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Abstract 
In the dynamic landscape of procurement processes, adopting e-procurement systems holds the 
promise of streamlining operations and boosting efficiency for organizations. This research paper 
investigates the barriers and strategies associated with adopting e-procurement systems in Indian 
service sector companies. Employing a qualitative approach, the study shows a thematic analysis 
of data from 40 respondents to comprehensively explore the challenges organizations face and the 
approaches that facilitate successful implementation. All 40 respondents represent service sector 
companies of repute and are in diverse business segments. The thematic analysis highlights the 
significance of cost concerns, employee resistance, and the role of senior management support as 
key determinants in e-procurement adoption. The findings underscore the need for organizations 
to balance short-term budget constraints with the long-term benefits of streamlined procurement 
processes. The research emphasizes the critical role of vendors with industry expertise in 
overcoming technical complexities. The integrated approach will help organizations seeking to 
overcome challenges and optimize their procurement processes effectively. 
Keywords: e-procurement, challenges, strategies, Indian service sector, efficiency, procurement 
processes, thematic analysis 
Introduction 
In this day and age of digital technology, organizations in a variety of industries are embracing 
technological improvements to improve the efficacy of their operations and streamline their 
workflow. The implementation of e-procurement systems in Indian service sector enterprises 
comes with its own set of hurdles, even though these technologies are highly effective in reshaping 
the landscape of purchasing. There are several obstacles, ranging from concerns about cost to 
resistance on the part of workers, which prevent firms from fully embracing this game-changing 
technology. E-procurement systems have developed into powerful instruments that are capable of 
transforming procurement processes, boosting operational efficiency, and producing significant 
cost savings for enterprises (CIPS, 2015; Pattanayak & Punyatoya, 2019). The successful 
deployment of these systems is far from certain, despite the potential benefits that they may provide 
(Ahmad, Aljafari, & Venkatesh, 2019; Mohungoo, Brown, & Kabanda, 2020). This is because 
organizations frequently struggle with a variety of obstacles that inhibit their adoption and 
utilization. In addition, because India is made up of many different areas with their own distinct 
cultures and economies, this study investigates how the use of electronic procurement varies from 
one part of the country to another. The purpose of this study is to determine whether or not certain 
criteria, such as availability to experienced experts and digital infrastructure, play a significant part 



TOPIC: EXPLORING CHALLENGES AND STRATEGIES IN IMPLEMENTING E-PROCUREMENT SYSTEMS IN INDIAN SERVICE SECTOR COMPANIES 

 
 

ISSN:1539-1590 | E-ISSN:2573-7104 
Vol. 5 No. 2 (2023) 
 

