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Abstract

Enlerprise Resources Planning {ERP) software systems encompass a wide range of soflware
products supporling day-lo-day business operations and decision-making. The priccy ERP
systerns does not only tackle information technology (IT) issues but also aitempt to solve
problems related to human resources, enlerprise culture, and organizational restructuring.
Successful implementation of ERP can harvest gigantic benefits for organizations — or it can be
disastrous [or organizations that not succeed to deal with the implementation process. Hence,

successful implementation of ERP system can improve enierprise performance significantly.

This research examincs what factors facilitate or inhibit the success of ERP projects in
Bangladesh. Data was collected by questionnaire & condueting interviews at various levels of
employees of various organizations of Bangladesh. The study proposcs that User’s Involvement,
Effective Communication, Education and Training, Management support, Consultants, Inlernal
readiness , Training, Bangladeshi Orgenization culture, Adequate testing are pivolal laciors of
successTul ERP implementation and Suitability of Software and Hardware, External Support and
Change Management {BPR) are olher imporiant factors that are contributing to a successful

implementation.



Chapter 1: Introduction

1.1 Introduction

Fnterprise Resourcc Planning (ERP) sysiems are intepraled, enterprise wide systems,
which automate corc corporate activities such us manufacturing, human resource, linance
and supply chain management (Grover et al. 1995). Thus ERP systems are comprehensive,
fully integrated soflware packages that provide automated support for meost of ihe
standard business processes within orgamizations. ERP systcms are expensive, and once
ERP systems are implemenied successfully, significant benefits such as improved
cuslomer service, betler production scheduling, and reduced manufacturing cosis can be
gained. However, the successful implemenltation rate is low and many lirms that have
gained seme benefits from ERP have yet to exploit the full potential of ERP in their
organizations. About 50 percent of ERP implementations are late or over budgeted (Milcs
et al. 1994) and ERT implementation success rate is only aboul 33% (Somers ct al. 2001).
In Bangladesh, ERP implementation problems becoms more acule because of the
challenging Bangladeshi cnlture which is entirely differeni [rom cultures where these

systoms are developed.

1.2 Rationale of the Study

‘The appeal of the ERP systems is clear. While most organizations typically had software
systerns that perfermed much of the component funciions of ERP, the standardized and
intcgrated CRP software environment provides a degree ol interoperability that was
difficult and expensive 1o achieve with standalone, custom-buill systems. For example,
when a salesperson cnters an order in the {ield, the transaction can immediately low
through to other functional areas both within and cxternal to the firm. The order might
trigger an immediate change in production plans, inventory stock levels or employces’®
schedules, or lead to the automated generation of invoices and credit evaluations for the
customer and purchase orders [rom suppliers. In addition to process automation, the
ahility of ERP systcms to disseminaie timely and accurate infermation also cnables
improved managerial and worker decision-making. The contributions of the research are
imporiant for both praciitioners and rcsearchers. The {indings and CSFs will provide a
useful guide for orgamizations planning o implement ERP systems. Intemational

consulting orpanizations also will benefit from these insights.



1.3 Objective of the Study

Implementation of ERP systems requires a subslaniial investment in time, meney and
internal resources and is fraught with technical and business risk. There are a number of
challenges that arc associated with the implementation of ERP systems. First ERF
systems are expensive and consequently require complex decision-making processes to
purchase them. Second, ERP systems usually allect the whole organization. As such,
requires a combination of technical and human experiise to select, develop and implement
successfully (Escalle et al, 1999}, Third, there bave been many reported failures of ERI’
implementations. Examples include companies such as FoxMeyer Drugs, Applied
Malerials, Hershey, Mobil Europe, and Dow Chemicals (Bingi et al. 1999),

This research is an attempt to extend the ERP implemeniation research by defining (he
conceptual domains constructs and operational measures specific .o ERP implementation
CSFs to advance ERP research to [ind out the [aclors that play vital rele behind the
snccessful implementation of ERP system in Bangladesh.

1.4 Research Questions

(iiven the scale o ERP implementation projects as well as the possibility for both large
successes and failures, it is reasonable to expect that ERP deployment have a significant
and measurable cffect on firm performance. In addition, because implementation is a
difficult and uncertain process, firms (hat arc successful in implementing ERP may gain
compelilive advantage over other firms that are unwilling or unable to make similar
changes. Successful implementation of ERP can harvest gigantic beneflits for
organizations - or it ¢an be ruinous for organizations that not succeed to deal with the
implementation process. The main research questions are 1) How ERP systems can be

implemented snccessfully? and 2) What are the success factors for ERP implementation?

1.5 Organization of the Study

The organization of this thesis paper is as follows: in the next section, literature review is
illustrated. Research methodology follows with literature review which describe some
theoretical basics of ERP are described which will give reader various aspects of ERP
implementation project and research framework is developed after the literature review.
In the section ol research framework, details of the variables arc cxplained. Then data
analysis is conducled to explain the findings. Discussion is made on issues in the

research and cenclusion about the siudy ends the paper.

2



Chapter 2: Literature Review

ERP provides a technology platform where organizations can integrate and coordinate
their major internal business processes. They address the problem of organizalional
inefficiencies created by isolated islands of information, business processes, and
technology. A large organization typically has many different kinds of information
system that supporl dilferent functions, organizational levels, and business processes.
Most of these systerns are buiit around differeni lunctions; business units and business
processes that do not “talk” to cach other. Managers might bave a hard time assembling
the data they need [or a comprehensive, overall picture of the organization’s operations.
For inslance. sales personnel might not be able to tell at the time they place an order
whether the iteins that werc ordered were In inventory; cnstomers could not irack their
otders; and manufacluring could not communicate easily with finance to plan for ncw
producticn. This [ragmentation of dala in hundreds of scparate systems could thus have a
negative impact on organizational efficiency and business performance. Gargeya, V.D
and Brady. C. {2005)

ERP systems solve this problem by providing a single information system for
organization-wide coordination of key business processes. Enterprise sofiware models
and antomates many business processes, such as filling on order or scheduling a
shipment, with the goal of inteprating information across the company and eliminating
complex. expensive links between compuler systems in different areas of the business.
Information that was previously fragmented in different systems can seamlessly flow
throughout the firm so that it can be shared buy business process in manufacturing,
accounling, human resources, and other areas of the firm. Discrete business processes
from sales, production, finance, and logistics can be integrated inlo company-wide
business processes that {low across organizational levels and functions. An enterprise-
wide tcchnical platform serves all processes and levels.

In the next pages Fig. 2.1 and Fig.2.2. Illustrate the traditional arrangement of infonmation

systems and how enterprise systems work accotdingly.
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L ypically, when a cuslomer places an order, that order begins a mestly paper-based
journey from in-basket to in-basket around the company, olten being keyed and re-keyed
into different departments' computer systems along the way. All that lounging around in
in-baskets causes delays and lost orders. and all the keying into different compuler
systems invites errors, Meanwhile, no one in the company iruly knows what the staus of
the order is at any given point because there is no way for the finance department. for
example, to get into the warehouse's compuler system to see whether the itcm has been
shipped. "You'll have 10 call the warehouse" is the familiar refrain heard hy frustrated
CUStOITIETS.

ERP vanquishes the old standalone computer systems in finance, HR, manufacturing and
the warehouse, and replaces them with a single unified sofiware program divided into
software modules that roughly approximate the old standalonc systems. Finance,
manufacturing and the warehouse all still get their own sofiware, excepl now the software
is linked together so thal someone in finance can look into the warehonse software to see
if an order has been shipped. Most vendors' ERP software is flexible enough that you can
install some modules without buying the whole package. Many companics, for example,
will just install an ERP finance or HR module and leave the rest of the functions for

another day.

2.1 ERP and Improving Business Performances

ERP's best hope for demonstrating value is as a sort of battering ram for improving the
way a company takes a customer order and processes it into an invoice and revenuc—
otherwise known as the order fulfillment process. hat is why ERP is often referred to as
back-office software. It doesn't handle the up-front selling process (reccntly most ERP
vendors have developed CRM software to do this); rather, ERP takcs a customer order
and provides a sofiware road map for aulomating the difTerent steps along the path to
falfil! it. When a customer service representative enlers a customer order into an ERP
system, he has all the information necessary to complete the order {the customer's credit
rating and order history from the firance inodule, the company's inventory levels from the
warehouse module and the shipping dock's trucking schedule from the logistics module,
for example).

People in ihese diffcrent departments all sce the same information and can update it
When one depariment finishes with the order it is automatically routed via the ERP

system to the next department. To find out where the order is al any point, one needs only
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log in to the ERP syslem and track it down, With luck, the order process moves like a bolt
of lightning through the orgamizalion, and customers get their orders faster and with fewcr
errors than before. ERP can apply thal same magic to the other major business processes,

such as employee benefiis or linancial reporting.

2.2 Contribution of ERP

The contributions of ERP in companies’ ongoing processes are discussed here.

2.2.1 Integrate Financial Information— 1n a traditional company there may be many
dilferent versions of truth as all ihe departments and employees try to prove that their
contribution to the revenue is higher than others. ERP creates a single version of the truth
that cannot be questioned because everyone is using

2.2.2 Integrate Customer Order Information—ELRP systems cun become the place where
the customer order lives from the time a customer service representative receives it unlil
the loading dock ships the merchandise and finance sends an invoice. By havimyg this
information in one software system, rather than scatiered among many different systems
that can't communicate with onc another, companies can keep track of orders more easily,
and coordinate manufacturing, inventory and shipping among many different locations at
the same time.

2.2.3 Standardize and speed Up Manufacturing  Processes—Manufacturing
companies—cspecially (hose with an appetite for mergers and acquisitions—often find
thai multiple business units across the company moke the same widget using different
methods and compnter systems. ERP systems come with standard methods for
automating some of the steps of a manufacturing process. Standardizing those processes
and using a single, integrated computer system can save lime, increase productivity and
reduce head count.

