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ABSTRACT

As worldwide globalization increases, the need for seamless information flow is intensified.
Enterprises of the 2Ist century utilize an enterprise resource planning (ERP) system to
coordinate the information flows both internally and externally. However, implementingan
ERPsystem is complex and costly. As ERP implementation affects entire organizations process,
people, and culture, there are a number of challenges that companies may encounter in
implementing ERP systems. The primary purpose of this study is to assess the practices and
challenges of ERP implementation. The study was conducted using descriptive research design.
A well-structured self-administered questionnaire was used as the main tool for data collection
and was administered to 75 respondents, out of which 70 were retrieved. The quantitative data
was analyzed using descriptive statistical tools. The findings were described using frequency and
percentage and presented using pie chart and tables. The findings of the study revealed that ERP
system implementation will be impossible to succeed if clear objectives are not set that justify the
reason to implement the system. In addition, the study revealed that ERP implementation success
highly depend on the quality of the software used, the effectiveness of training conducted to
prepare system users and the management support. The study concluded that ERP allows
different departments with diverse needs to communicate with each other by sharing the
same information in a single system. ERP thus increases cooperation and interaction between
all business units in an organization. Finally, the study recommended that organizations need to
document the anticipated objectives and requirements before the actual implementation of ERP
system starts also they shouldprovide a regular supervision and trainings to ensure employees
have the necessary skills that deemed important in order to be able to manipulate and take
advantage of the ERP system.

Key Words: Enterprise Resource Planning (ERP), Implementation, Management support,
System users



Chapter One

Introduction

1.1 Background of the study

The explosive growth of Information and Communication Technologies (ICTs) has influenced,
to a great extent, the way modern organizations operate in the business environment. The amount
of information in organizations is increasing a great deal and managing and sharing
informationefficiently inside the organization has become important. Companies have to be swift
in adopting new technology in order to remain competitive in a continuously developing
business environment. Companies and other organizations are investing to introduce information
systems (IS) hoping this will make business more efficient and information sharing smooth. An
information system is defined as a set of information resources used to collect, store, process,
maintain, use, share, disseminate, dispose, display, or transmit information (Committee on
National Security Systems, 2006). And similarly Wognum et al., (2004) note that information
systems purpose is to support companies in their information needs. Examples of such

information systems investigated in this research is ERP systems.

ERP is an acronym for Enterprise Resource Planning. In order to understand the benefits
Enterprise Resource Planning brings to a company, one needs to take a step back and think about
all of the various processes that are essential to running a business, including accounting and
finance, human resources, customer relationship management (CRM), and more. At its most
basic level, ERP software integrates these various functions into one complete system to

streamline processes and information across the entire organization(Mohsen Koolaji, 2018).

The main feature of all ERP systems is a shared database that supports multiple functions used
by different business units. In practice, this means that employees in different department can

rely on the same information for their specific needs (Vishal Bishnoi, 2011).



This research adopts a descriptive research design to assess the practice and challenges of ERP

implementation in IE Network Solutions PLC.

1.2 Statement of the problem

ERP systems have emerged as the core of successful information management, and the enterprise
backbone of the organization(Nash, 2000a, b). A successful ERP system will simplify processes
within a company and improve its overall effectiveness, while providing a means to externally
enhance competitive performance, increase interaction with customers, and support strategic
initiatives (Sandoe et al., 2001). Despite such advantages, ERP implementation is
overwhelmingly seen as an IT project which is incorrect as it requires a balanced perspective
where the organization as a total system is considered(Al-Mudimigh et al., 2001). This
research study was motivated because of the increasing adoption rate of ERP systems in

organizations in Ethiopia despite continued occurrence of ERP implementation failures

Organizations around the world have been implementing ERP systems since the 1990s to have a
uniform information system in their respective organizations and to re-engineer their business
processes (Rajagopal, 2002). ERP system implementation process involves a wide range of
complicated resources and issues. With no plan or supporting procedure, companies may spend a
lot of money, resource, and time on ERP implementation but not enjoy the benefit ERP system
should have brought out. A successfully implemented ERP system has the advantages of reduced
cost and high system quality. It can also yield benefits to its customers not only because they can
purchase products or goods at low prices resulting from the cost savings but also because they
share the data of the production line in real time. The benefit of ERP systems is highly dependent
on the success of its implementation. In order to get the best out of ERP system the
implementation must be managedas a series of wide ranging organizational change initiative

rather than as a software installation effort (Huang and Palvia, 2001).

More than 90% of ERP implementations have been delayed and required additional budget due
to numerous changes in the original plan(Wang and Chen, 2006). It is usually impossible to

cancel the effort even when a company realizes that its ERP implementation is not going to be



successful (Bingi, Sharma and Godla, 1999). Such IT driven projects require change of the

organization’s social and economic system(Hong and Kim, 2002).

A number of studies have been undertaken in relation to implementation of Enterprise Resource
Planning System. For instance, Al-Mashari (2013) looked at Enterprise Resource Planning
(ERP) System Implementation: A case for User participation. One of his conclusions is that most
ERP systems are not built but adopted and thus they involve a mix of business process re-
engineering (BPR) and package customization; and ERP implementation is not just a technical
exercise but it is a socio-technical challenge as it poses new set of management procedures.
Goeun (2013) looked at Challenges in Implementing Enterprise Resource Planning (ERP)
system in Large Organizations: Similarities and Differences between Corporate and University
Environment. He found out that both corporate sector organizations and universities are seeking
the operations benefits of ERP systems as identified in the literature, including much easier
access to reliable information by integrating disparate legacy systems and re-engineered business

processes.

Similarly, a study made by AbiotSinamoBoltena (2012) entitled a successful ERP
implementation in Mesfine Industrial Engineering Pvt. Ltd. The main technical problems that
MIE has encountered have been with the accuracy of data. The new system requires the retrieval
of old data from the legacy systems that has to be normalized, screened and stored in a sensible

data format within the new systems data repository.

Studies on the practices and challenges of implementation of the ERP system are not
systematically documented at IE Network Solutions. Guided by this knowledge gap, the
researcher intends to fill this void by seeking to assess the practice of the implementation of ERP

and its challenges.



1.3. Research Questions

Below listed are the specific research questions.
- What is employee’s opinion about the ERP software quality and simplicity?
- How effective was the training to prepare users?
- Did the ERP system meet its anticipated objective?
- What are the major challenges associated with the ERP system implementation?

- Did the management support implementation of the system and its users?

1.4. Objectives of the Study

1.4.1 General Objective

The general objective of this research is to assess the existing practices and challenges of ERP

system implementation at IE Network Solutions.

1.4.2. Specific Objective

a) To know employee’s opinion about the ERP software quality and simplicity.
b) To assess the effectivenessof the training conducted to prepare users.

c¢) To assess whether the ERP system meet its anticipated objective or not.

d) To identify the major challenges associated with the ERP implementation

e) To determine management support in regards to the ERP implementation.

1.5. Scope and Limitation of the study

1.5.1. Scope of the study

This study covers the practices and challenges of implementing an ERP system and the
perception of ERP system uses. An ERP system user is defined as an employee working actively
within an ERP system on a day-to-day basis. The scope of the study is geographically delimited
to Addis Ababa, Ethiopia as the company where the research took place is located in Addis
Ababa.



1.5.2 Limitation of the study

The major limitation of the study was the inability to obtain full cooperation from respondents of
the questionnaire. The researcher also observed the respondents lack of attention while filling
questionnaires. This was because of the busy schedule of IE Networks staff especially
management and senior staff. In addition to these all findings are drawn based on respondent’s

personal judgment.

1.6. Significance of the study

The research may contribute to the adoption of ERPsystems in different companies in Ethiopia
by providing information on the important factors that drives the adoption of ERP system. The
research may also provide information to the managers of different organizations to avoid

problems that would arise during ERP implementation project.

The findings of this study may help companies similar to IE Network Solutions in Ethiopia to
understand the staff opinion about the ERP implementation process, the system characteristics,
and top management characteristics and how to improve the relationship between these factors
on the adoption of ERP information systems.The information generated in this study may also
enable various stakeholders to come up with good plans and formulate policies that may favor
adoption of ERP information systems in various fields.It is also expected that the findings of this
study may be used to improve the managementprocess and that the findings can also be applied

in areas that are yet to be computerized.

1.7. Organization of the study

The study will be organized in five chapters. The first chapter will include background of the
study, statement of the problems, objectives of the study, significance of the study, scope of the
study, organization of the study and research design and methodology. In the second chapter
literature review will be viewed that have relation to the subject matter under study and different

empirical literatures. The third chapter deals with in-depth presentation of research design and



methodology, in this part research design will be discussed; population, sample size and
sampling techniques will be present. The forth chapter will be the results and discussion from
respondents. The last chapter will includes summary of major findings, conclusion and
recommendation part. Finally the references and appendixes will be attached at the end of the

research paper.



Chapter Two

Review of Related Literature

2.1 Theoretical Literature

2.1.1 What is Enterprise Resource Planning?

Enterprise resource planning (ERP)is a business process management software that
organizations use to manage day-to-day business activities such as accounting, finance,
procurement, project management, and human resource.Enterprise Resource Planning (ERP) can
also be defined asa type of software that allows organizations to use a system of integrated
applications to manage the business and automate functions related to technology, services and
human resources. ERP software is software designed to be used by larger businesses and requires
dedicated teams to customize into specific organizational needs, analyze the data and to handle
upgrades and deployment. ERP is a platform that you can rely on where you access any type of
data in real time. It means that any updates and changes are available in a moment after they

have been finished (Vangie Beal, 2019).

