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Chapter 26

Elements that Can Explain
the Degree of Success of ERP
Systems Implementation

Carmen de Pablos Heredero
Rey Juan Carlos University, Spain

Mbonica de Pablos Heredero
Rey Juan Carlos University, Spain

ABSTRACT

The implementation of an Enterprise Resource Planning System (ERP) is a risky and high cost action,

even more when we are dealing with small and medium sized enterprises. Although many studies have

shown the importance of paying attention to critical success factors in ERP implementations, there is

still a high degree of failures and bad experiences around ERP implementations. Most literature has
shown experiences of success and failure coming from large sized firms. But there is a lack of informa-
tion of what has happened in the area of small and medium size firms, and for some economies, they are
essential. In this chapter, we try to show a model containing the main elements that can better explain
the degree of success and of failure in ERP implementations by providing examples mainly affecting to
the circumstances of small and medium size firms. In our model, we propose 5 main groups of variables

affecting final results in ERP implementations.

INTRODUCTION

Inthelast years, many firms have implemented ERP
systems, particularly in the industrial sector.
ERPs, enterprise resource planning systems are
software packages that allow a complete manage-
ment of the different processes in a firm. This way
by using a modular system, the ERP systems also
support different functional areas such as produc-

DOI: 10.4018/978-1-60566-892-5.ch026

tion, sales, distribution, finance, human resource
management, maintenance, and so on. (Rashid,
Hossain and Patrick, 2001).

They make easier the planning and controlling
of all the resources, material, financial and human
ones, by warehousing the whole information for the
firm’s decision making process in a unique centra-
lised database (Mabert et al., 2003:303).

The main objective that firms usually seek in
ERPs systems is to integrate their activities and
organise their processes to make the best of informa-

Copyright © 2010, IGI Global. Copying or distributing in print or electronic forms without written permission of IGI Global is prohibited.



Elements that Can Explain the Degree of Success of ERP Systems Implementation

tion and communication technologies. However,
the implementation of an ERP system has some
risks, mainly derived from the great quantity of
different resources that the process demands (hu-
man and material ones) and the uncertainty in the
deadlines. Both questions are directly affected by
the way in which the process of implementation is
taking place. Itis then important to analyse the key
factors that can offer better possibilities of achiev-
ing success when implementing the system.

In this chapter we try to describe the main
causes that can affect to the final results in an
ERP implementation. For that reason first of all
we include a brief explanation on the literature on
ERP system benefits, after that we offer a more
detailed discussion about the literature appeared on
critical success factors for ERP’s implementation,
finally we propose a model for firms to take into
account ERP’s Critical success factors.

The main literature reviews on these factors
are the research coming from Clausen and Koch
(1999), Holland and Light (1999), Koch (2001),
Fui-Hon et al. (2003), Umble, Haft y Humble
(2003), Al-Mashari, Al-Mudimigh y Zairi (2003),

Figure 1. An ERP schema

Finney and Corbett (2007), Kumar et al. (2008),
Wang et al. (2008).

The methodologies often used to know about
critical success factors are the following ones,

. the studies normally apply surveys and in-
terviews with managers,

. the workers and the external agents implied
in the decision making, implementation
and use of the system are questioned too.

THE LITERATURE ON ERP
SYSTEM BENEFITS

From the nineties, the ERP systems have been
one of the greatest investments in IT for the or-
ganisations. They are considered one of the best
systems that firms can have in order to increase
their competitiveness.

ERP systems can provide lots of benefits in
firms (Summer, 1999:233). They allow, for ex-
ample to compete in a global context, to reduce the
warehousing material and the costs of production
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and the increase in the level of service offered to
the customer (Ang et al., 2002).

ERP providers use as main marketing argu-
ments the multiple advantages that for a firm
arise as a consequence of the integration of their
activities and the availability of their information
at almost real time. However, in some occasions,
these good perspectives are not achieved, and
starting to work with the new system may mean
big costs for the firms, and can even erode their
competitive position.