2.2.4 Reduce Inventory—ERP helps the manufacturing process flow more smeothly, and
it improves visibility of the order fulfilment process inside the company. That can lead to
reduce inventories of the stuff used o make products (work-in-progress inventory), and it
can help nsers better plan deliveries to customers, reducing the finished good inventory at
the warchouses and shipping docks.

2.2.5 Standardize HR Information—Especially in companies with multiple business
nnits, HR may not have a unified. simple methed for tracking employees' time and

communicating with them about benefits and services. ERP can fix that.



2.1 Costs of ERP Investment

Although different companies will [ind different land mines in the budgeting process,
those who have implemented ERP packages agree that certain costs arc more commonly
overlooked or underestimated than others. Armed with ingights from across the business.
ERP pros vole the following arcas as most likely to result in budget overrun.

2.3.1 Training - Training is the near-unanimous choice of experienced ERP implementers
as the most underestimatcd budpet item. Training expenses are high beecausc workers
almost Invariably have to learn a new set of processes, not just a new sofiware interface.
With ERP, people of Finance will be using the same software as warehouse people and
they will both be entering information that affects the other. To do this accuralely, they
have to have a much broader understanding of how others in the company do their jobs
than they did before ERP came along.

2.3.2 Integration and Testing - Testing the links between ERP pockages and other
corporate software links that have to be built on a ¢ase-by-casc basis is another often-
underestimated cost. A typical manufocturing company may have add-on applications
from the major—e-commerce and supply chain—to the minor—sales tax compultation
and bar coding. All require integration links to ERP.

2.3.3 Customisation - Add-ons are only the beginning of the integration costs ol ERP,
Much more costly, and something to be avoided il at all possible, is actual customisation
of the core ERP software itself. This happens when the ERP software can't handle one of
the buginess proccsses.

2.3.4 Data Conversion - 1t cosls money to move corporaie information, such as custormer
and supplier records, product design dala and the like, from old systems to new ERP
homes.

2.3.5 Duta Analysis - Often, the data from the ERP system mnst be combined with daia
from exlernal systems for analysis purposes.

2.6 Consultants ad Iafinitum - When users fail to plan for disengagement, consulting
fees run wild. To aveid this, companies should identify objectives for which iis consulting
partners must aim when traiming internal staff. Include metrics in the consultants
contract.

2.3.7 Post-ERP Depression - FRP systems ofien wreak cause havoc in the companies
that insiall them. In a recent survey of 64 Formune 500 companies, one in four admitted
that they suffercd a drop in performance when their ERP system went live. The true

perceniage is undoubledly much higher. The most commeon reason for the performance
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problems is thal everything looks and works differently from the way it did before. When
people can't do their jobs in the familiar way and haven't yet mastered the new way, they

panic, and the business goes into spasms.

2.4 ERP Implementation

Shanks and Parr (2000) delined ERP implemeniation as "the process of developing the
imitial business case and planning the project, configunng and implementing the packaged
sofiware, and subsequent improvements to business processes”. ERP implementation is
considerably different from any traditional information system implementation for many
reasons: (1) the integrated nature of ERP applications causcs dramatic changes on work
flow, organizalional structure and on the way people do their jobs; (2) ERP systems are
not built but adopted, this involves a mix of business process reengineering and packapc
customization, {3) CRP implementation is not jusl a technical exercise but it is a socio-
technical challenge as 1t poses new set of management procedures. In that sense, it has
become clear that ERP implementation differs from traditienal systems development
where the key focus has shifted from a heavy emphasis on technical analysis and
programming lewards business proccss design and human elements (Gibson, 1999), ERP
when successfully implemented links ali arees of a company includimg order
management, manufaciuring, human resources, financial systems, and distribution with
external suppliers and customers into a tightly integrated system with shared daia and
visibility {Chen, 2001). Potcntial benpefits include drastic declines in inventory,
breakthrouph reductions in working capital, abundant information about cuslomer wants
and needs, along with the ability to view and managc the extended enterprise of suppliers,
alliances and customers as an integrated whole (Escalle et al.,1999).

Cn the Rasis of literature revicw, there are three common approaches to the ERP
implementation. These are described in the following seclions.

2.4.1 Singie Phase Adaption Strategy

In this, the most ambitious and difficult of approaches to ERP implementalion, companies
cast off all their legacy systems at once and install a single ERP syslem across the enlire
company. Though this melthod dominated early ERP implementations, [ew companics
dare to atlempt it anymore because it calls for the entire company o mobilize and change
at once. Most of the CRP implemenlation homor stories from the late '90s wam us abont
companies (hat used this strategy. Getting everyonc to cooperate and accept a new

software system at the same time is a tremendous effort, largely because the new syslem
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will not have any advocales. No one within the company has any experience using it, so
no one is sure whether il will work. Also, ERP inevitably involves compromises. Many
dcpartments have computer systems that have been honcd o malch the ways they work.
In most cases, CRP offers neither the range of functionality nor the comforl of familianty
that a custom legacy system can offer. In many cases, the spced of the new system may
sulfer because it is serving the entire company rather than a single depariment. ERP
implementation requires a direct mandate from the CEQ {Davenport, 1998},

2.4.2 Franchising Sirafegy

This approach suits large or diverse companies that do not share many commen processes
across business units. Independent ERP systems arc installed in each unit, while linking
common processes, such ag financial bookkeeping, ecross ihe enterprise. This has
emerged as the most common way of implementing TRP. In most cases, the busincss
units each have their own "instances" of FRP—that iz, a separale system and database.
The systems link together only to share the information necessary for the corporalion 10
get a performance big picture across sl the business unils (business unit revenues, for
example), or for processes that don'i vary much from business unit to business unit
{(pethaps HR benefits). Usually, these implementations begin with a demonstration or
pilot installation in a particularly open-minded and patient business unit where the core
husiness of the corporation will not be disrupted if something goes wrong. Once the
project team gets the system up and running and works out all the bugs, the leam begins
selling other units on ERP, using the first impleinentation as a kind of in-hense cuslomer
reference.

2.4.3 Siam-dunk

ERP dictates the process design in this method, where the focus is on just a few key
processes, such as those contained in an ERP system's {inancial module. The slam-dunk is
generally for smaller companies expecling to grow into ERP. The goal here is to get ERP
up and running quickly and te ditch the fancy reengineering in favor of the ERI' system’s
“canned" processes. Few companies that have approached ERP this way can claim much
payback from the new system. Most use it as an infrastructure to suppori more diligent
installation elforts down the road. Yet many discover that a slammed-in ERP systemn is
little belter than a legacy system because it docsn't force employees to change any of their
old habits. In fact, doing the hard work of process reengineering after the system is in can
be more challenging than if there had been no system at all because at that point lew

people in the company will have [elt much benefit.
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2.5 Critical Success Factors _

Critical Success Factors (CSFs) approach was first used by Rockhart (1979} in
Information Syslem (IS) area It has been applied to many aspects of IS including project
management, manufacturing systems implementation, reenginesring, and, more recently,
ERP systems implemeniation [{Bancrofi, 1996), (Brown, 1999), (Gibson, 199%9)].
According to Rockart {1979, p5) C8Fs “are a shorthand statemcnt of those limited
number of areas where “things must go right™ for the IS [unction to be successful and for
the IS execulive's goals to be attaincd™ in addition o being “the means to the objectives —
which arc the desired ends” (p7h

Boynton and Zmud (1984) see CSFs being “elicited from managers who rcpresent a cross
section of the orgenizations major functional areas™ {p17). Wilthin ERF implementation
context, CSFs are defined as “factors needed to ensure a successful ERP project” {Gibson,
1999). As different factors are important in different stages, it is important to classify the
{’SFs identified into the phases of the ERP implementation life cycle where the factors
may come into play (Nah el al.. 2001). Many authors use CSFs, so gencral be viewed as

possible influences on success rather than causal faclors,

2.6 Critical Success Factors in ERP Implementation

‘I'here have been a few papers recently published on the factors contributing o ERF
implementation. Holland and Light (1999) consider siratcgic and tactical factors for
implementing ERP and proposc a success factor model. Their model can be seen in Table
2.1

ERP Implementations Process

Stralegic Tactical

Legacy System Client Consullation

Business Vision Personmnel

ERP Sirategy BPC & Sollware Configuration

Top Management Suppori Client Acceptance

Project Schedule & Plans Monitoring & Feedback
Communication
Troubleshooting

Table. 2.1: A model with strategic and tactical factors, Source; (Holland and Light, 1999)
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Umble & his associates. (2003) Identified 9 factors for successful ERP implementation.
1- Clear understanding of strategic goals

2- Commilment by fop management

3- Cxcellent project management

4- Organizational change managcment

5- A great implementation tcam

- Data accurecy

7- Extensive educalion and training

8- Focnsed performance measures

9- Multi-site issues

Nah & his associates. (2001} Tdentificd 11 factors for successlul ERP implementation.
The 11 factors noted by them are:

1. ERP tcamwork and composition;

2. Chanpe management program and culture;

3. Top management suppotl;

4. Business plan and vision;

5. Business process re-engineering and minimum cuslomization;
6. Effcetive communication;

7. Projcet management;

8. Scftware development, testing, and troubleshooling;

9. Monitering and cvaluation of performance;

10. Project champion; and

11. Appropriate business and informaltion technology legacy syslems.

Referring to the previous research, these faclors can be generalized inte 3 categorics:

strategic factors, lactical faclors, and operational factors.

A, Strategic Factors

Top management supperl — earlier studies (Summner (1999} showed that the ERP

implementation was in general a top-down decision, and the success of such an

implementation depended on the alignment of the ERP adoption with strategic business

goals.