Enterprise Resource Planning (ERP) software integrates all functional areas of business,
including sales, logistics, billing, production, inventory management, quality management, and
human resources management into one organization-wide system. Enterprise Resource Planning
systems are some of the most important development in the application of information
technology in the business world. Enterprise Resource Planning software serves as the
information backbone to the core business processes of an organization. Companies have
understood the importance of Enterprise Resource Planning software and hence more and more
companies are implementing the software, making it one of the fastest growing segments of the
application software market. Nowadays every aspect in modern organization relies heavily on
information to survive, information system serves as the lifeline to the organizations, and
organizations are using ERP for gaining competitive edge in all functional areas. ERP is a single

software program that serves the needs of firm in all functional areas of an organization. Each



department in a company typically has their own computer system optimized for the particular
requirement of the department and ERP combines them all together into single, integrated
software program that runs on a single database so that the various departments can easily share

information and communicate with each other (Vishal Bishnoi, 2011).

ERP software is one of largest expenditure of corporate information technology (IT) budgets
(Cissna, 19985 and Somers and Nelson, 2001). The core idea of implementing an ERP solution
is to get tangible business benefits that would improve the performance of the organization and
achieve certain business objectives. This includes inventory reduction, less time to market,

reduce manufacturing and order processing cycle times, etc.(Vishal Bishnoi, 2011).

Most organizations implement ERP systems to replace legacy software or to integrate ERP
applications. According to a study done in 2016 by Panorama Consulting Solutions, LLC.,
organizations implement ERP for the following reasons: to replace out-of-date ERP software
(49%), to replace homegrown systems (16%), to replace accounting software (15%) and to

replace other non-ERP systems / had no system (20%).

2.1.2 ERP System Evolution

The business word is not new to the concept of Enterprise Resource Planning. The functions that
ERP systems perform are basically the same business functions that organizationshave
performed for decades. The focus of manufacturing systems in the 1960's was on inventory
control. Most of the software packages then were customized to handle inventory based on

traditional inventory concepts. (Md. ItratHossainJubery, 2017).

In the 1970s the next generation of business software i.e. Materials Requirement Planning
(MRP) was introduced. MRP systems were focused on demand based planning of production and
inventory control and the purpose was to guide purchasing activity and to automate the creation
of purchase orders (JaakkoKotiranta, 2012). MRPs attempted to minimize inventory levels while

ensuring adequate materials for the production process (JaakkoKotiranta, 2012).



In the 1980's the concept of MRP-II evolved which was an extension of MRP. This system
focused on quality and had the ability to schedule and monitors theimplementation of production
plans. Later on, MRP-II systems’ focus shifted more towards fulfilling customer needs and the
ability to adapt production schedules to meet specific customer needs on timely basis. MRP 1I
systems continued leading the way towards integrated business systems by including software
for financial accounting, project management and human resource management departments in

addition to the original operation of production (Sumner 2005; Kettunen and Simons 2001).

By the mid-1900s, ERP concept developed. ERP systems integrated information flows within a
company. Today companies all around the world are using ERP systemsto improve their

efficiency and decision-making (Sumner 2005).

2.1.3 Major Modules of ERP Software

There are many vendors in the market which are providing traditional ERP solutions or Cloud-
based ERP solutions. The common & basic modules of ERP can be found in any ERP System
although implementation platforms or technologies may differ. Depending on organizations need
required components are integrated & customized to form the ERP system (ESDS, 2013). Some

of the basic ERP system modules are discussed below.

a. Accounting Module

The ERP accounting module is designed to automate general accounting operations, providing
flexibility and effectiveness to both SMBs (small and medium businesses) and to large
enterprises with more complex activities. Any successful ERP implementation begins and ends
with efficient accounting software. From the initial launch process of establishing general ledger
entries, account numbers through the final accounts statements and financial statements is the
core of any enterprise.A quality ERP package with strong accounting software functionality that
is both flexible and easy to use is a great support. Within an ERP system, the accounting
software modules manage the recording and processing of accounting transactions within
functional areas such as accounts payable, accounts receivable, and payroll. These functional

areas and their corresponding sub ledgers feed transactions into the general ledger from where



financial reports are generated for management and external stakeholders. In addition to
transaction and function, it ultimately helps to validate the general ledger for final review and
analysis. Therefore, ERP solution implementation with accounting software module is vital to

the project’s overall success(Vishal Bishnoi, 2011).

b. Customer Relationship Management (CRM) Module

Customer Relationship Management department is important to boost the sales performance of
an organization through better customer service & establishing a healthy relationship with
customers. CRM module in ERP system will store details of the customer and helps to manage &
track detailed information of the customer like communication history, calls, meetings, details of
purchases made by the customer, contract duration etc. (ESDS, 2013). CRM module can also be

integrated with the Sales module to enhance sales opportunities.

CRM software module supports front office operations and the customer service, sales, and
marketing functions. CRM software is becoming a primary component of ERP in recent years; it
is also available as stand-alone software packages. Fully integrated module of CRM found in
higher end ERP systems with other ERP modules such as manufacturing, warehousing, and
purchasing enables real-time access to data that help by enhancing the marketing efforts. CRM
software functions assist in activities such as quoting, support call management by providing
more a comprehensive data set to allow the sales and marketing team to behave in a more
predictable and proactive manner. This integrated approach to CRM software will assist
organizations in delivering high levels of customer service and ultimate customer

satisfaction(Vishal Bishnoi, 2011).

¢. Financial Management Module

The financial module of Enterprise resource planning gathers financial data from various
functional departments and generates valuable financial reports. It is a software platform that
collects information and crafts reports: general ledgers, fixed assets, receivables, payables, cash

flows, etc. (IrynaSkvoznikova,2019). A financial module of an ERP system gives any business

10



the tools for tracking all the data within one or several companies, transactions, languages, and

currencies.

ERP is a powerful solution for managing the financial part of the business and integrating with
other units. This module of the ERP software will take care of all accounts related entries and
their impact on the whole system. How finance comes and how it is been utilized. The total flow
of money and total expenditures will be reflected here.Organizations can integrate the financial
module with production, sales, shipping, management, etc. All transactions are available from
any device and in any location. No handwork and no mistakes in making the calculations.
Complete transparency and everlasting records of the transactions make a financial module a

valuable tool(IrynaSkvoznikova,2019).

A quality Enterprise Resource Planning software solution will include strong financial
management module that is fully integrated with the organization’s core functional areas. In most
ERP systems, the transactional data generated from different departments can be available for
immediate review via online inquiries, ad hoc reports, and real-time dashboard data. These
capabilities offer full financial visibility into the organization’s payables and receivables with up-
to-date access to inventory levels and sales forecasts. As a result of this transparency, accounting
personnel and the executive staff will get real-time financial data that helps facilitate quick, yet
highly informed business decisions. The financial management software found in ERP system
shouldsupport full audit capabilities to provide complete backwards and forward traceability to

each and every transaction(Vishal Bishnoi, 2011).

d. Human Resources Management Module

Human Resource is another widely implemented ERP module. ERP HR module streamlines the
management of human resources and human capital. An organization’s most valuable resource is
its workforce. The HR module is critical as it manages the complexities of talent, payroll, and
government regulations(Jonathan Wiersma, 2019).Enterprise Resource Planning system that can

effectively manage the day-to-day operations, as well as the needs of the human resources

11



department, is important for an Enterprise Resource Planning project’s overall success and

ultimate Return on Investment (ROI).

HR modules regularly maintain a complete employee database including contact information,
salary details, attendance, performance evaluation and promotion of all employees.Strong human
resource management module will keep employee data in a secure manner, while also providing

quick access to the employee’s complete employment information(V K Jain, 2009).

Sub modules of ERP HR module include organizational management which enables analyzing
the complete organizational structure, E-Recruitment for hiring both internal employees and
external candidates, time management that has afunctionality to record attendance and absence
of employees, personal administration that manages numerous individual pieces of information,
payroll that consists of payments for each employee and deductions made, and reporting which
provide reports of individual employees and combined reports across departments,

demographics(AniruddhParmar, 2019).

e. Inventory Management Module

The Inventory Management Module functionality is a critical component of ERP software
solutions as the inventory control module interacts practically with many other module of
functional area. Inventory module includes functionalities like inventory control, master units,
stock utilization reporting etc.One of the uses of Inventory modules is to track the stock of items.
The items can be identified by unique serial numbers which the inventory system traces to get its

current location in the organization(Vishal Bishnoi, 2011).

The inventory management module include information from the purchase order to sales order
entry through purchasing and receiving to shipping and ultimate invoicing. This module can be
integrated to any other modules in the ERP system and the information can be accessed easily by

ERP users(Vishal Bishnoi, 2011).

12



f. Supply Chain Management (SCM) Module

The Supply chain management module manages the flow of product items from manufacturer to
consumer & vice versa. This module supports the management and movement of products
starting from the beginning i.e. raw materials through the work-in-process inventory and finally
to finished goods. This means SCM module information contains flow of products from a given
point of origin to the ultimate point of consumption. These supply chain activities help build the
backbone of the organization’s cost structure and ultimate profitability(Van Jaarsveld,

Heyns&Kilbourn, 2013).

Organizations that have shifted their operations to include more importing of goods are forced to
reconsider their existing supply chain management software functionality and evaluate the
strength of their existing ERP software or legacy systems. In doing so, organization begin to
expand their usage of supply chain management software and rely on ERP solutions to control
all aspects of distribution requirements planning, purchasing, import management,
containerization tracking, supplier relationship management, and controlling the movement of
goods between their internal warehouses and distribution centers. The most robust of ERP
systems will help tackle supply chain management issues, reduce supplier lead-times, and control
inventory while also delivering the highest level of sales order and line fill-rates for the end user

customer or value added distributors(Vishal Bishnoi, 2011).

g. Sales & Marketing Module

In the context of growing market competition, organizations are focusing more on closer
partnership across supply chain. Increasing efficiency in sales and distribution process facilitates
an organization to maintain its competitive edge. ERP Sales and Marketing module provides
functionalities such as sales order, order scheduling, shipping with delivery note, tracking sales
invoices and sales returns. The important components of sales modules are sales inquiry

handling, sales pricing control, contract handling, sales order control and invoicing.

