitment systems. A longitudinal cohort 
research design was employed for the study. Semi-structured interviews and 
a survey questionnaire were used as research instruments. Two hundred sixty-five 
job seekers (265) and seven human resource staff were purposively sampled for the 
study. The human resource staff answered the interview questions while the job 
seekers responded to the survey questionnaire. The finding indicates that factors 
affecting job seekers’ satisfaction with the e-recruitment systems are expectation, 
performance, perceived e-recruitment fraud, and e-recruitment brand quality. More 
so, the finding reveals that expectation, perceived performance, and confirmation 
are positively associated with the satisfaction of e-recruitment systems. On the 
contrary, perceived e-recruitment fraud is negatively associated with confirmation 
and consequently affects job seekers’ e-recruitment satisfaction. Surprisingly, 
another finding shows that jobseekers are dissatisfied with the existing e-recruit-
ment because their expectations and perceived e-recruitment fraud are higher than 
the perceived performance of the existing e-recruitment systems. These findings 
have several implications for policy and recommendations for various levels of 
stakeholders focusing on e-recruitment systems. Detailed results of theoretical 
contribution and policy implications are discussed.

Subjects: Technology; Business, Management and Accounting; Information Technology; 
Performance Theory 

Keywords: Existing e-recruitment system; Expectancy Confirmation Theory; perceived 
e-recruitment fraud and e-recruitment brand quality; job seekers; satisfaction or 
dissatisfaction

1. Introduction
One of the human resource managerial responsibilities is to recruit suitable job seekers to fill 
vacant or newly created jobs. Recruitment is reported in the literature as the process of analysing 
the job requirements, pooling together a network of qualified candidates and hiring the most 
suitable person for a specific role (Abbasi et al., 2022; El Maohub et al., 2022, 2022; Lepistö & 
Ihantola, 2018; Vetráková et al., 2018). Thus, the recruitment process is used to search for the 
services of capable job seekers with the required knowledge and expertise. Among other HRM 
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practices, recruitment is an imperative part of their functions to draw human assets into the 
organisation. No matter the organisation, using the proper recruitment process to hire job seekers 
for various positions is necessary for competitive advantage in today’s emerging markets. 
Attracting the best job seekers is crucial for guaranteeing the practical function of an organisation 
(Sarpong, 2019). Thus, the wrong recruitment process will likely negatively affect the search for 
suitable job seekers.

E-recruitment practices significantly influence job seekers’ attraction and contribute to recruit-
ment outcomes (Baum & Kabst, 2014; Kucherov & Tsybova, 2021). Some studies have indicated 
that e-recruitment systems are more effective when compared with the traditional recruitment 
process as the system provides organisations with sizeable geographic coverage and saves effort, 
time, and cost of searching for potential jobseekers (Javed et al., 2017; Sills, 2014; Singh et al.,  
2010). However, job seekers continue to apply for jobs using the traditional recruitment process, 
where paper-based applications and resumes are physically sent to the organisation (Masarova & 
Gullerova, 2020). This may be possible if the intended jobseekers are not satisfied with the 
performance of the e-recruitment systems.

Most recent e-recruitment studies have been conducted from the management or employers’ 
perspective (Abia & Brown, 2020; Kucherov & Tsybova, 2021; Mishra & Kumar, 2019; Rahman et al.,  
2020). Although the employers’ views are highly significant, the viewpoints of the job seekers who 
use e-recruitment frequently are missed in the literature. A study from the perspective of job 
seekers could provide firm empirical evidence on factors related to the e-recruitment context in an 
organisation and the effects of these factors on e-recruitment satisfaction. Up to now, studies from 
the perspective of job seekers to establish the satisfaction of the current e-recruitment systems 
are missing in the literature. Thus, there are limited studies on jobseekers’ perceptions of e-recruit-
ment (Baum & Kabst, 2014, Carpentier et al., 2017; Monica, 2020). This study aims to fill the gap by 
identifying the factors associated with existing e-recruitment satisfaction and examining the effect 
of these factors on existing e-recruitment satisfaction. The objective of the study is to:

(1) Identify factors that affect job seeker’s satisfaction with the existing e-recruitment systems.

(2) Investigate the effect of the identified factors in research question 1 on e-recruitment 
satisfaction among job seekers.

(3) Examine whether job seekers are satisfied or dissatisfied with the e-recruitment system, 
considering the effect of expectation and perceived performance.

(4) Examine whether job seekers are satisfied or dissatisfied with the existing e-recruitment 
system, considering the effect of perceived e-recruitment fraud activities and perceived 
performance.

The findings of these twofold studies have significant implications for policymakers and designers 
of e-recruiters of organisations. First, the study benefits human resource management with guide-
lines and planning for implementing prudent policies to improve job seekers’ satisfaction with 
e-recruitment systems. Second, the study provides findings that enable the policymakers for 
e-recruitment systems to rethink the measures and features to put in place to make the system 
more accessible, user-friendly and secure from fraudulent activities to encourage job seekers to 
use it for job applications.