B. T ac.!‘{ca! Factors

Effective project management — in order o successfully accomplish the decision to

iinplement an ERP sysiem, the cffeclive project management comes into play o plan,

coordinate and control such an intricate project Re-engineering busingss processes — il 18
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very important W consider the exient to which the company needs to re-engineer its
currcnt business processes in order to be compatible with the ERP soliware, Suitability of
soltware and hardwarc — manapement must muke a careful choice of an ERP package thal
best matches the legacy systems, e.g. the hardware platfonn, databases and operating
syslems.

C. Operational Factors

Educalion and training — when the ERP syslem is up and running it is very imporant that
the uscrs be capable to use it, hence they should be aware of the ERP logic and concepts
and should bc familiar with the system’s features. User mvolvement — participating in the
system development and implementation, the users go through a (ransition period that

gives (hem lime to beller undersiand the project’s consequences.

2.7 Organizational Cultural Issues in ERP Implementation

2.7.1 Organizational Culture

A single definition of organizational culture has proven o be very elusive {Scholl, 2003).
No one definilion of orpanizational culture has emerged in the Jilerature. For most
organizational wrilers, “culture™ is a stable, conservative and resistant lorce that is likely
lo change only through management intervention. Both managerially and critically
minded organizalional researchers assume (hat resistance W change is rooted in culture
stability (or, u critical terminology, that resislance to managerial oppression can be
rooled in the solidarity of working class culture) {Hatch, 1993}. Following are the two
ways in which cultures often defined (Scholl, 2003).

1. Outcomes — Defining culture as a manifest pattern of behaviour, that is using the term
culture to describe patterns of cross individual behavioural consistency (Scholl, 2003}
Hofstede (1983) describes organizational culture as “the way things arc done in the
business.” More specifically, organizational eulture is the “shared perceptions, patierns of
belief, symbels, rites and riluals and myths that evolve over time ond function as the glue
that holds the organization wpether.” (Zamanou & Glaser, 1994) Bascd on these |
definitions, it is easy to sec that the existing culture ol an organization provides a
corporate framework that provides guidance on issues like how work is done, the use of
technology, how people think and standards for inleraction and communication (Sheng et
al., 2003).

2. Process — Defining culiure as a set of mechanisms creatmp cross individual behavioral

consistency. In this case, culture is defined as the informal values, norms, and beliefs that
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control how individuals and groups in an organization interact with each other and with
people outside the organization {Schold, 2003).

Sheng, Pearson & Crosby {2003) descnbed organization’s culturc as a kind of shared
perceptions and beliefs that are fostered and cultivated by communications and
interactions among people inside and oulside the orgamization (Sheng ct al., 2003). These
perceptions and beliefs then effect and can be inlluenced by people’s behaviors on things
like how to solve problems, how to conduct a job and how to communicate (Bates et al.,
1995). In turn, pcople’s behaviors can influence the firm’s performance (Sheng et al.,
2003).

2.7.2 Impact of Organizational Culture on ERP Implementation

At the organiztional level, culture has substantial and definite influence on
organizational structure, behavior and management style (Thanasankit, 1999), (Weber,
1951)]. At the individual level, people bnng to the workplace what can be regarded as
cultural baggage; that they come Lo their jobs with specific cultural biases about how the
wotld functions, how their job works, and how employers and employees are supposed (o
conduct themselves (Siraub, 2001). Mobley et al. {2005) indicate thalt a strong
organizational culture can be a primary generaior of real motivation and commitment. In
a sirong and cohesive culture, the organizations core values arc both intensely held and
widely shared (Mobley et al., 2005). This high intensity of common beliefs makes it
relatively casicr to draw consensus among employces, to build a focus on imporlant goals
and objective, Lo reduce potential conflicts, to cullivate a learning environment, and to
lower staff turnover (Mobley et al., 2005).

Fizher {1997) suggests that the working cnlture has programmed learned helplessness and
non-responsibility inlo workers, where obedience lakes precedence over iniliative,
discipline over risk laking and where showing up for work every day is considered
fulfillment of the work contract {Stewart et al., 2000). Breen (19953) suppgests that to
successfully manage complex projects, an iniliative must be taken in educatmg,
encouraging and empowcring project leams to cut across orpanizational barriers allowing
organizalions 10 overcome natural barriers (0 successful project management.

Developing countries face many difficulties when implementing and using western
technologies, management processes, and information systems techniqnes imported from
developed countries. This is commonly known as Information Technology Transfer (ITT)
problems. Unlike traditional sofiware development approach, which promoles building

systems from scratch, ERP encapsulates reusable best husiness practices. Thus ERP
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implementation becomes more challenging in Bangladeshi context where national and
organizational culure with different value and belief system, resulting in different
management styles, might not harmonize with Wesiern business culture cmbedded in the
predefined standard business processes of foreign ERIP packapes. Thus, Bangladeshi
erganizational culture iz outlined as an imporiant determinant of ERP implementation

SUCCEsES.

2.8 Chatlenges of ERP

Although ERP can improve organizational ¢coordination, cfficiency. and decision making,
they have proven very difficult and costly to build, They require not only large
technology mvestments but also fundamental changes in the way the business operates.
Companies will need to rework iheir business proccsses to make informalion flow
smoothly between them. Employees will have to take on new job [unctions and
responsibilities. Many barriers must be overcome before the benelits of ERP can be
realized. Organization that do not undersiand how much change will be required or that
are unable to make this change will have problems implementing enterprise systems or
they may not be able to achieve a higher level of functional and business process
integration.

ERP requires complex pieces of soltware and large investments of time, money and
expertise. Enterprisc software is deeply interrwined with corporate business processes. It
might take a large company three lo five years to fully implement all of the orpanizational
and lechnology changes required by ERP. Because enterprise system is integrated, it is
dilficult to make a change in only one parl of the bnsincss without aflecting other parts as

well.

2.9 Major ERFP Yendors in Today’s Market

2.9.1 System Application Product (SAP)

SAP. started in 1972 by five fonner IBM employces in Mannheim, Germany, states that it
is the world's largest inter-enterprise software company aud the world's fourth-largest
independent sofiware supplier, overall. The original name for SAP was German: System,
Anwendungen, Produkte, German for "Systems Applications and Prodnets." The original
SAP idea was to provide customers with the ability Lo interact with a common corporate

databasc for a comprehensive range of applications. Gradually, the applications have been
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asscmbled and loday many corporalions, including IBM and Microsofi, are using SAD
products to run their own businesses

SAP is considered the pioneer of Enterprise Resource Planning {(ERP) Software Systems.
Almeost 40,000 employees work here serving 38,000 customers throughout the world.
SAP has been commanding a huge chunk of market share since ERP solutions first came
to prominence. The company’s ERP CRM suite munds out its broad portfolio of business
applicalions, enahling companies o truly improve every single aspect of their
operalions.

SAP's ERP CRM suite has also received numerous industry accolades, and was recently

named the market lcader by analyst firm Forrester Rescarch.

SAD at a glance now:

« More than 35,000 customcrs, 120 countries
e Claim #1 CRM market share leader

» Built the clienl/server ERD market

o Definile #1 ERP market share leader

s Very impressive distribution/5CM

¢ Several indusiry solutions

¢ Prced at the high end

7 ¥eatures & Functions of SAP-ERP:

1. Employee self-services, Manager Self-services, Employee interaction center

2. Express planning, Business consolidations, Product design cost estimate

New general ledger, Management of internal controls, Contract accounting, Financial
supply chain management

4. Recruiting, F-leaming, Workforce performance management, Succession management
5. HR administrator, Universal work lists, Time manAgemet

6. E-procurcment. Project self-services, [nvoice maonagement system

7. Order and quotation management, Sclling via eBay, Internet pricing configuration

8. Automaled credit card feeds, Integrated mileage caleulation, Mobile travel and
expense, Travel agency integration

9, Automatcd credit card [eeds, Integrated mileage calculation, Mobile travel and

expense, Travel agency integration
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10. Occupational health, Waste manageinent, Industrial hygiene, Dangerous goods

management

Advantages:

Using the functicnality that SAP ERT pro-vides for business processcs, one can:
s  More tightly link his business operations and improve visibility

« FEnhance financial management and reporiing

s Effeclively manage his workforce —both locally and glebally

s  Achieve superior flexibility for addrcssing new business requirements

+  Gain easier access Lo enlerprise information and rcports

+ Lower the cost of deploving indusiry-based processes

» Simplify devclopment and support of enterprise processes

s More easily integrate add-on applications and processes

s+  Reduce total cost of ownership

& Some Perceived shoricomings of SAP:

As nothing is compleled without any having any drawbacks so as SAP has some
shartcomnings. Though from the above discussion it is cleared that SAP is now became a
rcHable and most demanding accounting software for doing business activities il has some
perecived shoricomings.

1) Cost

2) High undersianding of the process.

3) Time consuming for implementation.

4) Huge documentation.

5) Maximum ilems selection ltmit for crediting bank/cash account is 12.

6) OUmnce an enfry 15 posted it cannot be altered without giving reversal entry,

7) Maximum time limit of log in duration.

Though there are some short comings SAP but other than this from the above discussion
il is completely cleared that SAP is now very reliable and demanding accounting sollware
in corporate wotld. Now SAP is mostly used accounting sofiware for doing accounts and

lnance functions.
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2.9.2 Oracle

Oracle was founded more than 30 years ago, and has been providing innovative business
softwarc solulions ever since. In recent years, ihe soltware giant has extended its portfolic
of ERP solutions through the acquisitton of companies such as PcoplcSoft, Siebel, and JD
Edwards. These mergers, as well as Oracle’s lake-over of TelephonyZWork, a leading
¢all center solutions provider, have given the company a solid edge —and a broad
porifolio of offerings — in the ERP CRM market.

