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Abstract 

Introduction:  Enterprise recourse planning (ERP) is a system that combines software, hardware 

and people to manage information The aim of this study is to investigate ERP systems effect on 

business performance (advertised vs. realized benefits) and user’s complaints. It also aims to 

identify the most important issue a company faces after implementing an ERP system and if this 

stops potential benefits from happening. This will be viewed from a user’s perspective. 

Approach/Methodology: This research includes qualitative and quantitative primary data with 

secondary data to answer the research questions posed. It is based on a number of semi-

structured interviews of people well versed in ERP systems presented in case study form. 

Alongside, it also utilizes a series of questionnaires presented in tabular form.  The data was 

analyzed and linked with theory to provide answers and test assumptions. 

Findings: ERP systems provide their advertised benefits to a large extent. The most important 

organizational issue after implementing an ERP system is resistance to change and this issue 

affects the benefits realization of the system. Finally, user’s complaints about ERP systems are 

varied and include the speed of the system, support in error situations and general complexity. 

Conclusions: Even though it provides many benefits in business performance, an ERP system, 

selection and implementation in a company is a critical step. The whole process is complicated, 

resource consuming, takes a long time and can encounter problems. Mistakes in the 

implementation cost a company more resources to fix after they happen. In this case prevention 

is better than cure and the best medicine. 

Implications and Value of research: ERP system implementation and use should be 

methodically planned from the beginning to get maximum benefits realization. This is especially 

important in effectively managing change in an organization. In this issue, top level managers 

should be aware and committed to. 

Suggestion for future studies: A possible research that could correlate user complaint 

categories already established with age group of respondents under a global perspective.  

Key Words: ERP, user perspective, advertised vs. realized benefits, user complaints. 
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Chapter 1 Introduction 

In this chapter we are going to discuss the field of enterprise resource planning systems (ERP), 

and more specifically its division of business performance. We are also investigating possible 

organizational issues and user complaints stemming from ERP systems usage. Additionally, 

complaint issues are going to be mentioned in an ERP context. Another aim of this introduction 

is to convince the reader that the research questions are relevant to the literature and warranted. 

ERP systems are important because of what they are and what they do. First we see what an ERP 

system is. One definition that is both concise and elegant is written by Olhager and Selldin 

(2003, p. 365) and positions thus: “Enterprise resource planning (ERP) systems are computer 

based information systems for enterprise integration”. The same authors added that software 

retailers have usually successively re-titled their systems from Materials Resource Planning II 

(MRPII) to ERP during the 1990s, to some degree warranted by enlargements in terms of well-

designed content and the level of information technologies employed. The users of ERP systems, 

i.e. the manufacturing firms, have adopted the new name. To define the term more deeply we can 

say that it is a system that combines software, hardware and people to manage information. They 

incorporate an electronic data structure to facilitate the transfer of information between people.  

Many parts of a company or organization can be parts of an ERP system such as accounting, 

manufacturing, sales, customer relationship management (CRM) and others. It is worthy to note 

that there are various dimensions of CRM (Sales and Marketing, Service, Customer contact and 

call center support) that are being included in an ERP systems single database as Osarenkhoe et 

al. (2007) writes.  

What an ERP system does is it allow users to enter information onto the system by utilizing their 

terminal guided user interface (GUI) and other users can access or retrieve any information 

previously entered, which can be shown according to their preferences on their terminals. These 

systems run on servers that can be updated with information across time zones, countries, and 

during the whole year. In this context, Enterprise Resource Planning [ERP] systems brought 

desired software that is said to have the potential to manage and distribute information across 

functional boundaries of a company as Buonanno et al. (2005) discuss.  
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Business administration is a large discipline of academia and one that is related to Enterprise 

resource planning (ERP) systems closely because as a hefty (and currently increasing) 

percentage of contemporary large as well as small and medium enterprises (SME’s) make use of 

it as a report issued by Panorama Consulting Solutions (2012) on ERP software shows. 

Expanding business coverage and maintaining a substantial market share even in foreign markets 

is the aspiration of most companies and as written, ERP systems have the potential to provide a 

competitive advantage to a company mostly from the information viewpoint (Olhager and 

Selldin, 2003). As competition among firms is now greater than ever, many companies seek 

efficient and effective ways to tackle operational difficulties and get a competitive edge. We can 

theorize that the organization that has the most performance and efficiency will be the most 

competitive. One way to increase organizational efficiency and performance is to effectively 

share information within the confines of an organization. HassabElnaby et al. (2012) noted that 

in an exceedingly competitive global business environment, organizations try to find ways to 

improve or preserve their competitiveness by using information systems to improve customer 

service, shorten production cycle time, and reduce cost. The division of Business Administration 

that deals with issues such as information systems is the field of knowledge management.  

On the other hand there is the case of organizations that have knowledge as their focal point.  

Osarenkhoe et al. (2007) pens that, most researchers in the field of knowledge management have 

reached a consensus that for many organizations, knowledge has become the main competitive 

tool or instrument. Therefore, managing it effectively is of critical importance. To narrow down 

the scope of this study, research by Sweat (1998) noted from the past decade that ERP enactment 

has grown into a principal theme of business and technology planning.  

There has been a considerable body of research regarding ERP systems (Panorama Consulting 

Solutions, 2012, Elragal and Al-Serafi, 2011, Buonanno et al., 2005, Osarenkhoe et al., 2007, 

Annamalai and Ramayah, 2011). Today, there are researchers working on the effect of Enterprise 

resource planning [ERP] systems on business performance and the number of companies 

adopting ERP systems is rapidly increasing as Granlund and Malmi (2002) write.  A report 

issued by Panorama Consulting Solutions (2012) on ERP software shows a positive trend in the 

demands for ERP system packages and implementation. However, there are contrary opinions on 

the advertised benefits of the ERP systems and the actual benefits. Research done by Buonanno 
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et al. (2005) and Wieder et al. (2006) suggests that there is no significant performance difference 

between companies that adopt the use of ERP system and companies not using the system. At the 

other end, Information Technology (IT) costs have not decreased as Olhager and Selldin (2003) 

discussed.  Elragal and Al-Serafi (2011), also added that the benefits of ERP systems are usually 

overestimated by ERP vendors. The same authors noted that the level of satisfaction of specific 

ERP functions rate is low in many companies that adopt the system as a result of inadequate 

requirement and implementation definition. Adding to that, Osarenkhoe et al. (2007) states that 

ERP vendors as a response to their credibility being attacked, have highlighted case studies that 

demonstrate success.  One should keep in perspective that ERP systems are products and 

anecdotally, complaints from customers can be said to have being existed as long as products. 

Also implementing ERP systems can be seen as a service. Customer complaints are a natural 

concern of any service as Michael et al. (2009) noted. Because blunders are an inescapable part 

of all human effort and thus also of service supply as Del Rio-Lanza et al. (2009) write. They are 

obligatory indicators of unsatisfactory performance and may cause in customer dissatisfaction. 

Customer dissatisfaction can be an amalgamation of the inconsistency between expectations and 

performance, and the importance of this inconsistency to the customer. Consumer complaint 

behavior (CCB) refers to the responses activated by this observed dissatisfaction that is neither 

psychologically accepted nor swiftly forgotten in consumption of a product or service as 

Homburg and Furst (2005) discuss. Also, Zairi (2009) writes, complaints handling is not a 

substitute for relinquishing the responsibility for managing quality and reaching customer 

satisfaction, but they are synonymous expressions and rather compatible notions.  

On the other hand Esteves (2009) states, that ERP systems implementation and use has benefits 

such as significant enhancements in financial processes and management, allowing extra 

effective management of operations and the ideal administration of resources. Katerrattanakul et 

al. (2006) adds that, the region most profited from the ERP implementation was none other than 

the accessibility and value of information and incorporation of business operations and 

processes.  Some of the main benefits of an ERP system according to Federici (2009 p. 84) are: 

“cost reduction, higher performance management capability, ease of information retrieval to 

improve decisions, leaner procedures and efficiency improvements”. Agreeing with this view 

Olhager and Selldin (2003) write that businesses having employed an ERP system are 

undergoing improved performance mostly from the information viewpoint. The authors noted 
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that information has become easier to access and the interaction across the enterprise has 

upgraded. So there is a multitude of potentially conflicting research on the issue that requires 

additional investigation. 

There has been some research done on the causes of unsuccessful implementation of ERP 

systems such as Allen (2008) that reports the main reasons of unsuccessful ERP implementation 

to be system issues (slow response, inadequate for daily use) and application issues (need for 

trouble shooting information, lack of interoperability). Osarenkhoe et al. (2007) have come to the 

conclusion that the main reasons for failure of IT projects such as ERP systems are leadership 

problems followed by less functionality than planned followed by budget excesses. Also 

Osarenkhoe et al. (2007) add that, research about ERP systems shows that it can be easy and 

convenient for companies to put the blame for failure on the system itself rather than investigate 

further to find the true cause and that project failure is the norm rather than the exception. 

1.1 Gap to be filled 

In short, many studies have been done on ERP systems implementation but the common 

denominator is that most of them share the suppliers’ point of view leaving customers and end 

users without adequate representation. Therefore, there is a gap in the literature in the narrower 

field of ERP system benefits measurement (advertised versus realized gap analysis), 

organizational issues and especially complaints from a user’s point of view. Our motivation for 

this research is that this is a worthwhile issue to investigate because it will shed light for the 

cause of maximizing the benefits and minimizing the flaws of ERP systems and create more 

effective and efficient future implementations. 

1.2 Research Issue 

It was found that there is quite a lot of scientific research on ERP systems and most of the 

research dwells more on the system itself and benefits associated to the implementation. Also 

many of the studies are individual cases where companies either succeed or fail to implement an 

ERP for various reasons. But little was discussed whether or not advertised benefits from 

vendors or system suppliers are fully achieved in practice, and if user complaints exist or not. 

Thus, it is interesting to do a study on ERP systems, business performance and possible issues 

encountered by companies and complaints.  
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1.3 Research Purpose 

The aim of this study is to investigate ERP systems effect on business performance and users 

complaints. We aim to identify the most important issues or problems a company faces after 

implementing an ERP system and if this stops potential benefits from happening. Finally we aim 

to investigate what is the main reason of complaints about ERP systems that the suppliers face 

from users. This will be viewed mostly from the user’s perspective. 

1.4 Research Questions 

In order to fulfill the purpose stated, there are questions this study intends to find answers to: 

1) To what extent do ERP systems provide their advertised benefits in practice?  

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

3) What is the main reason of complaints about ERP systems that the suppliers face from users? 

1.4.1 Research value 

Since there is a gap in the literature, concerning ERP systems effect on business performance, 

organizational issues and complaints from a user’s point of view, this study will shed some light 

into this area.  The data collected will be potentially valuable to ERP systems developers, 

managers and academia as a reference point for further research on the subject. And as ERP 

systems are used by more and more organizations, anything that can shed light to specific 

variables of their operations and evaluation can be said to hold interest. This thesis is standing on 

the shoulders of giants, whose research is presented in the Literature review chapter and aims to 

add but a small stone to the mountain of knowledge on ERP systems. 

1.4.2 Limitations 

This study will be limited in scope and number of participants as it is a part of master thesis. The 

interviews were performed only with people that have at least 2 years’ experience with ERP 

systems and therefore the newcomers to the field will not have a chance to present their views. 

This study was limited to the European geographical area and did not concern governmental or 

nonprofit organizations. 
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1.5 Structure 

In this study we are going to use the following structure. First the abstract is presented. Second a 

content page. Third, the introduction which aims to familiarize the reader with the subject of 

ERP systems and the debate that is taking place. In the introduction we define the research issue, 

purpose and finally the research questions. Fourth, the literature and theory that defines and 

presents the key concepts, but also selects an assortment of theoretical contexts to suit our study. 

Fifth   we are going to present our methodology. How we conducted our research and why we 

did like we did. Here we are going to discuss interview questions and questionnaires and how 

they were made and used to collect data. Also, ethical issues that had to be considered. Added to 

this, a full chronological list of actions taken by the research team, the problems we had and how 

they were. Sixth is the empirical findings chapter, where data found concerning the research 

questions are reported.  Seventh, the analysis of this data is going to take place by comparison of 

the theory and literature in an effort to make a contribution to the state of the art and discuss 

practical and societal implications. Eight, the research team will conclude and put focus on the 

main points of our findings and finally connect them with the initial research questions. This part 

also discusses potential future research and what could have done to make it better. Ninth, the 

references used for this thesis will be presented in alphabetical order. Tenth, the appendix, which 

will hold information not suited to the main body of the thesis such as questionnaires and 

interview templates and transcripts.  
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Chapter 2 Literature review 

In this chapter relevant theories to this study will be presented. These theories will help 

investigate and answer the research questions. To start with, ERP system will be defined, why 

firms adopt ERP system, some problems with the use of ERP systems and implementation issues 

will be discussed as well as drawbacks to implementation of ERP.  

2.1 What is ERP? 

There is no universal definition as to what an enterprise resource planning systems (ERP) really 

is. However, existing scientific literature written by different researchers viewed ERP from 

different perspectives. Enterprise resource planning is a product in the form of computer 

software. It can be seen as a means of mapping all processes and data of an organization into a 

unified system as Klaus et al. (2000) report. 

 Klaus et al. (2000) define enterprise resource planning systems (ERPs) as: 

“Comprehensive software solution package that assists in integrating range of business processes 

and functions in order to present a holistic view of the business from a single information and IT 

architecture” (Klaus et al., 2000, p. 141).  

Willis and Willis-Brown (2002) refer to ERP systems as: 

“Business software that enables an organization to share common data activities throughout the 

entire enterprise; automate and integrate the critical parts of its business processes; to generate 

and access information in real-timed environment” (Willis and Willis-Brown 2002, pg. 35) 

 Rashid et al. (2002) also has defined ERP systems as: 

“enterprise resource planning systems or enterprise systems are software, systems for business 

management, encompassing modules supporting functional areas such as planning, 

manufacturing, sales, marketing, distribution, accounting, financial, human resource 

management, project management, inventory management, service and maintenance, 

transportation and e-business” (Rashid et al. 2002, pg. 2). 

According to Davenport (1998), ERP systems helps to connect and manage information flows 

within and across organizations, allowing managers to make decisions based on information that 
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truly reflects the current state of their businesses. Notable dominating suppliers for this packaged 

software application are SAP, Sage, IBM, Oracle, and PeopleSoft among others. The systems 

according to Davenport (1998), promise seamless integration of all the information flowing 

through a company financial and accounting information, human resource information, supply 

chain information, and customers’ information among others, by using a single database that 

facilitates effective communication and sharing of information across organizational units 

(Davenport, 1998, pg. 121).  

The central theme noticeable from all these definitions is the issue of integration. Enterprise 

resource planning systems are described to have the potential to automate and integrate the core 

functionality of an organization business processes through a unified single database.  That is to 

say, when an ERP system is implemented in an organization, various departments within an 

organisation have common access to a single database containing management information and 

processes such has financial, procurement, manufacturing, distribution, human resources and 

other channels within an organization.  Hence, one could say in a nutshell that an ERP system 

helps in information distribution that can potentially enhance productivity and business 

performance of an organization.  Figure 1 below shows the anatomy of an ERP system and the 

various applications it supports across departments. 

Figure 1 Anatomy of an enterprise system 

 

(Source: Davenport, 1998, pg. 124) 
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2.1.2 Evolution of ERP systems 

Enterprise resource planning evolution started with Material Resource Planning (MRP). In the 

1970s, MRP systems were developed mainly for the purpose of planning products or parts 

requirements. Central focus for the system is to take detailed schedule of purchase orders or 

production order, as well as to take into account the inventory at hand (Rashid et al., 2002). 

Although MRP was proved to be a good technique in identifying specific materials needed to 

produce an item and as well as managing inventory, other resources of an organization were not 

taken into account. During 1980s, the MRP package was extended to Manufacturing Resource 

planning (MRP II) systems. This extended MRP resulted as companies realise the need to 

integrate financial resources and manufacturing activities. The system was designed to 

incorporate financial accounting system and the financial management along with materials 

management systems (Umble et al., 2003). With this development, companies were able to see 

clearly areas in their business process that was out of balance.  In late 1980s came transition from 

MRP II to enterprise resource planning systems (ERP). This transition came as a result for the 

need to facilitate information sharing and integration across varying functions of an organization 

and to provide automated solutions to a wide range of business processes (Bosilj-Vuksic and 

Spremic, 2004, p. 3).  To this effect, ERP systems were introduced in early 1990s presenting 

more widely inter-functional coordination and integration.  ERP systems integrate business 

processes including financial, project management, manufacturing, distribution, accounting, 

human resource management, inventory management, transportation, service and maintenance, 

providing accessibility, visibility and consistency across the enterprise (Rashid et al. 2002, pg. 

4). Hence, the scope of ERP systems encompasses the entire value chain of an organization. This 

address the limitations observed with MRP and MRP II. 

2.2 Why ERP? 

There are several reasons why an organization could decide to adopt and implement ERP 

systems. According to Al-Serafi and Elragal (2011), a firm could choose to invest in ERP 

systems either for technical gains such as replacing legacy systems i.e. computer systems that 

store vast quantities of data in individual business unit or for business reasons such as enhancing 

efficiency and operational performance. Another cited reason for the implementing ERP is the 

potential capacity that the system has in integrating internal and external management of 

information across the business units of an organization (Buonanno et al., 2005, Wieder et al., 
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2006, and Shehab et al., 2004). Replacement of legacy systems seems to be the most pronounced 

reason why companies invest in ERP system. According to Davenport (1998), even though 

legacy systems provide invaluable support for a particular business activity, in reality, they 

represent one of the heaviest drags on business productivity and performance in existence. 

Another reason for implementing ERP systems is the quest for organizational performance and 

survival in ever changing business environment. Umble et al. (2003) noted that a lot of 

companies face the challenge of increasing competition, expanding markets and rising 

customer’s expectation. This is also what the implementation of ERP systems have been 

premised to solve by applying best technical practices to achieve organizational goals. Research 

work done by (Nah et al., 2001 and Soh et al., 2000, cited in Shehab et al., 2004), holds a 

consensus on the important features attributed to ERP systems. The authors noted that ERP has 

the ability to: 

 automate and integrate business processes across organizational functions and locations; 

  enable implementation of all variations of best business practices with a view towards 

enhancing productivity; 

  share common data and practices across the entire enterprise in order to reduce errors;  

  Produce and access information in a real-time environment to facilitate rapid and better 

decisions and cost reductions.  

All these sum up the reason why a company may choose to adopt and implement ERP systems as 

successful implementation of ERP systems increases competitiveness by speeding up business 

process, reducing redundancy and increase customer satisfaction. 

2.3 Configuring an ERP system 

Clearly, it can be seen that implementation of an ERP system in an organization offers 

significant benefits that has the potential to solve operational difficulties. However, how 

achievable these benefits are in reality depends on how the ERP system is configured. According 

to Davenport (1998), in the past before developing an information system, a company decides 

first what it intend to do and then choose a software package that support or fit in into the 

business process. This is not the same with ERP systems as business often must be modified to 

fit with the system. This is because, configuring an enterprise system lies between balancing the 

way a company intends to work and the way the system allows them to work (Davenport, 1998 
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and  Rashid et al., 2002). A tremendous effort has been made in discussing the implementation 

of ERP systems. Davenport (1998) and Shehab et al. (2004) proposed two main configuration 

process mechanisms. First is the Module. According to the authors, some ERP systems come in 

modular form. Modular here means somewhat flexible arrangement that enables a company to 

select and implement the system for some functions but for others. This modular form tends to 

relieve the complexity that comes with the system as the greater number of modules selected, the 

greater the integration benefits but however, greater is the cost, risk and changes involved in this 

plan (Davenport, 1998, p. 125 and Rashid et al., 2002, pg. 7). The second is configuration tables. 

With this mechanism, a company can tailor a particular aspect of the system to fit the way they 

do their business by customizing the enterprise system. The problem though with these 

mechanisms is that when the options allowed by the system do not fit properly with the business 

process of a company, it can dilute the ERP integration benefits (Davenport, 1998, p. 125 and 

Rashid et al., 2002, pg. 7).  

2.4 Previous related research on ERP implementation 

There has been some research concerning ERP implementation and its success that we can base 

our work on.  For example Saatcioglu (2009) writes about how barriers, risks and benefits have 

an impact on user satisfaction of ERP projects. There could very well be a connection on user 

satisfaction and ERP perceived benefits, complaints about the system and reduction of actualized 

benefits.  On the other hand (Shang and Seddon (2000), Annamalai and Ramayah (2011), pg., 

498; and Ibrahim, 2010) have done some very interesting researches where they scrutinize the 

benefits of ERP systems and divide them into five dimensions as shown on table 1 below: 

 

Table 1 Proposed ERP benefits 

Type Benefits of ERP Literature support 

Strategic  Benefits 

 

 

 

Support business alliances. Ibrahim ( 2010, pg. 10), 

Annamalai &  Ramayah 

(2011, pg., 498), Shang & 

Seddon (2000, pg, 2) 
Building external linkages. 

Build Business flexibility for current and 

future changes. 
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Operational Benefits Suppliers and customers can be online 

communication. 

Ibrahim ( 2010, pg. 10), 

Annamalai &  Ramayah 

(2011, pg., 498), Shang & 

Seddon (2000, pg, 2) Reduction of total operation and 

administration cost. 

Integration of business operations and 

processes. 