Akkermansand Van Helden (2002:35) recogn-
ise that the ERP implementation demands a great
effort and compromise from all the organisational
levels. The problems that the firms face when try-
ing a successful implementation have long been
explained in the literature review (Holland and
Light, 1999, Rosario, 2000, Esteves and Pastor,
2001, Wang et al., 2008).

Figure 2. The processes of support in the ERP system
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Trying to find solutions to the problems that the
implementation of ERP systems can offer, different
academics and consultants have done research on
the process of implementation and more specifi-
cally, about the determination of the factors that
contributeto the success in the implementation, best
known as critical success factors (Summer, 1999,
HongandKing,2002, Umbleetal, 2003, Fui-Hoon
et al., 2003, Finney and Corbett, 2007).

However, most small business owners still
today think of ERPs in terms of old communica-
tion principles. For them, the ERP is no more than
an upgraded version of old systems.

Amongst the common misconceptions regard-
ing integration of ERP we have found (Holland
and Light, 1999),

. The transfer of information is
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The information can flow in both directions,
either from or to the ERP. If the ERP is integrated
with the plant, it will demand a bi-directional
information flow.

e The ERP integration is all about copying
data

Since older methods of integration follow a
system of coping a tag and its profile, business
owners think that modern ERP system can be
integrated the same way.

. The ERP can come up with standardized
answers all the time

Many people think that the queries related to a
business process follow a set pattern, as do their
answers. But they are wrong. Even if the system
knows the right question, the right answer may
depend on a number of factors.

. One must use only the latest ERP
technology

Although the latest ERP integration tech-
nologies offer many advantages to small business
owners, they have their own share problems. The
biggest one is the integration of a new technology
to the old systems. Sometimes retaining older ap-
plications may be more useful than overhauling
them completely.

. ERP to plant integration needs to be total

The ERP system deals with business process,
although the plant, system deals with manufac-
turing and procurement issues. While the plant
capacity fluctuates, the ERP capacity remains
stable.

. Data security is compromised when you
integrate plant to ERP

Many people are concerned about what hap-
pens to the data that is not on site. The ERP pro-
grammers have spent a lot of time and money on
making the system as tool proof as possible, so
even data that is not protected by elaborate pass-
words are not easily accessible by non authorized
personnel.

. Installing an ERP system means that you
can keep fewer IT staff

The ERP system is not meant to replace your
IT staff, it is there to help them with day to day
problems related to maintenance and trouble-
shooting.

ERP BENEFITS

Seddon et al. (1999) argue that is not worth it
to talk about the benefits of IT systems without
identifying the stakeholder group in whose interest
benefits are judged.

Markus and Tannis (1999) explains that no
single measure of enterprise system success is
sufficient for all the concerns in an organisation’s
executives might have about the enterprise system
experience, and that different measures are needed
at different stages in the systems lifecycle.

The five benefits that Markus refers to are the
following ones,

. Operational benefits

ERP systems automate business processes and
enable processes changes. In this way we canadmit
according to the operational benefits revised in
the literature review (Weill, 1990; Lichtenberg,
1995; Brynjolfsson and Hitt, 1996; Weill and
Broadbent, 1998)

. Cost reduction

. Cycle time reduction
. Productivity improvement
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. Quality improvement
. Customer services improvement
o Managerial benefits

A few consider the most relevant literature
centred on the managerial benefits of information
systems (Zani, 1970; Keen, 1991, Rockart, 1979).
We can consider the following ones emerging
from the application of ERP systems,

. Better resource management
. Improved decision making and planning
. Performance improvement

° Strategic benefits

ERP systems offer the opportunity for achiev-
ing competitive differentiation by customizing
products or services for individual users, ata lower
cost (Victor and Boynton, 1998), to support a link
with customers (Vitale, 1986, Malone and Yates,
1987) or related business parties (Venkatraman,
1994). According to these authors and derived
literature review, we can admit that the imple-
mentation of ERP systems offers the following
strategic benefits in firms,

. Support business growth
. Support business alliance
. Build business innovations
. Build cost leadership
. Generate product differentiation
. Build external linkages
° IT infrastructure benefits

Davis (1989), Davenport (2000) and Weill and
Broadbent (1998) stress the infrastructure building
as one of the fundamental management objectives
in IT investment. ERP systems as integrated and
standard application architecture provide the fol-
lowing infrastructure benefits,

. Build business flexibility for current and

future changes
. IT costs reduction
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. Increased IT infrastructure capability
o Organizational benefits

Information technology, the accumulated in-
formation and the application of knowledge are
important factors that facilitate organizational
learning behaviour (Garvin, 1993).

