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INTRODUCTION

A typical packaged software lifecycle, from the client-orga-
nization perspective, is packaged software selection followed 
by implementation, installation, training, and maintenance 

has been acknowledged by many researchers as the longest 
and most costly phase in the software lifecycle. This fact 
is no exception in the ERP packaged software maintenance 

related to the packaged application software undertaken by 
the client-organization from the time the system goes live 
(i.e., successfully implemented and transported to the produc-

-

supported-version and meet the vendor’s requirements for 
standard code. These activities include: implementing internal 
change-requests (initiated by an ERP-using organization’s 

support requests (initiated by an ERP-using organization’s 

In order to achieve the abovementioned maintenance 
objectives of keeping the ERP system running, adapting the 
system to a new operating environment, and ensuring the 

system, the IT department staff has to collect some metrics 

ERP system so that they can know or can tell the status and 
the performance of their maintenance activities. The authors 

planning, assessment, tracking, and predictions on software 
maintenance. Although, there is a lot of literature on ERP, 

Thus, this text is meant to provide some fundamental metrics 

ERP maintenance management in order to answer questions 
on the state of their ERP system, their patch implementation 
costs, and the ongoing maintenance costs for their previous 

BACKGROUND: METRIC

The -

of the degree to which a system, component, or process pos-

interprets a metric as being derived from data, and as quan-

as a quantitative indication of the extent, amount, dimension, 
capacity, size, or characteristic of particular attributes of a 
task or activity in a process. It can be collected using forms 
(e.g., change request form, change report, software engineer-

in-built change management system in ERP, change request 

in order to derive the anticipated measurable metrics. Basili 

approach, the timing (in terms of the software life cycle or 

predetermined.
The literature reports that successful use of measure-

ment/metric program avoids recurring errors (Ebert, Dumke, 

maintenance processes at Burrough Corporation (Rombach 

-

purposes of metrics: assessment, prediction, and control. 
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Assessment Informative (about person, process, 

for controlling purposes

Retain knowledge Programmer ID, problem description, 
description of changes, issues of 
consideration, patch ID 

Prediction or 
decision-making

describes what should be done
planning and 
estimation

Estimated maintenance time, quotation 
for a maintenance request, action to 
be taken, maintenance request type, 
projected availability 

Control Indicative (indicating that something needs 

that a particular decision needs to be 

attached baseline value

performance, track 
progress, identify 
problem

Problem status, approved by, accepted 
by, maintenance request ID, time of 
problem occurrence, resolution impact

Table 2. Application of software metrics in practice

Assessment Event chronology, problem 
symptoms, diagnostic information, 
release version information

Problem analysis and resolution

Decision-making
Directorate (Stark, Durst, & 

Previous project delivery rate Estimate a test schedule

Defect trend Determine time to release a 
product

Control and 
monitoring

Earned value management 
technique: project cost and 
schedule

schedule performance

Defect density Track quality in subsystem, 

of fault
Code size and time
Effort, resources, product size, 
estimated completion date and 
defect detected

project planning

Siemens (Paulish & Carleton, Defect rate (i.e. number of defect/

Product size and effort (i.e. product Project productivity

Productivity gain, error detection 
rate, and reduction in time to 
market

improvement
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