Reduction of real time information 

Quality of information 

Improves labor productivity 

Improved delivery times 

Organizational 

Benefits 

Supports organizational changes 

 

Ibrahim ( 2010, pg. 10), 

Annamalai &  Ramayah 

(2011, pg., 498), Shang & 

Seddon (2000, pg, 2-3) 
Improved co-ordination between departments 

Replace legacy systems 

Managerial Benefits Improved decision making Ibrahim ( 2010, pg. 10), 

Annamalai &  Ramayah 

(2011, pg., 498), Shang & 

Seddon (2000, pg, 2-3) 

Reduces the requirement of manpower 

Improved inventory/asset management 

Ensures faster and accurate transactions 

Technical (IT) Benefits IT infrastructure cost reduction Ibrahim ( 2010, pg. 10), 

Annamalai &  Ramayah 

(2011, pg., 498), Shang & 

Seddon (2000, pg, 3) 

Increased flexibility in information generation 

Increased IT infrastructure capability 

(Sources: Shang and Seddon. 2000, p. 2-3, Annamalai and Ramayah, 2011 p. 498, and Ibrahim, 

2010, p. 10) 

In their findings, Annamalai and Ramayah (2011) noted that Indian firms have seen several 

important benefits from implementing ERP.  Furthermore, Panorama Consulting Solutions 

(2012) did a research on the trends of ERP selection, implementation and benefits realization for 

246 firms from 64 countries. The result of their study (shown in Figure 2 below) shows some 

common benefits realized by the firms. 
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Figure 2 Types of benefits realized 

 Source: (Panorama Consulting Solutions Research ERP Report, 2012, p.   10)  

Another article considered of particular value is Maditinos et al. (2012) which analyses how 

human inputs (top management, users, and external consultants) are related to communication 

effectiveness, conflict resolution and knowledge transfer in the ERP consulting process, as well 

as the effects of these issues on ERP system actual application. We believe that there is a close 

correlation between their research and conceptual framework and our research goals. Maditinos 

et al. (2012) have found that “the assistance provided by external consultants during the ERP 

implementation process is essential; knowledge transfer is an extremely significant factor for 

ERP system success; knowledge transfer concerning technical aspects of ERP systems is more 

important than effective handling of communication, as well as conflict resolution among 

organizational members.” (Maditinos et al., 2012, p. 45). 

2.5 Usability problems related to ERP systems 

According to Rettig (2007, p. 22) enterprise software carries lines and lines of codes that run 

sequentially and it in this regard that the boundless complexity of enterprise software is found. 

The author stressed that ERP systems contain thousands of lines of codes with many components 

that can be interconnected in a variety of pattern. This makes the inherent nature of the system to 

pose relative difficulty in implementing change in one part of the software without affecting its 
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functioning elsewhere as Rettig (2007) notes.  One of the areas of research on ERP system that is 

under studied is in the usability of ERP systems by end users (Parks 2012); Krasner Herb (2000) 

and Topi et al. (2005). There are few literature articles that specifically focus on user’s 

experience. A report issued by Sage Group PLC (2012), a supplier of business management 

software and services and a study by Topi et al. (2005), suggests that ERP systems have a history 

of functional complexity. Furthermore, Parks (2012) noted that when there is poor interface in 

the usability of ERP systems, it could hamper the suppose benefits of acquiring the system in 

terms of real-time information and process automation.  Deloitte and Touche (1999) conducted 

an interview with 164 individual in 62 companies that manufacture consumers products. The 

companies use ERP system from SAP. The result of the study identified three main user’s 

problems. More pronounced problem was associated with people as 62 percent of user’s 

problems are related to people’s obstacles, 16 percent of users problems was related to business 

process issues while 12 percent was related to information technology issues (cited in Krasner, 

2000, pg., 23). Furthermore, Topi et al. (2005) conducted a study in a division of Fortune 500 

companies that has been using ERP systems for two and a half years with the focus of 

identifying usability problems experienced by users of large scale ERP implementation. The 

result of their empirical findings and usability problems outlined by SAGE Group PLC (2012) 

carries common theme in some aspects: 

 Identification of and access to the correct functionality. Finding specific functionality 

quickly takes time. A typical example is Navigation problem. This occurs when users 

have difficulty in remembering set of actions that are necessary for the completion of a 

specific business process or in a situation where task run across multiple screens making 

it difficult for users to navigate or understand where they were in a particular process 

(Topi et al., 2005, p. 130 and Sage Group, 2012, p. 3). 

 Difficult to learn. Learning different modules and applications takes ample time and 

requires considerable training to perform unaccustomed tasks (Sage Group  2012, pg. 3) 

 Transaction execution support. Users perceive transaction interfaces as unduly complex 

for the completion of transaction. Concern was raised on entering redundant data over 

again which was perceived to have the tendency of inconsistency between system 

components, increased storage needs and increased error (Topi et al., 2005, p. 131). 
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 System output limitations. Complication experience was felt with using query tools to 

retrieve data from the system (Topi et al., 2005, p. 131). 

 Support in error situations. Specific error message that occurred resulting to different 

situation somewhere else among the users. Hence, creating confusion which take time to 

find the problem to fix (Topi et al., 2005, p. 132; Sage Group, 2012, p. 3) 

 Terminology problems. Difference between company terminologies and system 

terminologies was perceived as setback. Lack of common vocabulary  between 

collaborating parties impaired responsiveness (Topi et al., 2005, p. 132; Sage Group, 

2012, p. 3 ) 

 Overall system complexity. ERP systems are considered as a very complex system to 

understand. Users take on the function ability of the system as posing “computer anxiety” 

on their behavioral response to the use of the system. (Topi et al., 2005, p. 132) 

In all, reviewing Topi et al. (2005) and SAGE Group PLC (2012) report, one could say that even 

though the proposed benefits for the implementation of ERP systems in an organization could be 

an exciting force in adopting the system, users perceptions and openness to the use of the system 

could have a great influence on the success or failure of the system in an organization. 

2.6 Why ERP system implementation Fail 

 In a study aimed at determining critical factors that influence successful implementation 

of information technology (IT) project, Osarenkhoe et al. (2007) conducted a research on 250 

small firms, 210 medium firms and 155 large organizations.  The result of their study presents 

different reasons for the failure of IT projects as shown in figure 3 below.  
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Figure 3 Critical factors for IT project implementation 

Source: Osarenkhoe A. et al (2007, pg., 7) 

Furthermore, Umble et al. (2003, p. 251) also added that IT related projects have the potential to 

fail if there is poor planning or poor management, change in business goal during the project 

implementation and lack of business management support. The authors outline 10 reasons to why 

ERP implementation may fail:  

1. Strategic goals are not clearly defined. When the organization has not thought through its 

goals, expectation and deliverables, it can result to failure. Elragal and Al-Serafi    (2011, 

p. 3), also added that misalignment between implementation objectives and strategic 

organizational and information technology goals can lead to failure.  

2.  Top management is not committed to the system. This has to do with when top 

management does not see profound changes that the system engenders. 

3.  Implementation of project management is poor. When achievable schedules are not 

developed and realistic expectation is not communicated; it could breakdown on how the 

system should function. Also, mismatch between the business and the ERP system 

selected can also be a big issue for failing project. 
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4. The organization is not committed to change. When employees are comfortable with the 

status quo and don’t see a need for a new system. This happens when employees fear the 

tendency that the new system has to make their job difficult.  

5.  Data accuracy is not ensured. In-accurate data will cause ERP systems to lose credibility, 

causing people to ignore the new system and hold on to the old system. 

6.  Technical difficulties can lead to implementation failures – this includes bugs in the 

software, problems interfacing with existing systems, and hardware difficulties. 

7. Multi-site issues not been properly solved. Markus et al. (2000) shared same view with   

Umble et al. (2003) stating that ERP multi-site issues require a careful attention in its 

implementation. The author’s stated four multi-site areas that can raise different issues in 

the successful implementation of ERP systems; technical platform, business strategy, 

software configuration and management execution. Markus et al. (2000) suggest that 

interaction and trade-offs among the different level of this multi-site can lead to potential 

failure of the ERP system.  

8.  A great implementation team is not selected. How the system is implemented is crucial to 

the success and failure of ERP systems in an organization. Umble et al. (2003) noted that 

when a team that is not quite technically skilled is employed to implement an ERP 

system, costly mistake is inevitable, hence complicating the use of the system. 

9. In-adequate training for users who are not able to use the system. Lack of top 

management awareness on how employees feel or respond to the use of the system could 

lead to not achieving the actual benefits of implementing the system as Markus et al. 

(2000) write. This implies that employee’s attitude is significant in the successful 

implementation of an ERP system. 

10. Qualified implementation team not selected.  As discussed before the implementation 

team or committee as is sometimes called, should consist of personnel that is very 

familiar with the day to day running of the business and it processes as well as team 

members that are highly proficient with technical skill. 
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The above mentioned ten reasons can be confirmed by other researchers on the field of ERP 

systems.  The first of these reasons is clearly connected to organizational fit and as far as which 

issues affect successful implementation of an ERP system; Sawah et al. (2008) have added that 

Organizational fit to ERP package was proven to be the most important determinant of ERP 

implementation success in their study.  The second reason is clearly confirmed by Sawah et al. 

(2008) who states; Top management support was a major issue that definitely affects 

implementation through refining the organizational fit to the package and effective project 

management.  The authors go on to add that Top management in the project displays a very high 

influence on user’s training and participation in the venture of implementation.  The authors add 

that, External support such as vendor and consultants do not display any significant effect on the 

implementation success in their study as did, surprisingly, user’s involvement and training. They 

conclude that in their study the largest negative impact on implementation success was the 

Egyptian organizational culture. Their results can be summarized by Figure 4 (Sawah et al. 

2008). 

Figure 4 Significant and insignificant path coefficients between issues and 

successful implementation of an ERP system 

 

Source (Sawah et al., 2008 p. 301) 
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Other research on the subject of successful usage and implementation of ERP systems such as 

Saatcioglu (2009) views the subject in the light of that it is a matter of overcoming certain 

barriers. In his study the five most important barriers that were identified were (Saatcioglu, 2009, 

p. 704): 

“(1) Difficulties in changing from old to new system; 

(2) Difficulties in estimating project requirements; 

(3) Significant resistance from staff; 

(4) High costs of implementation; and 

(5) Poor reporting procedures.” 

As far as one can see these so called barriers correspond loosely on the 10 reasons previously 

stated by Umble et al. (2003, pg., 251) and the research done by Sawah et al. (2008).  As these 

authors do reach a consensus it is safe to say that anyone wishing to successfully implement and 

utilize an ERP system need to take these issues into consideration. 
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2.7 Analytical framework 

From the theory presented in literature review, the framework below is been conceptualized to 

create a fit with the interviews, questionnaires, and the structure of the analysis that is presented 

below. Several already established investigations presented earlier in this chapter have provided 

the research team with data that was used to design the interviews and questionnaire. After 

collection of primary data, these theories will be applied in analysing the data to provide answers 

to the research questions. 

Figure 5 Analytical Framework 

  

  Source: (Developed by authors) 

 

 

 

 

 

 

Research questions

Theory

Business 
performance

Benefits 
categories

Organizational issues

Issues and barriers

Design of Inteview and questionaire

Data collection and Analysis

RQ 1 answer RQ 2 answer RQ 3 answer

User compaints

Complaints 
categories



27 

 

Chapter 3 Methodology 

This chapter presents the methodological framework of this study. Firstly, why this study was 

conducted is going to be presented. Secondly, how the research questions were designed, 

strategy used and methodology are going to be shown. This includes, how the data was gathered, 

why it was a reliable and valid way of doing so, how the approach used suited the questions we 

are asking, and how we intend to analyze the data. Finally we are going to discuss problems 

with the methods and how we attempted to resolve those. The aim of this chapter is to provide 

others with enough details so they can replicate this research. 

3.1 Research strategy  

In order to support the theoretical framework presented earlier in this study, a combination of 

qualitative and quantitative data collection was directed. It is intended to investigate the effects 

of ERP system’s effect on business performance, user’s complaints and the most important 

issues a company faces in order to achieve the aim and answer the research question of this 

thesis.  To ensure trustworthiness to the empirical investigation, several questionnaires (50) were 

added to the interviews as they provide valuable numerical data.  An analysis of the interviews 

and questionnaire data is going to be presented on chapter 5 within the context of the theoretical 

framework. To actualize this study three distinct research questions (RQ1, RQ2, and RQ3) have 

been created. And using the deductive methodology also three assumptions were created (A1, 

A2, and A3). 

3.1.1 Questions and assumptions. 

To actualize the purpose stated above, there are three questions this study intends to find answers 

to. Three assumptions have been created, and they exist so they can be proved or not in a later 

part of this thesis. Basically, the assumptions are preliminary answers to the research questions 

based on information from the literature review and the pilot interviews that one might make. 

After the research is concluded the research team will be able to prove them or not. 

1) To what extent do ERP systems provide their advertised benefits in practice?  

Assumption 1: ERP systems provide their advertised benefits to a large extent (50-80%) 

2) What is the most important issue that companies face after implementing an ERP system 

and does this issue reduce the benefits of using the ERP system? 
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Assumption 2: The most important issue companies’ face after implementing an ERP 

system is in the area of organizational change. 

3) What is the main reason of complaints about ERP systems that the suppliers face from 

users? 

Assumption 3: The main reasons of complaints will derive form lack of top management 

support (training in usage, support from consultants/vendor,)  

3.1.2 Fit between topic, research objectives and questions, and data collection. 

Research questions were created by fitting the topic, presented earlier to the objectives. As the 

focus is on a user perspective the Interpretivism philosophy was better because there is a 

difference of opinion regarding ERP systems amongst researchers, vendors and users. The 

research team felt using both methodologies has merits to the validity of this thesis.   

3.1.3 Data collection technique 

There are two broad categories on how to collect data: Quantitative and qualitative. Their main 

difference is in how and what data is collected. Also note that these two categories are not 

mutually exclusive and according to the research questions it can be advantageous to use both for 

greater results. Quantitative data collection deals in data that can be quantifiable and analyzed 

with statistical tools.  It is collected using questionnaires and is therefore quite structured. In 

qualitative data collection the main idea is to grasp the essence of an occurrence. It uses less data 

sources (subjects) but goes more in depth. In this, category researchers use interviews that can be 

structured or unstructured and the answers usually gives a more in-depth picture about the 

subject. 

It was decided to use both approaches for collecting the data in this thesis. The research team 

chose to use quantitative data collection because it was interested in making statistical 

generalizations from questionnaires about ERP systems benefits, organizational issues and user 

complaints and then test that data to other researcher’s data that formed the basis of the 

assumption. It was decided to do a survey because it would be the only way to reach enough 

ERP users and find out their complaints. So the questionnaires purpose was to capture a 

relatively large sample opinion in relation to the research questions. 
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But since Quantitative data does not express attitudes of sentiments as Kinnear and Taylor 

(1996) write, it can only tell us a part of the story. That is, the current ERP systems picture, but 

not the reasons or how it got there. Because we also wanted to identify the reasons of potential 

dissatisfaction with ERP systems we also opted for qualitative data collection. Doing this also 

gave flexibility on the communication with interviewees. This is in order to offer the interviewee 

the freedom to express their thoughts on the research questions stated above. Another reason was 

to conduct the qualitative pilot study that enhanced ideas on how to create the questionnaire. In 

conclusion, both approaches were used to combine their advantages and minimize their 

weaknesses.            

3.1.4 Research philosophy 

How observations and reasoning are related is an old philosophical debate that still rages on. 

There are two main research philosophy categories: positivism and Interpretivism as Blumberg et 

al. (2008) discuss. Positivism is a research philosophy adopted from the natural sciences and it 

has three main principles: 1) the world exists externally and is view objectively.  2) Research is 

value free. 3) The researcher is independent- an objective analyst. According to positivism 

knowledge develops by investigating reality observing objective facts and it is best to begin by 

hypothesizing a fundamental law and then decide what kind of observation will support or reject 

said law as Blumberg et al. (2008) discuss.   

Interpretivism or sometime called hermeneutics is the view that the social world cannot be 

understood by applying research principles from the natural sciences and has as its basic 

principles as Blumberg et al. (2008) write: 1) The social world is made and given meaning 

subjectively by people. 2) The researcher is part of what is observed. 3) Research is driven by 

interests. According to Interpretivism the social world cannot be viewed objectively and the 

research cannot be value free.  In this research philosophy, making generalizations is not so 

important because the world changes fast as Blumberg et al. (2008) confer. It is worthy to note 

that these are two extremes of the spectrum and there are also other philosophies in between.  

In this study, the Interpretivism research philosophy can be said to be more close to our goals. 

We have chosen as we did for several reasons. First and foremost since ERP systems are 

expensive products they are sure to be marketed very well by their respective suppliers. That in 

itself creates confusion and disarray in the opinions of certain people.  To put it more simply one 
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would not highlight the weak points of one’s product. Second as Osarenkhoe et al (2007) have 

noticed, in cases of failure there are politics involved in who takes the blame and that makes 

people view things differently. So, for these two reasons the research teams choose the 

hermeneutics (Interpretivism) philosophy. On the other hand questionnaires used by the research 

team are more close to positivism, so there can be said to be a combination of philosophies.   

3.1.5 Research design approach 

There are several research design approaches each with their own characteristics as Blumberg et 

al. (2008) discuss. For example there is descriptive, explorative, explanatory and predictive. The 

descriptive approach is mainly used when the researchers are concerned to highlighting the truths 

and attributes of a precise and usually well distinct area. The explorative approach is utilized 

when the research team has very little understanding of the topic and they want to detect the 

research questions that should be answered. The third approach is the explanatory, and it means 

that the research team wishes to prove causative relationships between specific issues. Last but 

not least the predictive approach is utilized when the research team wishes to make a forecast of 

the forthcoming development of an occurrence. 

In this study, the descriptive approach is used as the research design methodology because the 

area of research is very specific i.e. ERP systems effect on business performance, organizational 

issues and users complaints.  We wish to highlight the truth about ERP system benefits for an 

organization and the attributes of user complaints about it. In the beginning of this study, 

explorative approach was used, and since we had little knowledge about the topic of ERP 

systems and we wished to find out what sort of subjects about them is ripe for study. After some 

preliminary research as well as three pilot interviews we were set on the questions that were to 

be asked. As most of the gap in the literature is regarding the effects of ERP systems on business 

performance and the preliminary interviews participants were very focused on that area we 

decided to create question one.  Question two was created because one should look at the 

organizational issues that exist in ERP use in order to combat them and finally enjoy maximum 

benefits.  Finally, since there is extremely little research on user’s point of view and their 

complaints, feelings and opinions on the ERP the third question was designed to fill this gap. 
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3.1.6 Research approaches 

In inductive research, data is tested against a hypothesis. To induce something it means to draw a 

conclusion from one or more specific pieces of evidence. It does not have the same strength of 

relationship between reasons and conclusions as Blumberg et al. (2008) discuss.  In a deductive 

research one or more hypothesis are tested against the data. This form of argument calls for 

stronger links between reasons and conclusion as Blumberg et al. (2008) also noted. 

In this study, the deductive methodology is going to be followed. We began our study by 

considering theories that have been developed in conjunction with an ERP systems business 

performance, possible issues encountered by companies and complaints. This approach allowed 

thinking about studies that had been previously conducted and develop an idea about what could 

be supplemented to that Literature review chapter. From the theoretical framework we developed 

an assumption. This will be proved in the course of guiding a study. The data that has been 

collected and analyzed in the thesis will become the foundation of the test of the assumption. 

This data will either confirm or not, the assumptions presented above.       

3.1.7 Data Sources 

There are two main types of data available, primary and secondary. Primary data is information 

that has been gotten for a specific research purpose and is original. For primary data we used 

semi-structured interviews and questionnaires. This thesis is based on a large proportion of 

primary data.  We conducted most of our interviews by telephone or voice over IP software 

(Skype) that allowed us to record the call and also have a worldwide availability of subjects.  To 

arrange the interviews we found a comprehensive list of ERP system vendors and contacted each 

of them. To organize interviews with users we contacted companies that utilize ERP systems. 

The questionnaires were sent to people that were members of online focus groups about ERP 

systems but also employees of the organization where our interviewees were. The research team 

acknowledges some disadvantage of using telephone interview and these are listed in a later 

section along with how attempts were made to reduce these. 

Secondary data is data that has been gotten by other researchers before us. It can be further 

divided to internal and external as Kinnear and Taylor (1996) discuss .Example of data used are 

scholarly articles, books, journals, independent industry reports and company websites. The 

secondary data was mainly used to create the theoretical framework of this thesis. One 
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disadvantage our secondary data collection encountered was the difficulty of finding information 

that suited our research purpose and was at the same time reliable as in academic and peer 

reviewed. That was especially in regards to ERP systems user complaints. 

3.1.8 Interview template and questionnaire design 

During the in-depth interviews we used a template included in the appendix as a checklist of the 

separate sub-topics of enquiry. The purpose of this template was to simplify the process of 

interviewing and stop pauses. It was made after the pilot study interview with insight from the 

secondary sources to fit all three of our research questions.  It had questions that were all open 

ended and was divided in four parts, the first dealing with demographic information as to 

understand who the interviewee is and get him more comfortable. And the rest correspond each 

for one of our research questions. In between each research question there were some 

exploratory sub questions that were proposed from the pilot interview subjects and may or may 

have not been answered by all interviewees due to time constraints. 

The questionnaires were designed and based on the issues and problems identified by the initial 

interviewees and secondary literature. The questionnaire was created to capture the answers to all 

three research questions. Questions 1 to 4 were focused on RQ.1, questions 5 to 8 were focused 

on RQ.2 and questions 9 and 10 were focused on RQ.3. 

Questions 1 and 2 were created from Table 1: Proposed ERP benefits (Sources: Shang and 

Seddon. 2000, p. 2-3, Annamalai and Ramayah, 2011 p. 498, and Ibrahim, 2010, p. 10).  

Question 3 was adapted from Panorama Consulting Solutions, (2012, p. 3). Question 4 was based 

on Figure 2: Types of benefits realized, from 2012 ERP Report (Source: Panorama Consulting 

Solutions, 2012, p. 10). Question 5 was adapted from Figure 4 (Sawah et al., 2008 p. 301). 