ERP systems produce the following organi-
sational benefits,

. Support organisational barriers

. Facilitate business learning

° Promotes empowerment

. And helps to build common visions

CRITICAL SUCCESS FACTORS:
REVISION OF THE LITERATURE

Themistocleous et al. (2001:9046) motivated by
the high degree of failed ERP implementations,
describe that a 96.4% of ERP implementations
in the international context fail due to the high
costs and the poor planning of deadlines. Most
of firms and consultants try to hide the causes of
the main problems because they are reluctant to
admit these failures. Only a few cases of failures
as Hershey Foods, FoxMeyer Drugs and Whirl-
pool have been reported in the literature review
(Pang, 2001: 15).

This is the reason why most studies try to
collect information about firms having success in
ERP implementations and this way identify the
“lessons learned” or determine the factors that
can lead to the success in the projects.

The Critical success factors (CSF) are the factors
that are critical for the success in an organisation,
inthe sense thatifthe objectives that are associated
with the factor neither are nor accomplished, then
the organisation will fail in the achievement of the
final objectives (Rockart, 1979: 240).

The establishment ofthe critical factors of suc-
cess has long been spread in the literature in the
area of information technology. For example, we
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Table 1. Most cited CSF

Support to the management
The presence of a project leader

The management of the project

Use of the best prepared personal at complete time

Effective communication

Degree of cooperation and inter-department communication

Management of expectations

Level of technical knowledge and business by users

Degree of participation of final users

Standardisation and discipline in the implementation proceedings

Adequate selection of the ERP provider

User’s training

Implementation strategy

Clarity in the reach and objectives of the project

Use of external consultants

To develop a minor quantity of modifications to the system

Level of integration between the provider of the system and the customer

Conformation of a group to follow the project

Business project reengineering

Use of tools of support

can find studies about CSF in systems that allow
electronic meetings (Grohowski et. al., 1990), the
use of computers in small firms (Lai, 1994), e-
business and the maintenance of software (Sneed
and Brossl, 2003).

In the area of the projects for the imple-
mentation of ERP systems, the CSF means the
essential ingredients for having success in the
final implementation (Colmenares and Otienzo,
2005:628). The identification of the CSF in the
local organisations is a way to increase the pos-
sibilities of achieving a proper implementation in
the ERP system (Sum et al., 2002:274).

Nah et al (2001:7) mention “there is little and
very fragmented research on the critical success
factors in the implementation of ERP systems”

Taking into account the papers coming from
Falkowskietal., 1998, Bingietal., 1999, Holland

and Light, 1999, Stefanou, 1999, Summer, 1999,
Rosario, 2000, Wee, 2000, Esteves and Pastor,
2001, Nah et al., 2001, we can affirm that the
twenty CSF more cited are the following ones.
(See Table 1).

Finney and Corbett (2007), establishes the
following critical success factors for ERP imple-
mentations,

. Top management commitment and sup-
port. It refers to the need to have com-
mitted leadership at the top management
level

e Visioning and planning: it requires articu-
lating a business vision to the organisa-
tion, identifying clear goals and objectives
and providing clear link between business
goals and IS strategy
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. Build a business case: it involves conduct-
ing economic and strategic justifications
for implementing and ERP

. Project champion: he or she should possess
strong leadership skills, business, technical
and personal managerial competencies

. Implementation strategy and timeframe:
The need to address the implementation
strategy and to, specifically, implement the
ERP under a phased approach

. Project management: the ongoing manage-
ment of the implementation plan. It involves
the planning stages and also allocating of
responsibilities to various players, the defi-
nition of milestones and critical paths, train-
ing and human resource planning