The rest of the study is organised into four sections. The first section presents the theoretical 
framework supporting the study, the development of the hypotheses and the proposed conceptual 
framework. The second section provides a comprehensive account of the research methodology 
used in carrying out the research. The third section involves the results and discussion related to 
the objectives. Finally, the last part of the study comprises the conclusion, theoretical contribution 
and policy implication.
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2. Literature Review

2.1. Theoretical framework: expectancy confirmation theory
The Expectancy Confirmation Theory (ECT), also known as the Expectancy Disconfirmation Theory 
(EDT), was introduced first by Oliver to study customer satisfaction (Jin et al., 2013). The theory has 
been accepted as a paradigm for explaining and determining users’ satisfaction or dissatisfaction 
(Cai & Chi, 2021; Lee et al., 2022a, 2022b; Pizam & Milman, 1993; Zhang et al., 2022). The entire 
process by which clients form satisfaction or dissatisfaction in an ECT framework is presented in 
Figure 1. The theory posits that client satisfaction or dissatisfaction results from comparing 
performance (of a product or service) with pre-established standards of expectation. From the 
theory, the pre-established standards are the client’s projective expectations, with three likely 
results from the comparison. The first result is positive confirmation. This arises if performance is 
perceived to be higher than the pre-established expectations, then the result indicates clients’ 
satisfaction with the products or services. The second result, which is zero confirmation, occurs if 
the pre-established expectation is precisely equal to the perceived performance, then the clients 
will likely be satisfied. Finally, the third aspect, negative confirmation, happens when the pre- 
established expectation is higher than the perceived performance, and then the clients are 
dissatisfied with the services or products. Therefore, positive confirmation leads to a satisfied or 
happy customer, while negative confirmation results in dissatisfied or unhappy clients.

2.2. Job recruitment satisfaction and dissatisfaction
The level of job recruitment satisfaction can be defined as the level of contentment or fulfilment of 
jobseekers and employers’ experience during the recruitment process (Muduli & Trivedi, 2020). The 
recruitment process is measured according to how well it meets both parties’ expectations and 
needs. Organisations’ ability to attract and retain talent can significantly affect their satisfaction 
with the recruitment process (Acikgoz, 2019). Jobseekers who are satisfied with their jobs are more 
likely to accept offers and stay with the company, while satisfied employers are more likely to find 
suitable candidates (Carballo-Penela et al., 2023) The recruitment process can be improved by 
focusing on effective communication, transparency, and mutual respect between candidates and 
employers (Asanov & Mavlikeeva, 2023). However, jobseekers may experience dissatisfaction in the 
recruitment process if representatives are rude, communication is unprofessional, or interview 
logistics are disorganized (Lashkari & Cheng, 2023). Again, dissatisfaction can result if job seekers 
feel they are subjected to bias or discrimination during recruitment.

2.3. Electronic recruitment system
The Electronic Recruitment System (ERS), or the Applicant Tracking System (ATS), is an application 
platform that facilitates and streamlines a company’s recruitment and hiring processes (Gusain 
et al., 2023). By managing and automating the process, employers can use it to find, attract, 
assess, and hire candidates. An e-recruitment system provides employers with valuable data and 
analytics that can be used to make data-driven decisions (Van Esch et al., 2019). E-recruitment 

Figure 1. Expectancy disconfir-
mation/confirmation theory 
(Oliver, 1980).
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methods track recruiting metrics, assess sourcing channels, and identify improvements (Koechling 
et al., 2023). To optimise recruitment processes, organisations must use e-recruitment systems 
(Black & van Esch, 2020). Both employers and job seekers can benefit from them in various ways, 
including efficiency, cost-effectiveness, improvement in communication, and improved decision- 
making based on data. Despite many advantages, electronic recruitment systems can also have 
disadvantages and drawbacks. This may include a dehumanised hiring process, making it difficult 
for organisations to examine jobseekers’ soft skills, personalities, and culture (Okolie & Irabor,  
2017).

2.4. Jobseekers
Jobseekers are people enthusiastically looking for employment for a new job or a career change. 
They search for employment opportunities, prepare application materials (such as resumes and 
cover letters), and attend interviews or job fairs to find a job (Carballo-Penela et al., 2023). The job 
seekers may be recent graduates, experienced experts looking for a career change, or people 
currently unemployed and seeking work and engaging in several activities (Choi et al., 2023). Two 
distinct jobseekers, passive and active, always look for employment. Individuals actively searching 
for new employment opportunities are considered active job seekers (Subbarao et al., 2022). There 
may be a current unemployment problem or they may be dissatisfied with their current job and 
actively searching for a new position. There are various job search strategies that active job 
seekers use, such as applying for job openings, networking, attending job fairs, and using job 
boards and career sites online. In most cases, they invest significant time and effort into finding 
a new job and are more motivated and committed (Mowbray & Hall, 2020). A passive job seeker is 
not actively seeking a new job but is open to considering new opportunities if they arise. While they 
might be employed and content with their current position, recruiters can connect them with 
potential jobs or offer them a chance to explore opportunities (Subbarao et al., 2022). Jobseekers 
who are passive may not actively look for jobs or apply for them, but they may regularly update 
their LinkedIn profiles and occasionally respond to recruiter inquiries. Their qualifications and 
experience often make them attractive to recruiters in the job market.

