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Abstract- This study assesses the user-friendliness of the
Enhanced Tax Revenue Assessment and Collection System
(ETRACS), implemented by the City Government of Butuan,
to digitalize business permit applications and tax collection.
Guided by the DeLone and McLean Information Systems
Success Model, the research analyzes the profiles of ETRACS
users and their experiences with the system, identifying its
strengths and weaknesses. Results reveal that most users are
small businesses with 1-10 employees and annual gross sales
between 1,000,000 and P5,000,000, primarily from the service
and trading sectors. ETRACS received very high ratings for
user satisfaction, net benefits, and intention to use, with high
overall user-friendliness. However, system quality and service
quality were rated average, and information quality was low.
Strengths of ETRACS include convenience, efficiency, full
online process capability, a positive user experience, and
support services. Meanwhile, the identified weaknesses are
issues with system quality, limited information quality, and
service constraints. To address these issues, the study
recommends several improvements. These enhancements
include regular system maintenance, implementation of an
offline mode version of the system, expansion of payment
options, and improvement of information and service quality
through information-related system features and the utilization
of Artificial Intelligence technology.

Index Terms- digitalization, ease of doing business, eboss,
etracs, local government unit

l. INTRODUCTION

The advent of technology and innovation has transformed
citizen's expectations of public service. To meet these
expectations, governments worldwide are streamlining
operations with the aim of improving efficiency and increasing
citizen satisfaction. Thus, digital transformation is crucial to
these objectives (Mergel et al., 2019).
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Digital transformation integrates digital technologies
to improve service delivery. New technologies and disruptive
models allow governments to oversee various aspects of
governance more  effectively, including healthcare,
transportation, and public services (Latupeirissa et al., 2024).
As part of this transformation, governments continuously
digitalize their processes and procedures (Kaur & Monga,
2021). Digitalization streamlines and automates government
services. This results in better public service delivery and
higher client satisfaction. It also strengthens government
capacity by simplifying systems and making them more
transparent and efficient (Demirgiig-Kunt, 2021).

In the Philippines, the government has published the
Philippine Development Plan (PDP) 2023-2028, highlighting a
prioritization of enhancing efficiency, transparency, and
innovation through digitalization. Strengthening digital
infrastructure drives economic growth and keeps the
Philippines globally competitive in the digital era (GIP Digital
Watch, 2023). This statement aligns with Republic Act No.
11032, also known as the Ease of Doing Business and Efficient
Government Service Delivery Act of 2018, which simplifies
business registration and makes the country more attractive to
investors. The law mandates the full implementation of the
Electronic Business One-Stop Shop (eBOSS) to streamline and
automate local government services (Villanueva, 2023).

Local government units (LGUs) comply with eBOSS
by establishing an online system for processing and issuing
business permit applications and renewals, integrating fees for
the Fire Safety Inspection Certificate and Barangay Clearance,
and providing an online payment gateway (Crismundo, 2024).

Butuan City, known as the "Timber City of the South"
during the booming logging industry, is one of the country's
highly urbanized cities. Located at Agusan del Norte, Caraga
Region, with a population of 372,910 people (according to the
2020 census), is considered the regional center of Caraga. The
city is strategically located between some of the major cities in
Mindanao, including Davao, Cagayan de Oro, Malaybalay, and
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Surigao, providing better connectivity in Northern Mindanao.
This connectivity boosts Butuan's role as a central hub for
regional trade (City Government of Butuan, n.d.).

The City Government of Butuan (CGB) oversees the
city's growth and development. Committed to its mission of
achieving a great, inspirational, competitive, livable, and
sustainable community, the CGB drives progress toward its
vision of making Butuan a dynamic hub of opportunities that
fosters and supports CARAGA's sustainable growth and
development (City Government of Butuan, n.d.).

As of December 2024, the city's business landscape
includes 17,815 micro-enterprises, 304 small businesses, 51
medium-sized enterprises, and 13 large companies. Notably,
70% of these businesses are trading (LGU Butuan, City
Business Permits and Licensing Department, 2025). According
to PhilAtlas. (n.d.), Butuan, being a 1st class city in the country,
has an average annual regular income of more than
P1,300,000,000.00, which highlights the city's strategic
importance in the Caraga Region and its robust economy.

To support sustainable economic growth, the City
Government of Butuan has prioritized digitalizing its processes
in alignment with the vision of a SMART Eco-City, as
mandated by Republic Act (R.A.) 11032. One of the main
drivers in its implementation is the City Business Permits and
Licensing Department (CBPLD). Originally a division under
the City Administrator's Office, the CBPLD became a
standalone office—City Business Permit and Licensing Office
(CBPLO)—on January 19, 2022, through SP Ordinance No.
6449-2021, later amended on March 15, 2022, by SP Ordinance
No. 6513-2022.

To cater to the growing number of businesses in
Butuan. 2023, the CGB reorganized and renamed the City
Business Permits and Licensing Department (CBPLD) under
City Ordinance No. 6995-2023 (LGU Butuan, City Business
Permits and Licensing Department, 2024). As stated in City
Ordinance No. 6995-2023, the CBPLD is mandated to regulate
business operations, handle the issuance of permits and
licenses, and formulate and implement plans, policies, and
proactive measures to increase local revenues.