13



Sales module is a highly integrated execution module. It draws most of its input from Inventory
module for verifying available and projected stock. It also draws input from production module
for production schedules and lead time of delivery, from purchasing module for generation of
direct delivery purchase order, from warehousing module for issuing order and shipment and

from accounts receivable module where sales invoices are recorded(AniruddhParmar, 2019).

h. Production/ Manufacturing Module

The function of the ERP manufacturing module is to complete the inventory management work
that is detailed above by implementing the operations specific to anefficient manufacturing
process. This module is used to design the detail production process that must be followed to
convert raw materials to finished goods. The features of production module vary based on the
manufacturing product and the production process utilized. For this module to be used
productively, understanding the organization’s production environmentand matching the
operational flow to an ERP software package with the proper manufacturing software

functionality is critical(Kim O'Shaughnessy, 2019).

2.1.40perational Benefits of ERP Systems

The most important advantage of an ERP system is the integration of information throughout an
organization, which can result in improved operating performance, cost reduction and inventory
reduction(S. Sadrzadehrafiei, 2013). Below is a list of common ERP benefits from a business

point of view.

- Time and cost reduction of business processes: Although ERP is often a large investment; it
can unify IT costs and improve efficiency. In legacy software, organizations spend resources on
multiple systems that all need dedicated staff, infrastructure, support teams and licenses. When
using ERP organizations can focus all these costs into one system. ERP eliminates repetitive

manual processes; as a result employees can focus on tasks that will increase the company’s

revenue(S. Sadrzadehrafiei, 2013).
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- Faster transaction processing using common data: ERP allows total access to every
important process in a business by making data from every department easily accessible to all
users.

- Improved operational performance: ERP can reduce the time and effort required by a team
to carry out their daily activities. Properly implemented, ERP system can greatly reduce or
eliminate repetitive manual processes, thus freeing up team members to focus on revenue-
affecting tasks(AditiDutt, 2020).

- Enhanced reporting: Implementing an ERP system means having a single, unified reporting
system for every process. By having a single source, an ERP system can readily generate useful
reports at any time(AditiDutt, 2020). It brings the ability to analyze and compare functions
across departments, without the hassle of multiple spreadsheets and emails.

- Consistent business processes conforming “best practices”: The system can aid in the
adoption and enforcement of industry best-practice processes, aligning all actions across the
enterprise(Kim O'Shaughnessy, 2019).

- Improved financial management:Maintaining perfect accuracy in financial records isn’t
exactly easy, but needs to be done nevertheless(Kim O'Shaughnessy, 2019). ERP achieves this
accuracy level while making the finance team efficient.

- Improved customer service: Besides the company itself, clients will gain benefits from ERP
implementation. Client information is centralized and streamlined in the ERP system therefore
the Sales team will be able to focus on building and maintaining customer relationships rather
than wasting time trying to manage spreadsheets.

- Enhanced organizational communications: since data is obtained transparently, all
departments in an organization can communicate easily in a single platform. This leads to

improved availability of information for planning, control and decision making.

The success of an ERP system is completely dependable on how the workers utilize it. Even the
best systems will not be beneficial without timely input of accurate information by their users.
(Exforsys 2009) All of the benefits of an ERP system may be difficult to measure as most of the

advantages emerge long time after the initial implementation.
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2.1.5 ERP Disadvantages

Although ERP systems can be very advantageous for the organizations using them,the systems
are expensive investments that are often associated with many problems. There are numerous
stories about failed ERP implementations and that they are complex systems that are difficult to
use. There are disadvantages associated with ERP solutions themselves besides the problems
regarding the ERP implementation process, the biggest downside to ERP systems is the high
costs of the technology (Exforsys 2009). The total costs of the implementation project can be
very high and more often than not, ERP projects are late or over budget (Sumner 2005: 13). The
costs associated with ERP i.e. the license fee, implementation fee and consulting expenses can
add to make it a veryexpensive undertaking for big companies. Comparatively, the costs of ERP
implementation for a small and medium-sized company are lower than for large companies. But
nevertheless, the costs are substantial for any company adopting an ERP. Even after the costly

implementation, the systems are often expensive to maintain. (Parthasarthy 2007: 5).

As mentioned above ERP systems often come with “best practice” business standards that mean
organizations need to change their practices to better fit the new system, which typically creates
resistance from workers. The resistance could arise from some of employee’s fear of being
downsized as the system reduces the need of manual labor. The resistance to change has been
identified as a considerable reason for the failure of information systems implementations and
therefore it is an issue that needs to be understood and managed (Hee-Woong and Kankanhalli
2009). The other major problem with ERP is that it is often difficult to customize to specific
company’s needs. It is almost impossible to use ERP system right out of the box as it needs to be
customized to suit organizations’ needs. Customizing can include both configuring and
modifying the system. Especially modification, which is done by changing the code of the
software, can be very expensive. According to Exforsys, 2009; ERP systems are also often seen
as too rigid and difficult to adapt to specific workflow and business processes of certain

companies.
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2.1.6 Selection of ERP

The decision concerning the selection of an ERP system is crucial, by choosing a certain ERP,
the company makes a commitment to the practices and procedures that this specific ERP system
supports. The company needs to keep their own interests in mind and demand the best possible
service from the vendor. (Kouri and Vilpola 2006: 13-16). It is quite complicated to know
exactly what kind of a system would be the most suitable for a certain company, therefore it is
very important to pay careful attention to the company’s processes and needs and to make sure

the features of the software to be selected addresses this needs.

In the selection stage, organizations should consider hiring consultants with industry experience
who can help throughout the process so that the company gets the most from the ERP system.
The hired consulting team may also help in selecting the modules that are best suited to the
company’s operation. Evaluation of the right ERP package involves checking weather all
functional aspects of the business are considered and business processes are fully integrated. It
also involves making sure all the latest IT trends are covered, checking if the software has
customization possibilities, checking whether the business can absorb the costs and making sure

the return on investment (ROI) is optimum.

2.1.7 ERP System Implementation

Implementation is traditionally related to installation of hardware and software. In the case of
ERP systems, implementation is used as a term to describe the whole project spanning from the
preliminary project planning through configuration of the system and training until the system is
in use. It is a continuous learning cycle where the organizational processes supported by the ERP

are gradually aligned with the business objectives (Parthasarthy 2007: 35).

For better understanding of ERP implementation, a number of researchers (Ehie and Madsen
,2005; Oliveira and Martins, 2011; Rabaa’i2009; Oliveira and Martins, 2011) have developed a
step by step process to ensure time and resources are invested only in a successful

implementation. This step by step process is discussed in detail below.
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Define organizations need: In this stage, managers must conduct a feasibility study of
the existing problems and needs of the company by analyzing the availability of
hardware, software, databases and expertise to make an informed decision to implement
the ERP system. They must set goals, establish objective of the project and calculate the
benefits or return on investment (ROI) that will be gained from this expensive
investment.

Recruit user involvement: This stage involves recruiting and educating users to be
involved throughout the implementation process.

Assembling project team: Managers will assemble a project team that consists of
experts from all functional areas to lead the project.

Software selection: As mentioned in above, after a decision is made to implement ERP,
a team of consultants must be hired to help select the ERP vendor and the best approach
to implementing ERP. The consulting team may also help in selecting the modules that
are best suited to the company’s operation.

Pre-implementation training: Before the system is implemented adequate training must
be provided to all business stakeholders that include managers, end users, and customers.
These trainings are often customized and provided by either internal or outside trainers.
System Implementation:The implementation involves installing the software, moving
the companies’ data (data migration) over to the new system then configuring users and
processes. The system installation process should address issues such as software
configuration, hardware configuration and software testing. A post implementation
review is recommended to ensure that all business objectives established during the
planning phase are achieved.

Technology and knowledge transfer:Training is the most important aspect of the ERP
software implementation process. Proper use of technology and an effective knowledge
transfer, along with proper training should be considered since the users are the parties
responsible for the entire project's success.

Ongoing support:An ERP solution is not a one-time event, but rather a continuous
process. It is something that the company has to continuously keep monitoring to avoid

any problems which could affect the ERP software functionality. Managers should make
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sure to provide regular upgrades and maintenance to make sure the functionality of the

system is not compromised.
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Figure 2.1 Flow chart of ERP Implementation

Source: Prof. Pramod Kumar, Successful implementation of ERP in a Large Organization, 2010
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An ERP implementation project is always a business development project, which aims to

enhance the company’s operational performance and therefore business-related goals and

objectives should be set for the project. An organization implementing an ERP system should

have a clear vision of why it is embarking on this project and what are the businesses objectives

that it wants to reach by utilizing the system. Careful planning can significantly affect the

success of the implementation project and the reaching of objectives(Kouri and Vilpola, 2006).

2.1.8 Challenges in ERP Implementation

Implementing an ERP causes massive change that needs to be carefully managed to harvest the

benefits of the system. Some of the challenges organizations faces during ERP implementation

are discussed below.

Selection process: There are a vast number of ERP systems available, so it is can be
confusing choosing which one to invest in or what is best for the business (Jonathan
Davies, 2019).While selecting the perfect ERP application for a business, one should
know the vendor’s previous projects, industry vertical and experience.

Commitment from managers: Lack of Support from Senior Management will lead to
unnecessary frustrations in work place. It is essential to ensure that the Senior
Management supports the transformation, if this is not the case it will cause delay in
operations and ineffective decisions (Jonathan Davies, 2019).