2.5. Hypothesis development

2.5.1. The association between confirmation, perceived E-recruitment fraud and E-recruitment 
brand quality, and satisfaction 
From the perspective of this study, perceived e-recruitment fraud refers to jobseekers’ perception 
or belief that falsified activities or unscrupulous practices occur during the online recruitment 
process. In recent years, job seekers have encountered fake job ads featuring high wages, flexible 
hours, telework, and career growth opportunities (Vidros et al., 2016). These fraud activities are 
presented to job seekers through job advertising, spam conversations, or text, which attempt to 
collect innocent jobseekers’ information messages (Mahbub et al., 2022). Jobseekers who have 
experienced perceived e-recruitment fraud would likely spread their experience through the online 
platform or word-of-mouth to tarnish the organisation’s e-recruitment brand. When job seekers 
e-recruitment fraud (potentially deceptive or fraudulent practices in online recruitment), it nega-
tively impacts their perception of the organisation’s e-recruitment branding efforts (Niharika Reddy 
et al., 2018). More so, jobseekers will likely not confirm the e-recruitment system if they experience 
fraudulent activities. However, e-recruitment branding quality may play a crucial role in attracting 
and promoting job seekers (Wijaya et al., 2023). Moreover, online recruitment branding will likely 
affect the user’s satisfaction (Hsieh et al., 2022). Hence, the following hypotheses were derived:

H1: Perceived e-recruitment fraud is negatively associated with e-recruitment branding quality

H2: Perceived e-recruitment fraud is negatively associated with jobseeker confirmation

H3: E-recruitment branding quality is positively associated with jobseeker e-recruitment 
satisfaction.
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2.5.2. The relationship between expectation, perceived performance, confirmation and 
E-recruitment satisfaction 
The ECT postulates that there are associations between expectation, performance, confirmation 
and satisfaction. The associations have been verifiable and supported in previous empirical studies 
from different perspectives, such as Wearable health information systems (Shen et al., 2018), 
policy and online repurchase intention (Wang et al., 2019), Predicting visitors’ satisfaction with 
their destination (Pizam & Milman, 1993) and citizen satisfaction (Lee et al., 2022a). In conse-
quence, it is expected that there are relationships between expectation, perceived performance, 
confirmation and e-recruitment satisfaction among job seekers. This leads to the following 
hypotheses.

H4: Expectation is positively associated with job seekers’ confirmation

H5: Expectation is positively associated with e-recruitment perceived performance

H6: perceived performance is positively associated with job seekers’ confirmation

H7: perceived performance is positively associated with job seekers’ e-recruitment satisfaction

H8: Confirmation is positively associated with jobseeker e-recruitment satisfaction

2.5.3. Determination of E-recruitment satisfaction based on expectation and perceived 
performance from ECT 
From ECT, satisfaction or dissatisfaction is determined by the gap between expectation and 
perceived performance. In the same scenario, this presented study suggests that job seekers’ 
satisfaction or dissatisfaction will be predicted by the difference between their expectations and 
perceived performance of e-recruitment. Hence, the following null and alternative hypotheses 
were proposed:

HO: Comparing the effect of expectation and perceived performance on the confirmation, job 
seekers are satisfied with e-recruitment systems

Ha: Comparing the impact of expectation and perceived performance on the confirmation, job 
seekers are dissatisfied with e-recruitment systems.

2.5.4. Determination of E-recruitment satisfaction based on perceived performance and 
perceived e-recruitment fraud 
Fraud activities can negatively affect job seekers’ satisfaction with e-recruitment systems. The 
performance of the e-recruitment system and fraud activities are likely to affect confirmation and 
consequently generate satisfaction or dissatisfaction with the system. Therefore, this current study 
theoretically suggests that when perceived e-recruitment fraud is superior or higher than the 
system’s perceived performance, job seekers are dissatisfied with e-recruitment systems. On the 
other hand, if perceived e-recruitment fraud is inferior or lesser than the perceived performance, 
job seekers are satisfied with the e-recruitment systems. However, the study anticipates job 
seekers are unsatisfied due to perceived e-recruitment fraud activities. Per this conclusion, the 
following null and alternative hypotheses were proposed:

HO: Comparing the effects of expectation and perceived e-recruitment fraud on the confirma-
tion, jobseekers are satisfied with e-recruitment systems.

Ha: Comparing the effects of expectation and perceived e-recruitment fraud on the confirma-
tion, jobseekers are dissatisfied with e-recruitment systems.
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2.6. Proposed research conceptual framework
The ECT indicates how individual expectations and experiences relate to their overall satisfaction 
(Rathjens et al., 2023; Tan et al., 2023; Wen et al., 2023; Ye et al., 2023). The theory focuses on the 
central idea that individuals have pre-existing expectations about certain events or experiences 
(Lee, Hung, & Chen, 2022a). When these expectations are not fulfilled, they react in specific ways 
(Abdelkarim, 2022). From the ECT, it is conceptualised that jobseekers evaluate their e-recruitment 
experience compared to their initial expectations. The study proposed that if the e-recruitment 
process meets or exceeds their expectations, it leads to confirmation, which results in satisfaction. 
If the job seeker encounters a complicated application process that falls short of their expecta-
tions, it results in disconfirmation, which leads to dissatisfaction. Perceived e-recruitment fraud 
could naturally lead to dissatisfaction and negative emotional responses involving anger, disap-
pointment, and betrayal, resulting in negative disconfirmation. More so, the study extended ECT by 
establishing that perceived e-recruitment fraud and e-recruitment brand quality may influence 
jobseekers’ satisfaction, as presented in Figure 2. The augment is that fraud can wear down trust 
and credibility in online activities (Bera et al., 2023), while system brand quality can enhance 
reputation and trustworthiness, which may lead to trust, confidence and satisfaction (Mtotywa & 
Kekana, 2023). Table 1 reports the operational definition of constructs or latent variables used in 
the study.