On January 2, 2024, the City Government of Butuan,
through the CBPLD, introduced the Enhanced Tax Revenue
Assessment and Collection System (ETRACS) during the 2024
Business One-Stop Shop (BOSS). ETRACS, an ICT-enabled
tax collection system, enhances client experience in
government transactions (Canares, 2016). In CGB's case, it
supports both tax collection and business registration. Through
ETRACS, clients can now process their business applications
online, improving client convenience and increasing service
efficiency.

After implementing ETRACS in 2024, the city
achieved a 10.73% increase in registration. There were 18,183
businesses in 2024, compared to 16,413 in 20233. The City
Business Permits and Licensing Department has significantly
reduced the turnaround time for business applications from
three days in 2023 to just two days and two hours for new
applications and one hour and 47 minutes for renewals in 2024
(LGU Butuan, City Business Permits and Licensing
Department, 2025).
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The Anti-Red Tape Authority (ARTA) commended
this initiative on August 13, 2024, for fully implementing the
Electronic Business One-Stop Shop (eBOSS) (Butuan City
P10, 2024). However, despite efforts to fully implement
ETRACS, many business owners still prefer in-person
transactions. From January 2, 2024, to November 30, 2024,
only 11.95% (2,171 out of 18,156 businesses) utilized the
online registration system (LGU Butuan, City Business Permits
and Licensing Department, 2024).

While the government digitalizes business permitting
and licensing to comply with the Ease of Doing Business Law,
no comprehensive study has investigated the factors influencing
business owners' adoption of ETRACS, nor have researchers
explored the user experience of ETRACS. In addition,
ETRACS' online client feedback mechanism only measures
client satisfaction with overall service delivery. It does not
cover the system's user experience.

Considering these issues, this study aims to fill these
information gaps by evaluating ETRACS user-friendliness,
identifying its strengths and weaknesses, and recommending
improvements. The findings will help develop intervention
programs and system enhancements to improve user experience
and increase ETRACS adoption.

These efforts will also support the City Government of
Butuan in fulfilling the mandates of RA 11032, which aims to
simplify business processes nationwide. highly recognized in
scholar fraternity and form a core part of PhD curriculum.
Research scholars publish their research work in leading
journals to complete their grades. In addition, the published
research work also provides a big weight-age to get admissions
in reputed varsity. Now, here we enlist the proven steps to
publish the research paper in a journal.

Il. STATEMENT OF THE PROBLEM

The main goal of this study is to determine the level of user-
friendliness, identify its strengths and weaknesses, and propose
improvements to the Enhanced Tax Revenue Assessment and
Collection System (ETRACS) based on the user experience of
business permit applicants in Butuan City. Specifically, this
study aims to address the following questions:

1. What is the business profile of ETRACS users in terms of:
1.1 Number of Employees;

1.2 Annual Gross Sales;
1.3 Industry Type?

2. As rated by the respondents, what is the level of user-
friendliness of ETRACS in terms of:
2.1 System Quality;

2.2 Information Quality;
2.3 Service Quality;

2.4 Use;

2.5 User Satisfaction;
2.6 Net Benefits;

2.7 Intention to Use?

3. Is there a difference in the level of user-friendliness of
ETRACS in groups according to business profile,
specifically:

3.1 Number of Employees?
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3.2 Annual Gross Sales?
3.3 Industry Types?
4. What are the strengths experienced in the use of ETRACS?
5. What are the weaknesses experienced in the use of ETRACS?
6. Based on the results, what improvements can be proposed for
ETRACS?

I1l. SCOPE AND DELIMITATION OF THE STUDY

The study aims to evaluate the level of user-friendliness of
ETRACS during the 2025 Business One-Stop Shop. held from
January 2, 2025 to March 31, 2025.

The respondents consisted of business permit
registrants who were due for business renewal during the City
Government of Butuan's 2025 Business One-Stop Shop
(BOSS). These registrants encompass the business owner or
manager, the bookkeeper, or any legal representative
responsible for processing the business establishment's permit.
In addition, these respondents are those who have registered
their businesses online using ETRACS.

Ten (10) of these respondents underwent one-on-one
interviews with the researcher based on the initial results of the
survey questionnaire. In addition, the respondents must qualify
for the following criteria: (1) must be at least 18 years old or of
legal age; (2) must have personally experienced using ETRACS
for business registration during the Business One-Stop Shop;
(3) must reside within the Butuan City; and (4) must voluntarily
agree to participate with the data collection process of the study.

I11. METHODOLOGY

The study used a mixed-methods approach to evaluate
quantitative and qualitative variables. The study assessed
ETRACS user experience specifically: (1) the level of
ETRACS user-friendliness, (2) the difference in ETRACS user-
friendliness when grouped according to the business profile, the
Number of Employees, Annual Gross Sales, and Industry Type,
(2) System Strengths, (3) System Weaknesses, and (4)
Proposed System Improvements.

The researcher used a sequential explanatory design. This
mixed methods research design incorporates both quantitative
and qualitative research (Toyon, 2021). Following this design,
the study employed a two-phase approach, starting with
quantitative data collection through a survey questionnaire,
followed by qualitative data gathering to explain or expand on
the quantitative findings. Through sequential explanatory
design, we can establish trends and relationships from the
quantitative data and gain further insights from the qualitative
data. As a result, providing a comprehensive view of the overall
level of ETRACS user-friendliness.

