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Abstract— This study was aimed at comparing the ERP
implementation process in two different organizations located
in two different countries. Organization A is a company
engaged in the field of PCB printed, while organization B is a
company engaged in the field of data storage devices. Case
study approach was used in order to do an exploratory
research on ERP implementation process that can effect to
ERP implementation success. Interviews were done in both
structured and unstructured methods with manager, keyusers,
user, consultant and project manager who were the main team
on implementation this system. Comparison of the ERP
implementation process is viewed from three different
attributes, namely: people, process & organization, and
technology. Each organization had different experience in ERP
implementation process. But in general, organization B had a
better process of ERP implementation than the organization A.
So that organization B could achieve successful
implementation of ERP in terms of benefits and performance.
Although the cost and time spent are not in accordance with
the planning. Organization A, on the other hand, failed on
ERP implementation in terms of budget, time schedule, benefit
and performance.
Keywords: ERP implementation process, people attributes,
process and organization attributes, technology attributes.

I.

INTRODUCTION

Enterprise Resource Planning (ERP) is one of the
integrated information systems that support business process
and manage the resources in organization. This system
integrates a business unit with other business unit in the
same organization or inter-organization. ERP is needed by
organization to support day to day activity or even to create
competitive advantage.
Different from information systems in general, ERP is an
integration of hardware technology and software that has a
very high investment value. However, a larger capital
investment on ERP does not always give a more optimal
return value to the company. In Indonesia, [7] found out that
almost 83.33% of companies implementing the ERP systems
did not succeed in their implementations. While [19] and [11]
found that more than 50% of the companies implementing
ERP in the world failed to gain optimal return value. Others
research shown that 50% of the companies implementing
ERP failed to gain success, while in China, only 10% of the
companies gained success [20]. These continuing study on

the ERP implementation process show how critical ERP
implementation is yet in IT investment.
Therefore, on this study we do the comparison of ERP
implementation process between two different organizations.
The comparison has done in terms of three different
attributes, namely: people, process & organization, and
technology. By comparing the two organizations are
expected to provide experience on the ERP implementation
process in each company and also to extract about the critical
components in the ERP implementation process. So, in the
future this kind of problem should not happen anymore.
II.

RESEARCH METHODOLOGY

On this research, we use case study approach in order to
do an exploratory research on ERP implementation process
that can effect to ERP implementation success. The
exploratory research is defined as research type that has
emphasis on the discovery of ideas and insights [5].
The interviews have been done both structure and
unstructured on this case study with manager, key users,
user, consultant and project manager who are the main team
on implementation this system.
These methods aim to get some experiences and
insights from respondents on ERP implementation.
Company’s and respondent’s name do not mention on this
study, because of confidential. However, we have
quarantined the data accuracy that gathered from
respondents through interview.
III.

RESULT AND DISCUSSION

A. Brief History of Organizations
Organization A is a private organization that operates in
the PCB printed sector with their more than 500 employees.
It is now a key player in the global PCB market, servicing
customers in the automotive, computer peripheral, consumer
electronics, telecommunication, healthcare and instrument
& control.
Organization B is a private organization that operates in
the data storage and electronics sector with their more than
500 employees. Since its presence on end of 1999, millions
of products have been shipped out to the major league
customers in the industry all over continents. Continues to
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outclass the operations is always the company philosophy in
a away sustaining the business competitiveness.
B. Comparison of ERP Implementation Process
On this paper, we will compare an ERP implementation
process between two organizations. Although two
organizations operate in different country, we do not
emphasize on culture that underlies in them.
To compare ERP implementation process, we had
divided into three attribute, namely: people, process &
organization, and technology. Each attribute has the
respective components that affect to ERP implementation
process.
People Attributes
1) Top Management Support
Successful implementations require strong leadership,
commitment, and participation by top management [12, 16].
They will provide the necessary resources and authorization
in order to achieve ERP implementation success [3].
Management should monitor the project progress and
provide clear direction of the project.
Organization A has a good top management support,
but they do not control and monitor the ERP implementation
process. The top management gives all their authorization
and responsibility to the project manager. This lead to the
ERP project cannot be run well. Thus, many users/keyusers
are involved on this project does not commit to work.
Organization B has also a good top management
support and they always do coordination with the project
team. Periodically, they have a meeting to discuss about the
project progress and problems that arise during the
implementation process. Different with organization B,
users/keyusers highly committed and motivated to engage in
successful implementation of this system.
2) Team Work
ERP implementation teams should be composed of
people who are chosen for their skills, past accomplishments,
reputation, and flexibility. These people should be entrusted
with critical decision making responsibility [6, 18].
Management should constantly communicate with the team,
but should also enable empowered, rapid decision making
[4]. The implementation team is important because it is
responsible for creating the initial, detailed project plan or
overall schedule for the entire project. The team also
involves all functional departments and demands the effort
and cooperation of technical and business experts as well as
end-users [3].
In organization A, the team member cannot work
properly. They assume that the ERP implementation project
is the work of IT department. They also do not receive
incentives or rewards of this additional works. Therefore,
the role and management support are needed in this
condition. Top management also does not put pressure on
team project in this implementation process.
Whereas, in the organization B, team members are very
committed and able to share responsibility. Team members