© 2023The Authors 
 

1159 

in determining the adoption rates of data analytics-driven e-procurement systems. This research 
aims to provide useful insights into the strategies that organizations may adopt to overcome the 
obstacles that are connected with e-procurement. This is in response to the fact that the existing 
literature emphasizes the significance of aligning organizational strategies with the adoption of 
technology (Brandon-Jones, 2017). Specifically, the research will focus on how organizations can 
overcome the challenges that are associated with e-procurement. It emphasizes factors such as 
stakeholder engagement, training, and the integration of e-procurement systems with existing 
operations (Ilhan & Rahim, 2017; Riauan et al., 2022). The findings of this investigation will be 
used to guide organizations. 
Literature Review 
The incorporation of electronic procurement systems into the service industry has attracted 
significant interest as a result of its capacity to optimize procurement procedures, improve 
operational effectiveness, and generate cost reductions for businesses. One of the foremost 
obstacles pertains to the trepidation surrounding the fiscal obligations linked to the adoption of e-
procurement technologies. Organizations, due to their cautiousness regarding the significant 
commitment of resources, express apprehensions regarding the allocation of budget and the 
possibility of exceeding costs during the implementation phase (Pattanayak & Punyatoya, 2019). 
The aforementioned uncertainty highlights the necessity of adopting a more comprehensive 
viewpoint that takes into account both immediate spending and the creation of long-lasting value. 
One of the major obstacles pertains to the concerns about the financial obligations linked to the 
adoption of e-procurement technologies(Pattanayak & Punyatoya, 2019). The aforementioned 
reticence highlights the necessity of adopting a more comprehensive viewpoint that takes into 
account both immediate financial outlays and the potential for long-term wealth creation. The 
integration of e-procurement systems with legacy systems poses notable technical obstacles. 
Organizations that have established distinctive operational practices or operate within niche 
industrial sectors encounter challenges in aligning with pre-existing systems (Brandon-Jones, 
2017). According to Mohungoo et al. (2020), the effective deployment of a system is heavily 
influenced by characteristics such as system stability, reliability, and conformity with industry 
norms. The involvement and support of senior executives play a pivotal role in establishing a 
culture of acceptance and facilitating the process of organizational change (Ilhan & Rahim, 2017). 
Change management activities, which encompass extensive training and capacity-building 
programs, have the potential to mitigate personnel apprehensions and bolster user acceptance 
(Ahmad et al., 2019; Riauan et al., 2022). According to Brandon-Jones (2017), the strategic choice 
of system providers possessing industry expertise and a track record in system installation can 
effectively mitigate technical obstacles and enhance the overall stability of the system. According 
to Ahmad et al. (2019), effectively conveying the advantages of implementing e-procurement, 
while also addressing concerns about potential job displacement, has the potential to cultivate 
employee excitement towards embracing this transition. 
Objectives 
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 To examine the primary factors hindering Indian service sector firms from adopting e-
procurement. 

 To investigate effective approaches to overcome challenges and promote successful 
implementation of e-procurement systems in these firms. 

Methodology 
A qualitative approach was employed, involving thematic analysis of interview responses. The 
research collected data from a diverse set of Indian service sector firms to ensure a comprehensive 
understanding of the challenges and strategies related to e-procurement. The structured 
quantitative interview gathered data from 40 respondents on e-procurement adoption and 
challenges, while the qualitative interview provided deeper insights into issues such as employee 
resistance and management support. Thematic analysis was used to identify recurring patterns and 
themes within the interview data.  
Results and Findings 
The research findings provide insights into the difficulties encountered by service sector 
organizations while using e-procurement systems in the Indian context. The expense associated 
with e-procurement is a significant barrier that deters firms from making investments in this area. 
The research showed challenges faced by the employees about cost, investment, employee 
opposition, change management, technical challenges, and vendor expertise along with strategic 
leadership and alignment which are discussed below: 
Cost and Investment: 
Companies have voiced apprehensions regarding the financial investment and the subsequent 
expenses involved in the maintenance and sustainability of these systems. The quantitative survey 
yielded significant findings regarding the obstacles encountered by Indian service sector 
enterprises in their implementation of e-procurement (Pattanayak & Punyatoya, 2019). The 
participants conveyed their concerns over the financial commitment associated with e-
procurement systems, aligning with the current body of work on cost impediments (Ilhan & Rahim, 
2017). This underscores the necessity for enterprises to strike a balance between immediate 
financial considerations and potential long-term advantages. 

Employee Opposition and Change Management: When it was asked to the employees about 
employee opposition and change management,  the qualitative analysis highlighted a repeating 
subject of employee opposition to the adoption of e-procurement. Change management was 
another topic that was discussed and the participants expressed concerns on the lack of familiarity 
with the new technology as well as the threat to their jobs. One of the respondents said, "Our 
employees are reluctant to embrace the new system because they are afraid of losing their jobs." 
A similar study by Ahmad et al. (2019), implies that opposition to change is motivated by a 
perception of increased complexity as well as the possibility of lost jobs. The findings highlight 
the significance of comprehensive change management strategies to address the concerns of 
employees and to ensure the adoption process goes smoothly. 
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Technical Challenges and Vendor Expertise: Participants brought attention to the technical 
issues that arose during the implementation of the e-procurement system, as well as the expertise 
of the vendors. Most of the respondent's Issues that were commonly brought up included the 
necessity for customization as well as the integration of the system with the processes that were 
already in place. During the conversation, one of the participants observed, "Integrating the new 
system with our legacy systems posed unexpected challenges." The findings highlight how 
important it is to meticulously organize everything and work together with skilled vendors. 