V.RESULTS AND DISCUSSION

Problem 1. What is the business profile of ETRACS users
in terms of Geographic Location, Business Annual Gross
Sales, Type of Classification, and Number of Employees?
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Table 1 shows the frequency and percentage
distribution of the respondents across their Business Profiles.

Table 1
Distribution of ETRACS users across Business Profiles
Indicators Frequency Percent
Number of Employees

1-10 261 86

11-50 37 12

51-100 1 0

101 and above 5 2
Total 304 100

Business Annual Gross Sales

Less than 1,000,000 79 26

1,000,000 - £5,000,000 121 40

5,000,001 - 10,000,000 58 19

£10,000,001 - 20,000,000 27 9

Over £20,000,000 19 6
Total 304 100

Industry Type

Agri-business 19 6

Manufacturing 30 10

Service 143 47

Trading 112 37

Mining/Quarrying 0 0
Total 304 100

Table 1 shows that the majority of respondents employ
only 1-10 personnel in their businesses, accounting for 86%
(261). This result implies that most businesses operating in the
city are Micro, Small, and Medium Enterprises (MSMESs),
particularly micro and small businesses.

Based on the definition under Republic Act No. 9501
or the Magna Carta for MSMEs, amending RA 8289 and RA
6977 (Magna Carta for Small Enterprises) and on the enterprise
category classified by the Philippine Statistics Authority (PSA),
an MSME is any business activity or enterprise that operate in
industry, agri-business, or services. MSMEs have two
conditions: (1) an asset size (less land) of up to P100 million
and (2) an employment size with less than 200 employees.
These conditions are further categorized into micro, small, and
medium enterprises. Businesses are classified as micro if their
assets are P3,000,000.00 or less and have around one to nine
employees. Meanwhile, small enterprises have assets ranging
from PHP 3,000,001 to PHP 15,000,000 and employ a
workforce of 10 to 99 personnel (Philippine Commission on
Women, n.d.).

The Annual Gross Sales presented in Table 1 clearly
show that most of the respondents earn less than 10,000,000
in gross sales annually, which reinforces the previous
discussion on the total number of employees. The results of this
data support the Department of Trade and Industry's (DTI)
profile on the Caraga Region, citing that the Philippine
Statistics Authority reports a total of 22,422 businesses
operating in the region as of 2021. 92.26% (20,687) are
microenterprises, 7.23% (1,622) are small, and the rest are
classified as medium and large.

Regarding the various industry types involved, the
results of Table 1 show that most respondents are engaged in
the Service and Trading Industry, with numerical results of 47%
(143) and 37% (112), respectively. Accordingly, the City
Government of Butuan — City Business Permits and Licensing
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Department reported that as of 2024, the trading industry
accounts for 69.65% (12,663) while the service industry holds
25.99% of the total number of businesses in Butuan (18,183).

Problem 2. As rated by the respondents, what is the level of
user-friendliness of ETRACS in terms of System Quality,
Information Quality, Service Quality, Use, User
Satisfaction, Net Benefits, and Intention to Use?

Table 2 shows the level of user-friendliness of ETRACS in
terms of System Quality.

Table 2

Level of user-friendliness of ETRACS in terms of System
Quality

Items Mean Level
1.  Theinstructions provided by the system 299 Low
are clear and easy to understand.
2. The system provides accurate information
about the requirements and fees for my 3.30 Average
application.
3. The system updates the information
regularly (e.g., on new guidelines or 1.93 Low
changes in fees).
Overall 2.51 Low

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

Table 2 shows that its users viewed ETRACS as
average in user-friendliness for System Quality, garnering an
overall rating of 3. 17. The ratings for each item may indicate
that, although the system is deemed user-friendly in terms of
System Quiality, there is a potential shortfall or lacking feature
that has negatively affected users' overall experience and trust.
According to DeLone and McLean (2003), System Quality

Items Mean Level
1. The_ system is easy to 329 Average
navigate and use.
2. Th_e system performs 333 Average
reliably.
3. The system provides timely
feedback or updates on 2.90 Average
application status.
Overall 3.17 Average

encompasses reliability, response time, and the availability of
timely feedback. Thus, the findings of this study indicate that
aspects of the system were unable to perform excellently on all
factors under System Quality.

Table 3 displays the ETRACS’ level of user-
friendliness in terms of Information Quality.

Table 3

Level of user-friendliness of ETRACS in terms of Information

Quality

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

All items under Information Quality in Table 3
received low levels of agreement, except for the item "The
system provides accurate information about the requirements
This publication is licensed under Creative Commons Attribution CC BY.
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and fees for my application,” which received an Average
Rating. Overall, with a mean score of 2.51, the respondents felt
that the Information Quality aspect of the system needs several
improvements. Previous research by Nookhao et al. (2023)
states that information quality, which covers providing clear
and accurate data in e-government services, is a key factor
influencing satisfaction and the intention to use.

Table 4 presents the level of user-friendliness of
ETRACS in the aspect of Service Quality.