Question 6 was designed from Saatcioglu, 2009, p. 704. Question 7 was an open ended textbox 

where the subject can freely express his or her thoughts. Question 8 was designed to gauge the 

importance of question 7 answer. Question 9 was another open ended textbox where the subject 

can freely express his or her thoughts. And finally question 10 was adapted from Topi et al. 

(2005, p. 132) and Sage Group (2012, p. 3).  The questionnaire template can also be found in the 

appendix. 
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3.1.9 Ethics 

It is important for academic research to adhere to ethical regulations.  Interviews are not hard 

facts as they convey subjective values as Kinnear and Taylor (1996) stated. And to keep the 

results value free as they should be, we gave all of our interviewed subjects the opportunity to 

keep their names and organization anonymous. Only one subject chose to keep the name of his 

organization anonymous. We also explicitly asked permission to record these names in case they 

did not wish to be anonymous. Also we explicitly asked permission to record the voices of our 

interviews so we can write the transcript.  We also note the time the interview lasted on the 

empirical findings and the method it was captured in the transcript. 

3.2 Research process - Data Collection 

Eleven interviews were performed with eight being with users and three with representatives of 

ERP suppliers.  The three primary (pilot) interviews (interview# 1, 2, 3 in the appendix) lasted 

one hour approximately and had the purpose to provide expert opinion on our research issue and 

purpose but also to offer guidance for designing the questions for the following interviews and 

questionnaires. Then a series of face to face semi-structured interviews of a length of 20 to 30 

minutes each were carried-out. The language the interviews were performed was in English. 

Voice recording and screen capture software were used (with permission) and then transcripts of 

these interviews were written down so what was being said can be better analyzed. These 

transcripts were then edited as case studies to be presented in chapter 4 and finally collated to the 

appendix.  

The research team also conducted quantitative data research in the forms of questionnaires (50) 

to individual users of ERP systems for the purpose of identifying their problems and complaints 

as research question two and three state but also to quantify their thoughts about research 

question one. The questionnaires were handed in electronically. The research team then analyzed 

the results statistically using Excel software and presented the results in table form in chapter 4.  

3.2.1 Sample 

The target group of our research is organizations that have implemented an ERP system for at 

least two years, from all industries and all geographical locations. We also do not consider 

organizational size or structure.  In order to find suitable candidates for interviewing and 

organizations to send questionnaires to, we contacted our supervisor and an ERP consultant that 
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has recently retired. They directed us to potential companies and vendors. Additionally, the 

research team located the emails of ERP system suppliers and sent over 200 requests for 

interviews. Such methods had very little success. When in contact, we politely asked for their 

time and about two out of ten agreed. Questionnaires were given online to people that have used 

an ERP system for at least 2 years that were contacted through the organizations taking part in 

this research. 

Table 2 Pilot study respondents 

Table 2 below indicates the information of the companies interviewed in the pilot study. The data 

from these interviews was invaluable in finalizing the research questions. 

Name of 

respondent 

Organization ERP 

system 

Years of 

experience 

Position Date 

&Time 

Location Duration 

minutes 

Kostas 

Lemonis 

Hellenic 

Xalyvourgia 

Atlantis 

ERP  

     10 IT  

Director 

20/03/13 

4:55 pm 

   Hellas     62  

 

Giorgos 

Drosopoulos

  

 

Altec 

 

Atlantis 

     

     13 

  

Senior 

Account 

Manager  

 

23/03/13 

01:15 

pm 

    

   Hellas 

     

     55 

Liz Dwyer SAP SAP 

ERP 

     12 SAP 

education 

learning 

architect 

13/03/13  

04:15 

pm 

    UK       65 

Totals         35         182 

 

Table 3 Interview Respondents 

Names and information of the respondents who took part in the interviews are listed below: 

Name   Company ERP 

system 

Experience Position Date 

Time 

Location  Duration 

minutes 

Ianos 

Politopoulos 

  Earnest  

 and Young 

SAP ERP       5 Change      

Manager 

01/04/13 

02:00 pm 

London, 

UK 

 35 

 

Tony 

Parkinson 

 

Option 

Systems LTD 

 

Styleman 

ERP 

      

     35 

 

Managing 

director 

 

15/04/13  

04:36 pm 

 

Leicester,    

UK 

 

  31 

 

Kjell Larsson 

 

SAAB 

 

IFS 

       

      6 

Manufacturi

ng engineer 

30/04/13 

01:15 pm 

 

 Sweden 

   

 30 

 

Panagiotis 

Perakis  

 

Multinational 

FMCG 

 

SAP 

based 

Ebuy. 

      

      3 

 

Indirect 

procurement 

specialist 

 

24/04/13 

12:30 pm 

 

Warsaw 

Poland 

    

28 
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Gianna 

Kusharska

  

 

Procter 

&Gamble 

 

SAP R/3 

      6 Demand 

planning 

manager 

 

24/04/13 

02:00 pm 

 

Warsaw 

Poland 

    

 23 

 

Koutsopodioti

s Nikos 

 

HELENIC 

EXCHANGE

S S.A 

 

 

SAP  

ERP, 

Singular 

ERP 

       

       7 

 

Head of 

ERP 

Costing  

 

30/04/13 

12:39 pm 

 

Athens, 

Hellas 

 

 30 

Giorgos 

Aggelakis

  

TUI Travel 

agency 

Hellas. 

SAP, 

Atlantis 

ERP 

      4 Business 

Support 

Analyst 

01/05/13 

01:26 pm 

Gavle, 

Sweden 

24 

Gertrude 

Opira 

Vattenfall 

AB 

Époque, 

SAP 

    10 Project 

manager for 

ERP 

15/05/13 

15:00 pm 

Sweden 25 

Totals   75    221 

  

3.2.2 Data Analysis 

On the chapter about data analysis we will compare and contrast our assumptions and the data 

from the literature review with the data we collected. This will be done to either confirm or not 

the assumptions we have made and compliment or disagree with the theoretical data. This will 

become the cornerstone for giving the tools to answer the three research question of the study.  

Then it will be possible to see if the benefits that are being advertised in theory are advertised in 

practice but also if those that are realized in theory are realized in practice. Then the research 

team compared theoretical organizational issues and user complaints to practical ones. This is 

always in the context of the companies’ taking part in this research. Both positive and negative 

issues, about ERP systems, that were not present in the theory will be highlighted.  Concerning 

the interviews, the research team presents the results by question and notes the most relevant and 

characteristic answers from the transcripts. The research team will also use quotes of the 

interviews where it seems fit to highlight certain important answers. As far as the questionnaires, 

a statistical analysis will be made with Excel which in turn will be used to create graphs and 

tables that are useful for numerical comparison with the theoretical framework. In open ended 

textboxes formatted question the authors categorized the responses into categories for easy 

display. 
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3.2.3 Problems encountered 

One of the problem encountered by the research team was the one of recruiting enough responses 

from the right sample as Blumberg et al. (2008, p.304). This was true both in the quantitative but 

also in the qualitative part of the study. To resolve this, lot of research was done on finding 

appropriate companies and people experienced in this field that was very time consuming. Since 

qualitative primary data was collected there was a concern that maybe it is hard to report in the 

empirical data stage since it can be difficult to analyze language and feeling. To fix this, it was 

decided that the interview transcripts were read question by question and similarities and 

differences highlighted. Another problem was getting the interviews to provide us with their true 

opinion regardless of their professional loyalties. To fix this we provided the option of complete 

anonymity for all out research questions and parts. Some disadvantages of using telephone 

interviews according to Blumberg et al. (2008, p. 296) are limitations on interview length, ease 

of interview termination and less participant involvement. To resolve limitations on interview 

length the research team chose to keep the target interview time to a pre specified 20-30 minutes. 

To avoid early interview termination the research team focused on warm calling methods 

(contacted by email to arrange interview at subjects preferred time). And to avoid less participant 

involvement, the research team aimed to translate nonverbal messages such as smiles and eye 

contact to verbal messages like this answer makes us happy to the respondents. 

3.2.4 Chronological list of actions 

The following list names the steps taken by the research team from the beginning of the thesis 

writing process to the end. Steps are listed concisely for space saving reasons. 

I. We read general theory about ERP systems. 

II. We talked about it to our professor. 

III. We identified a gap in literature about ERP systems and it was the advertised benefits vs. 

actual benefits and the problems of companies and users. 

IV. We started reading connected literature. 

V. We stated contacting people for interviews. 

VI. We did 1 preliminary interview with a retired ERP consultant. 

VII. We have asked several companies from a comprehensive list to participate in our study. 

VIII. We got the first replies. 

IX. We have participated in a webinar from sap about one of the issues of minimizing support 

costs. 

X. We Gotten another 2 replies. 
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XI. We decided to maybe narrow down our focus to business performance, company issues and 

user complaints. 

XII. We read secondary literature about the three aforementioned issues connected with ERP. 

XIII. We designed some parts of the template for interviews. 

XIV. We talked to our first interviewee to see if he has anything to add. 

XV. We revised interview template. 

XVI. After some suggestions we decided to incorporate quantitative elements to our research.  

XVII. We read literature about quantitative studies in our areas of study. 

XVIII. We designed some questionnaire for quantitative study, using information from preliminary 

interview and secondary literature. 

XIX. The questionnaire and interview template were revised and sent to the supervisor for 

acceptance. 

XX. After revision and finally acceptance of the questionnaire and template, field work in the 

form of interviews was performed (10) and questionnaires were sent out and collected 

XXI. Transcripts of interviews were finished. 

XXII. The transcripts were rewritten in the form of case studies to be presented as empirical 

findings. 

XXIII. Company information was written to give the reader a better sense of the interviewee’s 

context. 

XXIV. Data collected from the questionnaires was analyzed and tables were created using Excel. 

XXV. This data was linked to the theories in order to answer the research questions 

XXVI. The assumptions were tested. 

XXVII. Discussion, additions to theory and managerial implication were written. 

XXVIII.  The conclusion was formed. 

XXIX. Thesis was reviewed and corrections were made. 

XXX. The abstract was written. 

XXXI. Preliminary draft was review by supervisor and suggestions were made. 

XXXII. Suggestions were incorporated. 

XXXIII. After final opposition seminar further suggestion were incorporated to the thesis. 

 

3.3 Validity and reliability 

It was very important to keep this research valid and reliable so it could be credible and true to 

its goal. As far as validity is concerned the research was designed according to three specific 

research questions and to keep work valid, misunderstandings were avoided.  To ensure this, the 

research team created questions for both the interviews and the questionnaires to be easily 

understandable and based on the literature review that was read and scanned.  Notwithstanding 

with our efforts, we are aware of the issue that there could have been some areas that could be 

done better and increase this thesis validity.  
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As far as reliability is concerned empirical findings is presented in a replicable and repel random 

errors manner. To make it trustworthy, all of the interview transcripts are included in the 

appendix as well as templates for both interviews and questionnaires. In addition, to reduce 

random answers from respondent, it is noted in the questionnaire that if respondent does not 

understand question or not sure of the question, they do not have to answer the question. The 

intent was to reduce pressure that respondent may seem to have in answering the question. Also 

optional anonymity for respondents to ensure they have nothing to fear or hide was provided. 

Some issues that might need highlighting concerning the reliability of our data are: deciding if 

our subjects have answered truthfully and according to their true self (personal vs. professional) 

and not organizational policy. It can be logical that some may not wish to say bad things about 

such a big investment as an ERP system.  
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Chapter 4 Empirical Findings 

This chapter presents the empirical data collected from the above mentioned companies through 

semi-structured interviews and questionnaires. Due to geographical distance, most of the 

interviews were done through Skype or phone. First, the background of each case company is 

introduced and then the data collected through the interview is presented, separated by research 

question. It should be noted that this is an abbreviation of the full interview made concise due to 

space considerations. The exact transcripts are available in the appendix.  

4.1 Interviews 

Three main questions were formulated and administered to the respondents to ask how they 

perceive the benefits of ERP systems, issues companies faced with the system and complaints 

that suppliers face from users after implementation. For an exact template of the interviews 

please see the appendix. Below is table 4, it provides a very short summary of the results. 

Table 4 Summary of interviews 

Respondent Research question 1 Research question 2 Research question 3 

1 90% Resistance to change, 

training 

Resistance to change, delays 

 

2 

 

100% 

 

Training, support costs 

 

Organizational change, expectations 

 

3 

 

N/A 

 

Change management, 

bugs 

 

Constant training required, difficult to 

learn 

 

4 

 

80% 

 

Resistance to change, 

incompatibilities 

 

Responsiveness and speed of the 

system 

 

5 

 

70% 

 

Resistance to change 

 

No change logs, responsiveness and 

no real time reporting 

 

6 

 

90% 

 

Resistance to change, 

training 

 

Complicated to use 

 

7 

 

80% 

 

Training, 

incompatibilities 

 

Slow responsiveness, errors are 

difficult to solve 

8 55% Resistance to change Too complex 

Average 80.714%   
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Respondent 1 – Ernst & Young  

According to Ernst & Young Global Limited, (2013) this company is a global leader in 

assurance, tax, transactions and advisory services. They have 167,000 people in their employ in 

more than 140 countries and each member firm of Ernst & Young Global Limited is a separate 

legal entity. It was founded in its current form in 1989 but individual components have existed 

from 1849. The main area of focus is professional services and it had revenue of US 

$ 24.4 billion in 2012.    

The empirical findings concerning how the benefits of ERP system is materialized (RQ.1), the 

respondent Ianos Politopoulos affirms that the system provided a holistic solution that gives 

personnel the opportunity to do a transparent, logical and clean reporting (logistical, accounting). 

According to Ianos Politopoulos, the way of doing things in the organization has changed and 

controlling business process is much easier compared to using the former mix of systems. He 

adds that you can close the books (do official accounting reports) and the external regulator can 

trust it since it is clear and honest. This is a clear benefit. Which means you can be assured that it 

removes any possibility that you can interfere with the data, cook it as they say. It is clear to the 

external auditor and to the regulator that these econometric data that you as a company provide 

to him for your auditing are exact. In summary he says that the level of advertised benefits that 

materialized was at a level of 90%. 

In regards to the biggest issue faced (RQ.2) after implementing the ERP system Ianos 

Politopoulos stated that the biggest issue was restructuring inside the company itself to fit in with 

the functions of the system. He noted that training on how to use the system takes a lot of time 

and training in this sense is not just on how to use the system but all through the implementation 

to the whole life cycle of the system. Another issue mentioned by the respondent is that ERP 

projects have the potential to bring pressure on personnel. For instance, he stated a situation 

where some personnel in human resource department were assigned to another department after 

the implementation of ERP system in the company to support it. This might bring a little 

pressure on some who are not fond of change, hence putting pressure on them in the work place. 

However, Ianos Politopoulos noted that over time people get familiar with the system.   

Furthermore, when asked what are the main complaints that suppliers face after ERP 

implementation (RQ.3) The respondent stated most complaint from users was resistance to 
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change. Work became harder for some people as change, migration and testing cause delays in 

productivity. The older ones are more prone to this as they resist change more.  

Respondent 2 – Option Systems LTD 

According to Option Systems LTD. (2013), the company is a specialist systems provider 

dedicated exclusively to the apparel and footwear industries.  It is a privately owned, specialist 

software company and its core product is STYLEman ERP, an enterprise-wide software 

application that is distributed and supported throughout the world and is operation in 33 nations 

supplying a full range of clients from small start-up operations through to some of the sector's 

best-known and largest companies. Its key benefits are on-time management using Critical Paths 

and supporting collaboration both up and down the supply chain. 

According to the managing director of Option Systems LTD and creator of STYLEman ERP, 

Tony Parkinson, STYLEman ERP systems provides all of their advertised benefits (RQ.1 100%). 

He adds that they do try to be upfront with the capabilities of the systems.  He held that there is a 

sort of cycle we go through when implementing a system. People have very high expectations of 

a systems coming in the business which are not quite as easy to achieve as they may expect or 

maybe led to expect. It takes an amount of practice to build it up so there are lots of reasons 

people’s expectations are not met as fast as they would like to. Adding to this Mr. Parkinson 

stated that in the 9 month plus horizon, the systems pitch up and started delivering benefits more 

and more.  The respondent stated that main benefits were that ERP systems help to provide a 

central repository that enables all personnel to gain access to information promptly. He affirms 

that the use of ERP systems speed up their business process and fill-in the shortcomings of using 

legacy systems but also deliver easy ways into turning this information into many formats. He 

also added that nowadays when companies are changing over one ERP system to another the 

benefits are more marginal. 

When asked what is the biggest issue faced after implementing ERP system (RQ.2), Tony 

Parkinson stated that implementation requires work disruption which makes people sometimes 

feel a little uncomfortable and since the system is different, during the implementation period, 

some extra work load is inevitable. Its new, it’s different and takes some time getting used to it. 

In some cases they may have been very efficient operators of the previous system and they don’t 
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immediately have the same efficiency when moving to the new system.  Also user training and 

support costs are mentioned as important issues that have an effect on benefits realization.  

In regards to main reason of complaints after implementation, (RQ.3), the respondent stated that 

the biggest issue is that some people will expect it does something that it doesn’t. As in: surely 

the system does this; surely your other customers do that etc.  Other complaints were in the area 

of organizational change. An example he provided us is of a long time employee that was 

experienced in using the old ERP system or even helped to design an older bespoke system. If 

his opinion was not asked he feels disgruntled and underappreciated.  There are people like that 

that have been involved in the design or implementation of the system we are replacing that feel 

kind of attached to it.  

Respondent 3 – SAAB AB 

SAAB is a Swedish Aerospace and defence company. It is one of the leading world leading 

companies that provide products, services and solutions from military defence to civil security 

(Saab Ab., 2013). It develops, adapts and improves new technology to meet customers changing 

needs. As at 2012, SAAB has about 13,000 employees with annual sales of SEK 24 billion. Their 

core business area is in Aeronautic, Dynamics, Electronic defence systems, security and defence 

solutions, support & services and independent subsidiary combitech (Saab Ab., 2013). 

According to Kjell Larsson, conserving benefits realization (RQ.1), the major benefit so far that 

SAAB has derived from using ERP system is that it provides efficiency. Kjell Larsson is one of 

the manufacturing engineers with 6 years’ experience in the use of ERP systems and he noted 

that with the system, things are done in a faster way. The respondent who stated that he had used 

other systems for many years before using ERP system noted that even though the system 

enhances the way of getting things done, it is not without shortcomings.  

When asked about the most important issue that the company faced after implementing an ERP 

system and if this issue does reduce the benefits of using the ERP system (RQ.2), he responded 

that the biggest problem that is noticeable after the implementation is the issue of change 

management. According to the respondent, SAAB produces their own systems; however, the 

system is good at some areas but not all of them. With ERP implementation in the company, they 

had to change many ways of work and some ways of thinking and to do things different. The 
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new system requires things to be done in a standardized routine. Routines have to be changed 

and this is a big issue. For instance, people are used to the paper process, changing that way was 

little challenging since the ERP system in itself is not something you can learn in just couple of 

weeks, it takes time to really get used to the system and this makes people to respond differently. 

Another sensitive part of systems like ERP is the issue of bugs (technical error) that has the 

potential to shutdown systems.  Although the respondent noted that they have not experience a 

bug problem with the current ERP system, but with experience from their former system, it does 

put heavy pressure on user and takes time to figure out the origin of the problem. 

In regards to major complaints about the ERP system that suppliers face after implementation 

(RQ.3), Kjell Larson responded that there are too many interfaces on the screen of the software 

and this can be a little bit confusing for new user. Furthermore, he stated that ERP systems have 

a code to all their interfaces which is quite different from the old one. So, every user have to 

master this code when using the system and this takes quite some time to become familiar with. 

However, Kjell Larsson believed that even though the system helps in getting things done faster, 

it is a complex system that requires constant training for users.  

Respondent 4 - Multinational FMCG (Fast moving consumer goods) 

The respondent Panagiotis Perakis chose to keep the exact company name confidential but 

provided the research team some information about it. The company in question is a 

multinational consumer Products Company focused on the production, distribution and provision 

of household, health care and personal products. It employees about 40000 people and is listed 

on the New York stock exchange with a revenue in the tens of billions dollars. 

When asked about ERP systems benefits realization (RQ.1), Panagiotis Perrakis stated that the 

advertised benefits were realized at a level of 80%.  Initially there was ideas about further 

improving it but until now are not yet implemented. For example one module that is real time 

purchasing but it was proven it’s not as efficient as communicating outside the system. The main 

benefits this respondent stated were the main benefit is that it brings the initial user (that is the 

individual that wises to make a purchase), the procurement operation center and the buyers 

closer in an easy to manage relationship from the point of placing the order to setting the order to 

the supplier.   
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When asked about the challenges that the company faced after implementing an ERP system and 

if this issue does reduce the benefits of using the ERP system (RQ.2) he responded that there was 

a lot of pushback and resistance to change. An example he provided was that you used to have 

people that had access to the old system and not to the new one. The main point of this that in the 

past guy X from the marketing department would pick up the phone and order whatever he 

wanted, now he can no longer do that and this didn’t sit very well with guy X. Another issue 

reported was some incompatibility because of legal regulations. An example he provided was 

some, particular areas used in a traditional purchase order (that for various legal reasons are 

different in Italy) couldn’t be changed in our system.  So we do this manually after it leaves their 

system. He added another issue that some functions where not planned for as an order that comes 

without a supplier (they permit this so the procurement can choose one).  But for order below 

1000 euro the procurement is not involved so and order below that without a supplier is kind of 

stuck until manual retrieval. He reported that these do affect the benefits of the ERP to a degree. 