Today, Oracle’s ERP CRM solutions are used by over 4.6 million end users across a
variety of industry sectors. Additionally, a recent Gariner study shows that Oracle’s ERP
CRM applications were used in 60% of all CRM implementations in 2003,

Oracle at a glance now:

«  Over 37,000 application cuslomers

¢ Claim #1 CRM market share leader

s #2 ERP market sharc leader

¢ 30 year proven credibilily

« New SOA architecture

¢ Deep software functionality

o Quirageous flexibility

» Priced at the high end

Advanmges:

Intcpration:

Integration c¢an be the hiphest benefit of them all. The only real project aim for
implementing ERP is reducing data redundancy and redundant data entry. If this is set as
a goal, to automate invenlory posting Lo G/L, then it might be a successful project. Those
companies wherc intcgration is not so importanl or even dangerous tend to have a hard
time with ERP. ERP does not improve the individual efficicney of users, so if they expect
it, it will be a big disappointment. ERP improves the cooperation of users.

Efficiency:

Generally. ERP seftware locuses on integration and tend to not care about the daily needs
of people. I think individual efficiency can suffer by implementing ERP. the big question
with ERP is whether the benefit of integration and ¢cooperation can make up for the loss in
personel elliciency or not.

Cost reduction:
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It reduces cost only if the company ook accounting and reperting seriously cven before
implementaticn and had pnt a lot of manual effort in it. If they didn't care about it, if they
just did some simple accounting (o fill mandatory statements and if internal reporting did
not exists of has not been financielly-oriented, then no cost is reduced.

Fewer personnel:

Samec as above. Less reporling or accounting personnel, but more sales assistants cte.
Accuracy:

No. Pcople are accurate, not softwarc. What ERP does is makes the lives of inaccurale
peoplc or organizalion a complete hell and maybe forces them 1o be accurate {which

means hiring more people or distributing work betler), or it falls,

Disadvaniages:

Expcnsive:

This entails software, hardware, implementation, consultanis, training, ete. Or you can
hire a programmer or two as an employee and only buy business consulting from an
outside source, do all customization and end-user (raining insidec. That can be cost-
effective.

Not very [lexible:

It depends. SAP can be configured o almost anything. In Navision ene can develop
glmost anything in days. Other software may not be flexible.

2.9.3 PeopleSoft

Oracle and PcopleSoft were integrated on June 1, 2005. People Soft ERP is software that
helps organizations Lo handle their H.R. functions easily. PeopleSoft ERP has helped
companies in achieving path-breaking practices and highly acclaimed professional way of

managing human resources. Apart from all it has reduced costs and time.

2.10 The Market of ERP:

The ERP systems evolution is taking an unusual turn. For those that may remember, ERT*
applications were originally inmoduced as mainframe and host-based monolithic
applications in the 1970's and 1980's. McCormack and Dodge and MSA (Management
Sciences America) were [ferce competilors and between them owned the lions share of
the ERTI sofiware market. The two rivals ultimately merged io become Dun & Bradsireel
Sofiware. Following the merger of the number one and number two market share leaders,

Dun & DBradstrest Soliwarc believed itself 1o be an unstoppable ERP application titan,
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however, was soon therealter completely replaced by the introduction of client/server
applications and later sold to Geac for a marginal fee valued largely on existing customer
software maintenance coniracls.

Starling in November 1992, the client/server ERP applications began appearing from no-
name or lesser name software memufacturers such as Platinum Sofiware, PeopleSofi,
Oracle Financials, Baan and SAP. These distributed sofiware and GUI interfaced
applications grew at the expense of the mainframe FRP sysiems. Midrange systems such
ag the AS/400 continued to survive, however, their growth days were clearly over. The
nost notable of the client'server ERP players - SAP and Oracle Financials - stand alone
as loday's ERP application market share leaders. However, now they too arc threatened
by new technology paradigms from sofrware as a service {SaaS) competitors and open
source sofiware,

Open Source ERP has yet o prove itself as a replaccment to commercial ERP
applications. While open source ERP applications are clearly growing, they are morc
ofien than not used 1o create first ime business systems for young companies ot replacc
antiquated custom built ERP applications with new custom built ERP applications this
time built on open source lechnology.

While Microsoll, Oracle and SAP would be wise to reference the then seemingly
unstoppable power of their Dun & Dradsireet Software predecessor, they appear to
instead exhibit a similar behavior to Dun & Bradstreet. All three have scoffed at the SaaS
delivery model and mocked the open source initiative. While they are now finally
showing some interest, thal inlerest appears to belittle more than dipping (heir (o€ in the
water and their strategies appear to be more of a defensive lactic designed to slow down
the market share loss of their customner base to these new ERP models. I suspect there will
be a turning point where protection of their self inlerests will prove futile and these
industry heavyweights will embrace at least the SaaS model and possibly show some

snbslanlive inlerests in the open source model.

2.11 ERP Software Specialists in Bangladcesh:

Bangladesh Internet Press Lid, (BIPL): Founded in the year 2000, BIPL is a strategic
offshore IT and software services firm specializing in web, c-business, ERP and
customized sofiware solutions. Though there are various local companies providing ERT

solution, no onc solntion is complete onc to call it ERP solntion. Production planming
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module 15 absent in every solution. Description of some companies providing ERT
solution in limited modules is given below.

1. EB Solutions iimited. :B solution’s Enterprise Resource Planning (ERP) software
_ ¢an help your business farm evalvate the individual or inlegrated reports of the
products, purchase, sales, human resource, accounts and any olher sector on a single
platform. This interestingly eases the process of policymaking and increases the progress
rate of the concemed business.

2. Systech Digifal ERP: Systech Digital ERP combines the world's most complete,
scalable, and effcctive sofiware for enterprise resource planning (ERP) with a flexible,
open technolopgy platform that can leverage and inlegraie SAP and non-SAP syslems,

3. CSL Sofiware Resources Led: ERP solution provider CSL Sofiware Resources Lid.
came up with several ERP software namely Kandaree for garments industmes. Kermee
for human respurce management, Shoilee for real estate and Dheeraj for financial
management solution. CSL commonly targels garments indusiries, phammaceutical
companies, MNC, govemment organizations and real eslate companies.

4. T& E Solutions: T&L Solutions Relense ERP Sofiware for 8 Government Contractors.
5. Mancons Sofiware Product Compeny: Providing lailor-made solulions & delighiful

customer experience m Iniranets, Web Applications, ERP Systems etc.

2.12 Limitations of ERP

It is a trait of human being (hat they do nol Like {0 change, and ERP asks them to change
how they do their jobs. That is why the value of ERP is so hard to pin down. The sofiware
is less important than the changes companies make in the ways (hey do business. I one
uses ERP to improve the ways his people lake orders, manufacture goods, ship them and
hill for them, he will see value from the sofiware. Bul simply installing the sefrware
without changing the ways people do their jobs, he may not sce any value at all—indezd,
the new sofiware could slow him down by simply replacing the old sofrware that

everyone knew wilh new soflware that no one does.
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Chapter 3: Methodology

This chapter will discuss and motivate the approach that was decided to usc in this
research. Deseription of how data was colleeted and analyzed will be followed by a part

discussion the irusiworthiness of this thesis.

3.1 Research method

According to Cantzler {1992) there are two diflerent research methods: quantitative and
qualitative methods. Depending on what the resenrcher is locking for, how much time and
resources the researcher has available; the two research methods can be done one by one
or combined. Holme and Solvang {1991) claims that qualilative research 1s characierized
by the proximity the researcher has io ihe respondent. In qualitative rescarch, sample
sizes are relatively small. (Cantzler, 1992). Qualitative research is ofien built npon
inierviews and open questionnaire. Due to the way data collection is done, the answers
can vary and it also requires lime and money 1o collect daia this way (Cantzler, 1992},
Cantzler (1992) characierizes quantitative research as a method where a large amount of
respondents can be researched and where the dala colleciion is many times done through
questionnaires and slatistical methods can be applied to the collected data. My data was
collected through a quaniilative research method & my main foens was in Dhaka Bank
Limited. Furthermore, 2 quantitative study is 2 good way to minimize the subjectivity
which otherwise can impact the result of the study. But it is important to make sure that

the subjectivity is not reflected in the questionnaire.

3.2 Data Collection

This research 18 based on a literature study and an empirical investigalion. An empirical
study is an invesligalicn based on data, which has been collected through surveys or
inmtcrviews. The questionnaire was emailed o 2 total of 130 employees of vanous
organization of Banpladesh (Majorities are wp & mid level enployees who are directly

involved in the ERP implemcntation Project. Details are given m the following table.

Level Employees Received questionnaire Usable response found.
Top Level 70 35
Middle Level 50 44
Lower Level 30 20

Table 3.1: Statistics of Questionnaire Recipients
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The employee’s contuct informalion was extracted from organization’s portal. Those who
did not respond through e-mail that employee was visited physicelly and tlaken
interviews. All the queslions were evaluated carcfully. Furthermore, some basic questions
on the respondent’s background were also included in the questionnaire. In this paper it
was looked for the inherent relationship between the success factors and rclated ERP
implementation issues, so the most significant related factors were chosen.

M2.1 Primary Data

An cmpirical study is done o collect primary data. Furthermore rescarcher should select
rcspondents to get access to deviating or typical cases. Collection of primary data through
a questionnaire was chosen. It was iried to set the questions self-explanatory. This was
done to ensure that no respondent would misunderstand the guestionnairc due to the
language. Interested rcaders can find the questionnaire in Appendix.

According 1o Saunders, Lewis & Thornhill (2003) the vse of questionnaires works best if
the questions asked arc of a closed character and il different persons cannot interpret the
questions dilferently, this is to achieve as high validity and reliability as possible.
Furthermore, a well-developed questionnaire nakes it easier to interpret and control the
data gathered (Saunders & his associates, (2003).