Table 4
Level of user-friendliness of ETRACS in terms of Service

Quality

Items Mean Level
1. The CBPLD staff was helpful in
addressing my concerns about the 4.21 Very High

system.

2. The system is equipped with online

2.48 Low
customer support.

3. The system is maintained well,
ensuring smooth operation 2.42 Low
throughout the application process.

4.  The system has an effective feedback

mechanism. 414 High

Overall 331 Average

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

For Service Quality, the respondents rated its overall
user-friendliness as "Average" or 3.31. The data presented
indicate that the respondents highly rated the assistance from
the CBPLD and the feedback mechanism of ETRACS, with
ratings of 4.21 ("Very High™) and 4.14 ("High"), respectively.
These results suggest that the respondents had a positive
experience with ETRACS, particularly in terms of service
quality, including support from the CBPLD and the system's
feedback mechanism.

However, with mean scores of 2.48 and 2.42, online
customer support and system maintenance received the lowest
ratings. These data indicate that users experienced system
challenges in those two areas. Previous research on e-
government services suggests that quick and straightforward
processes, positive attitudes, and polite communication will
lead to satisfaction (Vu, 2021). Therefore, improving online
customer support and system maintenance would align with
enhancing these service quality attributes and, in turn, improve
the overall user experience.

Table 5 presents the mean rating and level for each
item, assessing the level of ETRACS' user-friendliness in the
Use area.

Table 5
Level of user-friendliness of ETRACS in terms of Use
Items Mean Level
1. | was able to process my
business permit registration 4.20 Very High

using the system.

WWww.ijsrp.org


http://ijsrp.org/

International Journal of Scientific and Research Publications, Volume 15, Issue 7, July 2025 221

ISSN 2250-3153
2. The system makes the

application process more 4.13 High
convenient.
Overall 4.17 High

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

In terms of Use, ETRACS achieved an overall mean
of 4.11, indicating "High" usage. This result suggests that the
respondents can effectively utilize ETRACS. However, the
rating falling slightly short of "High" suggests room for system
improvement. Furthermore, Alshira’'H (2020) found a positive
effect of website usability on end-users' satisfaction regarding
e-government websites. These findings align with the results,
suggesting that improving system usability can lead to
enhanced user satisfaction.

Table 6 presents the user-friendliness level of
ETRACS from a User Satisfaction perspective.

Table 6
Level of user-friendliness of ETRACS in terms of User
Satisfaction

Items Mean Level
1. | am satisfied with the overall .
experience of using the ETRACS. 4.87 Very High
2. The system met my
expectations for applying for a 4.18 High
business permit.
Overall 4.27 Very High

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

Table 6 indicates that users are generally satisfied with
ETRACS, earning an overall rating of 4.27, which corresponds
to "Very High." The "I am satisfied with the overall experience
of using the ETRACS" item was rated "Very High" with a score
of 4.37.

This data demonstrates that the respondents had an
excellent experience using the system and are satisfied.
Consequently, the item "The system met my expectations for
applying for a business permit" received a "High" rating of
4.18. This high score suggests that the system may not have
fully met the respondents' expectations, but it still met most of
them.

Table 7 provides the mean rating and level of user-
friendliness of ETRACS based on its Net Benefits.

Table 7
Level of user-friendliness of ETRACS in terms of Net Benefits

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

In general, the Net Benefits experienced by the
respondents in applying for their business permits are very high,
with a mean rating of 4.31. This result includes a 4.46 mean
rating on the item "The system saved me time in completing my
application and reduces the need for repeated visits to
government offices,” indicating that the respondents
experienced a fast application using the system. Moreover, the
item "The system improves my overall perception of
government efficiency in service delivery™ had a mean of 4.16,
indicating that the respondents' perspective on the government's
quality of service delivery has improved through the system.

Table 8 breaks down the level of ETRACS’ user-

friendliness in terms of the respondent’s Intent to Use.

Table 8
Level of user-friendliness of ETRACS in terms of Intent to Use

Items Mean Level

1. I intend to continue using
ETRACS for business permit 441 Very High
transactions in the future.

2. 1 would recommend ETRACS to

other business owners. 4.30 Very High

Overall 4.37 Very High

Items Mean Level

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

The respondents gave a "Very High" rating for the
Intent to Use ETRACS, gaining arating of 4.37. Both items also
earned similar ratings of "Very High."

The "I intend to continue using ETRACS for business
permit transactions in the future" item earned the highest of
4.41. This result suggests that based on their experience with
the system, the respondents will use ETRACS in their next
application.

Furthermore, the respondents would encourage other
businesses to utilize ETRACS in their business permit
applications, based on the results for the "I would recommend
ETRACS to other business owners" item, which received a
rating of 4.30.

Table 9 presents the summary statistics on ETRACS’
level of user-friendliness based on the DelLone & McLean
Information Systems (IS) Success Model’s dimensions.