are key user in each unit. Every team member received an
incentive or reward in his involvement. But top management
always put pressure on the project team so that this project
can run successfully.
3) User Involvement
User involvement refers to the psychological state of
the individual and is defined as the importance and personal
relevance of a system to a user [3]. It is also defined as a
user's participation in the implementation process. The users
will involve in the stage of definition of the company’s ERP
system needs and also in the implementation of this system.
In organization A, users/keyusers do not commit and
often release their responsibility, because this project as
additional work for them. While they have their daily work
which must also be completed. Therefore, top management
support is needed. In organization B, users/keyusers are
very committed, because they are released from daily
responsibilities. So they can focus on this project.
4) Use of Consultant
The selection of appropriate consultant greatly affects
the success of ERP implementation. Using of consultant
who has knowledge in the industrial field and ERP system
properly that can help the company to develop and
implement a system align with the company business’s need.
Many of ERP consultants have no much experience in ERP
implementation process.
In organization A, ERP consultant have replaced two
times. This is because the organization sees the
implementation progress did not meet the organization’s
expectation. The consultant team’s skill is not in accordance
with earlier agreements and change of personnel always
occurs while the project is running. The consultant has no
much experience in ERP implementation. To avoid this
happening, the organization should conduct a rigorous
selection in selecting an ERP consultant.
In organization B, the consultant has a mature
capability in the ERP implementation process. They have
considerable experience in ERP implementation. The
consultant team also has skills that met with the
organization’s expectation and is able to cooperate with an
internal team.
Process and Organization Attributes
(1) Clear Goal and Objective
Clear goals and objectives are essential to guide the
organization in achieving the successful implementation of
ERP. This is intended to achieve the implementation of ERP
in accordance with the time and costs have been determined
and in accordance with company business needs. According
to [3] there are three things important in the implementation
of ERP systems, namely: project scope, cost, and time.
In organization A and B, the companies have no clear
goals and objectives in this ERP implementation. ERP
project was driven from parent company (top down driven).
It aims to facilitate the data consolidation and integration.
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Many users think that the previous system more in line with
company business’s need. Therefore, the companies should
do the evaluation of technology before adopting it.

unit well. However, he has a great commitment in this
implementation project, because of pressure from top
management level.

(2) ERP Implementation Strategy
There are several opinions about the ERP
implementation strategy. According to [17], ERP
implementation strategy can be divided into: clean sheets,
customizing and best of bread. There is also a distinguished
classify into: big bang, pilot project (by module), and
parallel implementation [8].
In organization A, the ERP implementation strategy
that was used by company is a pilot implementation.
Starting with the implementation of finance and controlling
(Fi-Co) module, followed by other modules, and end with
human resources (HR) module. The company only
implements the core modules. But it still maintains legacy
systems, thus causing substantial customizing and also
changes in the standard ERP program. This causes a lot of
inconsistency of data on the ERP system. Changes that
occur in the standard ERP program will also cause
difficulties in the upgrade version of ERP system.
In organization B also uses a pilot implementation
strategy. It only implements the core modules. But the
company fully replaces legacy systems with ERP system.
This expected to facilitate consolidation of data and avoid
the double entry into the legacy systems and ERP system.
This method works better than in organization A, but data
analysis and migration play an important role.