. Change management: it refers to the need
for the implementation team to formally
prepare a change management program
and be conscious of the need to consider
the implications of such a project

. Managing cultural change: it refers to the
identification and usage of strategies that
are needed to implement cultural change

. Balanced team: the need for a team to
realise the implementation that spans the
organization

. Communication plan: the communication
between the IT personnel and business
actors

*  Empowered decision makers: the need for
the team to be empowered to make neces-
sary decisions in due time

. Team morale and motivation: the need for
the project manager to nurture and main-
tain a high level of employee morale and
motivation during the project

. Project cost planning and management:
To know the real costs for the project and
dedicate money to it

. BPR and software configuration: it must
provide a complete description on how the
business will operate after the package is
in use
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*  Legacy system considerations: it is needed
to know about the current legacy system
and it will be a good indicator of the nature
of the scale and potential problems

. IT infrastructure: the organisation must be
well prepared in the IT architecture and
skills

. Client consultation: the need for commu-
nicating and consulting various key stake-
holders, in particular de client

. Selection of the ERP: the system must
match the business processes

e Consultant selection and relationship: it is
important to establish the way of knowl-
edge transfer from the consultant to the
company

. Training and job redesign: it refers to the
need to plan for training facilities and es-
tablish compensation plans

. Troubleshoooting and crises management:
the need to be flexible and learn from un-
foreseen circumstances

. Data conversion and integrity: the ability
of the team to ensure data accuracy during
the conversion project

. System testing: in the final stages of the
implementation process, the project team
should consider the inclusion of testing
exercises

e Post-implementation evaluation: to use
performance measures in order to know re-
sults of the implementation

Fui-Hoon et al. (2003) and later on Finney
and Corbett (2007) offer a complete revision
of the authors offering publications in journals
of reference, dealing with CSF affecting ERP
implementations in different contexts. Next
table summarises the citations they offer in their
articles, (Table 2).

In a recent interview with a group of consul-
tants specialised in the ERP implementation in
the Spanish market (Realtech, Plaut, Strategys,
2008), we concluded as main elements to consider
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Table 2. The academic literature review on CSF'’s

Critical Success Factor

Authors

Top management commitment and support

Roberts and Barrar (1992), Bingi et al., (1999), Buckhout et al.
(1999), Summer (1999), Holland et al. (1999), Wee (2000) Shanks
et al. (2000), Murray and Coffin (2001), Motwani et al. (2002), Lee
(2003); Yusuf et al., 2004,)

Visioning and planning

Roberts and Barrar (1992), Falkowski et al. (1998), Buckhout et al.
(1999), Holland et al. (1999), Rosario (2000), Shanks et al. (2000),
Al-Mudimigh et al., (2001), Al-Mashari et al. (2003), Mandal and
Gunasekaran (2003) Wee (2000)

Build a business case

Chen (2001), Xu et al. (2002), Roy (2003)

Project champion

Falkowski et al. (1998), Summer (1999), Stefanou (1999), Sumner
(1999), Rosario (2000), Shanks etal. (2000), Murray and Coffin (2001),
Kraemmergaard and Rose (2002), Mandal and Gunasekaran (2003)

Implementation strategy and timeframe

Roberts and Barrar (1992), Falkowski et al. (1998), Holland et al.
(1999), Cliffe (1999), Sumner (1999), Gupta (2000), Murray and Coffin
(2001), Rosario (2000), Scott and Vessey (2000), Siriginidi (2000),
Motwani et al. (2002), Robey et al. (2002), Mandal and Gunasekaran
(2003), Umble et al. (2003)

Project Management

Roberts and Barrar (1992), Falkowski et al. (1998), Holland et al.
(1999), Sumner (1999), Shanks et al. (2000), Scheer and Habermann
(2000), Wee (2000), Nah et al. (2001), Somers and Nelson (2001,
2004)