1. The system saved me time in
completing my application and

reduced the need for repeated visits 4.46 Very High
to government offices.
2. The system improves my overall
perception of government efficiency 4.16 High
in service delivery.
Overall 4.31 Very High

This publication is licensed under Creative Commons Attribution CC BY.
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Table 9
Summary statistics on the user-friendliness of ETRACS
Dimensions Mean Level
System Quality 3.17 Average
Information Quality 251 Low
Service Quality 3.31 Average
Use 411 High
User Satisfaction 4.27 Very High
Net Benefits 431 Very High
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Intention to Use 4.37 Very High

101 and above 4.34

Overall 3.72 High

Legend: Mean scores falling within 1.00-1.79: Very Low, 1.80-2.59: Low,
2.60-3.39: Average, 3.40-4.19: High, 4.20-5.00: Very High

The data in Table 9 indicate that, overall, the
respondents gave ETRACS a rating of 3.72, or "High," for its
user-friendliness based on the specified dimensions. Despite
most dimensions achieving a "Very High" rating, with Intention
to Use scoring the highest at 4.37, four dimensions did not reach
this level among the respondents.

Information Quality received the lowest rating of 2.51,
indicating that respondents view the system as underperforming
in this area. System Quality and Service Quality received
average ratings, indicating that system and service features have
not yet been fully implemented or are still lacking in the system.
While Use was rated high, shedding light on the fact that the
respondents could utilize the system well, their experience
might not have been seamless or excellent.

The result provides further insights into the need for
system improvement in areas with mean scores below 4.20 or
those with very high scores.

Problem 3. Is there a difference in the level of user-
friendliness of ETRACS among groups based on business
profile, specifically in terms of Number of Employees,
Annual Gross Sales, and Industry Type?

Table 10 presents the results of the Analysis of
Variance (ANOVA), examining how the perceived user-
friendliness of ETRACS varies across businesses with different
employee counts.

Table 10
Analysis of Variance (ANOVA) results on the difference in the
level of user-friendliness of ETRACS across the Number of

1-10 391
IntePJtézn to 11-50 477 0.001 Significant

101 and above 4.32

Employees
Variables Category Mean  P-value Remarks
1-10 4.02
System g 54 447 0001 Significant
Quality
101 and above 4.23
1-10 3.89
Information ,, 5, 373 0.002 Significant
Quality
101 and above 3.82
1-10 3.88
Service -
Quality 11-50 3.38 0.009 Significant
101 and above 3.82
1-10 3.89
Use 11-50 4.4 0.001 Significant
101 and above 4.44
1-10 3.92
User —
Satisfaction 11-50 4.4 0.005 Significant
101 and above 441
1-10 3.95
Net 0.001 Significant
Benefits 11-50 4.73
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Table 10 shows that the Number of Employees
employed by each respondent has a significant difference with
all identified variables. Thus, rejecting the null hypothesis that
there is no significant difference in the level of user-friendliness
of ETRACS when grouped according to business profile,
particularly the Number of Employees.

As observed, businesses with around 1-10 employees
reported the lowest system user-friendliness across all
dimensions except for Information and Service Quality.
Businesses with 11-50 personnel gave the lowest scores for
both. However, businesses with more than 101 staff gave
average to high ratings on all dimensions. The data reveals that
the business size influences user experiences with ETRACS.
Microenterprises (1-10 employees) may struggle with overall
usability, possibly due to limited digital literacy or lack of IT
support.

Some barriers to technology adoption for
microenterprises include a lack of financial resources, IT
security concerns, a lack of employees with digital skills, and
internal resistance to change (Rupeika-Apoga, 2022). However,
their high ratings for Information and Service Quality indicate
that they value the accessibility of information and support
when using the system. In contrast, slightly larger businesses
(12-50 employees) rated Information and Service Quality
lower, which may indicate that they have higher expectations
or other needs that the system fails to meet.

Marzi et al. (2023) support this. In their study, they
noted that small enterprises are hesitant to adopt online systems
due to limited resources. Another reason for non-adoption is the
lack of expertise in using the system. Table 11 presents the
Analysis of Variance (ANOVA) results on the level of user-
friendliness of ETRACS across businesses with varying annual
gross sales.

Table 11

Analysis of Variance (ANOVA) results on the difference in the
level of user-friendliness of ETRACS across Annual Gross
Sales
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Variables Annual Gross Sales M:a P-value Remarks
Less than 21,000,000 4.25
£1,000,000 - 5,000,000 4.48
System 0.0 Sianifi
Quality ~ P3,000,001 - 10,000,000  4.18 ~ 0.001 ignificant
£10,000,001 - 20,000,000  4.53
Over 20,000,000 3.65
Less than 21,000,000 3.61
_ £1,000,000 - 5,000,000 3.90
'“g’;’;}?&o” 5,000,001 - 10,000,000 393  0.001  Significant
£10,000,001 - 20,000,000  4.36
Over £20,000,000 3.76
Less than £1,000,000 3.72
£1,000,000 - 5,000,000 3.75
Service I
) £5,000,001 - 10,000,000  3.85  0.042  Significant
Quality