When asked about the main reason of complaints (RQ.3) about the ERP systems that the 

suppliers face from users (such as him) he said his main complaint was about the speed 

(responsiveness of the system) but it has improved. He reported that sometime when you had a 

lot of live items in a single order it could glitch up between phases.  He also added that there are 

the occasional technical bugs, but it happens rarely.   

Respondent 5 - Procter and Gamble 

According to P & G (2013), this company was founded in 1837 by William Procter and James 

Gamble. It’s one of the world's leading consumer goods companies and employs about 127 000 

people in over 80 different nations. In Europe, P & G started its operations in 1930 through a 

subsidiary in the UK and has since grown much. P & G is represented in every country in 

Western Europe. Today P & G Western Europe accounts for about a fifth of its total business. Its 

products include Foods, beverages, cleaning agents and personal care products and it is the 

owner of many successful brands in these areas. 

As stated by Gianna Kusharska when asked to what extent do ERP systems provide the 

advertised benefits in practice (RQ.1) they are 100% better than excel files. But compared to the 

advertised benefits maybe 70% were actually realized. One interesting thing she added is that it 

has a lot of upgrades in functionality to suit future needs.  The main benefits she reported were 
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saving time up to 30-40% compared to working without the system and elimination of human 

error. 

When asked about the most important issue that the company faced after implementing an ERP 

system and if this issue does reduce the benefits of using the ERP system (RQ.2) she responded 

that the most important is that, there are something’s different from what they have done before 

and there was some resistance to change. No reason was given for the change officially and that 

aggravated the problem. Also she reported that the system does not support real-time, it always 

has a lag maybe an even a day. She reported it did not really reduce the benefits very much. 

When asked about the main reason of complaints (RQ.3) about ERP systems that the suppliers 

face from users (such as her) she said her main complaints from the system were when she saved 

a file she can’t see who the person who changed it before her was.  The system should keep a list 

of authors and changes done. Her second complaint is that it does not real have time functioning. 

The third is that the system performance speed is very dependent to the number of people using 

it. The more users the slower it becomes. 

Respondent 6 – HELLENIC EXCHANGES S.A 

According to Helex Group (2013), Hellenic Exchanges is a holding company which controls the 

principle components of the Greek capital markets, including the cash equities and derivatives 

components of the Athens Exchange, the Central Securities Depositary and the Athens 

Derivatives Exchange Clearing House. The former state-owned entities were listed on the Athens 

Exchange in 2000, and became fully-privatized in 2003.  In November 2006, the merger of 

HELEX with its subsidiaries CSD and ADECH is completed. The name of the new company is 

changed to Hellenic Exchanges S.A. Holding, Clearing, Settlement and Registry. The Vision of 

Helex Group is to be established as the most effective trading platform in Greece and the wider 

region of Southeastern Europe. 

Mr. Nikos Koutsopodiotis was interviewed as the head of ERP costing in the company. When 

asked to what extent do ERP systems provide the advertised benefits in practice (RQ.1) he 

responded that the SAP system, although compared with the previous ERP is difficult to use, is 

very close to what experienced SAP consultants have advertised it to be (90%). Some of the 

main benefits he reported as realized were that it can easily be worked into any database and 
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Oracle servers and SQL servers. Also he said that Managers are able to approve any entry and 

see summary reports on everything in an easy and fast way which can improve their decision 

time and quality. 

When asked about the most important issue that the company faced after implementing an ERP 

system and if this issue does reduce the benefits of using the ERP system (RQ.2) he in their case 

the biggest issue is training people to use it correctly and a close second would be resistance to 

change by users of the last system. Also he added that it is absolutely necessary to have IT 

department who have received training in operation of SAP (SAPadmin, data base administrators 

and user’s administrators) because it is very detailed program, has a high analysis depth and it is 

difficult to make corrections if not trained properly and for many hours. He stated that these 

issues have an effect in realizing the benefits. 

In regards to the main reason of complaints (RQ.3) about ERP systems that the suppliers face 

from users (such as him) he said his main complaint as a single normal user, is that it is 

complicated to use, compared to the previous ERP system they had and you need to devote hours 

of training but as a company we thought the better results it brings are worth it.  

Respondent 7 - TUI Travel agency Hellas 

According to TUI Hellas (2013) the Company TUI Hellas (formerly AIRTOUR GREECE SA) is 

a member of TUI Travel PLC and was created on 3 September 2007 by the merger of First 

Choice Holidays PLC and TUI AG.  TUI Travel PLC is one of the largest travel companies in 

the world as it offers travel services in 180 countries, serves over 30 million customers in more 

than 20 major markets offering a wide range and employs 48,000 workers. TUI Hellas, has a 

network of 25 branches in all major Greek destinations for international cooperation of the 

Group TUI, and is the largest tourist agency in Greece. It can provide an inexhaustible market for 

tour operators of any size, covering the full range of services of each destination, from planning 

the destination, accommodation, market monitoring, reservations, transfers, excursions to the 

office infrastructure, connectivity and information system for the price and wage process., TUI 

Hellas is a member of the following international organizations: IATA, A.S.T.A, P.O.E.T, 

S.E.T.E, UFTAA SITE, ICCA, HATTA, DRV  
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According to Giorgos Aggelakis concerning the first research question (RQ.1), the SAP ERP 

system provided its advertised benefits almost in their entirety (80%). He said that it is a system 

with good reputation and no one in the company was having buyer’s remorse. Since he had 

experienced another ERP system being implemented namely Atlantis ERP he went on to add that 

its benefits were materializing less. But he noted that it was a new implementation and thus non 

comparable with a 10 year old system. When asked about the most important issue that the 

company faced after implementing an ERP system and if this issue does reduce the benefits of 

using the ERP system (RQ. 2) he responded that the biggest issues were employee training and 

customizing the system to the company. One example was provided for the second issues where 

the Atlantis ERP system was being customized to work with air tickets. Since this was terra nulla 

to that specific ERP and the implementation committee did not fully utilize the personnel 

charged with this specific function within TUI Hellas it was very time consuming. He said that 

these issues can have a devastating effect to the benefits realization. When asked about the main 

reason of complaints about ERP systems that the suppliers face from users (such as him) he said 

his main complaints from SAP is that input errors take a big process (time) to solve and that 

sometimes it was very slow to respond to commands. Atlantis ERP was giving him many reasons 

of complaints but it was fast to respond. But he dismissed some because it was new.   

Respondent 8 - Vattenfall AB 

Vattenfall AB is a Swedish state owned company with main markets in Nordics, Germany and 

Netherland (Vattenfall, 2013). The company is Europe’s largest generators of electricity and 

large producer of heat.   As at 2012, Vattenfall AB has about 34,700 employees with a net sale of 

SEK 167 million. Their core business area is in developing sustainable, diversified European 

energy portfolio with long-term increased profits and significant growth opportunities 

(Vattenfall, 2013). 

According to Gertrude Opira, adopting the SAP ERP system only improve averagely the way 

things were done in the company compared to the previous ways of operation. Gertrude Opira, 

the Project manager for ERP implementation in Vattenfall AB with 10 years’ experience in the 

use of ERP system stated that so far the major benefit noticeable is that the system does help in 

having a grip of all functional process of a business operation. However, she emphasized that the 

process was not an easy thing to come by with.  
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When asked about the most important issue that the company faced after implementing an ERP 

system and if this issue does reduce the benefits of using the ERP system (RQ.2), Gertrude Opira 

responded that resistance to change among members of staffs was really high as people where 

slow in adapting to the new system. The interviewee affirmed that with the new system job roles 

changed, people got bumped out and organizational conflict became inevitable. Gertrude Opira 

believe that in a situation where top management are the sole determinant of the initiative of the 

project, it could be a little bit difficult to quickly get people together to adjust to the new way of 

doing things and this affects benefit realization. 

In regards to major complaints about the ERP system that suppliers face after implementation 

(RQ.3), Gertrude Opira responded that the system is too complex in use. The interviewee gave 

an example of putting “up a supplier in a supplier module of the system they had before which 

was one “page”. But with SAP system it is built in many steps (6-7) to put up just one supplier 

when you did it in one stem before.  So the users experienced it as being too complex” Gertrude 

Opira believed that the system is not easy to use and that is difficult to learn.  

4.2 Questionnaire results 

Please note that for space conserving reason the explanatory comments about each benefit 

category that were included in the questionnaire are not shown here. Also note that the numbers 

inside the bracket are the numbers each choice was made as the numbers before them is the 

percentage.  In questions seven and nine an open ended text box was provided to the subjects, 

therefore the research team will categorize results for readability’s sake. The answers to those 

question will be presented in columns for space saving. Results have not been spell checked. 

Answers that fall in more than one category will be counted for all categories. 

Table 5 ERP benefit category advertisement 

This table shows respondent answers to questionnaire question 1. Respondents were asked to rate 

by writing under each corresponding box from 1 (less advertised) to 5 (most advertised), how 

much each ERP system benefit category was advertised. The table shows that operational 

benefits were advertised most, followed by managerial benefits.  The category that was least 

advertised was IT benefits. Note that it was the only category that its rating average was under 

three. 
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Benefit 

category 

1 2 3 4 5 Rating 

average 

Rating 

count 

Operational  0% (0) 14% (7) 18% (9) 58% (29) 10% (5) 3.64 50 

Managerial  2% (1) 18% (9) 32% (16) 28% (14) 20% (10) 3.46 50 

Strategic  6% (3) 20% (10) 30% (15) 26% (13) 18% (9) 3.3 50 

IT 16% (8) 18% (9) 40% (20) 20% (10) 6% (3) 2.82 50 

Organizational  8% (4) 32% (16) 24% (12) 20% (10) 16% (8) 3.04 50 

Total average      3.252  

      Answered 50 

 

Table 6 ERP Benefit category realization 

This table shows respondent answers to questionnaire question 2. Respondent were asked to rate 

by writing under each corresponding box from 1 (less realized) to 5 (most realized), which ERP 

system benefit category was most realized after implementation. The data shows that operational, 

managerial, strategic and organizational benefits were considered realized to varying extent. It 

benefits were considered less realized. Note that the total average indicates good overall 

realization. 

Benefit 

category 

1 2 3 4 5 Rating 

average 

Rating 

count 

Operational  2% (1) 16% (8) 24% (12) 26% (13) 32% (16) 3.7 50 

Managerial  2% (1) 10% (5) 18% (9) 62% (31) 8% (4) 3.64 50 

Strategic  0% (0) 18% (9) 42% (21) 26% (13) 14% (7) 3.56 50 

IT  32% (16) 10% (5) 16% (8) 20% (10) 22% (11) 2.9 50 

Organizational  8% (4) 16% (8) 48% (24) 10% (5) 18% (9) 3.14 50 

Total average      3.338  

      Answered 50 
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Table 7 ERP system issue satisfaction 

This table shows respondent answers to questionnaire question 3. Respondent were asked to rate 

by writing under the corresponding box from 1 (less satisfied) to 5 (most satisfied), how each 

ERP system issue was to your satisfaction after implementation. Ease of reporting is the highest 

in satisfaction followed by vendor user documentation. Implementation service is borderline, 

while flexibility of software change has the lowest amount of satisfaction.  

System issue 1 2 3 4 5 Rating 

average 

Rating 

count 

Flexibility of 

software 

change 

14% (7) 18% (9) 48% (24) 20% (10) 0% (0) 2.74 50 

Functionality 

user friendly 

4% (2) 18% (9) 52% (26) 10% (5) 16% (8) 3.16 50 

Implementation 

service 

14% (7) 10% (5) 44% (22) 28% (14) 4% (2) 2.98 50 

Vendor user 

documentation 

2% (1) 10% (5) 6% (3) 78% (39) 4% (2) 3.72 50 

Ease of 

reporting 

2% (1) 2% (1) 8% (4) 68% (34) 20% (10) 4.02 50 

Total average      3.324  

      Answered 50 

 

 

Table 8 ERP system benefit realization 

This table shows respondent answers to questionnaire question 4. Respondent were asked to rate 

by writing under the corresponding box from 1 (less realized) to 5 (most realized), how each 

ERP system benefit was realized after implementation. The data indicates high benefit 

realization in: Information availability, increased interaction, reduced operating cost and others. 

But it shows low realization in: reduced IT costs. 
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Benefit 1 2 3 4 5 Rating 

average 

Rating 

count 

Information 

availability 

0% (0) 6% (3) 28% (14) 44% (22) 22% (11) 3.82 50 

Increased 

interaction 

2% (1) 6% (3) 22% (11) 70% (35) 0% (0) 3.6 50 

Improved 

customer inter. 

4% (2) 14% (7) 22% (11) 46% (23) 14% (7) 3.52 50 

Improved 

supplier inter. 

14% (7) 22% (11) 28% (14) 18% (9) 18% (9) 3.04 50 

Reduced 

operating cost 

4% (2) 8% (4) 30% (15) 42% (21) 16% (8) 3.58 50 

Improved lead 

time 

16% (8) 16% (8) 28% (14) 12% (6) 28% (14) 3.2 50 

Reduced IT 

costs 

12% (6) 22% (11) 44% (22) 22% (11) 0% (0) 2.76 50 

      Answered 50 

 

Table 9 ERP implementation issue significance 

This table shows respondent answers to questionnaire question 5.  Respondent were asked to rate 

by writing under the corresponding box from 1 (less significant) to 5 (most significant), how 

each of those issues affect successful implementation of an ERP system. The data shows that all 

issues were considered significant by the respondents except end user characteristics and external 

support that were close to the average. 

Issue 1 2 3 4 5 Rating 

average 

Rating 

count 

Organizational 

culture 

0% (0) 4% (2) 28% (14) 42% (21) 26% 

(13) 

3.9 50 

Organizational fit 

to system 

2% (1) 6% (3) 22% (11) 32% (16) 38% 

(19) 

3.98 50 

End user 4% (2) 36% (18) 24% (12) 20% (10) 16% (8) 3.08 50 
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characteristics 

Top management 

support 

0% (0) 18% (9) 28% (14) 36% (18) 18% (9) 3.54 50 

Effective project 

management 

0% (0) 8% (4) 48% (24) 42% (21) 2% (1) 3.38 50 

External support 14% 

(7) 

12% (6) 44% (22) 28% (14) 2% (1) 2.92 50 

Company wide 

support 

2% (1) 6% (3) 14% (7) 68% (34) 10% (5) 3.78 50 

      Answered 50 

Table 10 ERP implementation barrier significance 

This table shows respondent answers to questionnaire question 6. Respondent were asked to rate 

by writing under the corresponding box from 1 (less significant) to 5 (most significant), how 

much each of those barriers affect successful implementation of an ERP system. The data shows 

the most significant barrier to be high cost of implementation followed by significant resistance 

from staff. Difficulties in estimating requirements were ranked the lowest. 

Barrier 1 2 3 4 5 Rating 

average 

Rating 

count 

Difficulties in 

changing 

system 

2% (1) 16% (8) 14% (7) 52% (26) 16% (8) 3.64 50 

High cost of 

implementation 

0% (0) 8% (4) 14% (7) 38% (19) 40% (20) 4.1 50 

Difficulties in 

estimating 

requirements 

12% (6) 10% (5) 44% (22) 28% (14) 6% (3) 3.06 

 

50 

Significant 

resistance from 

staff 

0% (0) 6% (3) 26% (13) 44% (22) 24% (12) 3.86 50 

Poor reporting 

procedures 

10% (5) 16% (8) 46% (23) 10% (5) 18% (9) 3.1 50 

      Answered 50 
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Table 11 Issues after ERP implementation 

This table and graph below shows respondent answers to questionnaire question 7 which was: 

What is the most important issue that companies face after implementing an ERP system?  Issues 

were grouped in categories. The data shows that the largest percentage of respondents considered 

people issues as the most important issues. Management issues were the second most commonly 

reported issue. And System issues were ranked very low. 

Issue category People Issues  Management 
issues  

Implementation 
Issues 

System 
Issues 

Total 

Examples Culture, 
Resistance 

Training, change 
management, 

Fit to company, 
Experience 

Usability, 
Suitability 

 

Number of 
instances 

31 15 8 2 56 

Percentage 55.357 26.785 14.285 3.571 100% 

 

Figure 6 Issues after implementation 

The chart below (Figure 5) provides for an additional visual representation of the data provided 

by the questionnaire respondents in table 11. After the chart a full list of the 50 answers given by 

respondents is available. 
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1. Getting all users at the same 

2. level and proving all promises were kept 

regarding functionality. 

3. the implementation with the staff.. the 

staff needs to get to know how to work 

with the program. Mostly an ERP removes 

an old system where people used to work 

with and got used to. Making changes 

leads often to complaints. 

4. as every new system that is implemented 

in compnies the time that the staff will 

learn to use the system effectivly. also the 

mistakes that the staff will do is a big 
issue untill learn the progrmamme. 

5. Getting people to use it properly 

6. Resistance to change 

7. Getting used to the system 

8. ERP is about business transformation. It's 

about People, Process & Cultural change 

simplified by an IT system. 

9. End users buy in 

10. Resistance to new system 

11. Resistance to change 

12. There is a period of time until the ERP 

becomes fully functional and that gets on 

peoples nerves 

13. Resistance from staff 

14. Accepting the system 

15. Getting the employees to accept the new 

situation and learn the sytem 

16. One of the most important issues in ERP is 

people connected issues that would be 

people's culture changing and their 

acceptance. 

17. National culture issues with ERP software 

18. Resistant Users 

19. Resistance to change 

20. Resistance to new system 

21. Waiting until the end users get used to it 

22. Resistance to change 

23. Getting familiar to using ERP 

24. Getting used to the new daily work 

procedures 

25. Resistance to change from employees, and 

training costs  

26. As per experience with Implementation in 

Indian Market we generally faced 

here..Users Tendency with current 

systems..Illegal Business Process...and 

Gaps in Products. 

27. Getting used to the new daily work 
procedures 

28. Cultural change employee training 

29. Budget, Time, Culture  Get those right and 

I think the rest falls into place. 

30. Training costs and overtime  

31. Top management commitment (spend for 

training) 

32. Change Management 

33. Unexpected training costs 

34. Management Commitment 

35. Training costs and support costs also 

36. Design, Data Conversion & Training of 

End users are three rough challenges of 

ERP implementation. 

37. change mgmt n organization structure  

38. Training costs and ultimately working 

your normal hours plus 

training/implementation hours 

39. Unexpected training costs 

40. Change Management 

41. Implementing production or 

manufacturing module as actual is biggest 

challenge! 

42. The major problem is the wrong process 

gap analisys what brings wrong (most of 

time lower) budget and frustrations 

(unfulfilled expectations). 

43. Implementation partner expertise 

44. Process Fit to system 

45. Implementing is biggest challenge! After 

all is good. 

46. Management of the data migration and 

resistance to the new system  

47. I think the most central ones are: user’s 

resistance, premature processes & broad 

customization 

48. Implementing  and system migration is 

major challenge 

49. The system needs to have an intuitive user 

interface to be usable 

50. Bought the wrong ERP system
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Table 12 ERP system issue benefits reduction

This table shows respondent answers to questionnaire question 8. Respondents were asked to rate 

how much this issue reduces the benefits of using the ERP system. Rate from 1 (no reduction) to 

5 (serious reduction). Here the largest percentage of respondents chose option 4. It is interesting 

to note that no respondent chose option 1.  The rating average shows that the respondents believe 

the issues previously reported are generally considered to reduce the benefits of an ERP system. 

 1 2 3 4 5 Total 

Responses 0 9 10 22 9 50 

Percentage 0% 18% 20% 44% 18% 100% 

Rating avg.      3.62 

 

Table 13 ERP system user complaints 

This table shows respondent answers to questionnaire question 9. Respondent were asked to 

write the main reason(s) of complaints about the ERP systems that they have as users.  

Complaints were grouped in categories. The respondent’s largest percentage indicated complaint 

in the usability category followed by difficult to learn and support in error situations.  

Transaction execution support was had the smallest amount of complaints. 

Complaint category Examples Number of instances Percentage 

Navigation Access to the correct 

functionality 

4 7.69 

Difficult to learn. Takes ample time and 

considerable training 

9 17.30 

Transaction execution 

support  

Entering redundant data 

over  

3 5.76 

System output 

limitations.  

Complication using 

tools to retrieve data 

6 11.53 

Support in error 

situations. 

Error take time to fix 9 17.30 
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Terminology 

problems. 

Different company and 

system terminologies 

5 9.61 

Overall system 

complexity. 

Difficult to maintain 4 7.69 

Usability Speed, easy to use 12 23.07 

Total  52 100% 

 

Figure 7 ERP system user complaints 

The chart below (Figure 6) provides for an additional visual representation of the data provided 

by the questionnaire respondents in table 13. After the chart a full list of the 50 answers given by 

respondents is available. 

 

 
1. Not easy to find what you look for 

sometimes  

2. How to do this and how to do that  

3. Not easy to find what you look for 

sometimes  

4. People don’t know how to do some 

uncommon procedures in the ERP  

5. Training has not been as good as it should 

have been in order for employess to be 

able to make the most of the system. 

6. Not so userfriendly  

7. Time is needed to learn  

8. No online training material  

9. No enought training knowledge base 

articles 

10. Difficult to learn  

7.69

17.3

5.76

11.53

17.3

9.61

7.69

23.07

Complaints

Navigation

Difficult to learn.

Transaction execution support

System output limitations.

Support in error situations.

Terminology problems.

Overall system complexity.

Usability
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11. Complicated to learn  

12. No user experience testing 

13. input of wrong query's 

14. When I need to update a list it didn’t save 

yesterday all over again, it really gets on 

my nerves!!! 

15. Usage issues like two people working on 

the same entry  

16. Data retreival issues and speed issues 

mostly  

17. Slow report generation  

18. Complicated for certain nonstandard 

reports  

19. When working with long lists there is too 

much time until it updates the quantities. 

20. No real time 

21. It does not do exactly what we want unless 

you pay extra to customize 

22. when you do mistakes the correction is big 

process. 