Change Management

Roberts and Barrar (1992), Falkowski etal. (1998), Bingietal. (1999),
Holland and Light (1999), Murray and Coftin (2001), Rosario (2000),
Shanks and Parr (2000), Siriginidi (2000), Sumner (1999), Ross and
Vitale (2000), Wee (2000), Aladwani (2001), Nah et al. (2001), Som-
mers and Nelson (2001, 2004), Wood and Caldas (2001), Kumar et
al. (2002), Skok and Legge, (2002)

Managing cultural change

Aladwani (2001), Nah et al. (2001), Davison (2002), Skok and Legge
(2002), Tarafdar and Roy (2003)

Balanced team

Falkowski et al. (1998), Bingi et al., (1999), Buckhout et al. (1999),
Holland etal. (1999), Stefanou (1999), Sumner (1999), Gupta (2000),
Rosario (2000), Shanks and Parr, (2000), Siriginidi (2000), Soh et al.
(2000), Wee (2000), Willcocks and Stykes (2000), Nah et al. (2001),
Sommers and Nelson (2001, 2002), Kumar et al. (2002), Mandal
and Gunasekaran (2003), Ribbers and Schoo (2002), Kalling (2003),
Bajwa et al. (2004)

Communication plan

Falkowskietal. (1998), Holland etal. (1999), Sumner (1999), Rosario
(2000), Wee (2000), Kumar et al. (2002), Grant (2003), Mabert et
al. (2003), Manda and Gunasekaran (2003), Shanks et al. (2000),
Yusuf et al. (2004)

Empowered decision makers

Gupta (2000), Shanks and Parr (2000), Chen (2001)

Team morale and motivation

Bingi et al. (1999), Wilcocks and Stykes (2000), Skok and Legge
(2002), Trimmer et al. (2002), Barker and Frolick (2003), Mandal
and Gunasekaran (2003)

Project cost planning and management

Bingi et al. (1999), Holland and Light (1999), Al-Mudimigh et al.
(2001), Somers and Nelson (2001, 2004), Ribbers and Schoo (2002),
Trimmer et al. (2002)

continued on following page
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Table 2. continued

Critical Success Factor

Authors

BPR and software configuration

Roberts and Barrar (1992), Bingi etal. (1999), Buckhoutetal. (1999),
Holland and Light (1999), Sumner (1999), Shanks et al. (2000),
Soh et al. (2000), Siriginidi (2000), Wee (2000), Aladwani (2001)
Palaniswamy and Frank (2000, 2002), Al-Mudimigh (2001), Murray
and Coffin (2001), Nah et al. (2001), Sommers and Nelson (2001,
2004) Gulledge and Sommer (2002), Hong and Kim (2002), Ribbers
and Schoo (2002) Kraemmergaard and Rose, (2002), Trimmer et al.
(2002), Al-Masari et al. (2003), Grant (2003), Voordijk et al. (2003),
Bajwa et al. (2004)

Legacy system considerations

Roberts and Barrar (1992), Holland and Light (1999), Siriginidi
(2000), Al-Mudimigh et al. (2001), Nah et al. (2001), Al-Masari et
al. (2003)

IT Infrastructure

Bingi et al. (1999), Holland et al. (1999), Rosario (2000), Scheer
and Habermann (2000), Siriginidi (2000), Wee (2000), Murray and
Coffin (2001) Sommers and Nelson (2001, 2004), Kumar et al.
(2002), Palaniswamy and Frank (2002), Tarafdar and Roy (2003),
Bajwa et al. (2004)

Client consultation

Holland and Light (1999), Al Mudimigh et al. (2001), Al-Mashari et
al. (2003), Mandal and Gunasekaran (2003)

Selection of ERP

Chen (2001), Sommers and Nelson (2001,2004), Kraemmergaard and
Rose (2002), Al-Mashari et al. (2003), Yusuf et al. (2004)

Consultant selection and relationship

Bingi et al. (1999), Willcocks and Stykes (2000), and Al-Mudimigh
et al. (2001), Kraemmergaard and Rose (2002), Al-Mashari et al.
(2003), Motwani et al. (2002), Skok and Legge (2002), Trimmer et
al. (2002), Kalling (2003), Bajwa et al. (2004)