3. Research methodology
A longitudinal cohort research design with both quantitative and qualitative data (mixed method) 
collection approaches was used in the study. Research designs involving longitudinal cohorts 
follow groups of individuals (cohorts) over extended periods, usually with multiple data points or 
assessments (Askelund et al., 2023; Menard, 2002). This study was conducted over time, with data 
collected at multiple points in time and various measurement assessments (semi-structured 
interviews and survey questionnaires). The current study purposively selected Jobseekers and 
human resources personnel in Greater Accra and the Ashanti Region of Ghana because of the 
area’s highest unemployment (jobseekers) rate. More so, jobseekers were selected for this study 
because they could offer feedback on the features and functionalities of the e-recruitment system, 
for example, the application process, resume submission, and communication with employers. 

Figure 2. Proposed conceptual 
framework.
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Also, human resources personnel were selected because they are responsible for recruiting and 
selecting jobseekers and use the recruitment systems in the organisation. In justification of sample 
size, Cattell (1978) reported that using a minimum sample size of 250 in research involving factor 
analysis is suitable. In another view, Guilford et al. (1954) suggested that 200 participants of 
sample size are acceptable. Also, Alreck and Settle (1985) indicated that between 250 and 1,000 
participants is the recommended sample size to use in a population of 10,000 and above. In 
addition, Gorsuch (1983) and Kline (1994) supported at least 100 participants as a sample size. 
Therefore, the study employed 265 Job seekers and seven (7) human resource personnel.

3.1. Development of research instrument
Semi-structured interviews and survey questionnaires were employed to collect data from the 
participants. The Semi-structured Interview questions and survey questionnaires were adopted 
from literature studies. The detail of the field notes was done using recording devices and was 

Figure 3. Path coefficients of 
the proposed research concep-
tual model.

Table 1. Summary explanation of research model constructs
Constructs Description
Perceived e-recruitment 
fraud

A subjective belief that e-recruitment systems offer is fraudulent or deceptive.

Expectation The initial set of expectations jobseekers hold before experiencing the 
e-recruitment system.

Perceived performance Jobseekers’ subjective evaluations of how well the actual performance of an 
e-recruitment system aligns with or differs from their initial expectations

E-recruitment brand quality Jobseekers perception of the quality and trustworthiness of an e-recruitment 
service

Confirmation Situations where jobseekers perceive that their actual experiences with the 
e-recruitment system align with their initial expectations, leading to a relatively 
neutral response

E-recruitment satisfaction The level of fulfillment experienced by jobseekers when using an e-recruitment 
system.
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transcribed to enhance the reliability of semi-structured interviews. Also, for trustworthiness, there 
was a long engagement in the field. More so, the survey questionnaire involves two parts to 
investigate the formulated research objectives with its associated research hypothesis. The first 
part of the survey questionnaire focuses on the participants’ demographics, including gender, age, 
educational background and years of unemployment. The other part involves six (6) latent vari-
ables and twenty-five (25) observed variables, which were adopted from previous empirical studies 
(Bhattacherjee, 2001; Jin et al., 2013; Shiau et al., 2020, Román, 2010; García et al., 2018). The 
study used a five-Likert scale with a rating range from Strongly Disagree (SD = 1), Disagree (D = 2), 
Undecided (U = 3), Agree (A = 4) and Strongly Agree (SA = 5).

A pilot study was conducted to test the reliability of the survey questionnaire using Cronbach’s 
alpha. This was done to find out not only the internal consistency of the survey questionnaire but 
also to check errors in the statement of observed variables, such as spelling mistakes and omission 
of letters or words. The present study piloted the instrument with thirty-five job seekers of different 
participants. The Cronbach Alpha was 0.796, which indicates good internal consistency. For good 
internal consistency, Henseler et al. (2009) suggested Cronbach’s Alpha of 0.80, Taber (2018) 
recommended 0.70 or more and Hair et al. (2014) and Nunnally (1978) reported 0.90 or above 
being the excellent value. Therefore, from Table 2, the value of Cronbach’s Alpha ranges from 
0.860 to 0.941, suggesting good and excellent internal consistency of the collected data from the 
participants.

3.2. 3.2. Validity of the research survey questionnaire

3.2.1. Convergent validity 
Table 3 presents the summary of the exploratory factor analysis (EFA), the average variance 
extracted (AVEs) ranged from 0.629 to 0.752. However, the recommended value for Factor loading 
should be greater than 0.6 (Bagozzi, 1981), the AVEs should be more than 0.5 (Chin, 1998; Hair 
et al., 2014) and composite reliability should exceed 0.7 (Henseler et al., 2009). Therefore, similar 
questionnaire items produce the same results suggested by Fornell and Larcker (1981).

