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ABSTRACT

Softwareusabilityisoneoftheimportantissuesofhumancomputerinteraction.Itisacriticalquality
factorthatcontrolsthequalityandtheperformanceofanyinteractivesoftware.Thisstudyaimsto
investigatetheimpactofusabilityattributesonend-user’sacceptanceofenterpriseresourceplanning
byextendingthetechnologyacceptancemodeltoincludefiveusabilityattributes,namely:tasksupport,
presentation,navigation,learnabilityandmemorability.Atthetimeofwritingthisarticle,tothebest-
knownknowledge,therehavebeennostudiesinJordanthathaveinvestigatedtheimpactofsoftware
usabilityontheendusers’continuousintentiontouseanenterpriseresourceplanningsystem.The
proposedresearchmodelisvalidatedbyconductingasurveyfromDawacomPharmaciesbasedin
Amman,Jordan.Theresultsshowthatnineoutofelevenhypothesesaresignificant.Thefindings
indicatethatallattributeshaveasignificantimpactonuseracceptance.Except,thetasksupportdoes
nothaveasignificanteffectonperceivedusefulnessandperceivedeaseofuse.
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1. INTRodUCTIoN

SoftwareusabilityisanimportantissueofHumanComputerInteraction(HCI).Itisacriticalquality
factorthatcontrolsthequalityandtheperformanceofanyinteractivesoftware(Pribeanu,2017;Kabir
etal.,2016).IthasbeenarguedthatusabilityshouldbeincorporatedwithSoftwareDevelopmentLife
Cycle(SDLC)toevaluatetheusabilityofthesoftwareinthepre-deploymentphaseandtoenhance
theperformanceofthesoftware(Jainetal.,2012).

UseracceptanceoftechnologyisconsideredasoneoftheprimaryknowledgefieldsofHCI
whichexaminesthefactorsthatinfluencetheacceptanceandtheadoptionofend-usertowardsa
newtechnology.TechnologyAcceptanceModel(TAM)isdeemedtobeoneofmainmodelsofuser
acceptanceoftechnologybranch(Shiauetal.,2016).TAMproposedbyDavis(1989)hasbeenthe
mostextensivelyutilizedmodelforexploringthebehavioralintentionofanend-usertoadoptan
informationtechnologysystem.Zabukovseketal.(2013)pointedoutthatTAMshouldbeapplied
inthepost-deploymentphaseofSDLCtoacquirecorrectuserfeedbackofacertainsystemusage.

Nowadays, Enterprise Resource Planning (ERP) is widely used system in companies and
industries.ERPsystemisasoftwarepackagethatintegratesallinformationsystemapplicationsacross
variousdepartmentsofthecompanyinonesysteminordertoprocesseffectivelyandaccuratelythe
massiveamountofdatageneratedinrealtime(Forchtetal.,2007).ERPsystemhasmanybenefits
to companies, such as: reducing the cost, boosting user performance and efficiency, increasing
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customer response time, improving business workflow process and enhancing communications
betweenend-usersofthesystem(YanHuangetal.,2009;Hejaseetal.,2017;SAP,2017;Motiwalla
etal.,2012;Zouineetal.,2014).EventhoughERPsystemhasgreatbenefits,itsuffersfrompoor
usabilitycharacteristics(Venezianoetal.,2014;Lambecketal.,2014).Thiswillaffectpassivelyon
theperformanceandtheefficiencyoftheend-userandhencewilldiscouragethemfromcontinuing
touseERPsystem(Faisaletal.,2012;Lambecketal.,2014).

ManystudieshavebeencarriedouttoevaluatetheusabilityofERPsysteminpost-deployment
phase.Asaconsequence,theimplementationsuccessofERPsystemdependsontheenhancement
and the improvement in interfaceusabilitybasedon theend-user feedback(Scholtzetal.,2016;
Yassienetal.,2017;Almajali.etal.,2016).Becauseofthehighcostofusabilityevaluationduring
theimplementationphaseoftheERPsystem,mostoftheERPsoftwaredevelopersandvendorstend
toevaluatetheusabilityinpost-deploymentphasetoavoidsuchcostinSDLC(Scholtzetal.,2016).