(4) Change Management
The existing organizational structure in most companies
is not compatible with the structure, tools, and types of
information provided by ERP systems. ERP system imposes
its own logic on a company's strategy, organization, and
culture. Thus, implementing an ERP system may force the
reengineering of key business processes and/or developing
new business processes to support the organization's goals
[2]. The changes may significantly affect organizational
structures, policies, processes, and employees [9]. If people
are not properly prepared for the imminent changes, then
denial, resistance, and chaos will be predictable
consequences of the changes created by the implementation.
However, if proper change management techniques are
utilized, the company should be prepared to embrace the
opportunities provided by the new ERP system and ERP
will make available more information and make attainable
more improvements than at first seemed possible. The
organization must be flexible enough to take full advantage
of these opportunities [4]. In organization A and B, the
change management is not working properly.

(3) Project Management
Successful ERP implementation requires that the
organization engage in excellent project management. This
includes a clear definition of objectives, development of
both a work plan and a resource plan, and careful tracking
of project progress [1]. The project plan should establish
aggressive, but achievable, schedules that instill and
maintain a sense of urgency [15]. The project should
identify the modules selected for implementation as well as
the affected business processes. If management decides to
implement a standardized ERP package without major
modifications, this will minimize the need to customize the
basic ERP code. This, in turn, will reduce project
complexity and help keep the implementation on schedule.
In organization A, the selected internal project manager
has no information technology (IT) background, but he
knows the existing company’s business process very well.
Basically, he is one of the employee who is resistant to the
ERP implementation. Because he is the most control system
used before the ERP implementation. The top management
is trying to embrace him with giving a responsibility in this
project.
In Organization B, the selected internal project manager
has an IT background and also knows the organization’s
business process very well. But he has no a good leadership,
so he cannot organize people (project team) and business

(5) Risk Management
According to [10] conducted a Risk Management not
only identify but also preparation if the occurrence of events
that are not desirable. Each project application of
information technology brings the essential elements of risk
because it is likely that progress will deviate from the plan
at some point in the project life cycle. ERP implementation
project risk described as uncertainty, liability or
vulnerability that could cause the project to deviate from
established plans. Good planning and the adoption of a
systematic risk management are crucial in project
completion on time, and on-budget in compliance with all
requirements [13]. There are no risk management in ERP
implementation process in the organization A and B.
(6) Business Process Reengineering
In organization A, business process reengineering (BPR)
has not done prior to implementation of ERP system. ERP’s
business process was adjusted in order to be aligned with
organization’s business process. Therefore, they do a lot of
changes to the standard ERP program.
Whereas, in organization B, BPR has done prior to
implementation of ERP system, but it was not radical.
Organization’s business process was adjusted in order to be
aligned with ERP’s business process. So they just make
small change to the standard ERP program. It is very
influential on the inconsistency of data and ease of system
upgrades.
(7) Communication
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Communication is one of the most challenging and
difficult task in the ERP implementation project. It is
considered a critical success component on ERP
implementation process. It is important to create an
understanding, an agreement on implementation and sharing
of information between project teams and communicate the
outcomes and goals to across organizational within each
stage of implementation [14]. Communication should start
early on ERP implementation project. It can include an
overview of the system and reasons for applying it as
consistently and sustainable [3].
In organization A has not established a good
communication between consultant team and users. This is
because the users do not have a good commitment to this
project (as explained above). However, in organization B
has established a good communication between consultant
team and users. Because users have a great commitment to
this project. They can focus to it, because they no longer do
his daily job.
(8) Training
Education/training is probably the most important
critical success component. ERP implementation requires of
knowledge to enable people to solve problems on the system.
If the employees do not understand how a system works,
they will invent their own processes using those parts of the
system they are able to manipulate [15].
In organization A, IT people who will be responsible
for each module provided the external training for 3 months.
But, users do not get an adequate training both in terms of
quality and needless time allocated.
In organization B, IT people who will be responsible
for each module, only provide the internal training.
Likewise the users only received internal training from the
consultant that is inadequate both in quality and time
allocated.
Technology Attributes
(1) Infrastructure
According to [3], an adequate IT infrastructure,
hardware and networking are critical to a successful of ERP
system implementation. It is clear that ERP implementation
involves a complex transition from legacy information
systems and business processes into an integrated IT infrastructure and business processes across the organization.
In organization A, the complexity of the ERP system is
not supported by adequate infrastructure. This effect on
system performance. So that, when the system is going life,
a few months later the system started to slow down. Then
slowly, the company will make an improvement to its
infrastructure. While in organization B, it has an adequate
infrastructure to support the complexity of ERP system. So
it can support the system with better performance.
(2) Data Analysis and Migration
That’s another important thing on ERP implementation
process is data analysis and migration. We have to do a data