23. Errors need several people to resolve 

24. When a mistake happens it is difficult to 

fix 

25. Cannot undo mistakes 

26. Errors take way too long to resolve 

27. I need my supervisor to fix many things I 

could 

28. Needs too much time and clearance to 

rectify mistakes by employess 

29. Errors are difficult to fix 

30. The menus labels are not customized to 

our processes 

31. Sap terms are not always correctly 

explained to us by the IT 

32. Is only in English,  

33. The vocabulary of system is confused 

34. What it means is not self explanatory 

35. Too complicated for no reason 

36. Complex 

37. Complicated  

38. Overly complicted 

39. System can be slow or restrictive at times. 

40. Somewhat sluggish responsiveness 

41. Slow data input  

42. Speed problems, especially in the 

mornings  

43. Slow speed 

44. Does not change window fast gets stuck 

45. Users want ease of use and stress-free 

workflow! 

46. Takes 3 minutes to load 1 list  

47. Slow, interruptions, bugs  

48. Speed nd other user issues such as why do 

we have to it like this  

49. Inactive some times , not user friendly 

when you accidentaly enter wrong 

information 

50. Slow speed, not enough training. 
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Table 14 Potential reasons for complaints 

This table shows respondent answers to questionnaire question 10. Respondent were asked to rate 

each box from 1 (not problematic) to 5 (very problematic) about each of these potential reasons 

for complains on ERP systems. The data shows that, support in error situations was most 

problematic followed by difficult to learn. On the other hand navigation problems were the least 

problematic by far. 

Category 1 2 3 4 5 Rating 

average 

Rating 

count 

Navigation 36% (18) 22% (11) 38% (19) 4% (2) 0% (0) 2.1 50 

Difficult to 

learn. 

6% (3) 20% (10) 52% (26) 14% (7) 8% (4) 2.98 50 

Transaction 

execution 

support  

26% (13) 16% (8) 14% (7) 42% (21) 2% (1) 2.78 50 

System output 

limitations.  

28% (14) 42% (21) 6% (3) 14% (7) 10% (5) 2.36 50 

Support in 

error 

situations. 

4% (2) 6% (3) 22% (11) 30% (15) 38% (19) 3.92 50 

Terminology 

problems. 

14% (7) 20% (10) 24% (12) 36% (18) 6% (3) 3 50 

Overall system 

complexity. 

8% (4) 32% (16) 24% (12) 22% (11) 14% (7) 3.02 50 

Total      Answered 50 
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Chapter 5 Analysis and reflection  

This chapter will relate the main findings to the literature presented earlier in the thesis. A 

structured view of the data gathered is going to be presented by observing through the theoretical 

lens (presented in chapter 3) concerning ERP systems business performance, organizational 

issues and user complaints. The data is presented in summary form and then compared and linked 

to the theory while keeping the research questions in mind. Unique and interesting data found in 

this thesis are going to be highlighted. Finally this chapter provides the basis for the discussion 

and final recommendations.  

5.1 ERP system effect on business performance R.Q.1 

The first research question of this thesis concerns business performance and is: “To what extent 

do ERP systems provide their advertised benefits in practice?” And to answer this, two separate 

variables must be accounted for. The first is what the advertised benefits of ERP systems are and 

this can be viewed from three angles: commercial, academic and user expectance. The second is 

what actual benefits are provided by ERP systems in practice. This can be also viewed from 

several angles: time (immediate vs. gradual benefits realization), interest groups concerned 

(company, vendor, user, academic). 

In the theoretical framework in chapter 3, arguments from different researchers indicated that 

automation and integration of internal and external management of a firm was the main reason 

why many firms adopt ERP systems. According to Esteves (2009), ERP systems provides benefits 

such as enhancement of financial processes and management, allows extra effective management 

of operations and the ideal administration of resources. Federici (2009), also added the 

implementation of ERP systems can provide a firm the benefit of higher management 

performance, ease of information retrieval to improve decisions, cost reduction, leaner procedures 

and efficiency improvement.  In relation to the advertised benefits of ERP systems perceived, the 

response from all respondents indicated that implementation of ERP system does create an 

efficient and effective change to business operation for companies who adopt them. However, it 

was also noted that this change is not absolute as some challenges exist in the use of the system. 

The interviewed respondents reached a consensus about the extent of advertised benefits they 

derived from the use of ERP system. Average percentage provided by all respondents is 80.714% 

with a high of 100% and a low of 55% (see chapter 4.1, table 4).  
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Four out of seven of the respondents stated that the system has helped to effectively and 

efficiently improve the way things are done in their business while three out seven of the 

respondents stated that transparency and easy access to information among member of staff as 

main benefit derived from the implementation of ERP system. For respondent 1, the benefit 

realized was transparency and information sharing. Respondent 2 stated the main benefit to be 

quick access to information and enhancement of business processes.  Respondent 3, effectiveness 

and efficiency. Respondent 4, information sharing and efficiency. Respondent 5, effectiveness 

and efficiency. Respondent 6, effectiveness and efficiency and respondent 7, stated efficiency 

while respondent 8 stated also stated effectiveness and efficiency.  Correlating these empirical 

findings from the interviewed respondents to the theoretical framework (see chapter 3) on benefits 

of ERP systems, the authors do find the respondent response in line with the argument of Esteves 

(2009) and Federici (2009) which states that, implementation of ERP systems does improves and 

enhance a company business management process. In addition, ERP report presented by 

Panorama Consulting Solutions (2012) indicated that of the 246 firms that were studied in their 

work, availability of information and increased interaction was rated as the highest benefits 

realized by firms. This share a common underlying with the response from 3 out of 7 of the 

interviewed respondents who considered transparency and easy access to information as the 

largest benefit realized from the adoption of ERP system. Furthermore, in addition to this views, 

(Shang and Seddon 2000, Almahdi, 2010, and Annamalai and Ramayah, 2011) suggested five 

benefit categories that the adoption of an ERP system can provide a company from strategic, 

operational, organization, managerial and technical point of view (see table 1).  

Some interesting and unique and unexpected answer from interview respondent does include: 

Interviewee 1 Ianos Politopoulos reported: 

“One main benefit that was reached fully was that the ERP provides the company with a system 

that has enough transparency and is not a mix of several older... …It provides a holistic solution 

that gives you the opportunity to do a transparent and clean logistical reporting. I mean you can 

close the books and the regulator can trust it since it is clear and honest. This is a clear benefit.” 
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Interviewee 8 Gertrude Opira stated: 

“It was marketed as it would decrease IT costs, but it turned out to be the opposite. Very resource 

consuming. It was not so simple. Needed people with special knowledge’s and experiences. …  

…much more expensive than it was initially quoted, Not only in monetary terms but in manpower, 

getting people to understand the complexity and also training costs….” 

Responses from the questionnaires administered via internet share a common trend. R.Q.1 was 

embodied inside questionnaire’s questions one to four in order for the research to capture two 

different perspectives: a theoretical (academic) and a practical (independent consulting). The first 

theoretical perspective of these three uses questionnaire question one and two that are based on 

Table 1: Proposed ERP benefits (Sources: Shang and Seddon. 2000, p. 2-3, Annamalai and 

Ramayah, 2011 p. 498, and Ibrahim, 2010, p. 10). These two questions aim to capture how much 

each benefit category is considered advertised and realized by the respondents. The results 

analysis of the questionnaires provides with some interesting issues. As can be seen in table 5, 

Operational benefits were rated as most advertised (rating average 3.64 in a likert scale). Second 

highest, was managerial benefits (3.46), third was strategic benefits (3.3) fourth was 

organizational (3.04) and last was IT benefits (2.82). It should be noted that the total average of 

all the benefit categories is 3.252 and all benefits except IT were rated more than the average 

which is 3 and this can imply that people do have in mind that ERP systems are supposed to 

provide benefits in these categories.   Table 6, shows the respondent answers on how each of 

these benefits categories are actually realized. Operational benefits were rated as most realized 

(rating average 3.7 in a likert scale). Second highest, was managerial benefits (3.64), third was 

strategic benefits (3.56) fourth was organizational (3.14) and last was IT benefits (2.9). It should 

be noted that the total average of all the benefit categories is 3.338 and all benefits except IT (2.9) 

were rated more than the average which is 3. Comparison between the two total averages (3.252 

and 3.338) suggests that on general terms the respondents do think that most of the advertised 

benefits of ERP systems are actually realized after implementation.  A slight exception lies in the 

IT benefits category that may suggest that this category is not being advertised or realized as 

much as the other four. 



62 

 

Looking at it from a different theoretical perspective of a different interest group (independent 

industry consultants) Question 3 was adapted from Panorama Consulting Solutions, (2012, p. 3) 

to include 5 common system issues that affect benefits realization of ERP systems.  The 

respondent sample were more satisfied with ease of reporting (4.02), second was vendor user 

documentation (3.72), third was functionality and user friendliness (3.16), fourth was 

implementation service (2.98), and last was flexibility of software change (2.74).  The total 

average (3.324) implies that in general terms the respondents are satisfied with these issues, but 

flexibility of software change and implementation service was below average. Comparison with 

the data from Panorama Consulting Solutions, (2012, p. 3) shows that satisfaction with ease of 

reporting is rated higher in our research. This is also the case with satisfaction about vendor user 

documentation. Satisfaction about functionality and user friendliness of the ERP system in both 

researches is rated high. Satisfaction about flexibility of software change is low on both 

researches. But a notable difference exists in satisfaction about implementation service, where in 

the panorama report 45% of people were satisfied and 15% very satisfied in this thesis the 

average show slightly under average satisfaction.  This could be explained differences in sample. 

Question 4 was based on Figure 2: Types of benefits realized, from 2012 ERP Report (Source: 

Panorama Consulting Solutions, 2012, p. 10). It was designed to ask respondents about their view 

on how seven specific benefits were realized after ERP implementation. Information availability 

(3.82) was the most realized followed by increased interaction (3.6) followed by reduced 

operating cost (3.58) followed by improved customer interaction (3.52) followed by improved 

lead time (3.2), followed by improved supplier interaction and finally reduced IT cost (2.76). It 

should be noted that reduced IT costs was the only benefit the respondents judged to be under 

realized. This view is in agreement with interviews 7, 8.  Comparing this data with Figure 2: 

Types of benefits realized, from 2012 ERP Report (Source: Panorama Consulting Solutions, 

2012, p. 10), one can see that indeed information availability is the single most important benefit 

realized in both researches followed by increased interaction. This is in accordance with interview 

data and theory stated previously.  Reduced operating costs are rated higher in this research than 

panorama but the difference is small. Reduced IT costs are rated low in both researches and when 

linked with interview data is confirming that it is a weak point of ERP system benefit realization. 
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5.2 Organizational issues after ERP R.Q.2 

“What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system?” 

According to Osarenkhoe et al. (2007), lack of top management commitment is one of the most 

important reasons why ERP projects fail. This is related to when employees are receptive to the 

use of the system. Accordingly, Topi et al. (2005) added that overall system complexity could 

pose anxiety on the behavioral response of users to the system. Most respondents highlighted 

resistance to change as the biggest issue that the companies face after the implantation of ERP 

systems. The majority of the interviewed respondents indicated that resistance to change stands to 

be the main change to organizational issue that companies face while minority indicated technical 

complexity as main complaint (see chapter 4.1, table 4). The majority of the respondents believed 

that people react differently to change as some are quick in learning while others require a little 

more time to learn the use of the system. Saatcioglu (2009) stated that significant resistance from 

staff is one of the main complaints that suppliers face from users.  

The authors do agree with the views of Osarenkhoe et al (2007) and Saatcioglu (2009) as this 

connects and provides an answer to the research question 2 of this study. These empirical findings 

from the interviewed respondent correlated with the findings of Deloitte and Touche (1999) that 

indicated people obstacle as one of the main problem related to the use of ERP system. In 

addition, response from the minority of the respondents affirm the argument of Umble et al 

(2003), that suggests that when users experience technical difficulty, it may result to being 

comfortable with the old ways of doing things, hence, reducing the advertised benefit the 

adoption of the system is supposed to provide. Some unique and interesting answers from the 

interview respondent include: 

Interviewee 2 Tony Parkinson reported: 

“It’s new it different it takes some getting used to. In some cases they may have been very efficient 

operators of the previous system and they don’t immediately have the same efficiency when 

moving to the new system” 

 



64 

 

Interviewee 2 Kjell Larsson reported: 

“The biggest issue we encounter after implementing the system was change management. We 

have to change many ways of work and some ways of thinking and to do things different.” 

Interviewee 4 Panagiotis Perrakis reported: 

“As can be expected with any major change in process there was a lot of pushback and resistance 

to change. …The main point of this that in the past guy X from the marketing department would 

pick up the phone and order whatever he wanted now he can no longer do that and this didn’t sit 

very well with guy X.” 

Adding to that interviewee 8 Gertrude Opira stated: 

“When you have taken a decision it is always difficult to sell it in to people that are not involved 

with decision making” 

R.Q.2 was embodied inside questionnaire’s questions five to eight in order for the research to 

capture three different perspectives: two theoretical (academic) and a practical (free answers with 

weighting of their importance). The first theoretical perspectives of these uses questionnaire 

question, five and was adapted from Figure 4 (Sawah et al., 2008 p. 301).  The findings of his 

research indicate that organizational culture, organizational fit to ERP, company wide support, 

Effective project management, top management support are all strongly correlated to ERP 

implementation success.  Also the author states that external support and users characteristics are 

not correlated so strongly to implementation success contradicting Maditinos et al. (2012) in the 

first issue. Top managements support in the form of leadership problems is found to be to the 

main reason for failure of IT projects by Osarenkhoe et al. (2007).  The finding of table 9 agrees 

with the theory and the only difference is that end users characteristics are judged higher (3.08) 

than expected. An interesting addition is that the respondent judged organizational fit to system  

(3.98) as the most significant issue, followed by  organizational culture (3.9) which agrees with 

Sawah et al., (2008 p. 301) and interview 8. One should note that top management support was 

rated as quite significant and this is in line with both Sawah et al., (2008 p. 301), Osarenkhoe et 

al. (2007) and the interviews. An interesting addition is that the respondent judged organizational 

culture as the most significant issue, which agrees with Sawah et al., (2008 p. 301). 
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The second theoretical perspectives of concerning R.Q.2 uses questionnaire question, six and was 

designed from Saatcioglu, 2009, p. 704.  The findings of table 10 show how respondents judged 

five different barriers significance to successful ERP implementation.  High cost of 

implementation was judged to be most significant (4.1), followed by significant resistance from 

staff (3.86), followed by difficulties in changing system (3.64) followed by poor reporting 

procedures (3.1) and finally, difficulties in estimating requirements (3.06). In his research the five 

most important barriers that were identified were (Saatcioglu, 2009, p. 704): “(1) Difficulties in 

changing from old to new system; (2) Difficulties in estimating project requirements; (3) 

Significant resistance from staff; (4) High costs of implementation; and (5) Poor reporting 

procedures. “Comparing those one can see that even though both data shows the importance of 

these barriers there are differences in the order they appear. High cost of implementation is judged 

much higher in our research as is significant resistance from staff.  Difficulties in changing 

system are more similar and are judged as an important barrier in both as well as the interviews.  

Differences can be attributed to sample used but also the years passed between these researches. 

The third practical perspective concerning R.Q.2 uses questionnaire question, seven and eight and 

was designed as free answers textbox with weighting of their importance. Then the authors 

categorized the responses into four issue categories: People Issues, Management issues, 

Implementation Issues and System Issues for easy display in table 11. The majority of 

respondents answers about the most important issues  a company faces after ERP system 

implementation was people issues (55.35%), this was followed by management issues (26.78), 

followed by implementation issues (14.28) and final system issues (3.57). As culture and 

resistance to change were considered people issues the larger percentage does not come as a 

surprise as it is confirmed by the majority of the interviews that also state organizational issues 

can be seen as connected to people. This is in accordance with Deloitte and Touche (1999) that 

said the more pronounced problem was associated with people as 62 percent of user’s problems 

(cited in Krasner, 2000, pg., 23). A surprise exists in the very low percentage reporting system 

issues. This can be explained as the majority of problems were in culture resistance to change, 

training, change management, fit of system to company etc. Question 8 was concerned about how 

much the issues reported previously reduce ERP benefits realization. Here the respondents gave a 

weighted average of 3.62 showing that there is a reduction in benefit realization. It should be 
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noted that 18% selected serious reduction (option 5) and 44% selected high reduction (option 4). 

This is in total agreement with the data form the interviews. And synthesizing these one may 

come to see that organizational issues have does reduce the benefits of ERP system 

implementation. This is in agreement with the theories of Davenport, (1998, p. 125) and Rashid et 

al., (2002, pg. 7) that focus on ERP customization fit. 

5.3 User complaints concerning ERP systems R.Q.3 

“What is the main reason of complaints about ERP systems that the suppliers face from users?” 

According to Deloitte and Touche (1999), users experience is significant in achieving the 

potential benefits of ERP system. The authors argue that user response to the use of the ERP 

system could hamper the advertised benefit of adopting the ERP system. In addition, Davenport 

(2009), argues that even though the implementation of an ERP system offers significant benefits 

that have the potential to solve operational difficulties, successful implementation of ERP system 

lies between balancing the way a company intends to work and the way the system allows them to 

work. Also, Saatcioglu (2009) argues that one of the major problems that organizations face in the 

implementation of ERP system is upgrading from old system to new system. That is, restructuring 

the internal aspect of the company to fit in with the functions of the system. The most evident 

from the response of interviewed respondents regarding complaint supplier’s face from users 

indicated slow responsiveness in the use of the system (see chapter 4.1, table 4). Empirical 

findings from the research work done by Deloitte and Touche (1999) suggest that 62 percent of 

user’s problems are related to people’s obstacles, 16 percent of users problems was related to 

business process issues while 12 percent was related to information technology issues (cited in 

Krasner, 2000, pg., 23). To a certain degree, the views of Deloitte and Touche (1999), correlates 

with the empirical findings as to major complaints that suppliers face from users after 

implementation. For instance, Respondent 2 stated that users complain when expectation of use is 

different from what it provides. This is line with the argument of Umble et al (2003) that suggest 

that when an organization strategic expectation is far from deliverable from the system, it could 

lead to member of staff responding differently to the use of the system.  Furthermore, Sage Group 

(2012) noted getting accustomed to the different modules and application on the ERP system take 

time and it is difficult to learn. This is in line with the notion of respondent 6 that stated that as it 

takes a lot of time to learn the program, ERP system is difficult to learn. Respondent 8 also hold 
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the same notion that ERP systems are complex in use. The interviewee gave an example of their 

experience with the use of the system. For example “putting up a supplier in a supplier module of 

the system they had before it was one “page”, in SAP you had, so many steps (6-7) to put up just 

one supplier when you did it in one stem before.  So the users experienced it as being too 

complex” 

Questions 9 and 10 of the questionnaire were focused on answering RQ.3. Question 9 was another 

open ended textbox where the subject can freely express his or her main complaints about ERP 

systems that they may have. Results were categorized using color coding.  And finally question 

10 was adapted from Topi et al. (2005, p. 132) and Sage Group (2012, p. 3) using the same 

complaints categories as before but weighting them by importance. 

 In question nine the results were quite spread out. First were usability complaints (23.07%) as in 

speed of the system. Support in error situations shared second place along with difficult to learn 

with both appearing  at 17.3%, followed by system output limitations (11.53%), terminology 

problems (9.61%), navigation complaints and overall system complexity (both at 7.69%)  and 

finally, transaction execution support (5.67%). When these problem categories were weighted 

according to how problematic they are seen as by the respondents, Support in error situation is 

most problematic (3.92), followed by overall system complexity (3.02), followed by terminology 

problems (3), followed by difficult to learn (2.98), followed by transaction execution support 

(2.78) and finally system output limitations. Synthesizing these two questions one may come to 

see that, while relatively few (17.3%) people have a complaint about support in error situations it 

is considered an important problem by them. This is also the case for complaints about the system 

being difficult to learn. Usability problem such as system responsiveness and ease of use are the 

main one reported in the questionnaires open ended question. 
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Chapter 6 Discussion  

In this chapter the data and its analysis is going to be interpreted and the research team will 

specifically address the questions that are the basis of this thesis.  After the research questions 

are answered the assumptions are going to be tested and found either true or not. Also this 

chapter aims to showcase the projects worth from an academic point of view. This is going to be 

performed by highlighting what this particular practical research can complement to existing 

theory. 

6.1 Research questions and assumptions 

The three assumptions presented earlier were formed as part of deductive methodology, and 

according to the authors’ perceptions of reality at that time.  They were formed in order to be 

tested and found either true or not.  They can be found on chapter two along with the research 

questions they were based on. The assumptions can be said to be an answer to the research 

questions given before the actual study was performed. From the empirical findings of this thesis 

certain trends emerge that were analyzed with the theoretical framework to provide answers to the 

three research questions. These answers are going to be compared to the assumptions in order to 

verify them or not. 

6.1.1 ERP system benefits - Answer to RQ.1 

After careful analysis of the data presented in chapter 4 and the theory, the research team can say 

that ERP systems provide their advertised benefits in practice to a very high extend (80%).  Thus 

assumption 1 is found true. This can be seen from several viewpoints. First users that have 

performed their daily work with the help of ERP systems can identify several benefits and the 

main one is easy availability of information. Suppliers and vendors have a varying level of 

advertising honesty. Of course there can be some that clearly overestimate the benefits of ERP 

systems but as these systems have a long life and standing reputations it would not be to their 

long term advantage to inflate expectations and then see their clients become unsatisfied. 