ManystudieshaveappliedTAMtoanERPcontext(Lodhietal.,2016;Sternadetal.2013;
Leeetal.2010;Al-JabriandRoztocki,2015;ShihandHuang,2009;ZabukovsekandBobek,2013;
SternadandBobek,2013;KwahkandLee,2008).However,fewstudieshaveexploredtheimpactof
userinterfacequalityontheacceptanceofERPsystem(Gül,2017;Scholtzetal.,2016;Lin,2013;
CalisirandCalisir,2004;Scott,2008;ScottandSugar,2004).Thispaperaimstointegrateusability
modelwithmodifiedTAMtoexploreandinvestigatetheeffectivenessofusabilityattributesonend
userbehavioralintentiontoacceptanduseERPsysteminthepost-deploymentphase.Inaddition,
thispaperaimstoevaluatetheusabilityofERPsysteminordertoprovidedeeperinsightintowhich
attributesoftheusabilitymodelhasanimpactonthesuccessandtheadoptionofERPsystem.

2. ENTERPRISE RESoURCE PLANNING (ERP) SySTEMS

ForfurtherclarificationrelatedtotheconceptofERP,therearemanydefinitionsquoted:according
toRay(2011),ERPsystemconsistsofcentralizeddatabasewithoperationplatformtoassist the
organizationtoaccomplishtheirtasksthroughofgroupofportalsinonesoftwarecalledintegrated
system.Whileaccordingto(Althonayanetal.,2011;Leon,2014;Monketal.,2013;Sadrzadehrafiei
et al., 2013), ERP system is comprehensive software packages designed to automate all of the
organizational process from finance to shop floor to improve the productivity of work and the
performanceoforganizations.

Sadrzadehrafieietal. (2013)presentedthepositive impactofERPsystemonorganizational
success in termsofcustomersatisfaction,operationsand logistics,humanresourceandsupplier.
Otherbenefitsrelatedtoimplementationprocessareproductivityimprovement,effectiveness,data
redundancyandcostsreduction,thatareintroducedby(Leon,2014;YanHuangetal.,2009;Shenet
al.,2016;Wittstrucketal.,2012).Inaddition,Leon(2014)recodedtheERPsystembetterthanlegacy
systemswheretheERPsystemisflexiblewithfunctionalareaandcanintegrateinmultiplelocations.
WhileAlmgren(2014)statedthattheERPsystemarenotdevelopedforthesamepurposeoruse
similartoolswherethere’saredifferenceintechnologyused,typesofusersandworkenvironment.

Indeed,ERPsystemisacomprehensivesolutionwherethechangesarefixedinorganizational
processes,butthehighcostofERPsystemconsideredtobeanexpensiveprojectwhereitscostrange
from500thousandto300$million(Hsuetal.,2015).Therefore,thelargeandmediumorganizations
usetheERPsystembecauseithasahugenumberofdepartmentsandtheERPsystemcanassistthese
organizationstosucceedintheirfield.Ray(2011)presentthechallengesrelatedtotheERPsystemin
termsofimplementation,peoplemanagementandmaintenancechallenges.Otherchallengesrelated
toprocess,technologicalandmanagingrisksonERPsystems(Leon,2014;Tarhinietal.,2015).

InJordan,theERPsystemhasbeenwidelyspreadinorganizationsinrecentyears,wherethe
demandofERPsystemhasbeenincreasedbecauseofitshugebenefitsinthebusinesssector,interms
ofproductivityandbusinessgrowth,especiallyformediumandlargeorganizations.(Qutaishatetal.,
2012).Currently,therearemanylocalsoftwarecompaniesthatprovideERPsolutionstocustomers
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