System training: The ERP system will only ever be as good as those who are using it.
The successful implementation of ERP system will be much more achievable if managers
offer employees full training and ensure they are motivated to use the system (Bajwa et
al., 2014).

Proper Project Management: Companies need to assign expertise that is a combination
of external consulting team and internal employees for successful implementation. It is
important to include external help that are experienced in ERP implementation alongside
the employees as the project is usually vast and bulky (Mehrjerdi, 2010).

Resistance to change:This is the most difficult type of issue to resolve and is one of the
main reasons for ERP implementation failures. It is important to remember that the

success of the implementation of a software system depends mainly upon the users. Some
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employees across the organization and across all levels may have established themselves
as point of reference in current set up. They may be architects of the current processes or
systems in use and thus fear that their influence will disappear with the new change

(Jonathan Davies, 2019).

2.2. Empirical Literature

ERP implementations are known to be reputedly unsuccessful in the business world because so
many organizations have had major problems with them. According to Parthasarthy 2007: 35, it
seems to be almost an accepted fact that these projects never are on time, within the budget, and
meeting the desired business outcome. The failure rates of ERP implementation projects vary
from study to study, but the percentage of ERP implementations that can be classified as
“failures” ranges from 40% to 60% or even higher. These failures have been known to result in

problems as serious as organizational bankruptcy.

According to a study made by AbiotSinamoBoltena (2012) entitled a successful ERP
implementation in an Ethiopian company: A case study of ERP Implementation in Mesfine
Industrial Engineering Pvt. Ltd. The main technical problems that MIE has encountered have
been with the accuracy of data. The new system requires the retrieval of old data from the legacy
systems that has to be normalized, screened and stored in a sensible data format within the new
systems data repository. The duplication of data was a major concern that MIE had to address. In
some special areas the old systems were kept running until such time as they could be phased out
by the new systems, and to do this the IT department built interfaces between the systems. The
CAD system used by MIE remained the same, as the process to alter the file formats would be

too expensive and require use of valuable resources that are needed for the core implementation.

Some ERP implementation researches done in the past were factor-based focusing on identifying
the factors or variables considered to be critical in the successful implementation of ERP
systems. Within ERP implementation context, critical success factors (CSFs) are defined as those
factors that are necessary to ensure a successful ERP project (Gibson et al. [16]). Some of these

studies resulted in identification of CSFs for successful ERP implementation (Gibson et al. [16]).
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One of the CSFs identified by these studies is adequate user involvement and participation
during the implementation phase (Upadhyay and Dan [28]). User participation in the
implementation of ERP systems has been found to be beneficial because it leads to the
determination of system requirements from the users and thus creating a positive attitude towards
the ERP system. It is important that users are involved in determining the needs of their

functional unit.

Previous studies have identified the benefits derived from Enterprise Resource Planning
implementation which involve ability to integrate various functions, cost and value
advantages, ability to manage data real time, internal improvement or infrastructure
investment, improved customer service, user satisfaction, recognizing market trends, ability
to adapt to change, increased output, lower production costs among other many (Twite, Money
&Remenyi, 1993; Hares &Royle, 1994). The studies have also highlighted critical success
factors for successful implementation of an Enterprise Resource Planning system which
entail the following; top management support, business plans and vision, change management
and culture, business process re-engineering, education and training, selection and support

among others (Umble, 2003; Akkermans, &Helden, 2002).
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2.3 Conceptual Framework

From the theoretical and empirical literature review, the following conceptual framework of the
study is developed by the researcher. A conceptual framework shows the relationship of the
dependent variable which is ERP implementation success and the independent variables which
has been depicted in figure below. The figure conceptualizes ERP implementation success that is
dependent on software quality, system matching organizational objective, top management
support and commitment, education and training and the implementation challenges. These

variables capture the essence of the study.

Software Quality

ERP Match
Organizational
Objective

ERP System
Implementation
Challenges

ERP Implementation
Success

Top Management
Support and
Commitment

Education and
Training of Users

Source: Developed by the researcher.

Figure 2.2 Conceptual Framework of ERP Implementation
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Chapter Three
Research Design and Methodology

This chapter presents the research design to be used, target population for the study and
the sample size that was used. It also explains the data collection procedure, analysis and

research instruments the study adopted and ethical considerations.

3.1 Research Design

This research used descriptive research design method to assess the practices and challenges of
Enterprise Resource planning (ERP) system in IE Network Solutions. According to
MartynShuttleworth(2018), descriptive research design is a scientific method which involves
observing and describing the behavior of a subject without influencing it in any way.The
advantage of the design is that it allows flexibility in data collection and also makes use of open
ended and closed questions which would allow the respondent to give extra information freely

and its major purpose is description of the state of affairs as they exist at present.

3.2 Research Approach

In this study, the researcher used quantitative research approach.Quantitative methods
emphasize objective measurements and the statistical, mathematical, or numerical analysis
of data collected through polls, questionnaires, and surveys, or by manipulating pre-
existing statistical data using computational techniques.Quantitative approach was used for
data collected using questionnaires from the participants. The quantitative approach was justified

because it allowed studying issues in-depth.

3.3 Target Population

The target population used in the study is Employees and Management of IE Network Solutions,
Ethiopia that were particularly involved in the recently adopted ERP systems. Total Population

or census sampling is used as the size of the population that is using the ERP system is
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small.This was preferred because it provided the possibility of examining the entire population

and acquiring information. Therefore, the target population will be 75 participants.

3.4 Data Sources and Data Collection Methods

For this study the researcher used both primary and secondary data sources. The Company’s
employees involved in the ERP implementation and the users of the system is used as the
primary sources of data whereas reports, different documents, and unpublished materials will be
used as the secondary source of data. To get the primary data, a well-structured Questionnaire is

prepared which is paper based and filled out by research participants.

3.5 Instruments of Data Collection

Data was collected through the use of self-administered survey questionnaires. The questionnaire
contains three parts. The first part of the questionnaire explained the purpose of the questionnaire
stating clearly that data obtained was for pure academic purpose. The second parts contained

personal questions to get demographic information and questions.

3.6 Procedures of Data Collection

The questionnaires were distributed in person to the targeted respondents. And follow-up calls
were conducted to provide feedback, clarification and remainder. The questionnaire was
prepared in Likert scale type of questions. Each response was given a numerical score to reflect
its degree of favorableness (1= strongly disagree, 2=Disagree, 3=Not sure, 4=Agree, 5=Strongly
agree). The respondents were given a period of three days to answer the questions after which

the questionnaires were collected from the respondents.

3.7 Data Analysis Techniques

The collected data and completed questionnaires were sorted, checked and edited for
completeness and consistency. The data collected were analyzed, interpreted, and discussed by

using descriptive statistics such as frequency distributions, percentages and mean scores to give a
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condensed picture of the data. The responses were assigned codes and then ranked from those
with the most responses to the least. In order for data to be easily understood, percentages,
graphs and tables were used to present the data.The analyzed data will be reported on three main

classifications which included; summary of main findings, conclusions and recommendations.

3.8 Reliability and Validity

3.8.1 Validity

Validity refers to the extent to which a measure adequately represents the underlying
construct that it is supposed to measure. It deals with the soundness, legitimacy and relevance of
a research theory and its investigation. Based on this, the items in the questionnaire are
rigorously refined to make sure they measure what they intend to measure.To reduce
subjectivity, the questionnaires were revised after repeated discussion with different research
professionals. After carrying out a pilot survey, revisions were also made to questions that are

not clear to solve all ambiguities.

3.8.2 Reliability

Reliability refers to the consistency of finding, which has to do with the extent to which
measures obtained by using a particular instrument are repeatable. A measuring instrument
is reliable if it provides consistent results, (Kothari, 2004). Calculating Cronbach's alpha (a) is
common practice when multiple item of measurement concepts or constructs are employed,
because it is easier to use in comparison with another estimates (Willson, 2003). Cronbach alpha
(o) of 0.70 coefficients indicates sound and reliable measures with a Cronbach alpha close to 1
indicates greater consistency. Table 3.1 shows the reliability test Cronbach’s Alpha coefficients

of the study.
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Table 3.1 Reliability Test (Cronbach's Alpha)

Dimensions Cronbach's | No. of Items
Alpha
Software Quality and Simplicity 0.843 6
ERP match organizational Objective 0.790 9
Education and Training 0.826 3
ERP Implementation Challenges 0.788 8
Management Support 0.812 4
Overall Reliability Scale 0.803 30

3.9 Ethical Considerations

The researcher considered to conduct the study in line with the ethical principles which are
privacy of possible and actual participants, voluntary nature of participants and maintenance of
the confidentiality of data provided by respondents of the questionnaire. The respondents were
informed that participation in this study was voluntary. The researcher also respected the

respondents’ decisions on what information to give and made sure not to misrepresent the data

collected.
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Chapter Four

Data Analysis and Interpretation

This chapter deals with data presentation, interpretation and analysis of the research. The chapter
has two parts: the first is demographic variables of the respondents; while the second part entails
the findings of the study based on the data collected mainly via questionnaire.To do this
research, a total of 75 questionnaires were distributed to the employees of IE Network Solutions.
Out of the total 75 questionnaires, 70 responses were successfully received. The data was

analyzed and the information is presented in the form of pie chart and tables.