Academics that do research on ERP systems are close but have not reached a consensus yet on 

this matter but it can be said that this subject is still fruitful for research. Viewing the matter from 

a timeline perspective one can say that benefits realization is a gradual process and not all benefits 

will be realized immediately or be noticeable by all. 
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6.1.2 Organizational issues - Answer to RQ.2 

After careful analysis of the data presented in chapter 4 and the theory, the research team can say 

that the most important issue that companies face after implementing an ERP system is resistance 

to change and this issue reduces the benefits of using the ERP system. This finds assumption 2 to 

be true as resistance to change is in the area organizational change in management theory. 

This can be seen from several viewpoints. First users that have performed their daily work with 

the help of older systems can become dissatisfied with having to work differently especially if 

they were not part in the making of this decision.  Top level managers should keep in mind the 

totality of change an ERP system implementation brings, and manage this change effectively to 

maximize realized benefits. ERP system vendors might wish to include change management 

consultants as part of their implementation team to support their clients even better. 

6.1.3. Users complaint - Answer to RQ.3 

After careful analysis of the data presented in chapter 4 and the theory, the research team can say 

that the main reason of complaints about ERP systems that the suppliers face from users concern 

the speed of the system, as in how fast it responds to commands (input and output).  A close 

second and third would be support in error situations (includes: Fixing wrong data, fixing other 

errors) and general complexity (easy to use). This finds assumption 3 to not be true. 

This can be seen from several viewpoints. First users that have to wait for the system to respond 

lose time and productivity. Designer and suppliers of ERP systems should take this into 

consideration and adapt to the realities of organizational IT infrastructure and avoid potential 

bottlenecks to design faster responding system but also to design to be more intuitive potentially 

utilizing a multidisciplinary approach that includes the newly formed academic area of Human 

Computer Interaction (HCI). Academically this can help guide future research in the almost 

untouched area of ERP systems user complaints. 

6.2 Subject fit and suggestions about additions to theory 

This research confirms part of the academic theory that states ERP systems have important 

benefits such as easy access to information. It can be also used as an argument against proponents 

of the view that ERP systems have no noticeable effect in business performance. The argument 

would proceed likewise: a system that has its advertised benefits realized to a large extend would 
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logically improve performance of an organization. A potential benefit that is not outlined in the 

theory is that external parties (tax regulators, independent auditors) to an organization employing 

an ERP system tend to trust the data it generates as it is transparent. 

 As most theory dwells on ERP benefits analysis an addition to existing academic theory, is that 

ERP systems do actually provide most of their advertised benefits in practice from a user’s 

perspective.  The fact that resistance to change was the noted in academic theory as an important 

area that exist after ERP implementation is definite. This thesis can add a small stone in 

confirming resistance to change does actually inhibit the benefits of ERP system adoption from 

happening if one looks at it from a user’s perspective.  

Finally it could be added to existing theory that most users complaints about ERP systems are 

about the usability of the system (speed, ease of use), its complexity, and difficulty of resolving 

errors. It’s important to keep in mind that user’s complaint were varied. It should be noted that 

there is little academic research in this area.  And therefore it could be used as a basis for further 

research. 

All this might build a more complete picture of the area that was examined in the way that ERP 

systems are highly effective, but being a relatively new addition to the business world, there is 

still work to be done.  ERP systems development could be said to be close to a maturation point 

but the process of these systems implementation is left behind. This is especially the case in 

selecting a system by top managers and how this selection is done. Also very important is 

developing an implementation strategy that ensures effective change management to combat 

resistance to change from staff. Employees should be informed, and consulted with before 

implementation starts so they can help with requirements capture and other areas. That way 

resistance to change is combated and implementation is helped. Also user’s complaints about the 

system should be talked about in interdepartmental committees and then evaluated and dealt with, 

to improve efficiency and productivity. 
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Chapter 7 Concluding remarks 

This chapter discusses the closing arguments of the research team and shows how this thesis 

makes a contribution to the state of the art and thus motivates academic discussion. The chapter 

discusses managerial and societal implication of this thesis. It will include a critique of the 

findings and mention the general and specific, inherent problems of this thesis as impassively as 

possible. This chapter shall also include what the research team has learned in the course of this 

project about performing business research projects. Finally, some areas that are both suitable 

for future research and interesting, are going to be presented. 

7.1 Closing arguments 

The objective of this thesis is to answer three distinct research questions. The first is to examine 

in what extent ERP systems provide their advertised benefits in reality. The second is to identify 

what is the most important organizational issue after ERP implementation and if it affects the 

benefit realization of the system. Third is to see what the main reasons of complaints users have 

about ERP systems.  

From the findings reported earlier one can see that ERP systems provide their advertised benefits 

to a large degree. Also the most important organizational issue after implementing an ERP system 

is resistance to change and this issue affects the benefits realization of the system. Finally, user’s 

complaints about ERP systems are varied and include the speed of the system, as in how fast it 

responds to commands, support in error and general complexity (difficult to use). 

Even though it provides many benefits in business performance, an ERP system, selection and 

implementation in a company is very critical step. The whole process, is complicated, resource 

consuming and takes a long time. It can easily fall into many pitfalls, some that require hindsight 

and others that don’t. The authors feel the need to stress, that mistakes in the implementation cost 

a company even more resources to fix after they happen than being prevented. In this case 

prevention is better than better than cure and the best medicine. ERP system implementation and 

use should be meticulously planned from the beginning to make sure the company get it right 

from the start and enjoy maximum benefits realization. This is especially important in the step of 

effectively managing change in an organization, in which top level managers should be 

committed to. 
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Also it should be noted that all ERP system are not the same. There are important differences in 

the cost, customization and scope of different ERP systems. There are some brands of ERP 

system that require severe company restructuring as part of the implementation process.  This can 

be a burden in the short term. Especially if the amount of change needed is not clearly understood 

by the client company from the beginning. This can lead to a situation where the company invests 

a large amount of capital for implementation of the system, as most ERP packages are quite 

expensive. Afterwards internal restructuring and system implementation may require even more 

capital, and since backtracking is extremely expensive the situation may continue. So a large 

amount of economic resources are “burned” for the need ERP systems satisfy. Also it may be the 

case that the company becomes strategically dependent to a degree to external parties such as 

consultants with specialized knowledge. 

As shown in the introduction ERP systems are an important part of today’s business world that is 

relatively under researched.  This thesis makes a contribution to the state of the art mainly by 

focusing on the user’s perspective that has almost not been touched academically but also other 

issues as shown in chapter 6.2. It provides valuable primary data from this perspective on the 

areas of ERP benefits realization, organizational issues and user complaints. There is a raging 

debate on the actual effects of ERP systems on business performance as academic opinion has not 

reached consensus, and this discussion could take account of the findings of this projects primary 

data. Also ERP systems designers and vendors could use the data about user’s complaints in order 

to perfect their product even more.  

7.2 Managerial implications of thesis  

The data/analysis may inform as to the current picture of ERP systems impact on business 

performance, organizational issues after implementation and user complaints. It conveys that 

while ERP systems provide their advertised benefits to a large extend there is still room for 

improvement. The benefit category that is lagging behind in the one of IT benefits such as 

reducing IT costs. Managerial implications of this exist. Top level managers should be aware that 

while achieving benefits in information availability and many other areas, IT costs are not as 

likely to fall and may even rise if complication in the implementation arises. Also one should note 

that flexibility of software change is limited for some ERP systems, therefore it is required for the 

company to adapt processes to the system and not the other way around.  This may cause some 
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unexpected workload. In practice implementation based workload cannot be quantified accurately 

in the beginning of the process. Therefore some leeway should be made by managers. 

The area that is most hampering the realization of the systems benefits is resistance to change that 

may come from staff. ERP implementation is not just an IT project; it changes a large part of a 

company including business processes, communication, and organizational structure and policy. 

All employees, but especially the ones that are used to a previous system, and are not a part of 

making the decision to implement a new system, can feel disconcerted. This is of course is 

affected by culture, personal, organizational and national.  One method of resolving this is 

employing effective change management. For example, an organization could gradually introduce 

the idea of implementing a new ERP system, and communicate its benefits to all employees well 

before implementation begins to assist them in accepting it rather than sending them to training 

for it without them understanding why they do this. The main point here is keeping everybody on 

the same page as one might say. This should be a high priority for top management personnel of 

companies implementing an ERP system.  Also as in practice the implementation procedure of an 

ERP system is a complex, huge and highly technical matter; it is handled by an implementation 

committee that is made up from top managers of the organization the system in being put in and 

various consultants. Managers should be aware of becoming potentially dependent, or as a 

respondent put it “held hostage” by the consultants and their much needed, specialized 

knowledge. Because satisfaction about flexibility of software change and implementation service 

was below average top managers should be aware and keep implementation service experience 

and competence as an important factor in their choice of system.  Vendors and suppliers should be 

aware of this and upgrade their way of doing this to maximize their products value. 

The main reason of complaints about ERP systems that the suppliers face from users concern the 

speed of the system, as in how fast it responds to commands (input and output).  A close second 

would be support in error situations. Managerial implication here include: selecting an ERP 

system that covers needs and is also fast, but also developing internal procedures that deal 

effectively and efficiently with fixing errors and wrong data in the system. In practice ERP 

system selection is done by top level managers that often come from and finance/accounting 

backgrounds. As modern ERP systems are integrated they should keep in mind the totality of the 

organization in their choice of system. 
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7.3 Societal implication of thesis 

The empirical finding of this thesis shows that ERP systems affect how organizations and people 

work, communicate and operate. As people and organizations are but parts of society, they are 

bound to have societal implications.  Firstly, ERP systems change the way people communicate 

inside organizations. Even though information availability is increased, the way that 

communication happens is through an ERP system. An example might be that before ERP 

implementation the telephone or even personal contact might have been used to transfer 

information about a customer order. With the ERP system this changes, as personal feelings about 

a situation that might be transferred by tone of voice or body language are not being included in 

the system. This can be said to be a lessening of human interaction between employees and 

affects society in two ways. The first is an increase in alienation between people. The second is a 

lessening in the importance of personal opinion in the making of decisions. Both of these can be 

countered with an increase of company functions such as dinners, and outings.  

Another societal implication is the ecological aspect and it comes from the findings concerning 

the realization of IT benefits, which was shown to be the weaker of the categories.  Even though 

some ERP systems may have been marketed as “paperless office” in reality this is rarely the case. 

With ERP system implementation the ease of generating printed reports is greatly increased.  As a 

consequence there is more paper and the ecological aspect is clear.  This can be helped by an 

organizational policy that ensures all unnecessary printed material is shredded and then recycled 

to help the environment.  

7.4 Critique of findings 

The findings of this thesis were based on qualitative research (3 pilot interviews and 8 interviews) 

that was mainly performed through the telephone as well as quantitative research (50 

questionnaires). The research team struggled to include a suitable sample in both, but the number 

of questionnaires that was analyzed is not large. It would be advantageous for the validity of this 

thesis if the research team managed to have more questionnaires. Added to that the questionnaires 

were not designed to record demographic data that could be used (if the data sample was larger) 

to make correlations about the answers. Also as most of the interviews were through the 

telephone potential nonverbal messages could not be captured and included in the analysis.  All of 

the subjects taking part in this research were situated in Europe and thus the result cannot be 
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easily generalized globally.  As cultural issues could play a role on the research questions posed 

in this thesis it would be beneficial to include research subjects from all major and minor cultures 

and ethnic groups.  Even though this thesis asks and identifies ERP systems effect on business 

performance, organizational issues and user complaints it foregoes in asking its subjects how to 

solve these organizational issues and how to respond to the user complaints. This limitation in 

scope was made to fit it to a master’s thesis timeline.  Also it should be noted that this work is 

mostly based on the ERP systems user perspective. And this might give it originality but it also 

adds inherent perspective bias. 

7.5 Problems encountered 

One of the main problematical areas in this thesis was in data collection. This was the case in 

locating suitable and willing interview subjects and questionnaire respondents. People that work 

long hours are not as willing to spend time to be included in research projects.  There were many 

companies that did not even respond to the research proposal and the vast majority of the ones 

that did, responded negatively. Also research subject might keep the company hat on instead of 

divulging their personal and professional opinions in answering the research questions. As ERP 

systems implementation is almost always a large and complicated move for any company or 

organization one might try to present the situation better than it really is to defend their 

company’s reputation and standing. This could be an issue for ERP system providers but also for 

zealous employees of ERP using organizations. Another important problem encountered was in 

finding sufficient secondary data for this thesis. As ERP systems is a generally new area of 

academic research locating articles that are recent and from reputable peer reviewed sources that 

the research team has access to was not easy. This was especially the case for the area or user 

complaints.   

Another problem encountered can be said to be inherent in all group research was the issue of 

coordination, organization and communication. This thesis was written by a team of two people 

and even though it is a small number it should be noted that both were from different cultures, 

gender, and studding in Sweden but residing in different cities.  There was a limited language and 

cultural barrier issue encountered. Also both members had to review most of the secondary 

literature independently to be on the same page. That effectively doubled the reading time in 

comparison with a single author.  Also there was the problem of reaching consensus inside the 
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research team on several areas of research strategy as well as writing style. Lastly, the authors had 

to arrange meetings quite ahead of time because of geographical distance and train timetables. 

7.6 What the authors discovered about business research 

One of the main things the research team discovered about performing business research is the 

great value of having a supportive, available and knowledgeable supervisor. Also the importance 

of defining clearly structured research goals that can translate to clear questions. Clarity is very 

important as misunderstands should be avoided at all costs in academic research. Another very 

important lesson for the research team concerns time. As none of the authors had undertaking a 

project of such scope before, the sheer size of the work was overwhelming. Only if it is broken 

down in smaller clearly defined parts that have a deadline of their own can one hope to meet the 

time requirements. The research team found that time passes faster in reality than in planning the 

thesis and often there were schedules problems of interview subjects that had to change the time 

the interview took place. The essence of the lesson was that the timetable of the thesis completion 

should be given some flexibility to accommodate unexpected problems. Also as soon as any part 

is changed added or finished a new complete backup copy of it should be saved and circulated to 

all members as a safeguard to computer problems and data loss. Another important lesson was in 

revising the thesis. Here the research team found that it’s helpful when two sets of eyes are 

looking for mistakes.  

If the research team knew in the beginning of the thesis what it knows now some differences in 

the research would have existed. Firstly, the start date would be transferred earlier to provide 

more time for additional subjects to be located and final review of the thesis. Secondly, more 

questionnaires would be sent out as it was found out that the return rate was very low. Thirdly, 

some sort of software reference editor would have been used as it saves a lot of time. And finally 

the questionnaire would include demographic data in order to make correlations in user 

complaints categories and age. 

7.7 Areas for future research 

The research team feels that the area most suitable for future investigation is the area of user’s 

complaints about ERP systems. This can take many forms such as users or suppliers point of view 

but also different  sampling strategy’s such as focusing on one specific ERP system (SAP, oracle, 
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IFS),  one specific industry (Textiles, mining, banking) or even a whole sector (services, primary 

production). All of these can be cross referenced with geographical area, gender, culture, and age. 

One example could be: SAP ERP user complaints, lessons from the mining sector of South 

America.  Another might be, ERP user complaints in the services industry: the Asian culture 

perspective. The authors suggest another possible area of future research that would correlate user 

complaint categories already established with age group of respondents and would have a global 

perspective. This could give interesting data in the form of what age contributes to users 

complaints if the field of ERP systems and might offer insight into whether system training 

should be customized according to this variable. Finally, another interesting study would be the 

effect on ERP system implementation on how much printed material is generated in an 

organization in order to gauge the ecological effects of these systems. 
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Chapter 9 Appendix 

9.1 ERP systems interview template 
Part 1 Context Questions 

1. What is your name?   

2. Function in the organization? 

3. What is your level of experience? 

4. What ERP system you have experienced? 

5. What organization? 

6.  What did the suppliers say about its benefits?  

 The operational benefits (OP), 

 Managerial benefits (MB).  

 Strategic benefits (SB) 

 information technology benefits (IT) 

 Organizational benefits (OR) 

Part 2 Research Questions  

1) To what extent do ERP systems provide the advertised benefits in practice? 

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

 Is it necessary for a technical department of IT to exist in the organization to operate this 

ERP system? 

3) What is the main reason of complaints about ERP systems that the suppliers face from users? 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis?  

Do you allow you name and organization name to be used in this thesis?  

9.2 Pilot study full transcripts. 

9.2.1 Pilot study 1 Kostas Lemonis though Skype 

What is your name?  

Kostas Lemonis 

Function? 

IT Manager in 3 different Steel producing companies that finally merged into one. 
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What is your level of experience? 

I started from 2003 so about 10 years totally.  

What ERP system you have experienced? 

Atlantis ERP By altec S.A. 

In what organization was this implementation? 

Xalyvourgia Ellados AE   

What did the suppliers say about its benefits? 

Let me see what I remember. They said it very user friendly. They said it’s the best ERP of the 

century. The demo that I saw before I put the system was good and it convinced me from the first 

steps so I didn’t put so much weight to what they were saying as in their campaign their 

advertisement that is. So I didn’t care about their advertisement. They also said its fast and very 

open ended like you can do a lot of custom features and upgrade for factories use.  It’s very good 

for office use the supplier admitted; they admitted weakness at production functions. I talked to 

competitors like SAP they wanted to coup d’état the company and put what they wanted.  They 

also said that it brings transparency. Compared to other ERP it’s cheap to buy. You pay 60-100 

thousand euro not 1,5 mil. Change costs depend on what you going to do. Atlantis is easy to 

change and remove; it does not change the company as SAP does. 

The operational benefits (OP), 

Yes look open system. Extensive customization. Easy to make it factory extensible. Control 

production. They honestly admitted this was their main weakness as an ERP, was especially the 

combination of production features. For office use they said it was very good at disseminating 

information from one department to another. 

 Managerial benefits (MB), 

I didn’t let them talk too much, they said it’s so friendly that they could put it in a cell phone Of 

the CEO and control the company while on a plane they actually demonstrated this. Rich 

information availability for management. They said no papers needed. The biggest problem was 

management peoples in Greece not the ERP itself, as they are old and afraid of technology. A lot 

of resistance to ERP from them. The finance director never touched it. That is because ERP have 

the tendency to humiliate people by showing their failures. 

Strategic benefits (SB) 
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There is a Competitive advantage to not using ERP. It’s Easy for the ERP to follow company 

growth. Because of its friendliness, openness and customization and connecting to others 

platforms it have a very long term life in years. So they said it a tool for life for the company.  

 Information technology benefits (IT) 

There was loads of help here. We didn’t have to care about implementing something(bespoke), 

we only cared about what we were implementing. Your mind is not in the tools. They said it will 

unify IT costs and reduce them. Much less printing costs. 

Organizational benefits (OR). 

It can manage complex situations with few people. Fast report generating. No more waiting less 

printing less people moving papers. They said less time to access information (less printing and 

moving around of paper).  After a year and a half nothing was really printed except a specific 

paper (General Catholic analytical that was needed for regulations). Even the Government Tax 

service was taking CD’s instead of papers. More ecologic.  

1) To what extent do ERP systems provide the advertised benefits in practice? 

Here there is a secret. It gave almost 100% but 30% of what I did (in customization etc.)  should 

have been done by them. So they provide what they say but the support was not enough in the 

first company. The external consultants and dealers (that are necessary for the ERP supplier 

network creation) are killing themselves to sell (and get their percentage). Without a (good) IT 

department you can manipulated and up to a point controlled by the consultant. Unless you do the 

customize step yourself or in house.  So to have 100% satisfaction you need to have a degree of 

“addiction” to them. Support also came to be more expensive that we expected. 

2) What is the biggest issue that companies face after implementing ERP and how does this 

reduce the benefits of ERP use? 

The Greek user resists change and transparency of individual actions and that reduces the value of 

the ERP system. The older they are the less they can be bothered to learn and they resist more. 

Also there were 2-3 bugs and one was important. The most important was clearly technical; it was 

related to the page counter of printed reports of some sort. It was dramatic it almost broke the 

system; you cannot have invoices that write 1,2,3 and 10 15 in the beginning of each line as the 

code writes internally. (i.e. goto 15, code ID, clearly a code programming)  

The other issue was about speed when we upgraded it once to the next version, we had a problem 

that was almost broke the systems. 1-2 days nothing could be done from us and it was down. The 

developers came up with help.  We were also dependent from them and this comes as a surprise. 

They hide how much you are going to need them for a year or two. Expensive support costs as in 

90 euro per hour.  Also internal company politics as in rivalries played a part in morale, and 

impressions of the system. But I cannot say more as this is an internal matter. Relationship issues. 
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3) What is the main reason of complaints after ERP implementation that the suppliers face? 

Our IT was aggressive in pursuing, innovation and gave users no time to find errors. They wanted 

more terminals.  But as License and hardware per terminal was 1500euro. We had some 

resistance to change. To solve this I made key users in all departments so they filtered the 

complaints. We had only technical issues. My complaints were slow reaction of suppliers to 

respond to problems. Cost of support was a problem it was expensive. Slow speed after upgrade 

once. I lost some data and some orders once. I had to upgrade the ERP to factory and I needed 

extensive support.   

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.2.2 Pilot study 2 Giorgos Drosopoulos though Skype (ERP Suplier)  

Part 1 Context Questions 

1. What is your name? Giorgos Drosopoulos  

2. Function in the organization?Senior Account Manager in Altec 

3. What is your level of experience? 

I started for 2000 so 13 years of working in ERP systems and 25 years in the more general IT 

sector. I am a dinosaur really; when I finished my bachelors we fed instructions to computer using 

paper cards with wholes. 

4. What ERP system you have experienced?Atlantis 

5. In what organization was this implementation? 

As a company we have done about 250 ERP implementations out of which some had less more 

modules and some more, the most common module installed were procurement, sales, stock 

control, commercial management, and accounting(in which sometimes external auditing make us 

work in specified ways). Also common are financial analyzers, budgeting web services and CRM. 