£10,000,001 - £20,000,000  4.14
Over £20,000,000 3.76

Variables Annual Gross Sales Mean  P-value Remarks
Less than 1,000,000 4.43
£1,000,000 - 5,000,000 4.49
Use £5,000,001 - £10,000,000 4.19 0.001 Significant
£10,000,001 - 20,000,000 4.57
Over £20,000,000 3.94
Less than 1,000,000 4.43
£1,000,000 - 5,000,000 4.47
Satigfzecrﬁon £5,000,001 - 10,000,000  4.24  0.005  Significant
£10,000,001 - 20,000,000 451
Over £20,000,000 3.94
Less than 1,000,000 4.42
£1,000,000 - 5,000,000 4.55
Be’r\:g;its 5,000,001 - £10,000,000 4,14 0.001 Significant
£10,000,001 - 20,000,000 441
Over 20,000,000 3.92
Less than 1,000,000 4.39
£1,000,000 - 5,000,000 4.53
'“te[‘gg” 0 $5000,001 -P10,000,000 414 0001  Significant

£10,000,001 - 20,000,000 4.41

Over £20,000,000 3.93

Table 11 demonstrates that there is a significant
difference in Annual Gross Sales concerning all identified
variables. Thus rejecting the null hypothesis that there is no
significant difference in the level of user-friendliness of
ETRACS when grouped according to business profile,
specifically the Annual Gross Sales.

Businesses with gross sales ranging from 21,000,000
to 20,000,000 rated the system favorably in all dimensions.
The data imply that businesses within this range were able to
use the system. Moreover, this suggests that enterprises in this
category are more knowledgeable and adaptable to digital tools
and initiatives.

On the other hand, businesses with annual gross sales
of less than P1,000,000 were rated the lowest in terms of
Information Quality and Service Quality. In line with this result,
a study by Agustin et al. (2024) noted that microenterprises face
challenges with digitalization. This includes limited resources,
resistance to adoption, and lack of digital literacy. Due to these
limitations, clients feel restricted in using the system.

As a result, the ETRACS received negative feedback
regarding Information Quality. This feedback suggests that
clients found the information in the system to be unclear or
difficult to understand. Furthermore, it indicates that users
prioritize data privacy and security. A lack of support for these
areas can negatively impact client experience with the system.
All in all, these limitations can erode trust in digitalization
initiatives and lead to lower engagement.

Furthermore, businesses with annual gross sales of
over 20,000,000 rated ETRACS the lowest in terms of System
Quality, Use, User Satisfaction, Net Benefits, and Intention to
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Use. The data provides insights that larger firms have higher
expectations from digital systems. The Pew Internet &
American Life Project (n.d.) highlights that individuals and
organizations with more resources and education—such as
large firms—have better access to digital technologies.

Therefore, they are more critical when evaluating the
system. Meanwhile, individuals from low-income households,
including many microenterprises, have lower internet access
and fewer opportunities to use the system (Afsal et al., 2023).
In summary, there are significant differences in the perception
of user-friendliness for each range of annual gross sales,
particularly those at both ends of the spectrum.

Table 12 presents the ANOVA results for the
perceived level of user-friendliness of ETRACS across business
industry types.

Table 12

Analysis of Variance (ANOVA) results on the difference in the
level of user-friendliness of ETRACS across Industry Types
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Across all variables, only Information Quality shows
no significant difference with the respondents’ industry type,
suggesting that this dimension is perceived fairly regardless of
the Industry Type.

In Table 12, Agribusinesses have consistently rated
ETRACS poorly in almost all dimensions except for Service
Quality. One key reason could be the barriers faced by
agricultural enterprises, especially those operating in rural
areas.

According to the Food and Agriculture Organization
(2022), small-scale farmers encounter several challenges
related to digital technologies. For instance, farmers often
struggle with weak internet connections and a lack of digital
literacy. These factors make it difficult for them to use digital
platforms like ETRACS. On the other hand, they might have
rated Service Quality favorably due to the assistance they have
received from the CBPLD staff.

On the other hand, Manufacturing, Service, and
Trading Industries consistently provided average to high scores
for each dimension. However, respondents whose businesses
belong to the Manufacturing industry gave a low rating in terms
of Service Quality. The results suggest that the complexity of
Manufacturing businesses in assessing their business taxes,
fees, and charges would demand specialized support for the
system users.

Overall, the data rejects the null hypothesis that there
is no significant difference in the level of user-friendliness of
ETRACS when grouped according to business profile, except
for Industry Type, wherein Information Quality showed no
significant difference with the variables.

Problem 4. What are the strengths experienced in
the use of ETRACS?

Utilizing thematic analysis, the main strengths the
clients experienced from their experience with ETRACS from
the one-on-one interviews are Convenience and Efficiency,
Full Online Process Capability, Positive Emotional
Experience, and Support Services and Human Assistance.

For Convenience and Efficiency, the responses
indicate that ETRACS is convenient for business registrations
because it saves client’s time. Several participants highlighted
the speed and ease with which they could complete their
transactions. For example, R1 noted, "One of the strengths in
ETRACS online payment system is its speed and
convenience—it makes getting business permits quick and
easy, helping users avoid long lines." The respondents received
similar responses, implying how the system saves them time in
their transactions. This statement aligns with findings by
Chekembayeva et al. (2023). In their study, they identified the
importance of time convenience in creating positive emotions,
which in turn influences favorable attitudes and intentions to
use.