Table 4.1 Response Rate

Total questionnaires 75
Completed and Returned questionnaires | 70
Response Rate 93%

4.1 Demographic Information

Table 4.2 Characteristics of the study population

Demographic Information | Classification Frequency Percent
Male 45 64.3%
Gender Female 25 35.7%
Total 70 100%
Below Diploma 0 0%
Diploma 0 0%
First Degree 55 78.6%
Level of Education Master’s Degree 15 21.4%
PHD and above 0 0%
Other 0 0%
Total 70 100%
1-3 61 87.1%
Years of Experience using | 3-5 6 8.6%
ERP system 5-10 3 4.3%
10 years and above 0 0%
Total 70 100%
General Employee 53 75.7%
Job level Middle Management 13 18.6%
Senior Management 4 5.7%
Total 70 100%

Source: Own survey, 2019
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It is important to establish the general information of the respondents since it forms the basis
under which the study can correctly access the relevant information. In order to collect the
general information of the respondents issues such as gender, level of education, years of

experience using ERP system and Job level are captured and summarized in the above table.

Out of 70 participants, 64.3% of the respondents were male while 35.7% were female. This

implies that majority of the respondents are male.

Education is one of the most important characteristics that might affect the person’s attitude and
the way of looking and understanding any particular phenomenon. In a way, the response of an
individual is likely to be determined by his/her educational status and therefore it became
essential to know the educational background of the respondents. From the research findings,
78.6% of the respondents are first degree holders and 21.4% of the employees have specialized
at a master’s degree level. This implies that the majority of employees in the organization are
well educated. Thus, it can be concluded that almost all employees are capable of understanding

and answering the statements on the questionnaire.

According to the results on years of experience using ERP system, 87.1% has 1-3 years of
experience, 8.6% have 3-5 years and 4.3% have 5-10 years of experience. This indicated almost
all of the respondents have worked on the system and have knowledge to reply the questions
regarding the practice and challenge of the existing ERP system at IE Networks. The respondents
were also asked to indicate their job level. From the findings, the majorities (75.7%) of the
respondents are general employees, 18.6% of them are middle management and 5.7% of the
respondents are senior management. This implies the study included all job levels fairly which

helps to get access to relevant information.
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4.2 Analysis and Interpretation of Data on Assessment of ERP System Implementation

4.2.1Respondents Opinion on ERP System Quality and Simplicity

Table 4.3 ERP System Quality and Simplicity

Statements SD D N A SA Total
The ERP user interface is N 0 0 14 41 15 70
casy to learn and manipulate o G0 00 00 5 60 | 21.4% | 100%
The reporting formats are N 0 3 17 25 25 70
easily understandable by users %, 0% 439 243% | 357% 357 100
The ERP system includes all | N 0 0 15 37 18 70
the necessary features and % 0% 0% 214% | 52.9% 25 7% | 100%
functions ’ ’ )

ERP system lets you perform | N 0 3 10 22 35 70
common tasks % | 0% | 43% | 143% | 31.4% | 50% | 100%
The system provides reports | N 2 5 5 13 45 70
that are used to make % | 2.9% | 7.1% | 7.1% | 18.6% | 643% | 100%
decisions

It allows you to obtain critical | N 0 5 4 20 41 70
information casily % | 0% | 7.1% | 5.7% | 28.6% | 58.6% | 100%

Source: Own survey, 2019

Table 4.3 summarizes the participant’s perception towards ERP quality and simplicity. The
researcher raised a question whether the ERP user interface is easy to learn and manipulate.
Accordingly, 58.6% of the survey participants agreed, 21.4% strongly agreed and the rest 20% of
the respondents remained neutral. Therefore according to the result largest numbers of the

respondents find the ERP user interface easy to learn and manipulate.

As shown on table 4.3,35.7% of the respondents strongly agreed and similarly 35.7% agreed
when requested if the reporting formats of the ERP system are easily understandable by users.
24.3% remained neutral and 4.3% of the respondents replied the system is not easily
understandable. It implies that majority of the respondents can easily understand the ERP

system.
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Regarding the system features and functionalities, the majority of respondents (52.9%) agreed
that the system includes all the necessary features and functionalities. 25.7% strongly agreed and
rest 21.4% remained neutral. The finding implies that majority of the respondents get the
necessary features and functionalities from the ERP system which is needed for day to day

operational activities.

Table 4.3 also shows that, 50% of the respondents strongly agreed that the ERP system lets
employees perform common tasks. Similarly 31.4% agreed when asked the same question. The
rest 4.3% disagreed and 14.3% remained neutral. Therefore, the finding shows majority of the

respondents reckon the ERP system lets them perform common tasks.

In addition, respondents were requested to indicate their level of agreement whether the system
provides reports that are used to make decisions, the vast majority (64.3%) of respondents
strongly agreed that the ERP system provides reports that are used to make decisions while 10%
believe that the system doesn’t provide reports used for decision making purpose. The rest 7.1%
of the respondents preferred to remain neutral on the matter. Based on the above fact, it can
conclude that the majority of respondents consider the ERP system as one of the tools that assist

decision making process.

Survey respondents were asked how easily they can obtain critical information from the system.
The finding indicates that, 58.6% and 28.6% of the respondents strongly agreed and agreed,
respectively that employees can easily obtain information from the ERP system, while 7.1%
disagreed. The remaining 5.7% remain neutral on the subject. This information implies that
majority of respondents can acquire critical information from the system without any hindrance.
This further indicates that ERP allows different departments in with diverse needs to

communicate with each other by sharing the same information in a single system.
Table 4.3 reveals that the ERP system quality and simplicity is interpreted as: user interface is

easy to learn and manipulate, the reporting formats are easily understandable by users, the ERP

system includes all the necessary features and functions, ERP system lets employees perform
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common tasks, the system provides reports that are used to make decisions and it also allows

employees to obtain critical information easily.

4.2.2 Response on Training Effectiveness to Prepare Users

Table 4.4 Training Effectiveness to Prepare Users

Statements SD D N A SA Total
The training conducted on the N 0 1 30 20 19 70
usage of the ERP system was
adequate and useful to you. % 0% 1.4% | 429% | 28.6% | 27.1% | 100%
The trainers were experts and N 0 6 14 7 43 70
helped me understand the
system. % 0% 8.6% 20% 10% | 61.4% | 100
Employees are regularly N 1 43 4 11 11 70
monitored to ensure that they
have the skills to use the ERP % 1.4% | 61.4% 5.8% 15.7% | 15.7% | 100%
system.

Source: Own survey, 2019

Table 4.4 summarizes participants response for the questions raised in relation to the
effectiveness of the training conducted to prepare users. For the question regarding training
conducted on the usage of the ERP system, 55.7% of the survey participantsresponded that the
training conducted was adequate and useful while 1.4% responded that the training was
insufficient. The remaining 42.9% remained neutral. From the response it can be concluded that
morethan half of the employees believe the training conducted to familiarize the system was
sufficient. But, we can see that the number of employees that considered the training to be
insufficient was close to half of the total respondents. This shows that managers should consider

giving the training again to make sure that all employees can get advantage of the system.

Regarding whether the trainers were experts on ERP system, 71.4% of the participants responded
the trainers were experts and that they helped the staff to understand the system while 8.6% of
them said the trainers were not fit to give the training on the implemented ERP system and thus

failed to understand the system to its full capacity. The other 20% of the respondents preferred to
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remain neutral. Since the majority of the respondents replied that the trainers were experts, it can
be concluded that the trainers have adequate knowledge of the ERP system deployed and can be

of assistancefor employees if there is a knowledge gap observed in few employees.

Table 4.4 also shows the response for the question raised whether theemployees are regularly
monitored to ensure that they have the skills to use the ERP system. Accordingly,31.4% of the
respondents said they are being regularly monitored to make sure they have the skills to use the
ERP system. On the contrary, 62.8% of the respondents replied that they are not getting any
supervision to acquire the skills to manipulate the system. The rest 5.8% of the respondents
neither agreed nor disagreed. As the above finding indicated the majority of the employees
consider there is no regular check and knowledge update to make sure the staff has the skills to
use the ERP system. It implies that the company should re-consider checking if employees have

the necessary skills that deemed important in order to be able to manipulate the ERP system.

4.2.3 Response to verify the ERP system meet its anticipated objective

Table 4.5Verify if the ERP system meets its anticipated objective

Statements SD D N A SA Total
Due to the implementation of N 0 0 16 34 20 70
ERP, the service delivery time is - O - - - - _
improved. % 0% 0% 22.8% | 48.6% | 28.6% | 100%

The company is able to save N 0 2 10 43 15 70
costs in its regular activities and

it reflects in subsequent Quarter | % 0% | 2.9% | 14.3% | 61.4% | 21.4% | 100%
reports.

The transparency of information | N 0 5 11 30 24 70
between the departments is
improved, so that effective % | 0% | 7.1% | 15.7% | 42.9% | 34.3% | 100%

communication between various
departments is possible than
before ERP implementation.

The quality of work is greatly N 0 10 3 10 47 70
enhanced when doing with ERP | % 0% 14.3% | 4.3% 14.3% | 67.1% | 100%
ERP implementation resulted N 3 2 8 30 27 70
reduction of operational cost % 43% | 2.9% | 11.4% | 42.9% | 38.5% | 100%
ERP implementation improved N 1 4 10 34 21 70
financial operations % | 14% | 57% | 143% | 48.6% | 30% | 100%
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ERP implementation resulted N 0 2 9 18 41 70

reduction of administrative cost
% 0% 2.9% 12.9% | 25.7% | 58.5% | 100%

ERP implementation improved N 0 5 13 30 22 70
interaction with suppliers % | 0% | 7.1% | 18.6% | 42.9% | 31.4% | 100%
ERP implementation improved | N 0 5 29 20 16 70
interaction with customers % 0% 7.1% 41.4% | 28.6% | 22.9% | 100%

Source: Own survey, 2019

One of the objectives of this study was to determine to what extent the ERP system meet its
anticipated objective. The respondents were therefore asked a series of questions in this regard
and their response is presented in summary in table 4.5 and the interpretation is discussed below.