analysis and migration from legacy system into ERP as a
new system in the company. Many problems arise in this
process stage. Therefore, the company always does a
parallel implementation between legacy and ERP system.
Until the ERP system is stable, and then the legacy system
will be cut off.
In organization A, ERP consultant does not have a good
capability in data migration, so a lot of data migration
performed by internal IT department. The consultant also
did not validate the data very well, so there is still the wrong
data because of the migration process. In organization B, the
data migration performed by consultant with the help of
users with a great commitment. So that migration data can
be run well. In line with organization A, the consultant also
did not validate the data accurately.
(3) Strong ERP Product
Strong ERP product is determined by the product
selection process. Normally, before the company chosen one
of ERP product, it will do the evaluation of the product.
However, a lot of companies implement the ERP system
because of technology driven, instead of the organization
business driven. That’s actually caused the problem.
Currently, a lot of ERP system product in the market. So, the
company need to choose one of them to support their
operational process or the company can use best of bread
strategy (choose the best module from each product). But,
this kind of strategy will give the company another
integration problem.
In organization A and B, the ERP product selection was
not done properly. ERP implementation is more driven by
technology itself, instead of organization’s business need.
This is one of critical component that caused the failure of
ERP implementation.
From differences of view of ERP implementation
process in two organizations which have been described
above, the organization A has failed on ERP implementation
in terms of budget, time schedule, benefit and performance.
Likewise, in organization B has spent money and time were
not as planned. But the benefit and performance obtained in
accordance with their expectation.
IV.

CONCLUSION

In order to achieve successful implementation of ERP
system, the company needs to consider some important
components of the ERP implementation process. In this
paper we divide into 3 important attributes, namely: people,
process & organization, and technology which includes: (1)
Top management must be able to coordinate with project
teams and also to constantly monitor project progress and
provide clear direction; (2) Team work should consist of
people who understand the business process in each unit
well and also has a commitment in the successful
implementation of this system. Pressure from the top
management is very important in this condition; (3)
Companies must perform well in determining the selection
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of consultants who will assist in the implementation of ERP;
(4) Companies must make a clear assessment criterion, such
as: experience in ERP implementation, whom their client,
the skill description of each team member, etc. It also make
a clear agreement in the implementation of the project, for
example: there is no change of team members during the
process of implementation (except the consent of both
parties); (5) Companies should have clear goals &
objectives that can guide the organization in order to
achieve successful ERP implementation, top management
commitment is needed; (6) Companies need to select the
ERP implementation strategy in accordance with the
conditions of the organization. Running in parallel between
the legacy system and ERP system in a long time is not
recommended; (7) Project managers must have strong
leadership and really have a strong commitment to the
success of ERP implementation. He also must well
understand the existing business process and have an IT
background; (8) Change management must exist in every
ERP implementation process, because it will impact more to
the process change rather than changes in technology; (9)
Risk management must be done prior to the implementation
of ERP, so it can identify and also prepare alternative
solutions, if anything undesirable happens; (10) BPR should
be done before the implementation of ERP. That can
optimize an existing business process for creating
competitive advantage for company; (11) Good
communication must be kept among the consultants, the
internal project team and users (the role of project manager
is needed); (12) Need to do a proper training both in quality
and quantity; (13) A mature infrastructure is very important
in the implementation of ERP systems. This will support the
complexity of ERP systems, so that good performance can
be obtained; (14) Data analysis and migration is an
important component in the ERP implementation process,
because errors in this process will result in data
inconsistency (rubbish in, rubbish out); (15) The Company
must have a good evaluation in determining the ERP
product to be adopted. The technology must be implemented
fully in accordance with the needs of the organization (not
driven by the technology itself).
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FUTURE RESEARCH

In line with the findings of this study which discovers the
experience of ERP implementation process in two different
organizations, on further research needs to develop an ERP
implementation methodology that can provide guidance for
companies in implementing ERP. This methodology consists
of the stages in implementing ERP, and activities that need
to be done in each phase. These activities will consist of
critical components in the ERP implementation process,
namely: people, process & organization and technology.
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