7. What did the suppliers say about its benefits?  

• The operational benefits (OP), 

The MIS (manager information systems) tooling gives statistical information fast and effortlessly. 

The CRM online tools give the opportunity to take orders from the World Wide Web.  We make 

the system with the purpose to minimize steps to complete a procedure. It is clearly the 



86 

 

information flow and transfer that is made better. At any time you can see anything really. Let me 

give you an example, when xalyvourgia thessalias and halybourgia merged they had 2 accounting 

departments. The president asked for some information from both, the same information. On 

department had a modified s400 system and the other had Atlantis. The Atlantis took 8 hours to 

produce a perfect in depth report with 3d graphs and it was free and the other department took 5 

days and wages to produce a 2d and shallow report. If they wanted to upgrade the s400 to do 3d 

reports they were asked for a price such as 30000 euro. So they picked our system for all offices. 

• Managerial benefits (MB), 

The Human resources module gives the opportunity to larger companies to check a lot of 

information about their human assets such as average overtime of paid leave rights etc. that can 

prove valuable for managers planning for the future.  

• Strategic benefits (SB) 

By MIS (manager information systems) tools and advance reporting tools you can observe the 

companies selling representatives actions (real-time, online even), their times periods (for 

example in a monthly basis by specified criteria that are drag and drop tools), comparisons 

between company sectors (For example which department has achieved its goals). One can also 

see which clients need more support but also which supplier is faster or cheaper. It is also possible 

to prediction budgeting based on past figures. The CEO can get a 3d paper in an instant and use it 

to formulate strategy as he goes. 

• information technology benefits (IT) 

Clearly cheaper and faster than older s400 systems those were very powerful. We also have the 

ability to customize, it perfectly. One of our larger businesses is not only doing basic installations 

but custom code for companies where even individual users can have different menus (ranging 

from terminology to actual function). We also have information limited by using authorities such 

as supervisor user and CEO. Each user has access on a need to access basis.Our system has lower 

hardware requirement than most competitors. But hardware requirement depends on user number 

and user type (such as android tablet users) 

• Organizational benefits (OR) 

The Atlantis ERP system has Android compatibility, full Real-time online access (write or read 

data) also photographs can be taken and product barcodes can be scanned and uploaded to the 

system to check product availability. We provide full User manuals and free online help. We also 

train people ourselves, and empower them to use the system. In the beginning we install software 

in the server and then start customization according to the requirements we captured previously at 

that point user training starts. For 7-10 days we run both systems simultaneously (we are 

physically there for the first day to oversee things). Beyond that we have after sales support 
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through telephone that is free. This help desk is completely free, speaking with technicians.  We 

can also provide paid consultants to train and consult and further customize the system. It costs 

75-95 euros per hour and has become somewhat cheaper now with the crisis. Adding to that, we 

can check certain issues on their system through the internet. This is more for issues that can be 

solved in half an hour and are not worth the travel time of consultants. Half rates are charged in 

this case.  

Part 2 Research Questions  

1) To what extent do ERP systems provide the advertised benefits in practice? 

In the beginning the users have loads of questions that mainly go to the help desk. For about 6 

months this happens, and these benefits are not materialized fully. After 6 or so months the client 

has usually extra requirements or needs that require extra customization or extra modules. 

Sometimes they need extra modules or bespoke modules that cannot be covered by existing ones. 

But in the end our clients get what they paid for and they are satisfied. So I would say that almost 

100% of what they thought they would get actually happens. We do take effort thought to explain 

to them clearly and honestly what Atlantis can do for them to avoid false expectations. We also 

focus to make it as user friendly as possible. 

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

The first and most important is lack of training on how to use the system. They ask questions like 

what should I select to do this or that function this obviously reduces their efficiency, it can 

reduce benefits greatly but gets better with time. But that is not always because training hours 

were low.  First we train them all together in an amphitheater and then we train individual users as 

in the accountant. However many hours you propose to the customer he will have questions. 

There is a need for learning through usage. If the client needs to cut down something because of 

large cost of implementation we usually cut down on training hours. But due to our experience we 

have a good prediction about the hours needed.  For example when we ask for 30 hours and he 

finally needs 40 we accept and often these are free. But if we say 30 and he says 20 and if after 6 

months he will need 30 or even 40 we can do this to.  

I want to add that when previous systems were bespoke there is significant resistance to change in 

the beginning. But they slowly get used to it due to its benefits. What I tell them is that times have 

changed. Some time ago if you wanted a suit you went to the shop and bought a roll of cashmere 

wool that you liked then took it to the tailor and he made it for you. So he took the fabric and 

made it a suit on you, this is in house. Out sourcing is buying a very nice suit and then taking to 

the tailor. It need shortening the pants, tailoring the sleeves etc. to make it fit you. These are not 

the same in any case. They have to do it because their suit is so old that that is not supportable 
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anymore. It is clearly a technological issues of being obsolete. Also sometimes politics can make 

requirements capture slower or less efficient.  

• Is it necessary for a technical department of IT to exist in the organization to operate this 

ERP system? 

Usually there is an IT department especially on larger organizations. They are trained first as 

super users. Then they can more easily train and solve issues for the other users. In smaller 

companies the most technical minded person takes this role. We have done installations to 

companies that had no IT departments. 

3) What is the main reason of complaints about ERP systems that the suppliers face from users? 

Sometimes the system is slow. Slow responsiveness caused by slow hardware they had.  

Sometime the online part does not work and these were caused by the internet provider. These are 

issues that are mostly solved nowadays. Complaint exists by wrong requirements capture. 

Complaints are inevitable because he told something one way he meant it another and what he got 

was not exactly what he wanted. To solve this we do demo versions of the system. Sometime 

users are not very objective due to their scope being limited to a specific function or department. 

Also multinationals that has different accounting system on the holding company and the child 

company can have difficulties on compatibility.  

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.2.3 Pilot study 3 Liz Dwyer though Online SAP webinar 

Research Questions  

In order to fulfill the purpose stated above, there are three questions this project intends to find 

answers to: 

What is your name? Liz Dwyer 

Function?SAP education learning architect 

What is your level of experience? 12 years 

What ERP system you have experienced? SAP 

In what organization was this implementation? SAP webinar 

What did the suppliers say about its benefits? 
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The operational benefits (OP), 

Saves time, as people don’t have to move physically to share information  

 Managerial benefits (MB), 

SAP makes report generation fast and accurate and managers can use this as a tool to make better 

and faster decisions.  

Strategic benefits (SB) 

In today’s world most big companies have some sort of ERP or another, you cannot compete 

without it, also it gives you a competitive advantage. 

 Information technology (IT) benefits 

Almost eliminates printing cost, and reduces IT cost in that the company needs no custom made 

systems made in house. 

 Organizational benefits (OR). 

SAP helps people by training them to the highest standard to meet the expectations of the system. 

1)To what extent do ERP systems provide the advertised benefits in practice? 

To actually understand this you need to start with the measurable benefits. Understand where it 

you want to be. For example do you want a reduction in support cost to increase your 

profitability? What I can tell you is that we do not make vague advertisement or false remarks. 

2)What is the biggest issue that companies face after implementing ERP and how does this reduce 

the benefits of ERP use? 

The first thing to do is to understand where you are in utilizing a enablement plant on how end 

users will be thought to utilize effectively the system. Software alone is rarely the answer. But 

don’t wait until after the go live date. 

People need to have the right amount of training from the beginning. Formal and non-formal 

learning needs to be shared through the organization. 

Important issues include higher support costs. (Expensive support teams.) 

Lack of user training. Untrained users take 5 times more support and 6 times more time to do the 

same work. This cost a lot. Knowledge drain. There is a Steep learning curve in the beginning. 

Self-sufficiency in support issues. 

3)What is the main reason of complaints after ERP implementation that the suppliers face? 
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Calls about basic support issues such as how to and process questions. 

Users don’t know what question to ask and therefore do not understand the answers.  

Could there be a connection on user satisfaction and ERP perceived benefits, complaints about the 

system and reduction of actualized benefits? 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.3 Interview full transcripts. 

9.3.1 Interview 1 Ianos Politopoulos thought Skype 

What is your name? Ianos Politopoulos 

Function? I work in earnest and young as a consultant  Change Manager  

In what organization? 

In an investment Bank one of the big ones but the exact name is confidential. 

What would you say was level of experience is? 

I would say my level of experience on ERP systems can be considered average to low 5 years. 

Which brand of ERP system have you been involved with? 

My experience was on the SAP system. 

1)To what extent do ERP systems provide the perceived (advertised) benefits in practice? 

What I can tell you about this specific implementation, is that as it is a renovation of the general 

catholic system, they would not integrate all of the business processes, or they would not use an 

ERP to do all the business processes as an investment bank. They just needed it to renovate their 

general catholic system.  This came up as per instruction and requirement of the regulators. 

Therefore the benefits that were advertise were materialized almost fully (90%). One main benefit 

that was reached fully was that the ERP provides the company with a system that has enough 

transparency and is not a mix of several older and sometimes outdated and jumbled systems that 

have been in-house developed during maybe 20 years. It provides a holistic solution that gives 

you the opportunity to do a transparent and clean logistical reporting. I mean you can close the 

books and the regulator can trust it since it is clear and honest. This is a clear benefit. 
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After these sorts of systems are implemented it is not easy to skip certain procedures. It is like 

concrete in the more water you poor onto it, the more customization you do to it, the more 

unchanging it becomes. Which means you can be assured that it removes any possibility that you 

can interfere with the data, cook it as we say. It is clear to the external auditor and to the regulator 

that these econometric data that you as a company provide to him for your auditing are exact. 

So this data is more exact and clear? 

Yes and they are formed according to how the regulator wants it. This is an advantage that will be 

surely realized 100% and that is why we bother with all of this procedure. This is not something 

the implementation has to finish so you can see. It is certain that there is going to be improved 

transparency and reliability of data. 

2) What is the biggest issue that companies face after implementing ERP and how does this 

reduce the benefits of ERP use? 

You need training and that is not just in the implementation procedure you need training during 

the whole lifecycle of the system. This takes your time away from the banks clients and it also 

requires some amount of restructuring inside the company itself. Human resources that before 

were doing something else have to be assigned to the implementation. It needs people, and these 

people have to be knowledgeable with the procedures that the ERP is going to cover. So you need 

to take them away from their work either wholly or part time and assign them to the ERP 

implementation. 

3) What is the main reason of complaints after ERP implementation that the suppliers face? 

I knew how to do my job in one way and now you changed it. It’s harder now. And why did you 

do it. This can be true sometimes; the job getting harder that is even though this is not the 

purpose. People resist change. Work can become harder for some. Older people resist change 

more. A 60 year old can usually adapt better than a 60 year old. 

People say no one asked me. People feel underappreciated when they are not asked by the 

company for their opinion on how to do things. This is very common. In a company of let’s say 

10000 employees you cannot ask everyone.  

While implementation is done a decision is made by the steering committee with the cooperation 

of the provider or the consultant and the politics of the committee breed hostilities. For example 

the accounting department wants a solution that is conflicting with the operation department. 

Whoever wins will be dissatisfied and that will keep on even after the implementation is done and 

the system is running. There are a lot of politics inside the committee. 

People that are reassigned might not want to. This is not their choice most of the time. The 

company assigns them and they have to do it. Not everyone appreciates working like this it makes 

work being more anxious. 
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When Requirement capture phase, people can be unsatisfied. Change and migration and testing 

can cause delays in productivity. When project ends and it goes live there might be downtime. In 

an investment bank that can be detrimental.  So what they do is simultaneously run both systems 

for some time until they are sure of seamless operation. It’s not a grocer that will lose a pear and 

three apples. If something happens there will be sanctions after. 

It’s in the company’s best interest to keep all happy and the system to be accepted. And you want 

it accepted. You don’t want your employees to not use it. The End user needs to be satisfied for 

the process to become better. There could be a difference between what the end user feels help 

him in his work life and what the company wants from the system. Politics also exist here. 

It should be clear to all companies that Most fail cause of no acceptance because of end users or 

wrong requirement were captured. To actualize benefits of this system you need to keep the end 

user satisfied and make operations more efficiently. Why spend millions and not embrace it fully. 

I hope I have helped you. 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes for my name and 

organization but keep the name of the investment bank anonymous. 

9.3.2 Interview 2 Tony Parkinson thought telephone (ERP supplier) 

What is your name?  Tony Parkinson 

Function? Managing Director 

What is your level of experience? 

High 35 years. My background is as a developer effectively. The systems we were making when I 

was first employed were effectively ERP systems. Not general ones we only work in a very 

specific area which is systems referring to clothing or wear web businesses. 

What ERP system you have experienced? 

STYLEman is a web based ERP system designed specifically for clothing and footwear 

companies, and covering the core business functions: sales, sourcing, manufacturing, stock, 

warehouse management, and distribution and financial 

In what organization was this implementation? 

What did the suppliers say about its benefits? 

The operational benefits (OP), 
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 Managerial benefits (MB), 

Strategic benefits (SB) 

 Information technology (IT) benefits 

 Organizational benefits (OR). 

1)To what extent do ERP systems provide the advertised benefits in practice? 

Of course I am going to say yes. 100% I would say in general terms. I remember far enough when 

we were implementing systems for companies that didn’t have any computer systems. We used to 

have an expression that was first time users. Where businesses may have had an Accounting 

system, but that was as far as it went, it didn’t stretch off into the rest of the business. When ERP 

systems came along it was a way of certainly collating all the information that was kept on things 

like stock cards order books manual sheets that people would copy numbers down. And of course 

none of that was integrated into an accounting system. In the end of the month all department 

would provide some sort of hand written templates in the accounts system and it may have taken 

them quite a few days to operate. When ERP came along they pretty much sped up the process. 

Provided a central repository for the companies, and lots of people gained access to the 

information. Provide easy ways into turning this information into many formats. The benefits for 

those kind of companies were huge I think. 

Nowadays when companies are changing over one ERP system to another the benefits are 

different they are more marginal probably. Usually when people are changing they do so because 

of a perceived shortcoming of their old system which may not be a system failure it may be an 

implementation or usage failing. So when they do change the benefits are arguably much smaller 

than they were on times gone past. 

 

2)What is the biggest issue that companies face after implementing ERP and how does this reduce 

the benefits of ERP use? 

MMM. There is a sort of cycle we got through that we go to when implementing a system that, 

people have very high expectations of a systems coming in the business which are not quite as 

easy to achieve as they may expect or maybe led to expect. So usually the process of 

implementation does require quite a lot of work disruption, can make people feel a little 

uncomfortable. Its new it different it takes some getting used to. In some cases they may have 

been very efficient operators of the previous system and they don’t immediately have the same 

efficiency when moving to the new system. It takes an amount of practice to build it up so there 

are lots of reasons people’s expectations are not met as fast as they would like.  In the 9 month 

plus horizon then generally speaking, then systems pitch up and start delivering benefits. Also 

user training and support costs. 
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3) What is the main reason of complaints after ERP implementation that the suppliers face? 

We do try to be upfront with the capabilities of the systems. Biggest area is some people, will 

expect it does something that it doesn’t. Those kinds of issues usually begin with the word surely. 

Surely the system does this; surely your other customers do that etc. They have seen at that stage 

several presentations so it seems to be area of little importance but it is quite common. 

People on the steering committee do not represent the wholeness of their department. Internal 

politics might arise that is a kind of issue that is common. We try to stay clear of anything like 

that. As far as we are concerned that’s an internal issue. We want a project director that is the man 

we can go to make the decision. The might make the wrong decision but you know they will 

make one. You got someone that can arbitrate or say that’s what we are going to do rather than 

have political faction that want this and that. But there are always internal politics but hopefully 

people recognize the benefit is for the company as a whole.  

Let’s take an example of a long time employee that was experienced in using the old ERP system 

or even helped to design an older even bespoke system. If his opinion was not asked he feels 

disgruntled and underappreciated.  There are people like that that have been involved in the 

design or implementation of the system we are replacing that feel kind of attached to it. You have 

to put that into the landscape that other people in the organization will know why we do that. 

That’s how they are they are not very subtle about it either.  

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.3.3 Interview 3 Kjell Larsson thought live interview 

What is your name? Kjell Larsson 

Function in the organization? Manufacturing engineering 

What is your level of experience? Used other systems for many years but ERP systems for 6 years 

What ERP system you have experienced? IFS 

In what organization was this implementation? SAAB 

The implementation took about 2 years. Saab engineers and IFS implementing personnel both 

work together to activate the system. Though after the implementation, IFS personnel where still 

with us for about a year but now I think we can manage things enough. 

What did the suppliers say about its benefits?  
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They said that it’s an easy to use system that is also easy to customize around and make it work as 

we need.  

 The operational benefits (OP), 

The most important aspect of the ERP system here is that it eliminates human error and 

misunderstanding concerning the data inside the system. Also it makes information more 

available for employees. 

 Managerial benefits (MB).  

It can be said that as information becomes easier to access then managers can make better 

and faster decision that before. 

 Strategic benefits (SB) 

As our company wanted an ERP that could connect with our in-house systems we were 

not so interested in this category of benefits. But also a company without ERP in our field 

would be lacking to its comparison. 

 information technology benefits (IT) 

Obviously reduction of IT costs as we would need less people working on ERP 

implementation in house. 

 Organizational benefits (OR) 

As the system brings increased interaction the employees communicate more and also 

have to work in a different way that is generally more efficient. 

          1) To what extent do ERP systems provide the perceived benefits in practice? 

First, I will like to say that Saab produce their own systems. However, the systems were good at 

something’s but not all things. Adopting the IFS system help to see how to do things in a new 

way and what was wrong in the old ways of doing things. Major benefit so far with the IFS ERP 

system is that it provided efficiency. This is done in a faster way as to before. More so, we use to 

have a department that develop Saab system, but now, the department has been committed to 

doing other things after acquiring the IFS ERP system. Although, the system is large with many 

interfaces, I will say the ERP system was OK in meeting the task of SAAB.  

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

In Saab, each department has their own systems and this is a lot to maintain. Saab production is 

huge and to efficiently manage what comes in and what goes out, I think ERP systems can create 

the that work with little effort. The main part of Saab business that need more attention is the 

Production port.  A lot of activities takes place in this department. For example, parts of planning, 

taking of inventory, costing, suppliers and so forth… all this takes time using paper process. The 

biggest issue we encounter after implementing the system was change management. We have to 

change many ways of work and some ways of thinking and to do things different. The new 

system requires things to be done in a standardized routine. Routines has to be changed and this is 
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a big issue. For instance, people are used to the paper process, changing that way was little 

challenging since the ERP system in itself is not something you can learn in just couple of weeks, 

it takes time to really get used to the system. As a user, I think it is important to know what 

exactly to do with each button. Mistake in one part can really cost a whole mess in other part. 

This can be really a costly mistake that can take an amount of time to figure out. So I will say, 

making people to think in other ways was the most difficult challenge we encountered after 

implementing the system. Learning how to use the system was not easy for many, so, people 

responded differently. With the system, you don’t need much paper as the system do a lot  for you 

but still people want to print paper. But there is improvement today! So slow response in the part 

of the people will definitely reduce the benefits of the system overtime is caution is not taken.  

Well specifically, I will say that mistake happen time after time. But everyone is aware how 

costly this mistake can be. The biggest issue experience is bug (technical error). Once there is a 

problem somewhere, it runs through the whole system or perhaps can bring down the system. 

Such situation can take time to fix as it is not easy to trace problem origin. We have not 

experience any with the IFS ERP system but with Saab system we have had an experience.  

3) What is the main reason of complaints after ERP implementation that the suppliers face? 

In the beginning after implementing the system, there was mistake every now and then from we 

the users. IFS technical team was with us for 1 year after the implementation. Our old system was 

quite different from the new one. The new system has a different code. A little confusing for new 

users. So, there was need for support after been trained to use the system. Another, thing is that, 

they are too many phase, in the ERP system, we only use a selected few that is needed. This 

leaves a lot of port that are not needed on the face of the Screen. This is not interesting to work 

with. The problem is, they cannot be removed as it has been wired in a way that connects to other 

parts. Removing them will affect the function in other parts. I am not sure I can really say much in 

this regards because, mostly our engineering team tends to fill in most problems…  

Generally, What can you say about ERP systems I think it is a good system. The computer does 

the work rather than human. But as there are two side to a coin, I will say it has the positive side, 

which it helps to get things done faster but on the other side it is really a complex system that 

need to be cautiously approached. I hope I was able to answer your question….. 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.3.4 Interview 4 Panagiotis Perrakis thought Skype 

What is your name? Panagiotis Perakis  
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Function in the organization? 

Indirect procurement department specialist in a big unnamed(requested company anonyminty) 

fast moving consumer goods company. 

What is your level of experience? 3 years 

What ERP system you have experienced?SAP based system called Ebuy. 

In what organization was this implementation? 

Big multinational company that deals in FMCG (fast moving consumer goods)  

What did the suppliers say about its benefits?  

The main benefit is that it brings the initial user (that is the individual that wises to make a 

purchase), the procurement operation center and the buyers closer in an easy to manage 

relationship from the point of placing the order to setting the order to the supplier.   

• The operational benefits (OP), 

I can give you an example of this from the operational perspective, when a user is placing a 

particular item that he want to purchase in this system(Ebuy) along with details of whatever heis 

buying he is also putting in an Icode(an internal classification, classifying the particular as part of 

a category or categories i.e. printed materials, coupons, or media, market research) and further 

classification which then allows the buyer(procurement) to run reports from spend items. 

Basically I don’t need to know what each individual person purchased but run a report using the 

Icodes and see how much was spent on particular category, subcategory or suppliers. At the same 

time the sale report(the same function) generates additional information from the Icodes for the 

general ledger (GL) account and the finance department for the own purposes see what kind of 

GL accounts and how are they catalogued. Lastly the same thing because it contains information 

from the supplier from the drop down menu goes to the account department so that they can see 

what is what is the credit or debit that we owe to the particular supplier based on orders or 

payments. So with the same tool that is used by all three departments each function uses it and 

track information differently. 