The survey respondents were asked if the delivery time has improved after the implementation of
ERP. Accordingly,77.2% of the respondents replied that the implementation of ERP definitely
improved delivery time while the rest 22.8% preferred to remain neutral. This result indicates
that the company benefited from the ERP implementation and it has been showing in the form of

enhanced delivery time.

Table 4.5 also shows that 82.8% of the respondents have replied that due to ERP implementation
the company is able to save costs in its regular activities and that it showed in the subsequent
quarter reports. In the contrary, 2.9% of the respondents believed the company did not save
costs. The remaining 14.3% were neutral on this subject. As the majority of the respondents
answer agreed that the company saved costs, it can be concluded that ERP implementation

resulted in cost saving in regular activities carried out by the company.

Regarding question raised to determine if the transparency of information between the
departments is improved after ERP implementation, 77.2% of the respondents replied that there
is improved transparency of information than before the system was deployed. On the contrary,
7.1% of the respondents said there is no improvement in flow of information between
departments. The other 15.7% neither agreed nor disagreed on this issue. This shows that
majority of the staff is able to get transparent information so that effective communication

between various departments is possible than before ERP implementation.

34



Survey respondents were asked whether the quality of work has improved when doing with ERP,
81.4% of the respondents considers that there is an immense improvement observed on the
quality of work when done on the ERP system. On the other hand, 14.3% responded the quality
of work did not improve when done on ERP. The remaining 4.3% remained neutral. This shows,
majority of the respondents observed enhanced quality of work when staff is using ERP rather

than manual manipulation.

As shown on table 4.5, 81.4% of the respondents replied that the ERP implementation resulted
reduction of operational cost. In the contrary, 7.2% responded the system did not reduce
operational costs. The remaining 11.4% replied neither of the two. The finding implies that ERP

implementation reduced operational costs.

As shown on table 4.5, 78.6% of the respondents replied that the ERP implementation improved
financial operations. On the contrary, 7.1% responded the system did not improve financial
operations. The rest 14.3% remained neutral. The finding implies that ERP implementation

enhanced financial operations.

Regarding administrative cost, 84.2% of the respondents replied that the ERP implementation
reduced administrative cost. On the other hand, 2.9% responded the system did not reduce
administrative cost. The remaining 12.9% replied neither of the two. The finding implies

employees believe due to ERP implementation administrative costs are reduced.

Regarding interaction with suppliers, 74.3% of the respondents replied that the ERP
implementation improved interaction with supplier while 7.1% responded the system did not
help to improve communication with suppliers. The rest18.6% remained neutral on the subject.
The finding implies employees believe ERP implementation resulted in improved interaction

with the company’s suppliers.

The researcher also requested whether the ERP implementation improved interaction with
customers, 51.5% of the respondents replied that they observed improvement on the company’s

communication with customers while 7.1% of the respondents replied that the system did not
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help to improve interaction with customers. The remaining41.4% of the respondents were
neutral. The finding implies that majority of employees believe ERP implementation resulted in

improved interaction with the customers.

4.2.4Establish the Challenges Faced by IE Network Solutions, for using the ERP System

Table 4.6Challenges associated with the ERP system implementation

Statements SD D N A SA Total
Users were resistant to change | N 0 14 31 12 13 70
% | 0% 20% | 443% | 17.1% | 18.6% | 100%
Both management and N 6 0 25 29 10 70
employees had unrealistic % | 8.6% | 0% | 357% | 41.4% | 143% | 100%
expectations ’ ’ ) )
The change from manual to N 20 22 8 11 9 70
automated working system was 15 6 T 20 T T 400 [ 15.7% | 12.9% | 100%
not successful ) ’ ’ ’ ’
There was lack of N 11 13 22 20 4 70
implementation skill % | 5.7% | 18.6% | 31.4% | 38.6% | 5.7% | 100%
Migration of different types of | N 6 14 15 21 14 70
data was a big problem % | 8.6% | 20% | 21.4% | 30% | 20% | 100%
The system led to major N 3 16 10 39 2 70
organizational changes % | 43% | 22.9% | 143% | 55.7% | 2.8% | 100%
Customization of ERP to N 5 17 0 33 15 70
frgamzanonalneeds took 100 15 T o T T o430, | 0% | 47.2% | 21.4% | 100%
ong
The ERP system is too N 9 30 10 16 5 70
complex % | 12.8% | 42.9% | 143% | 22.9% | 7.1% | 100%

Source: Own survey, 2019

Table 4.6 summarizes participants response for the questions raised in relation to the challenges
associated with the ERP implementation. As shown on the table, 35.7% of the respondents
replied that users were resistant to change from what they were used to before the ERP system
was deployed while 20% of the respondents said users were actually open minded about the

change to automated ERP system. The remaining 44.3% of the participants responded neutral.
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This implies that employees were unwilling to change to the ERP system. It can be concluded

that comparatively there were significant number of people who were resistant to change.

The respondents were requested whether both management and employees had unrealistic
expectations, the findings show 55.7% of the respondents consider that there was unrealistic
expectations from both management and employees. On the contrary, 8.6% believed that the
staff had realistic expectations. The rest 35.7% neither agreed nor disagreed on this issue. This

implies that majority of the staff had unrealistic expectations on ERP implementation.

Regardingthe change from manual to automated working system, 60% of the respondents said
that there was successful change from manual to automated working system, while 28.6%
responded that the change from manual to automated working system was not successful. The
rest 11.4% responded neutral. The finding shows that majority of the respondents believed the

change from manual to automated working system was successful.

Table 4.6 indicates 44.3% of the respondents implied there was lack of implementation skill
while 24.3% of the respondents said the team who implemented the ERP system had the
necessary skills. The remaining 31.4% were neutral. The finding implies that there was lack of

implementation skill observed.

Regarding the question raised about migration of different types of data, 50% of the respondents
said migration of data was one of the major problems faced during the implementation phase
while 28.6% of the respondents considered the migration process to be problem free. The other
21.4% responded as neutral. From this, it can be concluded that during implementation the team

had a problem during data migration.

Survey participants were asked whether the ERP system led to major organizational changes.
Accordingly, 58.5% of the respondents replied that the system indeed led to organizational
changes. On the contrary, 27.2% of the respondents believed there was no change on the
organization observed that resulted because of the ERP implementation. The rest 14.3%

responded neither of the two. This implies that the company experienced organizational changes
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as a result of the ERP implementation. This is seen as a challenge as it was observed on previous

findings that most of the staff was resistant to change.

Regarding customization of ERP to organizational needs, 68.6% of the respondents replied the
customization process took a significant amount of time deemed too long as it was beyond the
allocated period. On the other hand, 31.4% of the respondents said the customization process
didn't take too long. This indicates that the customizing the ERP system to organizational needs

took longer period than its first allocated time in the implementation plan.

Table 4.6 shows, 30% of the participants viewed the ERP system as too complex. On the
contrary, 55.7% of the respondents said the system is not complex. The remaining 14.3%
responded neutral. From this it can be concluded that, the staff can understand the ERP system

and that it is not complex.

4.2.5 Response to Management Support on the ERP System Implementation

Table 4.7 Management Support

Statements SD D N A SA Total

Management provides N 1 9 5 43 12 70
sufficient resources for ERP

(upgrades, maintenance, etc.) | % 1.4% | 129% | 7.1% | 61.4% 17.2% 100%

Management considers ERP | N 1 4 14 31 20 70
as part of their strategic vision

% 1.4% 5.7% 20% | 44.3% | 28.6% | 100%

Management encourages N 0 10 5 33 22 70
users to learn skills from

external sources (training, % 0% 143% | 7.1% | 47.2% | 31.4% | 100%
forums, conferences, etc.)

Management considers ERP N 2 7 16 17 28 70

as a priority for the company

% | 2.9% 10% | 22.9% | 24.2% 40% 100%

Source: Own Survey, 2019
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Table 4.7summarizes participant’s response for the questions raised about the extent to which
management supported the ERP implementation and the employees. As shown on the table,
78.6% of the respondents replied management provides sufficient resources for ERP while
14.3% of the respondents said they don't get sufficient resources. The remaining 7.1% of the
respondents preferred to remain neutral. This implies that management indeed provides enough

resources for ERP that may include upgrades when necessary and regular maintenance.

Regarding the question raised that management considers the ERP system as part of their
strategic vision, 72.9% of the respondents consider that ERP is part of the company’s strategic
vision while 7.1% of the respondents believe that management doesn't consider ERP as part of
their strategic vision. The rest 20% of the participants were neutral on this subject. The finding
implies that majority of the employees reflect ERP is part of the companies and the management

strategic vision.

Table 4.7 shows, 78.6% of the respondents replied that management goes beyond and above to
encourage users to learn skills from external sources. On the contrary, 14.3% of the respondents
replied the employees are not encouraged enough to learn skills from external sources. The
remaining 7.1% responded neutral. From the findings, it can be concluded that management does
encourage users to use external sources which may include arranging training, supporting staff to
participate in forums and conferences so that the employees could update their knowledge

regarding ERP system usage.

Table 4.7 shows, 64.2% of the respondents believe that management considers ERP as a priority
for the company while 12.9% of the respondents replied ERP is not considered as a priority by
management. The rest 22.9% of respondents remained neutral on the matter. This implies that
ERP is considered as a priority by management team, to conduct day to day operational

activities.
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Chapter Five

Summary, Conclusion and Recommendation

This chapter comprises discussions associated with the findings of the entire research. This

includes a summary of the findings, conclusions and recommendations.

5.1 Summary of findings

The purpose of this study was to assess the implementation of the ERP system at IE
Network Solutions PLC. The study targeted management and employees of the company that
were involved in the adoption of ERP implementation. Questionnaires were used as instruments
for data collection. Based on the analysis and interpretation made in the previous chapter, the

major findings are summarized as follows:

Regarding demographic findings of the respondents, the majorities of the respondents are male,
bachelor’s degree holders, in the general employee category and have 1-3 years of experience

working with ERP system.