Another  reason the respondents identified
Convenience and Efficiency as one of ETRACS's strengths is
that it reduces the need to visit the City Government of Butuan.
R2 states, "ETRACS allows users to complete transactions
without the hassle of physically visiting government offices,
This publication is licensed under Creative Commons Attribution CC BY.
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Variables Industry Types Mean  P-value Remarks
Agri-business 4.02
Manufacturin 4.47

System ) 9 0.001 Significant
Quality Service 4.39
Trading 4.23
Agri-business 3.89

Information  Manufacturing 3.73 0.60 Not

Quality  service 3.92 807 Significant
Trading 3.82
Agri-business 3.88
i Manufacturin 3.38

Service ) g 0.009 Significant
Quality  service 3.85
Trading 3.82
Agri-business 3.89

Manufacturing 4.40 o

Use . 0.001 Significant
Service 4.42
Trading 4.44
Agri-business 3.92
Manufacturin 4.40

_User_ 9 0.005 Significant
Satisfaction  gervice 4.43
Trading 441
Agri-business 3.95
Manufacturin 4.73

Net . 9 0.001 Significant
Benefits Service 4.41
Trading 4.34
Agri-business 3.91
- Manufacturing 4.77

Intention to _ 0001  Significant
Use Service 4.39
Trading 4.32

saving time and effort." E-government initiatives, such as the e-
Services Portal and the Open Data Portal, have significantly
improved administrative efficiency and reduced processing
times (Barrios & Moreno, 2024).

The second and third strengths of ETRACS, based on
the responses, are its full online process capability and the
positive emotional experience by clients. According to a 2022
Deloitte Global Study, a seamless and positive experience with
e-government services can enhance citizen satisfaction,
improve perceived system user-friendliness, and encourage
trust and adoption of digital platforms. In this case, participants
shared their positive experiences with the system, highlighting
how they completed their transactions and how they felt
relieved and accomplished. For instance, R6 stated, "I
completed everything online using ETRACS—from uploading
the requirements to paying the fees. | just printed my permit and
clearances after.” This feedback shows full transaction
completion using the system. R6 also noted, "I'm just relieved
I'm done with my permit application. I'm glad | used ETRACS."
which implies the satisfaction and relief that came with
completing the process.

The respondents also identified a fourth strength:
Support Services and Human Assistance, including the quick
response to inquiries sent on Facebook. Most respondents were
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grateful for the fast and accommodating service of the CBPLD
staff. R7 shared, "At first, | was quite hesitant to use the system
because | might click the wrong button or make a mistake while
using it. Thankfully, the CBPLD staff were invaluable in
answering my inquiries and confirming whether what | was
doing was correct”.

These findings are supported by Kala et al.'s (2024)
study, which stated that dimensions such as the quality of
information, service, system, and perceived usefulness of e-
government services affect user satisfaction. The respondents'
positive experiences with the CBPLD staff demonstrate
excellent onsite service, which enhances user satisfaction and
system user-friendliness.

Problem 5. What are the weaknesses experienced
in the use of ETRACS?

Based on the interviews conducted and through
thematics analysis, ETRACS has three main weaknesses:
System Quality, Information Quality, and Service
Limitations.

System Quality addresses the need to enhance several
key system features of ETRACS. One of which is its issues with
system downtimes and crashes. R7 noted, "For me, ETRACS is
overall user-friendly. However, during my initial registration,
the system displayed a 404 error. Maybe because many people
are using it? It took some time before | was able to open
ETRACS. It was a bit frustrating waiting." which underscores
that system interruptions can hinder task completion and user
satisfaction. This feedback is consistent with the findings of
Kalankesh et al. (2020), who stated that the higher the system
quality, the higher the user satisfaction, which defines user
experience from a technical, design, and operational
perspective as part of System Quality.

Under System Quality, the respondents also
mentioned the system's lack of inclusivity. Several groups, such
as Senior Citizens and those with low digital literacy, struggle
with using the system. R1 shared, "One weakness of the
ETRACS system, in my opinion, is that it is not very user-
friendly for older individuals who have difficulty keeping up
with fast-changing technology. As a result, they still have to
endure long lines or visit the office for offline transactions."”
Digital inclusion ensures that people of all ages can participate
in and utilize digital innovations (Suica, 2021). This statement
implies that the system should be inclusive, allowing users to
appreciate it fully.

The respondents also shared that a stable internet
connection is needed to use ETRACS. R3 noted, "The system
relies on a stable internet connection, so it becomes
inconvenient when your internet is slow or unstable.”
Azcarraga and Pefia (2016) stated that improved internet
connectivity leads to increased productivity. As such,
respondents who struggle with internet connectivity experience
issues with ETRACS.

One respondent also highlighted issues with data
security when using ETACS. According to R8, "Security is a
weakness. When | applied online, | had to provide my personal
information. If the system is not well-protected, hackers could
easily access that data and use it to deceive other people. With
This publication is licensed under Creative Commons Attribution CC BY.
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many hackers nowadays, system security is crucial.” This
statement addresses users' concerns about potential data
breaches and other data privacy issues stemming from the
absence of visible security measures. This fear is not
unfounded. Zhan et al. (2024) found that external threats such
as cyberattacks, along with technological limitations like
system downtimes and poor infrastructure, are among the
primary barriers to the effective adoption of information
systems.

The final issue under this weakness is the Limited
Payment Options. Apart from paying onsite, ETRACS offers
online payment options, such as GCash and Paymaya. R2
voiced that "ETRACS currently relies heavily on online
payment modes, which can exclude individuals without access
to online banking or digital wallets.