Training and job redesign

Bingi et al. (1999), Cliffe (1999), Siriginidi (2000), Kumar et al.
(2002), Motwani et al. (2002), Robey et al. (2002), Trimmer et al.
(2002), Stratman and Roth (2002), Mandal and Gunasekaran (2003),
Tarafdar and Roy (2003), Voordijk et al. (2003)

Trobleshooting and crises management

Holland and Light (1999), Nah et al. (2001), Al-Mashari et al. (2003),
Mandal and Gunasekaran (2003)

Data conversion and integrity

Xu (2002), Umble et al. (2003), Bajwa et al. (2004), Sommers and
Nelson (2001, 2004), Yusuf et al (2004)

System testing

Nah et al. (2001), Kumar et al. (2002), Al-Mashari et al. (2003),
Yusuf (2004)

Post-implementation evaluation

Holland and Light (1999), Ross and Vitale (2000), Nah et al. (2001),
Al-Mashari et al. (2003), Mandal and Gunasekaran (2003), Tarafdar
and Roy (2003), Umble et al. (2003)

in order implementing with success an ERP solu-
tion in a firm,

*  To check before contracting an ERP the
state of the art of the data that are going to
be further processed in the ERP system

. There must be a high managerial support to
install the software
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. There must be a responsible for the soft-
ware installation (preferably one that does
not belong to the top management in the
firm)

. There must be training programs for the
users

. It is very important to check that the soft-
ware meets the needs of the whole company
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Figure 3. The need of changing processes

Support to the management
The presence of a project leader

The management of the project

Use of the best prepared personal at complete time

Effective communication

Degree of cooperation and inter-department communication

Management of expectations

Level of technical knowledge and business by users

Degree of participation of final users

Standardisation and discipline in the implementation proceedings

Adequate selection of the ERP provider

User’s training

Implementation strategy

Clarity in the reach and objectives of the project

Use of external consultants

To develop a minor quantity of modifications to the system

Level of integration between the provider of the system and the customer

Conformation of a group to follow the project

Business project reengineering

Use of tools of support

(if the software provides the final reports
but it worsens the work for employees, it
can lose competitiveness)

THE PROPOSED MODEL

In our model we propose 5 main groups of
variables affecting to the final results in ERP
implementations,

1. thedecision-making policy of the firmin the
ERP selection, implementation and use

2.  the training characteristics of the people
involved in the ERP implementation and
final use

3. The organisational inertia in the firm

4.  The final internal user satisfaction

5. The final external user satisfaction

1. THE DECISION-MAKING
POLICY OF THE FIRM IN
THE ERP SELECTION,
IMPLEMENTATION AND USE

We include as main variables here the following
ones,

. The existence of managerial support,

Finney and Corbett (2007) stresses in their
study how this aspect is one of the most cited in
the literature review (Roberts and Barrar (1992),
Bingi et al., (1999), Buckhout et al. (1999), Sum-
mer (1999), Holland et al. (1999), Wee (2000)
Shanks et al. (2000), Murray and Coffin (2001),
Motwani et al. (2002), Lee (2003); Yusuf et al.,
2004). Besides in our recent interview with con-
sultants specialised in ERP implementation in the
Spanish market this aspect is highly stressed as
one of the most important CSFs.

Top management supportin ERPimplementa-
tions offer two main aspects,
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Figure 4. The steps in the process of change
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Critical Success Factor

Authors

Top management commitment and
support

Roberts and Barrar (1992), Bingi et al.,
(1999), Buckhout et al. (1999), Summer
(1999), Holland et al. (1999), Wee (2000)
Shanks et al. (2000), Murray and Coffin
(2001), Motwani et al. (2002), Lee
(2003); Yusufet al., 2004, )

Visioning and planning

Roberts and Barrar (1992), Falkowski et
al. (1998), Buckhout et al. (1999), Holland
et al. (1999), Rosario (2000), Shanks et al.
(2000), Al-Mudimigh et al.,, (2001), Al-
Mashari et al. (2003), Mandal and
Gunasekaran (2003) Wee (2000)