3.2.2. Discriminant validity 
In finding discriminant validity, Fornell and Larcker (1981) suggested that the square root of AVEs 
of the latent variables should be more than the correlated value of other latent variables for 
acceptance of discriminant validity. As reported in Table 4, the value of the square root of AVEs is 
more than its corresponding correlated values of other latent variables. Therefore, the latent 
variables that theoretically should not be related to each other are indeed not related.

More so, Common method bias was checked using Variance Inflation Factor (VIF) and tolerance. 
VIF ranged from 1.009 to 1.178 and tolerance ranged from 0.849 to 0.992, which falls within the 
expected value threshold (Kock, 2015; O’brien, 2007).

Table 2. Result of reliability analysis of survey questionnaire
Construct Number of items Cronbach alpha (α)
Expectation 3 0.860

Perceived Performance (P P) 3 0.898

E-recruitment Brand Quality (ERB) 4 0.916

Confirmation of Belief (C) 5 0.936

Perceived e-recruitment fraud 
(ERF)

5 0.924

E-Recruitment Satisfaction (ERS) 5 0.941
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3.3. Normality testing of the data
Skewness, Kurtosis, Bartlett’s test of sphericity and Kaiser—Meyer–Olkin (KMO) were used to examine 
the normality of the data collected from the participants of the study. Lei and Lomax (2005) 
recommended that both the skewness and Kurtosis values should be less than |2.3|, while Brown 
(2006) suggested that the acceptable values of skewness should be |3| and |10| for kurtosis when 
applying studies involving structural equation modelling (SEM). As reported in Table 3, the value of 

Table 3. Summary of exploratory factor analysis (EFA)
Construct Measurement Factor loading Skewness Kurtosis
Expectation AVE = 0.629, CR = 

0.836, CVE =80.579 
and E = 1.161

E1 0.768 −1.255 0.556

E2 
E3

0.803 
0.808

−1.004 
−1.346

0.534 
1.122

Perceived 
Performance

AVE = 0.750, CR = 
0.900, CVE = 71.515 

and E = 1.480

PP1 0.825 −1.115 0.581

PP2 0.883 −1.331 1.024

PP3 0.889 −1.271 0.909

E-recruitment 
Brand quality

AVE = 0.714, CR = 
0.909, CVE = 33.010 

and E = 4.055

ERB1 0.874 −1.510 2.061

ERB2 0.836 −1.528 2.517

ERB3 0.877 −1.584 2.020

ERB4 0.790 −1.604 1.982

Perceived 
e-recruitment fraud 
(ERF)

AVE = 0.746, CR = 
0.936, CVE = 48.606 

and E = 3.405

ERF1 0.863 −1.655 2.115

ERF2 0.881 −1.703 2.459

ERF3 0.890 −1.705 2.415

ERF4 
ERF5

0.878 
0.804

−1.631 
−1.477

2.004 
1.739

Confirmation (C) AVE = 0.725, CR = 
0.930, CVE=16.619 

and E = 7.871

C1 0.799 −1.318 0.907

C2 0.825 −1.309 1.134

C3 
C4 
C5

0.857 
0.879 
0.895

−1.350 
−1.455 
−1.506

1.222 
1.518 
1.390

E-Recruitment 
Satisfaction (ERS)

AVE = 0.752, CR = 
0.938, CVE = 61.498 

and E = 2.173

ERS1 0.856 −1.657 2.140

ERS2 0.861 −1.651 2.107

ERS3 0.846 −1.639 1.965

ERS4 0.880 −1.534 1.565

ERS5 0.892 −1.529 1.690

Note: AVE = Average Variance Extracted, CR = Composite Reliability, E = Eigenvalues and CVE = Cumulative variance 
Explain 
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skewness ranges from −1.705 to −1.004 and kurtosis ranges from 0.534 to 2.517, which falls in the 
threshold. More so, simple adequacy was investigated. The result suggested significant statistics of χ2 
(496) = 5910.409 (p = 0.00 < 0.05) and the KMO measure = 0.824 > 0.500. This means that the collected 
data from the participants are normally distributed for confirmation factor analysis to continue.

3.4. Data collection procedure
The survey questionnaire was purposively distributed to the participants (jobseekers) in person. The 
participants were asked to use any specific time of their choice to complete the questionnaire. 
Three hundred (300) were distributed to the participants. Out of that, two hundred and seventy-six 
(276) representing 92% were returned. Only 265 (88%) were fully completed. More so, the seven 
(7) human resources personnel working with e-recruitment systems were purposively selected to 
answer semi-structured interviews. The data of the participants were collected from 11 June 2022 
to 4 December 2022. The duration of the data collection was determined based on the research 
objectives and the nature of the study.

3.4.1. Ethical consideration 
The aim and objectives of the study were explained to each of the participants. The participants were 
asked to participate freely or could opt out or choose not to participate in the study. Moreover, to 
ensure anonymity in the research, the collection of data from the participants was free from 
identifying information of the individual participants such as name, e-mail address, and postal 
address. The participants were given assurance of confidentiality of data collected from them.