All questionnaires were sent by email to their respondents, and physically visiled the
interviewces. Self-administraled questionnaire is a good way to cellect truthfully data
from the respondents; the reason [or this is that the respondent does not iry to please the
intcrviewer, something that can occur when the researcher is doing interviews. This
problemn was addressed carcfully. A way to work with this problem is 10 use ¢-mail to
make sure the right person gets the questionnaire.

3.2.2 Selection of Sampfe

Sampling techniques provide a range of methods that enable us to reduce the amount ol
data we need to collect by considering enly dala from a sub-group rather than all possible
cases or elemenls (Saunders et al. 2000). Non-probability sampling is done without
chance selection procedurcs. A non-probability judgmental sampling was selected. Those
companies are selected as a case which completed (heir implementation recently. Miles
and Huberman (1990} suggest that investigating contrasting cases will help undcrstand a
single case finding, by specifying how, where and possible why it proceed as it does.
Based on this reasoning, companies from divergent industries was included in the sample
scleclion. A personal survey method was uscd to collect data. A straightforward

approach to collect respondents was applied. All most all of the top-level employees
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directly involved in the ERP implementation project were selected. Finally the sample
was ended up with 250 cmployees of wvarious organizations with c-mail contact
information. About 140 people responded to the survey. Afler imitial screening, a sample
of 115 subjects was completed for this study.

Invitation to participate in the study was scnt out to the employees with e-mail on May
20, 2008. The e-mail coniained a letter to the recipient, which staled the purpose of the
study and also a request to forward the letter the person who had most insight m the
implementation of the CRP sysiem. The e-mail also contained a link to the online
queslionnaire, which the respondenis had to c¢lick to access the questiomnaire. If the
respondents did not fill out the questionnaire within one working week, a reminder was
sent oul containing an addition to the previous letter, which requested the respondents to
answer the questionnaire in order to make my tesearch as pood as possible.

Though random sampling was used, but due to the limited resources it is believed that the

sampling method is acceptable and provided us with an accurate sample.

3.3 Data Analysis

Once respunses were come from the respondenis, the wvalues were enlered inlo a
spreadsheet inodel that was developed to summarise the answers. Each of the answers
was entered manually and double-checked to minimive errors bascd on faulty entries. The
spreadsheet model summarized the perceived imponance of each factor for each one of
the different stapes. Aficr that it divided the sums of under each factor wilth the total
number of respondents that had replied to that factor to get the mean value.

The gualilalive approach allowed us to study the dala gathered morc in depth. A
qualitative approach allows the researcher to be flexible in the research and looking (ot
rclationships in the area siudied, The qualitative approach was chosen 1o use when
analysis of quantitative data allowed us to modify the problem at the same time as data
were gathering. Finally, the qualitative approach gave the possibility to describe what was
aclually seen in the numbers presenled and use the literarure to find potential reasons for
this.

3.4 Trustworthiness

To discuss this research’s trustworthiness, there are four key issucs to consider; validity,
reliability, generalizability, and objectivity. Each one of these conceptions will be
described and discussed further below and will also be reviewed in the final part of this

thesis.
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A4.1 Validity _

Inner validity 1s achieved if the survey used is measuring what is meant (o be measured.
Furthermore, cuter validity is rcached when the cmpirical study is coherent with the
reality. This survey contained relevant questions since they measured what was wanted (o
find in the research, [t was the main tarpet to have a sample that reflects the reality, and
therefore was strived to get results, which were coherent with the reality.

142 Reliability

To achieve as high reliabilily as possible, it is important that the study is condneted in the
same way for all respondents. The question of the survey should be designed in the same
way and measure the samc things. Furthermore, other resenrchers should, independent of
each other, be able to condugt the same research and achicve the same result.

In order to get the study reliable, the steps of the research were described carefully and
also attached the survey was used in the research to make it easier for olher researchers to
conduct the same investigation.

1.4.3 Generalizabitity

A rescarcher dividing a study’s peneralizability into two segmenis; statistical and
analytical. Statistical generalizability is not generated automatically [or the population,
but the anelytical generalizability can provide information where patterns can be visible
and new theories can be created.

Since the populalion was unknown, it cannct be proved that the sample of 119
respondents allows us to generalize to ihe entire population, but the sample is big encugh
to indicate tendencies of the population, although, this might not be totelly generalized.
A.4.4 Objectivity

A researcher should strive to find facts in an objective and iinpartial way; the researchers’
values and opinions should not influence ihe research. Theory in this thesis is based on
research papers, and had put an efford in depict the theonies in a correct way to make sure
that information is not left out or twisted. The results from the survey were analyzed and
the conglusions drawn were based on the analysis and from the eollected theory. In order
10 achieve hiph objectivity during the analysis, it had to take the extended knowledge

within the subject into consideration since it might aflect the analysis.
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Chapter 4: Descriptions of the Research Framework & Empirical Data

ERP syslems unplementation is a long-lerm program, not a short-term project that is
finished just afer system installalion. Once organizations have purchased ERP packages
from exiernal venders, a projeci leam including exiernal coniraclors’ consultants and
internal will be setup. In Bangladesh most ERI* projects use consuliants and project

managers from external consulling {irms or ERP vendors.

4.1 Research Framework

Based on the ERD lilerature, the researchers clasgified the hypothesized factors into five

categories with:

{13 Organizational environments, including top management supporl, rc-cngincering

business process, effcetive project management, and company-wide commilment;

{2) People characteristics, including education and training, and user involvement both at

system requirements definition and ERP project implementation;

{3) Technical problems, ineluding suilability of soflwarc and hardwarc and data

ACCUTACY,

{4) ERP vendor commitment, including vendor support; and

{5) Culiural impact in¢luding organizational cultures. (Liang et al. 2005)

This research decscribes ERP implementation suecess in Banpladesh as a function of

mierrelated CSFs and orgamzational culture. The hypnotized factors were formulated in

two steps where:

= Literature relevant 1o [5 implemeniation, ERP implemenlalion, project management and

Business Process reengineening was reviewed 1o extract a long list of all the eritical

tactors affecting implementation success.

+ This list was synthesized and operationlized through a series of interviews with key

persons (1.e. project managers, consullants and vendor representatives) involved in ERP

implementations in Bangladesh. The eleven independent variubles are assumed as (actors

affecting mostly ERP syslems implementation success from user’s most subjective

satisfaclion. Since the hypotheses consirucls are latent variables, which cannot be

measured directly, multi-item scales, each composed of a set of individual items, were

needed to obtain indirect measures of each consiruci, The items listed in this section

represent the scales as drawn from the practitioners, and refined through an expert jndge-

based mamual sorting process (Liang et al. 2005). These scales were further refined (and
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some items were dropped) as a result of an empirical test of a survey instrument
containing these initial scales. Following are the commonly identificd CSI's and are
pertinent for the success of ERP implementaiion project.

4.L.1 Project Management

Project Management involves the use of skills and knowledge in coordinating the
scheduling and monitoring of defined activities to ensure thai the siated objectives of
implemenialion projects arc achieved. According W Dennis Lock (1996), “project
management has cvolved in order to plan, coordinate and control the complex and diverse
activities of modemn indusirial and commercial projects.” ERP systems implementation is
a set of complex activities, involving all business functions and often requiring between
one and two years of effort, thus companies should have an effective project management
slrategy to control the implementalion process, aveiding overrun of bndget and ensuring
the implementation within schedule. Thus. the following hypothesis is constructed.

H1: Effective project management has a positive impact on ERI* implementation snccess.

4.1.2 Business Process Reengineering

Business Process Re-engineering (BPR) is defined by IHMammer and Champy (2001) as
“the Fundamental rethinking and radical rcdesign of business processes 1o achieve
dramatic improvements in c¢ritical contemporary measures of performance, such as cost,
quality, service and speed” .Organizations should be willing to change their bnsinesses to
fit the ERP sofiwarc in order to minimize the degree of customization necded. The
implementation of ERP requires examination of many business processes, which believed
to be one of lhe impertant and beneficial results of the implementaiion of ERI system,
All the processes in a company must conform to the ERP model. Dimensions conceming
business process reengineering are: (1) Company’s willingness to reengineering; (2)
Company s meadiness for change; (3) Company’s capability ol reengineering; and (4)
Communication. Prior studies claimed that the more willing an erganization 15 o change,
the more successful ihe implementation (Grover ct al. 1995). If pecople within the
company were not given enough information abont the purposes of BPR, they would feel
uncerlainty aboul their jobs, which can impede the progress of rcengineering.
Munagement should answer every employee question and held companywide meelings lo
make the strategy undersiood by every people (Miles et al. 1994), (Grover ct al. 1995).
Thos, the following hypothesis 15 constructed.
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H2: Business process reengineering has a positive impact on ERP implementation

BUCLESS.

4.1.3 User’s Involvement

End users arc the front line soldiers of the organization who have direct contact with the
ERP systemn. User involvement refers to a psychological state of the individual and is
defined as the importance and perscnal relevance of a system to a user. User involvement
is elfective becausc it restores or enhances perceived control Lhrough participating the
whole preject plan. There are two areas of user involvement when the company decides
to implement an ERP system: (1) user involvement in the stage of definition of the
company's ERP system nceds, and (2) user participates in the implcmentation of the ERP
systems (Zbang, 2003). As the funclions of the ERP system rely on the uscrs to use the
system afler going live , invelving users in the stage of defining organizational
infermation syslem needs can decrease their resislance to the potential ERP sysiems,
since by which ugers have feclings (hat they are the people who choose and make the
decision, Thus, the following hypothesis s constructed.

H3: Users' involvement in ERP implementation Project has a positive impact on ERP

implementation success.

4,.1.4 Education and Training

Education and training refers to the process of providing management and employecs
wilth the logic and overall concepts of ERP system (Jeff ct al. 2002). In ERF
implementation process many projects fail in the end due to lack of proper education and
training. Users should get enough iraining on the logic and overall concepts of ERP
systems (Zhang el al. 2003).Three aspects concerning the conlent of training arc: (1)
Logic and concepts of ERP; (2) Features of the ERP system sofiware; and (3) hands-on
training. If the employees do not undersiand bow the system werks, they will invent their
own processes using those parls of the syslem they arc able to manipulale. Thus, the
following hypothesis is construcled.