Build a business case

Chen (2001), Xu et al. (2002), Roy (2003)

Project champion

Falkowski et al. (1998), Summer (1999),
Stefanou (1999), Sumner (1999), Rosario
(2000), Shanks et al. (2000), Murray and
Coffin (2001), Kraemmergaard and Rose
(2002), Mandal and Gunasekaran (2003)

Implementation strategy and timeframe

Roberts and Barrar (1992), Falkowski et
al. (1998), Holland et al. (1999), Cliffe
(1999), Sumner (1999), Gupta (2000),
Murray and Coffin (2001), Rosario
(2000), Scott and Vessey (2000),
Siriginidi (2000), Motwani et al. (2002),
Robey et al. (2002), Mandal and
Gunasekaran (2003), Umble et al. (2003)

Project Management

Roberts and Barrar (1992), Falkowski et
al. (1998), Holland et al. (1999), Sumner
(1999), Shanks et al. (2000), Scheer and
Habermann (2000), Wee (2000), Nah et
al. (2001), Somers and Nelson (2001,
2004)

Change Management

Roberts and Barrar (1992), Falkowski et
al. (1998), Bingi et al. (1999), Holland
and Light (1999), Murray and Coffin
(2001), Rosario (2000), Shanks and Parr
(2000), Siriginidi (2000), Sumner (1999),
Ross and Vitale (2000), Wee (2000),
Aladwani (2001), Nah et al. (2001),
Sommers and Nelson (2001, 2004), Wood
and Caldas (2001), Kumar et al. (2002),
Skok and Legge, (2002)

Managing cultural change

Aladwani (2001), Nah et al. (2001),
Davison (2002), Skok and Legge (2002),
Tarafdar and Roy (2003)

Balanced team

Falkowski et al. (1998), Bingi et al,
(1999), Buckhout et al. (1999), Holland et
al. (1999), Stefanou (1999), Sumner
(1999), Gupta (2000), Rosario (2000),

It provides leadership

It provides de necessary resources

To successfully implementing an ERP sys-
tem, firms need spend time with people
and provide them with the needed resourc-
es. The implementation could fail in case
that the critical resources are not available
when needed.

For achieving success in a project of ERP
implementation it is important to involve the
managers in the organisation. Managers must
involve to the rest of the people in the organi-
sation in the collaboration and support with the
project.

For thatreason, periodical committees headed
by the main managers in the firm must be cel-
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Figure 5. Tools for the management of the change

A better management of the
human aspects of the
change

Reduction of the
implementation risk

ebrated. The organisation must be kept informed
about the evolution of the project and about the
problems arisen.

. The existence of clear procedures estab-
lished for the required re-engineering of
business processes in the firm

It has mainly to do with managing the cultural
change, identified in Finney and Corbery (2007) by
the following authors (Aladwani (2001), Nah etal.
(2001), Davison (2002), Skok and Legge (2002),
Tarafdar and Roy (2003)) and Business Process
reengineering Roberts and Barrar (1992), Bingi
etal. (1999), Buckhout et al. (1999), Holland and
Light(1999), Sumner (1999), Shanks et al. (2000),
Soh et al. (2000), Siriginidi (2000), Wee (2000),
Aladwani (2001) Palaniswamy and Frank (2000,

Greater possibilities of
obtaining the results in
forecasted time and budget

2002), Al-Mudimigh (2001), Murray and Coffin
(2001), Nah et al. (2001), Sommers and Nelson
(2001,2004) Gulledge and Sommer (2002), Hong
and Kim (2002), Ribbers and Schoo (2002) Kraem-
mergaardand Rose, (2002), Trimmer et al. (2002),
Al-Masari et al. (2003), Grant (2003), Voordijk
et al. (2003), Bajwa et al. (2004)

Implementing ERP systems requires the re-
design of the existent business processes. Many
times the ERPimplementations fail because some
firms underestimate the extent to which they have
to change processes. Motwani et al. (2002) sug-
gested that the organisations should be prepared
f