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Abstract

SAP isoneof thedominating enter priseresour ce planning (ERP) software,
whichisused asan essential part of enter prise-wideinformation systems.
While it can significantly contribute towards an organization’s
competitivenesshby increasing efficienciesacrossvariousfunctional units,
it can, ontheother hand, bring about disastersifimplementedincorrectly.
Literature presents both implementation successes and failures. This
chapter presents a successful SAP implementation in the WATER
CORPORATION in Western Australia. A “ Benefit Realisation Strategy
and Realisation Process’ was considered to be the key success factor in
the implementation of SAP. The chapter describes the benefit realisation
structureand processand di scusseshow SAP wasimplemented successfully
within this framework. The benefits realisation and its impact are
presented. Finally, future directions are highlighted.
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I ntroduction

Thecurrent waveof Information Technology (I T)-enabled change appearsto
bejust thebeginning. Theexpected|ong-termimpact of i nformationtechnol ogy
isroutinely comparedto suchtechnol ogiesasel ectricity, theinternal combus-
tionengine, theprinting press, and eventhewheel. Literaturesuggeststhat its
arrival representsan economicand social transition asfundamental astheshift
fromrural agriculturetourbanindustry 200yearsago, duringthefirst Industrial
Revolution. Information technology is capable not only of enabling anew
economicinfrastructureforindustry, but also of transforming society —how
peoplework, shop, play, andgoto school. For exampl e, advancedinformation
and networking systemsare changing theway wedo research, communicate
knowledge, learn, publish, and manageintellectual property. Information
technol ogiesarecombining theengineering power of massproductionwiththe
intellectual capabilitiesof themodernlibrary, publishing, and broadcasting
systems(Thorp, 1998).

Atthemoment, however, thereisabig practical problem. Thetrack record of
informationtechnol ogy todateisunevenanditishardtofigureout what makes
forasuccessful I T investment. Inpractical terms, itisdifficultfor evenlarge
corporationsto predict how major investmentsinnew information systemswill
turnout, or how many monthsandyearswill go by beforetheseinvestments
produce solid economic returns, if they ever do. Few of the executives
approvingthesemultimillion-dollar investmentshaveacl ear ideaof theresults
that they expect toget, or whether they actually achieved thebenefitswhenthe
money isspent. Thisisnot atechnology problem—itisabusinessproblem. It
isabout realisingthepotential val ueof informati ontechnol ogy totheorganisation.
Understanding how to deal withthisproblemisanimperativefor all business
managers, and for thosewho areembarking ontheacquisitionandimplemen-
tationof SAPitisfundamental (Thorp, 1998).

SAP isacomplex system. It therefore needs a different approach for its
implementation and benefitsto berealised. It bringsabout itsown culture,
whichneedstobeadapted withintheexisting organi sational culture(K rumbholz
& Maiden, 2001). At theheart of the problemisafundamental changein how
organisationsareusing SAPand theinformation provided by that technol ogy.
Unlike other IT applications, implementation of SAP needs fundamental
changeinthebusinessprocessand essentially involves* change management
implementation” (Mandal & Gunasekaran, 2003). Unfortunately, it isnot
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