The research revealed that the ERP system has good quality and is considered user friendly. This
is further confirmed by the respondents response that revealthe ERP user interface is easy to
learn and manipulate also the reporting formats are easily understandable by users. Furthermore,
respondents confirmed that the ERP system includes all the necessary features and functions
therefore lets employees perform common tasks. The system provides reports that are used to

make decisions and allows employees and management to obtain critical information easily.

In determining the training effectiveness to prepare users, majority of the respondents consider
the training conducted on the usage of the ERP system was adequate and useful. The research
revealed that the trainers were experts and helped the staff understand the system. On the other
hand respondents replied that employees are not being regularly monitored to ensure that they

have the skills to use the ERP system.
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Regarding the extent to which the ERP system meets its anticipated objective, the research
shows that majority of the respondents confirmed on the following: due to the implementation of
ERP; the service delivery time is improved, the company is able to save costs in its regular
activities and it reflects in subsequent Quarter reports, the transparency of information between
the departments is improved, so that effective communication between various departments is
possible than before ERP implementation and the quality of work is greatly enhanced when
doing with ERP. Majority of the respondents also replied ERP implementation resulted reduction
of operational cost, improved financial operations, reduction of administrative cost and improved

interaction with suppliers and customers.

The research revealed that majority of the respondents replied that there are indeed challenges
faced for using the ERP system in the company. Some of these challenges are: users were
resistant to change, both management and employees had unrealistic expectations about the ERP
system, there was lack of implementation skill, the implementation team faced a problem during
migration of different types of data and customization of ERP to organizational needs took too
long. On the contrary, the respondents didn’t see the change from manual to automated working
system as a challenge rather they believed it was a successful process. The system is not complex

as per the response and therefore is not considered as a challenge.

In determining the management support for the implementation of the system and its users, the
research revealed that management provides sufficient resources for ERPthat may include
upgrades when necessary and regular maintenance. Management also considers ERP as part of
their strategic vision as a result they encourage users to acquire skills from external sources by
arranging training and supporting staff to participate in forums and conferences. In addition,

majority of respondents replied that management considers ERP as a priority.
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5.2 Conclusion

Based on the findings of the research, the following conclusion can be drawn:

The ERP system deployed at IE Network Solutions has good quality and is considered
user friendly. The user interface is easy to learn and manipulate and the reporting formats
are easily understandable by users.

The training conducted to prepare users on the usage of the ERP system was effective but
it was clear from the findings that the employees are not being regularly monitored to
ensure that they have the skills to use the ERP system.

The ERP system did meet its anticipated objective which is realized from the fact that
due to the implementation of the system the service delivery time is improved and the
company is able to save costs in its regular activities which are reflected in subsequent
Quarter reports. The transparency of information between the departments is improved.
ERP implementation resulted reduction of operational cost, improved financial
operations, reduction of administrative cost and improved interaction with suppliers and
customers.

The company did indeed face challenges during the implementation of the ERP system.
These challenges could be divided into two which are from the user’s side and from the
implementation phase. The users had unrealistic expectations and were resistant to
change during the transition phase. From the implementation stage; there was lack of
implementation skill,migration of types of data was a big problem and also customization
of ERP to organizational needs took longer time that it’s allocated period in the original
plan.

The management supported ERP implementation and the user by providing sufficient
resources (upgrades and maintenance) for ERP and encourage users to learn skills from
external sources by arranging training and supporting staff to participate in forums and

conferences related to ERP system.
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5.3 Recommendation

The study revealed both management and employees had unrealistic expectations from the ERP.
In order to avoid this, organizations need to document the requirements before the actual
implementation starts. Directly proceeding into an ERP implementation without a clear
definition of what the company is trying to achieve leads to failure. It is important to keep the

requirements focused to what the ERP is intended to solve.

Moreover,great consultant is essential to the success of ERP implementation. Having someone
with industry experience who can help throughout the process will help ensure that the project
stays on track, and that the company gets the most from the ERP system. IE Networks will
benefit from hiring a firm who has experience with the IT industry, and who is willing to take up
to several months to work with the organization through the implementation. This will help

avoid challenges faced during implementation phase that was revealed in the research.

In addition, the company needs to make sure there is a regular supervision and monitoring to
ensure employees have the necessary skills that deemed important in order to be able to
manipulate and take advantage of the ERP system. Even if the ERP system is implemented
perfectly, it will be useless if employees don’t know how to use it correctly. The system data
may get messed up by employees who are operating the system incorrectly. Therefore, IE
Networks must provide sufficient training to employees and regularly monitor them to ensure

they have the required skill set.

43



References

Addo-Tenkorang, R., Helo, P. (2011). Enterprise Resource Planning (ERP): A Review Literature
Report. Proceedings of the World Congress on Engineering and Computer Science (WCECS),
Vol. II, October 19-21, San Francisco, USA

Akkermans, H., Bogerd, P., Yiicesan, E. & van Wassenhove, L. (2003). The impactof ERP on
supply chain management: Exploratory findingsfrom a European Delphi study. European Journal

of Operational Research.

Akkermans, H., & van Helden, K. (2002). Vicious and virtuous cycles in ERP implementation: a
case study of interrelations between critical success factors. European journal of information

systems, 11(1), 23-44.

Aladwani, A. (2001). Change management strategies for successful ERP implementation.

Business Process Management Journal, 7(3), 245-275.

Al-Fawaz, K., Al-Salti, Z., Eldabi,T. (2008). Critical Success Factors in ERP Implementation: A
Review. European and Mediterranean Conference on Information Systems(EMCIS2008). May

25-26, Al BustanRotana Hotel, Dubai
Aloini, D., Dulmin, R., &Mininno, V. (2007). Risk management in ERP project introduction:
Review of the literature. Information & Management,

44(6), 402-447.

Al-Mashari, M., Al-Mudimigh, A. &Zairi, M. (2003). Enterprise resource planning: A taxonomy
of critical factors. European Journal of Operational Research, 146(2), 242-250

Al-Mashari, M. (2003). Enterprise resource planning (ERP) systems: A research agenda.
Industrial Management & Data Systems, Vol. 103/1, 20-27

44



Alshawi, S., Themistocleous, M. &Almadani, R. (2004).Enterprise intergrating diverse ERP

Systems, a case study. The Journal of enterprise information management, 17(6), 241 — 253

Amoako-Gyampah, K. (1999). User involvement, Ease of Use, Perceived Usefulness, and
Behavioral Intention: A test of the enhanced TAM in ERP implementation environment, 30th

DSI Proceedings, 20-23 November, 806-807.

Amoako-Gyampah, K. (2004). ERP implementation factors. Business Process Management
Journal, 10(2), 170-178.

Barki, H. and Hartwick, J., (1994). Measuring User Participation, User Involvement, and User
Attitude. MIS Quarterly, 13:1, 55 — 62.

Bala, H., &Venkatesh, V. (2013). Changes in Employees' Job Characteristics During an
Enterprise System Implementation: A Latent Growth Modeling Perspective. MIS quarterly,
37(4), 1101-1132.

Barker, T. &Frolick, M. (2003). ERP Implementation Failure: A Case Study. Information
Systems Management, 20(4), 45-49.

Bendoly, E. &Schoenherr,T. (2005). ERP system and implementation -  Process benefits.
International Journal of Operations & Production Management, 25(4), 307-316.

Bhatti, T. R. (2005). Critical success factors for the implementation of enterprise resource
planning (ERP): empirical validation. In the second international conference on innovation in

information technology, p.110

Bingi, P., Sharma, K., Godla, G., (1999). Critical Issues Affecting an ERP Implementation.
Information Systems Management 16(3), p. 7.

45



Botta-Genoulaz, V., Millet, P. (2006).An investigation into the use of ERP systems in the service

sector. International Journal of Production Economics, 99 (1-2), 200-211.

Chang, M., Cheung, W., Cheng, C., Yeung, J. H. Y (2008).Understanding ERP system adoption

from the user’s perspective. Int. J. Production Economics, Vol. 113

Chien, W., Tsaur, M., (2007).Investigating the success of ERP systems: case studies in three

Taiwanese high-tech industries.Computing Industries, p. 782.

Chu, H., Lai, C., (2002). ERP Crucial Success Factors (CSF) and Failure Causes Investigation.
Electronic Business and Digital Lifestyle Discussion Panel, Taiwan Electronics Business

Institute, Shita University Data Control Department.

DeLone, W. H., McLean, E. R. (1992). Information Systems Success: The Quest for the
Dependent Variable. Information Systems Research, Vol. 3, No. 1, 62-72

DeLone, W. H., McLean, E. R. (2003). The DeLone and McLean Model of Information Systems
Success: A Ten-Year Update. Journal of Management Information Systems, Vol. 19, No. 4, pp.
9-30.

Esteves, J., Pastor, J., Casanovas, J. (2003). A goal/question/metric research proposal to monitor
user involvement and participation ERP implementation projects. Information Resources

Management Association Conference (IRMA), Philadelphia (USA), pp. 325-327
Esteves, J., Pastor, J., Casanovas, J. (2005). Monitoring User Involvement and Participation in
ERP Implementation Projects. International Journal of Technology and Human Interaction, 1

(14), pp. 1 - 13.

Gable, G. and Stewart, G. (1999). SAP R/3 implementation issues for small to medium
enterprises, 30th DSI Proceedings, pp. 779-801.

46



Gable, G. G., Sedera, D., Chan, T. (2003). Enterprise Systems Success: A measurement Model.

Twenty-Fourth International Conferences on Information Systems, pp. 502 — 572.