3.5. Data analysis of the instrument
During the semi-structured interview, a recording device was used to record the conversation of 
the interview. The recorded data was transcribed according to the individual responses. NVivo 
software was employed to analyse the transcripts into codes and consequently into themes. For 
the questionnaire, the study used two significant statistical stools, SPSS and LISREL.

3.6. Model goodness fit measurement
In the examination of the proposed model fit, the fit index (p-value = 0.005, chi-square = 59.35, df  
= 28, GFI = 0.960, AGFI = 0.921, IFI = 0.905, RMSEA = 0.065, CFI = 0.900, RMR = 0.634 and standar-
dised RMR = 0.0626) fall within the threshold (Hu & Bentler, 1999; Kline, 2005; Lomax, 1982; 
Steiger, 2007; Tabachnick & Fidell, 2007) as presented in Table 5. Therefore, the proposed model 
has a good model fit

4. Results and discussion

4.1. Demography of the participants

4.1.1. Demography of the job seekers 
Out of 265 who were involved in this study, 55.1% (n = 146) were females and 44.9% (n = 119) were 
males as reported in Table 6. Also, out of 265 participants, 16.6% (n = 44), 50.9% (n = 135), 18.9% 

Table 4. Discriminant analysis of factors
E PP ERB PERF C ERS

E (0.868)

PP 0.311 (0.872)

ERB 0.194 0.318 (0.852)

PERF 0.249 0.259 0.218 (0.843)

C 0.606 0.356 0.177 0.009 (0.806)

ERS 0.226 0.147 0.499 0.149 0.215 (0.873)

Note: The diagonal scores (parenthesis) indicate the square root of AVEs. 

Kissi, Cogent Business & Management (2023), 10: 2278233                                                                                                                                             
https://doi.org/10.1080/23311975.2023.2278233

Page 10 of 18



(n = 50) and 13.6% (n = 36) are below 24 years, between 24–34 years, 35–45 years and above 45  
years respectively. Moreover, the results indicate that 4.5% (n = 12), 22.6% (n = 60), 62.3% (n =  
165), 9.1% (n = 24) and 1.5% (n = 4) of the participants have completed senior high school or 
below, Diploma, first degree, second degree and Doctoral degree respectively. Also, 48.3% (n =  
128), 36.7% (n = 97), 10.6% (n = 28), 3.7% (n = 10) and 0.7% (n = 2) of the participants reported that 
they have been searching for a job below 2 years, between 2–4 years, 5–7 years, 8–10 years and 
above 10 years accordingly.

4.1.2. Demography of human resource personnel participants 
As reported in Table 7, out of 7 participants for the semi-structured interview, 57.1% (n = 4) were 
females and 42.9% (n = 3). Further, 14.3% (n = 1) each were between the ages of 35–45 and below 
24. Also, 42.8% (n = 3) of them are between 24–34 years. Again, 28.6% (n = 3) were above 45 years. 
The participants were asked about their educational background. None have a High school certi-
ficate or below. More so, 28.6% (n = 2) and 71.4% (n = 5) have Professional certificates and First/ 
second/third degrees respectively. Out of the 7, 14.3% (n = 1), 28.6% (n = 2) and 57.1% (n = 5) have 
worked below 2 years between 2–4 years and above 5 years respectively

4.2. Results and discussions
For research objective 1, the results from the semi-structured interview suggested the following 
themes were generated as the factors that influence job seekers’ satisfaction with e-recruitment 
systems for their job applications.

4.2.1. Expectations of the E-recruitment system 
Human resource professional working with e-recruitment (HRPEC) 1 who has worked for the past 
three years indicated that: in fact, I have several expectations about the use of e-recruitment 
system for job application., however, the most important one is the content and the instruction 
displayed by the system. The e-recruitment system should have clear, readable and understandable 
content and directions to complete the job application (24 June 2022). This is supported by Yoon Kin 
Tong (2009) who has high expectations for e-recruitment. HRPEC2 who is the manager of the 
e-recruitment system also reported that: She is expected the e-recruiter should have clear, direct, 
straightforward and free communication with the job seekers. Most importantly, not having feedback 
from the system will produce undesirable feelings and a possible loss of interest in the job oppor-
tunity (25 June 2022). In support, Yoon Kin Tong (2009) indicated that it is expected that the 
e-recruitment system and services will improve to attract these “passive” talented groups of 
candidates for employment.

4.2.2. Performance of E-recruitment system 
HRPEC 7 who is the monitoring and evaluation officer of the e-recruitment system, indicated that: 
the e-recruitment system saves time and processes the application process faster. I also believe that 

Table 5. Model indices of goodness of fit
Fit indices Criteria Research model

≤3.00 2.120

NFI ≥0.90 0.994

GFI >0.90 0.960

AGFI ≥0.90 0.921

IFI ≥0.90 0.905

RMSEA ≤0.08 0.065

CFI ≥0.90 0.900

RMR <0.08 0.0634

Standardised RMR <0.08 0.0626
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the e-recruitment system leads to a reduction in human efforts (26 August 2022). In agreement, 
Kucherov and Tsybova (2021) reported that the performance of the e-recruitment system is 
extremely significant in the search for job seekers. HRPEC 2 reported that the e-recruitment system 
is now fashionable among recruiters and job seekers because of its performance in minimising the 
costs of buying a newspaper in search of a job, travelling expenses for interviews, and posting 