To improve inclusivity, additional payment options
such as over-the-counter transactions at banks or authorized
centers should be made available." This comment suggests that
while some users can navigate the existing payment structure,
the current setup remains restrictive and may not support a wide
enough user base."

Although customer satisfaction with electronic
payment platforms is generally adequate, it is significantly
higher in systems prioritizing robust security protocols and
responsive customer support over basic features such as speed
or convenience (Gnanakumar et al., 2024). These findings
imply that expanding payment channels alone may not be
sufficient for ETRACS; the system must also ensure that these
channels are secure and trustworthy. One practical approach is
to incorporate alternative payment methods that users are
already familiar with and trust.

The second main weakness of ETRACS is Information
Quality. Although some users described the system interface as
generally user-friendly, the clarity of instructions for specific
processes remains inconsistent. In addition, the complexity of
specific sections.

R5 shared, "I am not sure if it is just me, but I struggled
with the PSIC code part. | had no idea what PSIC is. Without
the help of the CBPLD staff, | might have opted to switch to
onsite business registration instead." This indicates a significant
gap between the system interface and informational support
when using ETRACS. These issues are not unique to ETRACS.
In their study on e-government adoption, Diaz-Guzman
Veréstegui et al. (2025) found that perceived usefulness and
ease of Use greatly influence client intention to use e-
government services.

ETRACS' lack of flexibility in handling data provided
by the users was also identified as a weakness. Some
respondents shared that the system does not allow data changes.
They shared that it does not accept a decrease from the
previously reported annual gross sales.

As R7 explained, "I noticed | could not adjust my gross
sales in ETRACS. The baseline used was my previous gross
sales. My sales have decreased, but | am unable to input them
into the system. It was really frustrating. | could not reflect the
actual figures." An adaptable system is critical for an
organization to continue meeting clients' expectations
(Almutairi et al., 2021). This highlights the need for systems
like ETRACS to be more flexible and responsive to user input.
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Lastly, regarding Information Quality, some
respondents noted that ETRACS lacks an announcements or
updates section for fees, guidelines, and regulations. R10 stated,
"l didn't see any updates on new guidelines or fee changes in
the system."

In a case study by Ngalumsine Sitokdana (2019),
results show that government websites should ensure that the
data presented is updated and accurate. Through this,
miscommunications and client misunderstandings are
prevented. Further, without clear updates on the system, it could
affect its reliability and user satisfaction.

In Service Limitations, a weakness of ETRACS is the
absence of integrated customer support. R2 suggested that
online customer support (i.e., Al chat or chatbots) would allow
faster customer support. This comment indicates that users
expect enhanced support features to enhance their user
experience. Incorporating chatbots could be highly beneficial
for the CBPLD.

Chatbots contribute to faster response times and
improved user experience. Research suggests that chatbots can
examine user behavior and patterns. Since they can provide
more personalized responses, the customer experience is
enhanced (Velasco et al., 2023).

The second weakness of ETRACS under Service
Limitations is the lack of support, especially during system
issues and downtimes. R7 noted that although the City Business
Permits and Licensing Division (CBPLD) occasionally posts
updates on its official Facebook page, there is no precise
duration or resolution time for these system downtimes.

This response emphasizes the importance of
immediate assistance along with clear and complete
communication. Without it, customer experience would be
affected.

This aligns with the assertion that customer
satisfaction is likely to decrease if system downtime impacts
customer-facing services. Minimizing downtime is crucial to
ensure that users continue to receive timely and uninterrupted
service. A study by Lu et al. (2024) mentioned that downtimes
could lead diminished to diminished client satisfaction.

VI. CONCLUSIONS

Based on the findings of the study, the following conclusions
were drawn:

1. Most micro and small businesses in Butuan prefer using
ETRACS because it saves both time and money compared
to applying for business permits in person.

2. While many users find ETRACS user-friendly, there is still
room to improve some of its features, such as System,
Service, and Information Quality.

3. It is important to take a personalized approach to meet the
needs of different business profiles.

4. Utilizing DeLone and McLean's IS Success Model to
evaluate ETRACS shows that the system generally aligns
with the model's principles. ETRACS is rated very high in
user satisfaction, net benefits, and intention to use, as well
as high in actual use—validating the model's premise that
these dimensions are key indicators of information system
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success. These ratings are further supported by qualitative
data, which highlight the system's strengths in Convenience
and Efficiency, Full Online Process Capability, Positive
Emotional Experience, and Support Services and Human
Assistance.

5. The application of DeLone and McLean's IS Success Model
showed that the model is partially challenged by the average
scores in system and service quality, especially by the low
information quality. These results also aligned with the
qualitative data gathered on the system's weaknesses,
specifically in the areas of System Quality, Information
Quality, and Service Limitations. These findings suggest
that while technical and informational aspects remain
critical, high levels of user satisfaction and perceived
benefits can still be achieved when the system is user-
friendly and emotionally rewarding. This highlights the
potential for specific success dimensions—such as usability
and user experience—to offset limitations in others.

6. Implementing the proposed improvements will increase the
level of ETRACS's user-friendliness.
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