H4:; Fducation and training has a positive impact on ERP implementation success.

4.1.5 Top Management Support
Many studies have stressed the importance of top management supporl as a necessary

ingredient in successful ERP implementation. Top management support in LRP
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implementation has two main facets: (1) providing leadership; and (2} providing the
necessary resources, To implement ERP system suceessfully, management shonld
monilor the implementation progress and provide ¢lear direction of the project. They
must be willing to allow for a mindset change by accepting that a lot of learning has to be
done at all levels, including themselves {(Rao 2000).Top management needs to publicly
und explicitly identify the project as a top prionly (Wee, 2000). Senior management must
be committed with its own involvement and willingness 1o allocate valuable resources Lo
the implementation effort (Holland ef gl., 1999). This involves providing the needed
people for the implementation and giving appropriate amount of line to get the job done
{Roberts et al. 1992).The implementation ¢ould be seriously handicapped if some of the
critical resources (e.g., people, funds and eguipment) are not available. Thus, the
following hyvpothesis is constructed.

H5: Top management support has a posilive impact on ERP implementation success.

4.1.6 Team Work and Composition

ERP team work and composition iz important throughout the ERP implemeniation
project. An ERP project involves all of the funclional depariments and demands the efforl
and cooperation of technical and business experts os well as end-users. The leam should
have a mix of consnltants and internal staff so the mternal staff can develop the necessary
technical skills for desipn and implementation (Summner, 1999). Both business and
technical knowledge are essential for success (Bingi ef a/., 1999; Sumner, 1999). The team
should be given compensation and incentives for suceessfully implementing the system
on lime and within the asgigned budget (Wee, 2000). The tcam should be familiar with
the business funetions and products so they know what needs (o be done to support major
business proecsses (Rosario, 2000). Thus, the following hiypothesis is constructed.

H#6: A balanced compesilion of ERP implementation teams has a positive impact on ERP

implementalion success.

4.1.7 Bangladeski Organization Culfure

Hofsilede (1991) studied cultural variations exiensively and developed a theorctical medcl
which acts as a foundation for exploring the impact of eultural differences en the adopticn
and diffusion of IT-based innovations such as ERP syslems. ‘The difference of cultures
between Weslern countries where ERP systcms arc developed and Bangladesh where

these ERP syslems are implemented makes culture an important determinant of
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implemeniation success. Kumar and Bjormn-Anderson (1990} have concluded thal
information system design methodologics have built-in value biases reflecting the volue
priorities of the culture in which they are developed. Densley (1999) rcvcaled that
adapling the implemeniation to the prevailing cultural stylc was one important cause of
project implementation {ailures, A company who implements an ERP system hes o
change its business processes to the ERP best practice processes. The change bolh
impacts on the customer’s organizational culture (i.c. the ways that things ere done in the
orpanization) end is consirained by it (Nah et al. 2001). Westerm organizations are
dependent on informalion to make decision. While in Bangladesh, management does not
rely on information much even though information sysiems have been implemented.
Thus, the following hypothesis is constructed.

H7: Dangladeshi organizational culture has a negative impact on ERP implementation

SUCLCSE.

4.1.8 External Support

The implementation process may be snppored by some factors external to ihe
organizalion such as vendor's and consultants' supporl. Vendor suppoert represents an
important factor with any packaged softwarc including extended technical assislance,
emergency maintenance, updales, and special nser training. The relationship belween the
software vendor and the implementing organization is of great imporlance. The
relationship should be of stralegic nalure where the ERP vendor enhancing an
organization’s competitiveness and cfficiency. These parinerships appear to be a crucial
parl of the early stapes (Somers et al. 2004).According o Holland and Light {1999}
vendor tools are imporlant end could for example he used to support customizing
business processes wilthout changing existing softwarc code. It is not often that the
implementing organization possesses all knowledge about the system. Therefore it is vilal
that the ERP vendor snppor thc implementling organization during and after the
implementation (Willcocks and Sykes, 2000).Three dimensions of vendor support are
classified: (1) Service response time of the software vendor; (2) Qualified consultants
with knowledgeabilily in both enterpriscs” bnsiness processes and information technology
including vendors” ERP systems; and (3) Participation of vendor in ERP implementation.
Software vendors should be carefully selected since they play a crucial part in shaping the
ultimate oulcome of the implementation. Thus, the following hypothesis is constructed.

HS: External support has a positive impact on ERP implementation success,
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4.1.9 Effective Communication

Effective communication is critical to ERP implementation (Falkowski ef o/ ,1998). It is
essential for crcating an understanding, an approval ol the implementation and sharing,
information beiween the projcct team and communicating to the whole organization the
results and the goals in each implementation stage. In addition lo gaining approval and
user acceplance, (he communication will allow the implementation 1o initiate the
necessary final acceptance. The communication should stari early in the ERP
implementation project and can include overview of the system and the reason for
implementing it be consistent and continuous. Commmunication from Top Management
also needs to be unambiguous. Communication improved as top management placed the
ERF implementation project as an enlerprise project, for example as one of their six most
imporlant personal objectives for the year, and factored in project success as a eriterion
for bonuses/ variable compensation. This combined with a strong business case for the
ERP solution helped motivate all members of the hierarchy. Thus, the following
hypothesis is constructed.

H9: Effective communication has a positive impact on ERP implementation success.

4.1.10 Suitability of Software and Hardware

Today there are many ERP vendors in this markel, including traditional large vendors
called the BOPSE group {the initial letters of the five vendors). Now BOSPL has become
BOS, since Peoplesoft recently acquired J.D. Edwards, and was then merged into Oracle.
Besides these gianis, there arc more and more newcomers who fit better for certain
countries and cultures. since they would have lo think about localization problems when
dealing with a multinational company wanting to implement an ERP sysiem. Due to the
lack of profcssional expertise and experience on developing ERP systems in-house, many
companies prefer to buy off-the-shelf systems to shorren the ERP implementation cycle
{rom these vendors. But more or less they cap’t fully meet the company’s needs,
especially when the business processes of the company arc unique. Finding a suilable
software package is a vilal slep for ERP implementation. Some vendors provide very
specific solutions to niche industrics based on the characteristics of the operalions
environment (i.e. process and business) and enterprise size. For instance, an ERP vendor
can offer decision suppert funciionality for supply, manufacturing, and distribution

planning at all enterprise levels. Thus, companies should conduct requirements analysis
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first .o make sure what problems need to be selved and select the ERP systems (hat mosi
fit iheir requirements. The hardware then is selected accordmg to the specific ERP
systems’ requirements. Three aspects should bc cared when selecting sofiware and
hardware: (1) compatibility of softwarc/hardware and company’s needs; (2) Ease of
custornization. Thus, the following hypothesis is constructed.

H10: Suitability ol software and hardware has a positive impact on ERP implemenialion
SUCCCSS.

4.1.11 Company —-Wide Commitment

Clear goals and objectives are essenlial to guide an ongoing organizational cffort for LRP
implcmentation as it usually exceeds the time [rame for a typical business projcct. Clear
goals and objcctives were the third most CSFs in a study of MRP implementation. It is
imporiant to set the goals of the project before even seeking top management support
{Slevin et al. 1996).8ince ERP systems are enterprdse-wide informalion systems that
integrate information and information based processes within and across all functional
areag in an organization, it's imperative (0 get support {rom all [unctional segments of the
organization {(Sum et al.1997). Every person and department is respensible/accountable
for the overall system and key users from dilferent depariments are ensured to commit lo
the project implementation without being called back to their prior functional job posilion
frequently. Two aspects of company-wide support are considercd: (1) Tunctional
depariment heads arc champions of the ERP project; (2) They providc necessary
resources te snpport their subordinates; (3) Other people ouiside the team supporl Lhe
project. Thus, the following hypothesis is constructed.

H11: Company-wide support has a positive impact on ERP implementation success,

4, 2 Methodology

Data was collected for this siudy by conducting a survey. The questionmaire was
developed afler an exiensive review of the lilerature and was designed to look for
feedback on the various identified CSFs by different stakeholders in order to validate the
predicted CSTs. Survey instruments developed by Taylor and Todd (1995) and Bailey
and Pearson {1983) serve as a framework for designing the quesiionnaire of this study.
To test each hypothesis, this study attempts o conduct the hypothesis testing on the

faclors given maximum importance by the stakeholder on the survey.
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Chapter 5: Analysis of the Data

5.1 Sample Data

Sampling ltechniques provide a range of methods thal enable us lo reduce the amount of
data we need lo collect by considening only daia from a sub-group ralber than all possible
cases or elements (Saunders et al. 2000). Non-probability sampling is done without
chance selection procedures. The sample seleclion of Lhis research is bosed on a
judgmental sampling, which is non-probability sampling. Those companies are selected
as a casc which compleled their implementation recently. Miles and Huberman {1990}
suggest that investigaling conlrasling cases will help understand a single case finding, by
specifying how, where and possible why it proceed as it does. Dased on this reasoning,
companies from divercent industries were included in our sample selection. A personal
survey method was used to collect dala. About 140 people responded lo the survey.

After initial screening, a sample of 115 snbjects wis completed for this study.