• Managerial benefits (MB).  

It definitely brings better control because nowadays in our company anyone who wants to make a 

purchase it has to go through Ebuy which is not something we used to have in the past. 

Everything goes through there. We have a policy, No purchase order no payment.  

So the suppliers have been made aware of this and they call us and say I need a PO number to 

deliver the goods. The problem before that is that somebody would pick up the phone he could 
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order something from the supplier the supplier would deliver and then somehow the whole 

process would take a lot of time, be hard to track, hard to plan and be very fragmented. 

• Strategic benefits (SB) 

The main reason for all this is that it’s a part of the initiate we use, called funding the growth. His 

idea is that being more careful and strategic with our purchases we have savings that are 

reinvested in the core business. So far though the use of Ebuy we have more visibility in how 

each department spends its budget and capture more data about profit and loss so the goal is being 

achieved. 

• Information technology benefits (IT) 

We used to have an outsourced IBM that was involved in this process before the use of Ebuy. As 

Ebuy was implemented after a testing period (of about a year) the IBM people was no longer 

needed and their function was kept in-house. Hence I would say from a perspective of resources 

(people) it was definitely an improvement for the company. For the people IBM fired I don’t 

know. We also have reporting tool via SAP, but I don’t have access to another country’s SAP 

system as policy because of accounting regulations and laws (as in having access theoretically can 

change data).  Through Ebuy I can access read information from everywhere in the world. 

• Organizational benefits (OR) 

Specifics training exist that are tailored to each kind of user. Marketing guy gets marketing 

training etc. some users receive all levels of training. Employee morale and satisfaction in the 

beginning was bad cause of complications now it’s better. But I can say its User friendly. Now 

it’s much easier to deal with repetitive purchases as in putting a lot of information needs less time. 

Part 2 Research Questions  

1) To what extent do ERP systems provide the advertised benefits in practice? 

I would say something like 80%.  Initially there was ideas about further improving it but until 

now are not yet implemented. For example one module that is real time purchasing but it was 

proven it’s not as efficient as communicating outside the system. So I would say this percentage. 

We have connected it to e-invoicing and even that step is covered.  

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

As can be expected with any major change in process there was a lot of pushback and resistance 

to change. You used to have people that had access to the old system and initially it created 

complications. The main point of this that in the past guy X from the marketing department would 
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pick up the phone and order whatever he wanted now he can no longer do that and this didn’t sit 

very well with guy X. 

Specific business case in Italy comes to mind. Some, particular areas used in a traditional 

purchase orders (that for various legal reasons are different there) that couldn’t be changed in our 

system.  So we do this manually after it leaves their system. So there is some Incompatibility 

because of legal regulations. Another small thing is that some functions where not planned for as 

an order comes without a supplier (they permit this so the procurement can choose one).  But for 

order below 1000 euro the procurement is not involved so and order below that without a supplier 

is kind of stuck until manual retrieval. these do affect the benefits of the ERP to a degree. 

• Is it necessary for a technical department of IT to exist in the organization to operate this 

ERP system? 

Yes, definitely. 

3) What is the main reason of complaints about ERP systems that the suppliers face from users? 

One issue we used to have been the speed (responsiveness of the system) but it has improved. 

Sometime when you had a lot of live items in a single order it could glitch up between phases. 

There are the occasional technical bugs. It happens but rarely.  There is a center in India that is 

involved with the actual technical issues. They have KPIs (key performance indicators) to help 

solve most non urgent issues in 48-72 hours.  Urgent issues should be solved within 24 hours. 

India deals for Europe and Asia other have different hubs.  

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? My name yes but keep 

the company anonymous please. 

9.3.5 Interview 5 Gianna Kusharska thought Skype 

1. What is your name? Gianna Kusharska  

2. Function in the organization? Demand planning manager, Procter and Gamble 

3. What is your level of experience?6 years 

4. What ERP system you have experienced?SAP R/3  

5. In what organization was this implementation?Procter and Gamble 

7. What did the suppliers say about its benefits?  
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• The operational benefits (OP), 

My work does not go outside my department but yes there are some. One is saving time obviously 

up to 30-40% compared to working without the system. The second is elimination of human error. 

• Managerial benefits (MB).  

No really. It makes me easier to make decisions faster, but not necessary better decisions.  

• Strategic benefits (SB) 

If the strategy of the company is to grow larger the system might be helpful to do so. But my 

company strategy is to optimize the resources and grow more profitable. It’s a huge company 

already. But it helps to optimize our resources. 

• Information technology benefits (IT) 

Before this system we had excel files so it’s not cheaper, no. But if you consider time then it 

might bring benefit. 

• Organizational benefits (OR) 

Actually in the short term people do not like changes so it would not be generally satisfactory. 

But in the long term I can say that it was said to easy the workload. Also it had somewhat difficult 

technical things. 

Part 2 Research Questions  

1) To what extent do ERP systems provide the advertised benefits in practice? 

Its 100% better than excel files. But compared to the advertised benefits maybe 70%. One 

interesting thing is that it has a lot of upgrades in functionality to suit future needs. 

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

Most important in my opinion there was some resistance to change and also in general is that the 

system does not support real-time, it always was has a lag maybe an even a day. I would wish it 

was more current for me, at least hours would be better than a full day. Many processes work 

overnight and that also delay us. It did not really reduce very much the benefits. 

During every day work I remember when the system crashes. In the beginning this happened 

more and this was a waste of time and probably money too.  These crashes happened depending 

on the scale. Not very common for small ones and bigger happen once time a year. 

3) What is the main reason of complaints about ERP systems that the suppliers face from users? 
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First, there are something’s different from what I have done before. Not reason given for the 

change. Also when I save a file I can’t see who the person who changed it before me was. Was it 

someone accidentally changing or was it something else? I would like the system to keep a list of 

authors and changes done. My second complaint is it does not real have time functioning. My 

third is that the system performance speed is very dependent to the number of people using it. The 

more users the slower it becomes.Some problems in upgrading the system to its newest versions 

exist. It happened a couple of times when upgrades and it went to a problem screen. It requires a 

lot of time and energy from the technicians. As an outsider I was observing how extremely time 

and energy consuming the whole process was. And I really hoped those benefits were worth it. 

Two improvements I would ask real time availability of data and faster response speed. For 

example I have about 1000 items in a list if I need to adjust I need to open it then change it, then it 

ask if I want to save open the next etc. Too much lag waiting between steps. It needs a high level 

of patience. 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.3.6 Interview 6 Koutsopodiotis Nikos thought telephone 

1. What is your name? Koutsopodiotis Nikos 

2. Function in the organization? 

HELENIC EXCHANGES S.A 

Head of ERP Costing, Financial management Division 

3. What is your level of experience? ERP USER ADMINISTRATOR FOR 7 YEARS 

4. What ERP system you have experienced? 

From 1.1.2013   WE HAVE    SAP  ERP . 

Before SAP, we used ERP solution from SINGULARLOGIC SA from 2006  

5. In what organization was this implementation? Stock exchanges  

7.  What did the suppliers say about its benefits?    

There is a high level and depth of analysis, detail, reporting, security and speed. The SAP ERP 

can support very large companies with subsidiaries around the world. It's a very well-known 

German company and has a very large share of the European market. 
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• The operational benefits (OP),  

It can easily be worked into any database and Oracle servers and SQL servers. 

The sap is written in ABAP code and to support its function as a DATA base administrator one 

must be trained in ABAP that seems difficult for us that were using the SQL language. One of the 

reasons we wanted the SAP ERP is that included in the program the budget, while the former 

does not support it and we were forced to do the budget in excel format with continuous recording 

and with frequent errors and expenditure of much time. 

• Managerial benefits (MB).  

The sap operates according to the organizational structure of the company that means all 

personnel have specific roles in the system and no one sees everything. Other people record, other 

controls other correct mistakes etc. 

Managers are able to approve any entry and see summary reports on everything in an easy and 

fast way which can improve their decision time and quality. 

• Strategic benefits (SB) 

By purchasing the SAP system we aim to unite different programs that we have in stock (trading 

system OASIS, DSS clearing system etc.) and produce concise and uniform information on all 

systems (MIS). This piece of functionality we could not do this in the previous ERP system we 

had. This can give a better view of the forest we can say. 

• information technology benefits (IT) 

It is very modern and sophisticated tool whose characteristics are detailed in SAP's website.  

• Organizational benefits (OR)  

            Creates great expectations in the management of the company right, fast and accurate 

information. 

Part 2 Research Questions  

1) To what extent do ERP systems provide the advertised benefits in practice? 

The SAP system, although compared with the previous ERP is difficult to use, is very close to 

what experienced SAP consultants have advertised as its Pros and we have seen this so far in the 

production and general operations in our company. So I could say maybe 90%. 

2) What is the most important issue that companies face after implementing an ERP system 

and does this issue reduce the benefits of using the ERP system? 
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A company wants an ERP system that can guarantee certain things. For example that it will 

transfer the information correctly and that it can create result quickly and clustered. And anytime 

you can reenter and transfer information intact. I would say in our case the biggest issue is 

training people to use it correctly and a close second would be resistance to change by users of the 

last system. These issues have an effect in reusing the benefits. 

• Is it necessary for a technical department of IT to exist in the organization to operate this 

ERP system?    

It is absolutely necessary to have IT department who have received training in operation of SAP 

(SAPadmin, data base administrators and user’s administrators) because it is very detailed 

program, has a high analysis depth and it is difficult to make corrections if not trained properly 

and for many hours. 

3) What is the main reason of complaints about ERP systems that the suppliers face from 

users? 

For a single normal user, it is complicated to use, compared to the previous ERP system we had 

but as a company we thought the better results it brings are worth i.e. think that the profits earned 

by someone learning the SAP ERP are very large even if you need to devote hours of training. It 

is an important tool in our work and the more you work on customization the more you want to 

perfect your training and skills. 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.3.7 Interview 7 Giorgos Aggelakis  thought Skype 

1. What is your name? Giorgos Aggelakis  

2. Function in the organization? Business Support Analyst/SAP input 

3. What is your level of experience?4 years 

4. What ERP system you have experienced? 

Amadeus SAP r3 based air tickets system. After SAP we had implemented Atlantis ERP.  

5. In what organization was this implementation? TUI Travel agency Hellas. 

7. What did the suppliers say about its benefits?  

• The operational benefits (OP), 
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Processes happen much faster. No paper pushing around departments. All data storage was fast 

and simultaneous and we had much less printing costs. Basically information transfer was 

facilitated. 

• Managerial benefits (MB).  

Easy and efficient analysis/presentation of data facilitates decisions making for managers. For 

example in the end of the month we had a report that was compiled from all departments and had 

all sorts of data. That was definitely helpful to the accountant manager and sales manager. 

• Strategic benefits (SB) 

Yes of course they said it helps grow the company compared to not having an ERP system. And I 

can verify this absolutely. To sustain healthy growth you need order not chaos. You cannot work 

and compete without an ERP system. Compared to other ERP systems they said it was the best 

one that exists. 

• information technology benefits (IT) 

They said it would make printing cost much smaller. But as an offset, IT personnel wages became 

higher. Atlantis was cheaper to maintain than SAP. You need specified personnel to operate it.  

• Organizational benefits (OR) 

Learning was facilitated from a technical point of view. Employee morale was sometimes better 

sometimes worse. I am not so sure about this question.  

Part 2 Research Questions  

1) To what extent do ERP systems provide the advertised benefits in practice? 

All of the people said SAP is the best system. It has a good reputation. As an ERP system it is 

good, I was satisfied about 80% personally. But no one in the company was having buyer’s 

remorse. And what they told us it would do it mostly did. Atlantis had more problems but as I said 

it was new and in a different setting so it’s difficult to compare. 

2) What is the most important issue that companies face after implementing an ERP system and 

does this issue reduce the benefits of using the ERP system? 

There were loads of problems with Atlantis, but you need to keep it mind it had a huge difference 

with SAP. That is that Atlantis was just getting set up when SAP was in place for many years 

before. So it’s logical that any new ERP system has many problems when it’s newly 

implemented. For example some issues are employee training and customizing to the company. I 

heard that was the case when SAP was getting implemented too. Yet, the biggest issue after 

implementing Atlantis was customizing it to take in air tickets that were my responsibility. The 



105 

 

problem was that Atlantis had never done air tickets before as a system. So it was uncharted 

territory.  It nullified the benefits in the beginning, a huge problem (with client, suppliers and 

employees). There were problems everywhere in the beginning but they got smaller with time. 

• Is it necessary for a technical department of IT to exist in the organization to operate this 

ERP system? 

SAP needs back office support and an IT department. What our company did was hire people (2) 

that were previously working inside SAP to manage and support the system as part of our IT 

department. Atlantis not so much one person was doing the support amongst other duties. But 

keep in mind Atlantis was used in a much smaller organization. One was, implementing Air 

tickets invoicing in the Atlantis ERP. They tried to fix it without consulting with air ticket people 

so much. They thought they would succeed without their help. 

3) What is the main reason of complaints about ERP systems that the suppliers face from 

users? 

My complaint from SAP is that input errors take a big process (time) to solve. You need to get a 

manager to input his authorization credentials to delete data that is wrong in some cases. And that 

sometimes it was very slow to respond to commands up to 3-4-5+++ minutes which may sound 

not as much but when that happens all the time it’s bad and can make one very angry.  It did have 

multi task support as in asking for many things to eliminate waiting time. But in some cases you 

need some specific data to continue your work. Atlantis was giving me many reasons of 

complaints but it was fast to respond. But I can say it was new.   

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes  

Do you allow you name and organization name to be used in this thesis? Yes  

9.3.8  Interview 8 Gertrude Opira thought telephone 

 Part 1 Context Questions 

1. What is your name? Gertrude Opira  

2. Function in the organization? Project manager for ERP implementation. 

3. What is your level of experience? 10 years 

4. What ERP system you have experienced? Internally developed system (Epoque), SAP  

5. What organization? Vattenfall AB 

6.  What did the suppliers say about its benefits?  

It was sold to the management as “One shop one stop management system”, they would 

get everything they need in one system for their managerial purposes. And considered that 
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these decisions are taken by managers and they want to see different things, not only 

finances but marketing and CRM issues. They could get their information in one place. 

 The operational benefits (OP), 

Real time information was also advertised because you could put it in one place and 

access it forms many different places and purposes and you could do it online. In systems 

that are not integrated, (MIS) the information needs to be transferred to become available. 

 Managerial benefits (MB).  

The biggest managerial benefit is that the basis of information is up to date.  As such it 

may improve decision making. Compared to nonintegrated systems it is much better. In 

the ERP system you have the information to base your decision as it’s entered in any 

module of the SAP. 

 Strategic benefits (SB) 

I think that these were maybe not been named as such but implied. When you introduce 

this system you expect every part of this company to use that system that’s when you get 

the benefits, when everybody falls in line, but sometimes not everybody does that. This is 

when you need to exercise managerial strength to say go in line, and this does cause 

problems. Especially for subsidiaries and other business unit. This does cause challenges. 

 information technology benefits (IT) 

It was marketed as it would decrease IT costs, but it turned out to be the opposite. Very 

resource consuming. It was not so simple. Needed people with special knowledge’s and 

experiences. My experience was that it was much more expensive than it was initially 

quoted, Not only in monetary terms but in manpower, getting people to understand the 

complexity and also training costs included. 

 Organizational benefits (OR) 

It was marketed like it would support organizational changes and improves coordination 

between departments but those things don’t happen by itself. So what we did where I was 

working is set up many projects to look at the processes we used. Sap was a process based 

system so you need your processes to be aligned with it also to start activities to 

coordinate, to change and have everybody looking things from the same angle. Huge 

projects. It requires time effort and change to reach there. 

 

1) To what extent do ERP systems provide the advertised benefits in practice? 

 

I think it does, but when you have reached there and think as the system I was told and 

you have the processes in place I think it has benefits and I think especially for larger 

corporations you need to have a grip of the totality somehow and ERP system is ideal for 

that. But the way there, I mean the process is not so simple. 

 I would say 50-60% of the advertised benefits were realized because it became so 

expensive and it cost a lot. Did what it was supposed to but at a high prize in time money 

and whatever.  When you enter an ERP system, it becomes almost impossible to get out of 
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it. It becomes too expensive to leave it and change it if something is implemented wrong. 

Held hostage. You need to realize from the very beginning you should follow the process 

as it is thought. We tried to put our process into the system and in the final analysis we 

reached a point where the supplier said no we can’t maintain this cause this is not the 

standard system and we had to redo everything. He had introduces so much changes. We 

started projects to go to standard SAP process; I think maybe those who go straight to 

standard may have more benefits. 

 

2) What is the most important issue that companies face after implementing an ERP system 

and does this issue reduce the benefits of using the ERP system? 

 

Resistance to change was very high in the agenda, many people changed roles, many 

people left, and people got bumped out, a lot of organizational conflicts.  And of course 

resistance to change, in the way that now we have to do things in a different, existed. All 

the things you have with changes. I think it diminished the benefits of using the SAP 

system. The financial manager that made the decision of getting it but the consultants also 

sold to the CEO that while you get you financial benefits you can get other things you 

need as well. It came large from the financial side and the IT side had the decision taken 

over their heads. When you have taken a decision it is always difficult to sell it in to 

people that are not involved with decision making. So you could say that this was not 

handled smoothly even though it does not have to with the system itself. The process of 

political issues existed here, in the extend that one them had to go cause there was no 

space with both of them in this situation. 

 

 Is it necessary for a technical department of IT to exist in the organization to operate this 

ERP system? 

 

Yeah, you need that. Because, it’s so technical in nature. It’s not user-friendly in that sense 

that like windows you need anyone can install, it requires technical people, Consultants 

with specialty. On certain extend you become quite dependent on the consultant with the 

special knowledge’s. 

 

3) What is the main reason of complaints about ERP systems that the suppliers face from 

users? 

 

The main complaint was that it was too complex. I can give you an example, putting up a supplier 

in a supplier module of the system they had before it was one “page”, in SAP you had, so many 

steps (6-7) to put up just one supplier when you did it in one stem before.  So the users 
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experienced it as being too complex. Not so simple and easy to use and difficult to learn and not 

intuitive. 

If a company does not have an ERP before and is introducing it it’s a major change, not only as 

technical but there are so many levels of changes that should done and top managers should be 

committed and aware of the major changes. People may need to change the way they think and 

communicate. It not just putting a system in place. You need to be aware of that. 

Do you give us permission to record this interview and, transcribe what you say a use it in our 

thesis? Yes you have permission. 

Do you allow you name and organization name to be used in this thesis? Yes you can refer to me 

it’s fine. 

9.4 Questionnaire template. 
ERP systems questionnaire. Note the corresponding box with an X. If not sure or you do not 

understand the question please don’t answer. 

1. Please rate by writing under each corresponding box from 1 (less advertised) to 5 (most 

advertised), how much each ERP system benefit category was advertised (Note 2
nd

 row 

for explanation)?  

Operational benefits Managerial benefits Strategic 

benefits 

IT benefits Organizational benefits 

Arise from automating 

cross functional 

processes 

Better planning and 

management of 

production, manpower 

inventory, financial,                                           

performance of products, 

geographic areas. 

Ability to 

support 

business 

growth. 

Reduction in 

the cost of 

maintaining 

older systems.         legacy systems 

Facilitation business 

learning empowerment of 

staff and higher employee 

morale and satisfaction. 

     

2. Please rate by writing under each corresponding box from 1 (less realized) to 5 (most 

realized), which ERP system benefit category was most realized after implementation?  

Operational benefits Managerial benefits Strategic 

benefits 

IT benefits Organizational benefits 

     

3. Please rate by writing under the corresponding box from 1 (less satisfied) to 5 (most 

satisfied), how each ERP system issue was to your satisfaction after implementation? 

Flexibility of 

software  change 

Functionality 

and user 

friendliness 

Implementation 

service 

Vendor user documentation Ease of reporting 
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4. Please rate by writing under the corresponding box from 1 (less realized) to 5 (most 

realized), how each ERP system benefit was realized after implementation? 

Information 

availability 

Increased 

interaction 

Improved 

customer 

interaction 

Improved 

supplier 

interaction 

Reduced 

operating 

cost 

Improved 

lead time 

Reduced IT 

costs 

       

 

5. Please rate by writing under the corresponding box from 1 (less significant) to 5 (most 

significant), how each of those issues affect successful implementation of an ERP 

system. 

Organizational 

culture 

Organizational 

fit to system 

End user 

characteristics 

Top 

management 

support 

Effective 

project 

management 

External 

support 

Company 

wide 

support. 

       

6. Please rate by writing under the corresponding box from 1 (less significant) to 5 (most 

significant), how much each of those barriers affect successful implementation of an 

ERP system. 

Difficulties in 

changing system 

High cost of 

implementation  

Difficulties in 

estimating 

requirements 

Significant 

resistance from 

staff 

Poor reporting 

procedures 

     

7. What is the most important issue that companies face after implementing an ERP system  

 

8. Does this issue reduce the benefits of using the ERP system? Rate from 1 (no reduction) to 

5 (serious reduction). 

 

9.   What is the main reason(s) of complaints about the ERP systems that you have as a user? 

 

10.  Please rate each box from 1 (not problematic) to 5 (very problematic) about each of these 

potential reasons for complains on ERP systems. 

Identification of and access to the correct functionality. I.e. Navigation problem  

Difficult to learn. Learning modules takes ample time and considerable training   

Transaction execution support .I.e. Complex. entering redundant data over again  

System output limitations. Complication using query tools to retrieve data   

Support in error situations. Error take time to fix   

Terminology problems. Difference between company and system terminologies   

Overall system complexity.   

 