Strategic Leadership and Alignment: The thematic analysis also highlighted the importance of 
strategic leadership in the effective deployment of e-procurement, highlighting the importance of 
alignment with that leadership. The participants emphasized how important it is to have assistance 
from senior management to facilitate a smooth transition. According to the statements of 
participants, "Our leadership actively promoted the benefits of e-procurement, which motivated 
employees to embrace the change." A similar study by Ilhan and Rahim (2017), found that the 
involvement of top management positively improves the success of implementation. The findings 
point out how important it is to have the support of leadership and to effectively communicate the 
benefits to overcome resistance. 
Insights Derived from Thematic Analysis: 
Examining Employee Resistance: The study of interview responses highlighted the need to 
effectively manage employee resistance by employing appropriate change management tactics. 
The interviews revealed that there is a consensus regarding the importance of implementing 
thorough training programs to address employee concerns and cultivate a favorable attitude toward 
e-procurement, as highlighted by Ahmad et al. (2019). Organizations that effectively navigated 
employee resistance had enhanced implementation processes and improved utilization of systems. 
Technical Challenges and Vendor Expertise: The qualitative study conducted a comprehensive 
examination of the technical problems encountered and the role played by system providers. The 
significance of choosing vendors with industry expertise, who possess a comprehensive 
understanding of operational intricacies and can customize solutions accordingly, was emphasized 
by the participants. The findings from interviews indicate that technical difficulties frequently 
emerge due to a lack of synchronization between the system and the distinctive activities of the 
company. Consequently, it is imperative to exercise caution when selecting vendors and to 
maintain clear and effective communication. 
Strategies for Success: The thematic analysis revealed another significant theme, namely the 
identification of techniques that have a role in facilitating the implementation of e-procurement. 
The interviews underscored the importance of robust leadership that places transparency as a 
priority and adeptly conveys the advantages of e-procurement to the employees. The results of this 
study are consistent with previous research that highlights the significant importance of managerial 
support (Ilhan & Rahim, 2017). 
Integrated Approach:  The utilization of an integrated method, which incorporates the findings 
from qualitative interviews, offers a holistic comprehension of the obstacles and tactics associated 
with the adoption of e-procurement in service sector enterprises in India. The congruence between 
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the results obtained from the interview and the outcomes derived from the thematic analysis serves 
to enhance the credibility and strength of the conclusions made. 
Conclusion 
The findings from this study shed light on the challenges and strategies involved in implementing 
e-procurement systems in Indian service sector firms. Cost is a major factor preventing 
organizations from investing in e-procurement, as it requires significant initial investment and 
ongoing maintenance costs. Additionally, senior management support and employee resistance are 
key factors that can either facilitate or hinder the adoption of e-procurement. Technical challenges 
also pose barriers to implementation, particularly when integrating with existing legacy systems. 
Staff resistance is another critical issue, rooted in concerns about job security and the perceived 
complexity of the system. These challenges highlight the importance of effective change 
management strategies and user training to overcome resistance. Despite these obstacles, it is clear 
that incorporating data analytics into e-procurement processes offers significant benefits for 
service sector businesses. However, there are limitations and challenges associated with data 
governance frameworks, integration of disparate data sources, upskilling employees for data 
analysis, ensuring data quality and accuracy, as well as addressing concerns about data security 
and privacy. Regional differences exist in the utilization of data analytics in e-procurement across 
different systems towards enhancing efficiency, transparency & cost-effectiveness. 
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