5.2 Analysis of Statistical Result

The cmitical success factors to the implementation of ERP were bascd on a 5-point scale
with preset response possibilitics. The answers are raled by level of agreement, including
very unimportant {disagree) to very important (agree). The distribution of these weights is
given for each aspect. 105 of 140 respondents of 24 diflerent compamnies believe that
"Project Management™ is very imporiant or important with an average value of 4.85
{Table 5.1). After calculating the (olal value and average value of each CSF, the order of
importance can be seen in the following manner. “Project Management” and “Suilability
of Sofware and Hardwere™ are the top two CS5Fs with an average value of 4.85 and 4.7
respectively (Table 5.13.
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Hypothesis Mean* | Standard Deviation ¥
H1:Project Management 4.85 52
H2:Business Process Reengineering 4.13 24
H3:User’s Involvement 4.15 74
H4:Education and Training 4.68 &3
H5:Top Management Support 4.58 51
Hé6:Team work and compuosition 4.82 73
H7:Bangladeshi Organizational Culture 4.36 62
H3:External Support 4.41 91
H9:Effective Communication 4.12 47
H10:Suitability of Software and Hardware 4.7 82
H11:Company-Wide Commitment 4.24 35

* Volue doXived dprr SPsS Sofdwiht Pockagd
Table 5.1: Hypoiheses Resull
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Figure 5.1: Mean value and Siandard Deviation of the Hypotheses from the Survey

Another commonly cited factor is “Education and Training™. The factor of BPR which
was often cited in other research papers is ot the end.

The project management is ranked ns the top most important factor by the respondents.
According 10 Somers and Nelson {2004) the project management is important during all
the stages of the project life cycle. Rosaro (2000) suggesls thal the scope is of great
importance and Wee (2000) claims the impontance of following timelines and budgets.
According to Maberi et al. {2003a), smaller companics employ less functionslity than
larger companies, leading to the poasibility for the project manngement te more eflicient
monilor the project.

Organizations should have a strong corporute identity that is open 10 change. An cmphaesis
on quality, a strong computing ability, and o strong willingness to accept new technology
wauld sid in implementation eflorts (Nah et al., 2001}, In the findings, the most diflicul
problem in implemenition is mentioned os unwillingness to accept changes. Although
there wnas campaigns and trainings for making users familiar with new system and
encournge them to use this sysiem, there arc some problems yet. For example, in
GENERAL PHARMACEUTICAL one of the lcading drug companies of Bangladesh,
nccepting changes is mentioncd as a critical foclor and one of the contnbutors 1o
implemenuation failure, AMBER COTTON INDUSTRY said that now they have a failure
experience; think that it was better to involve their users in implemeniotion. Edueation
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should be a priorty from the beginning of the project, and money and time should be
spenl on varions forms of cducation and (raining (Roberis and Barrar, 1992). Training, re-
skilling and professional development of the IT workforce is crilical. User training should
be emphasiced, with heavy investment in treining and re-skilling of developers in
software design and methodology (Sumnet, 1999). In the case of RANGS group, lraining
was done in dilferent level and different approaches. They used demos and in-sile
(reining. Separate department in RANGS that has responsibility of all educations, also
accepts responsibility of trainings for new system.

The ERP feam should consist of the best people in the organization (Buckhout ef ol
1999; Bingi er af, 1999; Rosario, 2000, Wee, 2000; Nah et al., 2001). Building a cross-
functional team is also ¢ritical, The team should have 2 mix of consuliants and intemal
staff so the intermal stafl’ can develop the neccssary technical skills for design and
implementation {Sumner, 1999). In NOVYARTIS, one of thc pioneer ERP users in
Bangladcsh, the leem was selected from users in the company and mixed with
consultants’ team. Both consultants had expenience in pharmaccutical industry and so the
tearn was familiar with business. Also one of consullants was familiar with software and
provides them technical knowledge. In RAHIMAFROOQZ another production company of
Bangladesh that now implementing SAP in their Ishawrdi Plant. the team is from
Consnltant Compeny. They think that this is one of problems with their project. Most of
companics believe that project team is one of the most important critical success factors
in ERP implementation. About giving compensations to team members, majority of the
companies think that is not so much important and they think that this will creare seme
other problems and some other think that it was a project that should be completed with
is budgel and there was no nced for compensation for team members,

Top management support is mentioned both by the SMEs and the larger companics as one
of the top five factors for successful ERP implementation. In fact, in our findings, top
menagement support is perceived to be one of the most imporant factors. The top
managemenl suppert is also perceived to be among the top five factors in the previous
researches, something stressing the imporiance of the top management,

Vendor-customer parinership (Externel Support) is ranked as the fifih most important
factor by our respondents. Davenport (1998) suggests thal the partnership could lead to
lifelong strategic values. Somers and Nelson sugpest that this factor is crucial in the carly

stages, something that our respondents to a cermam extent agree with.
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Finally il was examined whether the degree of CSFs is different among different
companies. Previous theory and rescarch cvidence indicales that the significence of the
CSFs is afiected hy all kinds of company characteristics. In accordance with this general
ideq, detailed hypotheses are furher developed in the preceding section. These
hypotheses are empirically validated in the table 5.2. From the multi-stakehelder analysis
performed it is evident that cleven hypothcsecs presented within this study, has been
validated. Sustaining these resulis is the overall mean scores obtained by each of the
eleven hypoiheses shown in Table 1. The results are evidence of slakeholder agreement to
the proposed hypothesis. Total 30 questions related to various hypotlheses were given lo
answer. Only most emphastzed 15 questions were choscn to construet 11 hypotheses. As
shown in table 2, ANOVA tesis reveal that there cxist a marginal statistical significance
in 112, H5, H8 and H10. ANOVA tests also report a strong slatistical significance in H3,
[34. 117 and H9, while hypothesis testing on Hl and H1l shows no significance.
Interesiing thing is H2? shows strong statistical significant althcugh before implementlation
hardly any employee knows about BPR. Therefore, it is found that ndministralors at the
upper echelon, lechmical staffs, and cnd-users have different perspeclives on the ERP
systems implementation in therr organization, in terms of user involvement, funding,
BPR, technical support, and training. For instance, top management thinks they provided
enough training, while other people think differently. It is concluded that such frictions
among job types cause the difficulty or failure of ERP systems implementation in an

organization of Bangladesh.
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Hypothesis F Value 5% %
H1:Project Management j2135
12:Business Process Reengineering 6321
H3:User's Involvement g.237*
Hd:Education and Training T7.085¢¢
H5:Top Manapgement Support 5.238*
H6: Team work and composition 3.282¢
H7:Bangladeshi Orpanizstional Culture T.523"
H8:Exterms) Support 4.147*
H9:Effecttve Communication 8.292¢¢
Ht0:Suitahbility of Software and Hardware 3,215+
Hil:Company-Wide Commitment 2235

*p<0.05 **p<0.01
BA ¥ Vol -(udu.lnp:rm y“p*:mrm pacieagt

Table §5.2: Sialistical Significance of Hypotheses,
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Figure 5.2: F Valur of the Hypotheses
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Chapter 6: Findings

Differences between the responses found from the stakeholders of ERP implementatien
project is thoroughly analyzed and identified. Finally, in the analysis it was tricd to find
reasonable explanations for the differences in the success factors respondents identified.
Key findings of this interprctive study were denved from intervicwces' perceptions,
litcrature review and secondary data. The following conclusions can be drawn from the
research. The factors that play most important role in the ERP implementation are
mentioned as:

= Uger's Involvement

« Effcetive Communication

» Liducation and Traiming

+ Management support

+ Consullants

+ Bangladeshi Organization culture

+ Adequate testing

Following factors are validated as not so important, but should keep in mind before ERI’
implementalion.

» Suitability of Software and Hardware

+ External Supporl

» Change Management (BPR)

As far as success factors, the Needs Requirement had to be formal, detaiicd and lead
naturally lo an ERT* solution choice. It also set a framework for scripts, tests, in laler
implemeniation phascs. But there needed to be a cenlain humility and Aexibility so that
the benefits of the ERP solution are optimized. The Customer had to say [ want this, this
and this, bul alse listen carefully when the Editor said I can deliver this, this and that.
Unless there was an overriding business, legal or fiscai reason. the economic path was
one of compromise. A ‘failure’ factor could be eithcr not sufficiently expressing
objeclives, needs, constraints clearly; or having done so, sticking to them so rigidly that
the ERP solution was customized or interfaced to death.

The success faciors to this point in time, L.e. at the ontset of the project implementation,

often dictated whether the project would ullimately be in line with budget costs, delays
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and expectations. T'o use the concrete metaphor already cited, the errors made at this slage
would be difficult to corrcet later on.

In the early stages of the ERP implementation projects, lop management support was
clearly evident. Top management snpporl is necessary for imliation and ongoing
resourcing of such large, expensive and projects. Sccond, the need for a balanced project
team was identified as a success factor and for the [irst two siages in ERP
implementation. Balanced project teams centribnte 1o project success by providing a mix
of IT people with ERP knowledge and end-users with a good undcrstanding of

organizational processes,

Implications for Practitioners and Researchers:

The lindings here present some success factors that contribule most in successful
implementation ol ERP sofiware solutions in Bangladesh. Case studies with more
companies or diverse sectors will also help deepen the findings of snccess factors of
successful ERP systems implementation. Organizations should carefully consider these
factors when planning for ERP systems implementation. Consulting organizations should
be carcful when applving ERDP systems implementation approaches that have been
successful in one organization in another organizalion. An awareness of organizational
diversity will help practitioners propcrly plan ERP implementation projcets. Further
research about ERP implementation in dilferent {ypes of organizational situalions needs
to be conducted to sirengthen the [indings in ithis paper and to develop knowledge of ERP

implemcniation processes {urher,
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Chapter 7: Conclusions

In this research, a set of predicted CSFs cxtracted from litereture and Bangladeshi
organizational cullure was developed and empirically lested. LRP implementation success
index is predicted for various ERP implementalion cases. Key findings of this interpretive
study were derived from interviewees’ perccptions, literature review and secondary data,
Stalistical resulis provide supporting evidence on the research hypotheses. An analysis of
different perspectives leads to discovering the causes of ERP implementation difTiculty 1n
Bangladeshi organizations: lack of end-user involvement, inadequate funding for the
project, lack of business process reengineering, improper technical suppert, lack of
effective communication and insufficient (raining. Data analysis also provides sufficient
evidence that insufficient planning time and nsufficient rescarch on vendors is significant
determinants of ERP systerns implementation in Bangladesh. Future studies can expand
the sample with more organizations with diverse industrics (o enhance the empirical
study. In addition, it will be interesting to comparc the factors affecting ERD systems
implcmentation in Bangladesh 1o find out their inherent reletionship. A compatative
study on diferent vendors such as SAP can be implemenied for a further study. In
conclusion, this research makes a significant conuribution to the ERP sysiem
implementation literature by providing empirical study resulls in Bangladesh. The
findings from this research will provide 2 good managerial direction for prospective
administrators at organizatiens who consider ERP systems implementation in the future.
[n summary, ERP is the foundation of present and future success of Electronic Commerce
Business 1o Business. It is probable that the term ERP {never very explicit} will disappear,
that the editors too will disappear if they cannot reinvent themselves. Bul the
transtformation toward now business paradigms will be achieved by the combination of a
rethinking of processes, a performing CRP solution, and the Inlemet technologies. These
elemenis taken separatcly do not explain the ransformation we are wimessing today. It is
the synergy ol a combined cffort process, ERP and technology, which leads to this
transformation. It is in fact the first time that the company has the reqnisites to really
situate the customer as sovereign.