Gibson, N., Holland, C., Light, B. (1999). A case study of a fast track SAP R/3 implementation
at Guilbert. Electronic Markets (June), pp. 190—198.

Holland, P., Light, B., (1999). A critical success Factors Model for ERP Implementation. IEEE
Software 16 (3), p. 33.

Hung, Y., Hsiao, T., Hsu, C., (2002). ERP Key Success Factor Analysis—A Case Study of
Company P’s Implementation of SAP.Electronic Business and Digital Lifestyle Discussion

Panel, Taiwan Electronics Business Institute, Shita University Data Control Department.

Huang, Z., Palvia, P., (2001). ERP implementation issues in advanced and developing countries.

Journal of Business Process Management 7(2), p. 276.

Hong, K., Kim, G., (2002). The critical success factors for ERP implementation: an

organizational fit perspective. Information & Management 40, p. 25.

Hitt, M., Wu, D., Zhou, X., (2002). Investment in enterprise resource planning: business impact

and productivity measures. Journal of Management Information System 19(1), p. 71.

Ifenedo, P., (2007). Interactions between organizational size, culture, and structure and some IT
factors in the context of ERP success assessment: an exploratory investigation. Journal of

Computing Information Systems 47(4), p. 22

Ifinedo, P. Extending the Gable et al. (2006). Enterprise Systems Success Measurement Model:
A Preliminary Study. Journal of Information Technology Management, Vol. XVII, No. 1, pp. 12-
35.

Krasner, H. (2000). Ensuring e-business success by learning from ERP failures. IT Pro, 2 (1), pp.
25-27.

47



Lin, F., (1999).Research egarding Relationship between ERP Package Software Strategy Target
Strategic Targets and Key Factors.Taiwan University Business Research Masters Thesis,

Taiwan.

Liu, S., Wu, S., Pi, S., Tsai, Y., (2000). ERP Strategic Investigation Research. 11th Nationwide

Data Control Academic Research Discussion Thesis, Kaohsiung Chungshan University, Taiwan.

Langenwalter, A., (2000).Enterprise Resource Planning and Beyond—Integrating Your Entire

Organization.St.LuciePress, Boca Raton, FL.

Markus, M. L., Axline, S., Petrie, D., Tanis, C. (2000). Learning from adopters' experiences with
ERP: problems encountered and success achieved. Journal of Information Technology, 15(4),

pp.245-265.

Marnewick, C., Labuschagne, L. (2005). A conceptual model for enterprise resource planning

(ERP). Information Management & Computer Security, Vol. 13, No. 2.

Moon, Y. B. (2007). Enterprise Resource Planning (ERP): A review of the literature. Int. J.
Management and Enterprise Development, Vol. 4, No. 3, pp. 235 — 264.

Olson, D., (2007). Evaluation of ERP outsourcing. Computing Operation Research 34(12), p.
3715.

Quiescenti, M., Bruccoleri, U., Commare, U., Diega, S., Perrone, G., (2006). Business process
oriented design of enterprise resource planning (ERP) systems for small and medium enterprises.

International Journal of Production Research 44(18), p. 3797.

Rajagopal, P., (2002). An innovation-diffusion view of implementation of enterprise resource
planning (ERP) systems and development of a research model. Information & Management 40,

p. 87.

48



Sarker, S., Lee, A. S. (2003).Using a case study to test the role of three key social enablers in
ERP implementation. Information & Management, Vol. 40, (8), pp. 813—829.

Siriluck, R. (2010). Success Factors of Large Scale ERP Implementation in Thailand. World
Academy of Science, Engineering and Technology, Vol. 40, pp. 605 — 608.

Somers, T. M., Nelson, K. G. (2004). A taxonomy of players and activities across the ERP
project life cycle. Information and Management, 41, pp. 257 — 278.

Summer, M., (1999). Critical success factors in enterprise wide information management system

projects. Proceedings of the SIGCPR’99, New Orleans, LA, USA, p. 297.

Sumner, M. (2000).Risk factors in enterprise-wide/ERP projects. Journal of Information

Technology, Vol. 15, pp. 317-327.

Tsai, Y., (1999). Taiwan Electronic Industry ERP System Key Factors.Chunghsing University

Business Administration Master’s Thesis, Taiwan.

Trimi, S., Lee, S., Olson, D., Erickson, J., (2005). Alternative means to implement ERP: internal
and ASP. Industrial Management Data System 105(2), p. 184.

Umble, E., Haft, R., &Umble, M. (2003). Enterprise resource planning: Implementation
procedures and critical success factors. European Journal of Operational Research, 146(2),241-

257.
Upadhyay, P., & Dan, P. K. (2009). ERP in Indian SME's: A post implementation study of the

underlying critical success factors. International Journal of Management Innovation Systems,

12), 1.

49



Upadhyay, P., Dan, P. K. (2009). A Study to Identify the Critical Success Factors for ERP
Implementation in an Indian SME: A Case Based Approach.
ICISTM 2009, CCIS 31, pp. 185-196.

Van Jaarsveld, L., Heyns, G. J., &Kilbourn, P. J. (2013). Logistics opportunity costs: a mining

case study: original research. Journal of Transport and Supply Chain Management, 7(1), 1-11.

Wang, G., Chen, F., (2006).The influence of governance equilibrium on ERP project success.
Decision Support System 41, p. 708.

Welti, Norbert, (1999). Successful SAP R/3 Implementation: Practical Management of ERP
Project. Addison Wesley Longman.

Wu, J., Wang, Y. (2007). Measuring ERP success: The key-users' viewpoint of the ERP to
produce a viable IS in the organization. Computer in Human Behavior, Vol. 23, pp. 1582—-1596

Wu, J. H., & Wang, Y. M. (2006).Measuring ERP success: the ultimate users' view. International
Journal of Operations & Production Management, 26(8), 882-903.

Yu, C. S. (2005). Causes influencing the effectiveness of the post-implementation ERP system.
Industrial Management & Data Systems, 105(1), 115-132.

Zabjek, D., Kovacic, A., & Indihar Stemberger, M. (2009).The influence of business process
management and some other CSFs on successful ERP implementation.Business Process

Management Journal, 15(4), 588-608.
Zhang, L., Lee, M. K. O., Zhang, Z., Banerjee, P. (2003). Critical Success Factors of Enterprise

Resource Planning Systems Implementation Success in China. Proceedings of the 36™ Hawaii

International Conference on System Sciences (HICSS '03).

50



Appendix

Questionnaire

Dear Respondents:-

I would like to express my sincere appreciation for your time and honest responses. This
questionnaire is intended to gather research data as part of an academic research for my Masters
of Business Administration Degree at St Mary University. The information obtained will not be
used for any other purpose other than to enhance the body of knowledge in Academic Research.
I kindly request you to take your time to complete the questionnaire to the best of your

knowledge.
1. Personal Information

1. What is your Gender?

Male FDle g

2. What is your level of education?

Below Diploma  First Dee PHDQ Above g
Diploma |:|aster’s Degree |:|

Other please specify

3. How many years of experience do you have in using the ERP system?

1-3 years g 3-5 years|:| 5-10 years |:| 10 years and above|:|

4. What is your job level?
General Employee g Middle Management I:I Senior Management D
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I1. Please use the following scale to indicate your level of agreement and circle your choice

from the list of scales.

1= Strongly Disagree (SD)
2= Disagree (D)

3= Neutral(N)

4= Agree (A)

5= Strongly Agree (SA)

Strongly | Disagree | Neutral | Agree | Strongly
Disagree Agree

ERP System Quality and Simplicity

8. | The ERP user interface is easy to learn and 1 2 3 4 5
manipulate

9. | The reporting formats are easily 1 2 3 4 5
understandable by users

10. | The ERP system includes all the necessary 1 2 3 4 5
features and functions

11. | ERP system lets you perform common tasks 1 2 3 4 5

12. | The system provides reports that are used to 1 2 3 4 5
make decisions

13. | It allows you to obtain critical information 1 2 3 4 5
easily
Training effectiveness to prepare users

14. 1 2 3 4 5
The training conducted on the usage of the
ERP system was adequate and useful to you.

15. | The trainers were experts and helped me 1 2 3 4 5
understand the system
Employees are regularly monitored to ensure 1 2 3 4 5

16. | that they have the skills to use the ERP
system.
To what extent did the ERP system meet its
anticipated objective

17. | Due to the implementation of ERP, the 1 2 3 4 5
service delivery time is improved.

18. | The company is able to save costs in its 1 2 3 4 5

regular activities and it reflects in subsequent
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Quarter reports.

19. | The transparency of information between the 2 4
departments is improved, so that effective
communication between various departments
is possible than before ERP implementation.

20. | The quality of work is greatly enhanced when 2 4
doing with ERP

21. | ERP implementation resulted reduction of 2 4
operational cost

22. | ERP implementation improved financial 2 4
operations

23. | ERP implementation resulted reduction of 2 4
administrative cost

24. | ERP implementation improved interaction 2 4
with suppliers

25. | ERP implementation improved interaction 2 4
with customers
Challenges on ERP implementation

26. | Users were resistant to change 2 4

27. | Both management and employees had 2 4
unrealistic expectations

28. | The change from manual to automated 2 4
working system was not successful

29. | There was lack of implementation skill 2 4

30. | Migration of different types of data was a big 2 4
problem

31. | The system led to major organizational 2 4
changes

32. | Customization of ERP to organizational needs 2 4
took too long

33. | The ERP system is too complex 2 4
Management Support

34. | Management provides sufficient resources for 2 4
ERP (upgrades, maintenance, etc.)

35. | Management considers ERP as part of their 2 4
strategic vision

36. | Management encourages users to learn skills 2 4
from external sources (training, forums,
conferences, etc.)

37. | Management considers ERP as a priority for 2 4

them
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