Table 6. Demographic profile of the respondents
Category Frequency (n = 265) Percentage (%)
Gender

Female 146 55.1

Male 119 44.9

Age

below 24 years 44 16.6

24–34 years 135 50.9

35–45 years 50 18.9

above 45 36 13.6

Educational Background

High school certificate or below 12 4.5

Diploma 60 22.6

First degree 165 62.3

Second degree 24 9.1

Doctoral Degree 4 1.5

Years of Searching for a Job

below 2 years 128 48.3

2–4 years 97 36.7

5–7 years 28 10.6

8–10 years 10 3.7

Above 10 years 2 0.7

Table 7. Human resource personnel participant Demography
Category Frequency (n = 7) Percentage (%)
Gender

Female 4 57.1

Male 3 42.9

Age

below 24 years 1 14.3

24–34 years 3 42.8

35–45 years 1 14.3

above 45 2 28.6

Educational Background

High school certificate or below 0 0

Professional certificate 2 28.6

First/second/third degree 5 71.4

Years of Working Job

below 2 years 1 14.3

2–4 years 2 28.6

Above 5 years 4 57.1
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relevant documents to the organisation (25 June 2022). More so, HRPEC 3, who holds an HRM 
master’s degree reported that: the use of an e-recruitment system in performing recruitment 
activities is essential for job seekers. HRPEC 5 continues to say that using e-recruitment for job 
applications is just a click away. HRPEC 4 also indicated that several Job portals and e-recruitment 
systems assist in finding and processing your document for vacant positions (10 July 2022).

4.2.3. E-recruitment brand quality 
HRPEC 6, who just completed his Doctorate in business administration and is now in charge 
implementation of a human resource information system in his organisation said: I am very 
particular about the promotion of the e-recruitment system brand quality which may encourage 
qualified job seekers to apply for a job vacancy. HRPEC 4 is a first-degree holder in business 
management information systems and working in the human resources department reported 
that her preference for using an e-recruitment system is based on the branding of e-recruitment 
by the company requesting applicants for a job. Without this, I will not trust the system and will find 
it difficult to submit my documents for that job (10 July 2022). HRPEC 1 also stated that the 
company’s e-recruitment system should be branded in a way that the jobseekers will be able to 
search for information and preview the advert of the job, submit curriculum vitae and fill out 
application forms (24 June 2022). This finding is inconsistent with the study conducted by, 
Lievens et al. (2002), where it was revealed that the branding of the organisational page for 
recruitment could support candidates in searching for a job, submitting curriculum vitae and filling 
out application forms.

4.2.4. Perceived e-recruitment fraud 
HRPEC 3 points out that job seekers should be very careful when using the e-recruitment system for 
job applications because of the increase in perceived e-recruitment fraud. I have experienced one 
when a fraudster offered me fake job opportunities by listing jobs that do not exist, expecting to 
obtain my money and personal data. HRPEC 6 in response to the interview questions said that 
perceived e-recruitment fraud sometimes affected his decision about the system. For instance, there 
were several reports from unemployed friends in their search for a job, they encountered fake 
recruitment e-mails, SMS texts, fake websites, fraudulent job posts and e-recruitment services 
appealing to be from renowned and organised organisations. HRPEC 7 also testified that there are 
several instances where I received viruses or malware on the computer I used for e-application 
through attachments or links in the job posting. Those e-recruitment job descriptions are not clear 
and the systems do not ask for specific skills, qualifications or previous experience. In accordance, 
Niharika Reddy et al. (2018) revealed that fraud affects the e-recruitment system and therefore, 
requires attention.

In conclusion, the responses from the semi-structured interview indicated that factors that 
influence e-recruitment satisfaction are (a) the expectation of the e-recruitment, (b) perceived 
performance of the system, (c) perceived e-recruitment fraud and (e) e-recruitment brand quality.

4.2.4.1. Research objective 2. In Figure 3 and Table 8, the results from structural equation model-
ling of path coefficients analysis report that H1 is unsupported. The perceived e-recruitment fraud 
(β = 0.028, t = −0.535, p = 0.559) is not negatively associated with the e-recruitment brand quality. 
On the contrary, some studies (Apte et al., 2019; Fracarolli Nunes & Lee Park, 2021; Soon et al.,  
2019; Viosca et al., 2004) indicated that fraud activity could affect the brand reputation of an 
organisation. Surprisingly, H2 is supported. Thus, the perceived e-recruitment fraud activity (β =  
0.189, t = 3.795, p = 0.000) is negatively associated with job seekers’ confirmation. In support of the 
findings, Vidros et al. (2016) reported that e-recruitment systems fraud endangers job seekers’ 
confidentiality and damages the reputations of organisations. Also, H4 and H5 are supported. This 
means that jobseekers’ confirmation (β = 0.553, t = 10.698, p = 0.000) and perceived performance 
(β = 0.314, t = 5.309, p = 0.000) are positively associated with jobseekers’ expectations. This finding 
supports the ECT, which revealed that there are relationships among expectation, perceived 
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performance and confirmation (Oliver, 1980). Moreover, H6 and H7 are supported. Thus, perceived 
performance is positively associated with job seekers’ confirmation (β = 0.177, t = 2.955, p = 0.003) 
and their e-recruitment satisfaction (β = 0.162, t = 2.862, p = 0.005) is influenced by perceived 
performance. Interestingly, H3 and H8 are supported. Thus, job seekers’ confirmation (β = 0.150, 
t = 2.652, p = 0.008) and e-recruitment brand quality (β = 0.533, t = 9.264, p = 0.000) are positively 
associated with e-recruitment satisfaction.