The picure that emerges froin the study is that some factors may be imporiant
independent of organizations, and some other factors may be organizations dependent.
The findings in this study should be of assistance to mmltinational organizations

implemnenting ERP systems, inlernational consullancy comparties working with clients in
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different organizations, and orpanizations with Bangladeshi culture characleristics using
forcign methodologies and consuliants to help with their ERP syslems implementation.
Recommendations for foture researchers:

Crucial par of working with the ERP functionality is the ability to streamline operalions.
Doing business process reengineering and doing minimal customization in software code
is very imporant.

» Broad recngincering should begin before choosing a system. In conjunction with
confignration, a large amount of reengineering should lake place iteratively o take
advantage of improvements from the new system.

» Maintaining scope is just as important for small compenies as it is for large
otganizations. The approach for “rolling out” their implementation is another very
imporiant consideration.

» The ERP team should consist of the best people in the organization. It is important that
ERP be implemented by organizailions themselves.

« Top management needs to publicly and explicitly identify the project as a top priority
and managers should legitimize new goals and objectives,

» Consultants should have in-depth knowledge of software and company sheuld be able to
manage well thesc consullants

» The “peoplc element™ and trining aspect of an CRP implementalion is one the most
important factors and companies should avoid lo insist on assigning a fixed cost or
pereentage o the training effort.

« Change management is starting at the project phase and continuing throughout the entire
life cycle. Enterprise wide culture and structure change, which include people;
organivation, and culture change, should be managed.

» Planning a sophisticated ERP project should not be laken lightly er wiih litile
forethought. Planning should be closely identified with maintaining scope dunng an
implementation.

= Both team members as well os executive management should not be lired after menths

or years of project.
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Appendix

Questionnaire

I am a studeni of Department of Industrial & Production Engineering of Bangladesh
University of Engincering & Technology, M Engincering (ATM) program. I am assigned
i prepare a thesis report on Evaluation of Critical Success factors of Enlerprise Resource
Planning {FRP) in Bangladesh. My main objective is (o find out the vital factors that
plaved pivotal role in successiful ERP implementation in Bangladesh. My honorable
supervisor is Dr. Nafis Ahmad. The research paper is a comprehensive study on any
particular fopic leading to degree of M Engineering in Advanced Engineering
Management. There is no absolute true or false answer of this queslionnaire; your
valuable comment regarding the particular issue will be final. I essure you thal the

information you provide will remain confidential and it will be nsed only for this research

purpose.

Thank you very much for your lime and support.

MName to the respondent : -

Name of the Organization - -— -- ---

Designation e LR - -- -

Department Dmmmm e e e —————-

Please answer in following rating scale throughout the questionnaire,
Put tick mark on:
5 if you think the Factor should be addressed with highest importance or tick on 4 or 3 or

2 or 1 according to your judgment on level of imporiance.

1. Determining factors that fall under catcgory Top Management Support.

a) ERI* team should be cross-functional, mix of consultants and internal stafl

5 (Highest Imporiance) 4 3 2 1 {Lowcst Importance)

h) I'cam should have boih business (familiar with business functions and products) and
technical knowledge
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5 (Highest Importance)

1 {L.owest Importance)

¢} The 1eam should be dedicated to ERP implementation

5 (Highest Imporiancc)

1 {Lowest Imporiance)

d) ERP team should be given compensation and incentives

5 (Highest Importance}

1 (Lowest Importance)

¢) [lighly suppor and approval from to

management i3 required

during implementation

5 (Highest lmportance)

1 {(Lowest Imporiance)

) Senior management must be committed with its own nvolvement and allocating

valuahle resources

5 (Highest Importance)

1 (Lowest Importance)

¢} New organizational structure should be established and commurnicaled 1o employees

5 {Highest Imporiance)

| {Lowcst Importance)

h) Top management should set policies to esiablish new system

5 (Highest Imporiance)

1 {[.owest Importance)

i} In time of conflict between previous and new system managers should be in

rmiddlc

5 {Highest Importance)

1 (Lowest Imporlance)

i) Consnltants should have in-depth knowledge of software

5 (Highest lmportance)

1 {Lowcst lmportance)

k) Should be involved in differcnt stages of implementalion

5 (Highest Importance)

1 {Lowest Imporlance)
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1) Consultants should have multiple skills covering functional, technical, and
interpersonal areas

5 (Highest Importance) 4 3 2 1 {Lowest Importance}

m) Company should be able to manage well these consullants

5 {(Highest Importance) 4 3 2 1 (Lowesl Imporance)

2. Factors related to education & training,
a) Users [Tave Basic IT Knowledge

5 (Highest lmpormance) 4 3 2 1 {Lowest Impormance)

b) Heavy investment in training and re-skilling of developers in software design and
methodology

5 (Highest lmportance) 4 3 2 1 {(Lowsesl Importance)

¢} A support organizalion meets users’ needs aller installation

5 (Highest Importance) 4 3 P 1 {Lowest Importance)

d} Employess must be (rained on the new system: in order to use it to continue day-to-day

operalions

5 (Highest lmportance) 4 3 P 1 {Lowest Importance)

3. Factors of the suitability of sofiware and hardware and intcroal readiness.
a) Crpanization and pcople should be ready for changes

5 {Highest Importancc} 4 3 2 1 {Lowest Importance}

b) A complex software package, ERP systems integrale all information processing to
support business.

5 (Ilighest Importance) 4 3 2 1 {Lowest Importance)

¢} Truining, re-skilling and professional development of the IT woerkforce
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3 {Highest Imporiance}

1 {(Lowest Importance)

4, Worked with functionality/maintained scope.
a) Doing BPR and aligning the business processes with sofiware

5 {Highest Importance} 4 3 2 1 {Lowest Importance)
b) Doing minimal customization te the software
5 (Highest Importance) 4 3 2 1 {Lowest Importance)}

¢} Considering vendor support and the number of previous implementations for choosing

the package

5 {Highest Importance} 4 3 2 1 {Lowest Importance}
d) Maintaining the initial scope

5 (Highest lmportance) 4 3 ) 1 {Lowest Importance}

¢) Choosing best way of implementatio

n on individual basis

5 {Ilighest Importance)

1 {Lowest Importance)

5. Fuctors of Business Process Reengineering.
Rusiness process re-engineering (BPR) is delined by Hammer and Champy (2001) as “the

fundamental rethinking and radical redesign of business processes 10 achieve dramatic

improvemnents in, contemporary measures of performance such as cost, quality, service

and speed”. BPR analyzes the process of an organization’s busmess in order to identify

the best way of doing things.

a} Employee resistance to change

S (Highest Importance) 4 3 2 1 (Lowest Imporiance)
b} Inadeguale allention to employec eoncerns.
5 (Highcst Importance) 4 3 2 1 (Lowest [mportance)

¢} Inadequale and inappropriatc staffing

S0




5 (Highest Importancc) 4 3 1 {Lowest Importance)
¢) Inadequate developer and user tools
5 {Highest Importance} 4 3 ! {Lowest Importance}
¢) Mismatch of strategies used and goals.
5 (Ilighest Importance} 4 3 1 (Lowest Imporiance)
d) Failure in lcadership commilmenl
5 (Highest Importance) 4 3 1 {(Lowest Imporiance)

6. Adequate Testing.

a) Vigorous and sophislicaled sofiware testing before go live date is essential

5 {Highest Imporiance) 4 3 1 (Lowest Importance)
b} Troubleshooting crrors is
5 (Highest lmportance} 4 3 1 {Lowest Importance}

¢} There should be a plan for migrating

and cleaning up data

5 (Highest Imporiance)

1 (Lowest lmporiance)

Thenks a lot fo parlicipate in this survey.

51




	00000001
	00000002
	00000003
	00000004
	00000005
	00000006
	00000007
	00000008
	00000009
	00000010
	00000011
	00000012
	00000013
	00000014
	00000015
	00000016
	00000017
	00000018
	00000019
	00000020
	00000021
	00000022
	00000023
	00000024
	00000025
	00000026
	00000027
	00000028
	00000029
	00000030
	00000031
	00000032
	00000033
	00000034
	00000035
	00000036
	00000037
	00000038
	00000039
	00000040
	00000041
	00000042
	00000043
	00000044
	00000045
	00000046
	00000047
	00000048
	00000049
	00000050
	00000051
	00000052
	00000053
	00000054
	00000055
	00000056
	00000057
	00000058
	00000059
	00000060
	00000061