4.2.4.2. For research objective 3. results from H4, the jobseekers’ expectation (β = 0.553) on con-
firmation is more than the H6, job seekers’ perceived performance (β = 0.177) on confirmation. 
Meaning that the expectations of job seekers exceeded the perceived performance of the existing 
e-recruitment system, suggesting negative confirmation. Therefore, job seekers are dissatisfied 
with the e-recruitment system for job applications. In other words, the perceived performance of 
the e-recruitment system could not attract job seekers’ satisfaction. This finding is unique and 
original in the literature since it seems no related studies are found in the literature.

4.2.4.3. For research objective 4. surprisingly, the results from H2, the jobseekers’ perceived 
e-recruitment fraud activity (β = 0.189) on confirmation exceed H5, perceived performance (β =  
0.177) on confirmation. Implying that the jobseekers’ perceived e-recruitment fraud activities 
surpassed the perceived performance of the e-recruitment systems, suggesting negative confir-
mation. As a result, job seekers are dissatisfied with the e-recruitment systems because of 
fraudulent activities. To the best of the researcher’s knowledge, these findings are unique and 
novel in the literature. 

5. Conclusion, theoretical contribution and policy implications
The present study presents study was based on the Expectancy Confirmation Theory (ECT). This is 
the first time a study has examined job seekers’ satisfaction or dissatisfaction based on ECT, 
particularly in the area of e-recruitment systems. More so, this present study contributes theore-
tically by extending ECT by adding perceived e-recruitment fraud and e-recruitment brand quality 
to investigate e-recruitment satisfaction. The study theoretically proposed and tested a conceptual 
framework that suggested job seekers are not satisfied with the e-recruitment system, considering 
the effect of perceived fraud activities and the performance of the system. Lastly, ECT is mostly 
applied to explain satisfaction with public services. Little is known about the satisfaction of 
technology users, particularly users of e-recruitment systems.

The findings of this research have several implications for policy and recommendations for various 
levels of stakeholders in the human resource department focusing on e-recruitment systems. The 
finding suggested that e-recruitment fraud is negatively associated with confirmation and conse-
quently affects job seekers’ e-recruitment satisfaction. Therefore, the implementation of a fraud policy 
is a critical tool for the human resource department to deal with fraud-related activities towards the 

Table 8. Summary of the effect of coefficient path
Hypothesis Coefficient (β) T-value P-value Decision
H1:PERF → ERB 0.028 −0.535 0.559 Not Supported

H2: PERF → C 0.189 3.795 0.000 Supported

H3: ERB → ERS 0.533 9.264 0.000 Supported

H4: E → C 0.553 10.698 0.000 Supported

H5: E → PP 0.314 5.309 0.000 Supported

H6: PP → C 0.177 2.955 0.003 Supported

H7: PP → ERS 0.162 2.862 0.000 Supported

H8: C → ERS 0.150 2.652 0.008 Supported

Significate at p < 0.005* 
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e-recruitment systems. This should be done by explicitly defining actions that constitute fraud. This 
fraud policy promotes employers’ and job seekers’ awareness to minimise the damage caused by other 
fraudulent occurrences. The finding of the study indicates that e-recruitment brand quality is positively 
associated with job seeker e-recruitment satisfaction. Hence, policymakers and regulators must 
increase the brand quality of their e-recruitment system to find the best possible candidates that suit 
their organisational needs and objectives. To keep the brand quality of e-recruitment, the policymakers 
and all other stakeholders should (a) be consistent with the brand quality of e-recruitment systems 
across all platforms, (b) make sure e-recruitment systems features look professional and meet inter-
national standards and (c) be unique and specific with high-quality to showcase the e-recruitment 
brand to attract potential and talented job seekers. Surprisingly, the findings indicate that job seekers 
are not satisfied with the existing e-recruitment systems. Therefore, there is a need for better e-recruit-
ment systems and practices which should include consistent updates of interview schedules, organisa-
tional expectations, and timely e-recruitment link videos. Further, the stakeholders should create an 
in-depth profile of what the organisation needs including expert knowledge, the right competence, and 
the attitude required for the job. More so, the management of the e-recruitment system should ensure 
that the e-recruitment systems are accessible for the best or most talented job seekers to apply.

5.1. Limitations and recommendations for further studies
Despite the significant findings and empirical approach of this study, 265 job seekers and 7 human 
resource personnel were selected as the sample size which may limit the generalisation of the 
findings. However, the study employed a trend longitudinal survey which makes the findings more 
reliable. Therefore, further studies should consider employing other areas with a large sample size 
to expand the generalisation of the findings. More so, it is significant for further studies to trace the 
changes in job seekers’ satisfaction perceptions with the e-recruitment systems over time to the 
environmental changes. Finally, further studies should test how e-recruitment fraud and perfor-
mance influence the expectations of job seekers.
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