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Abstract

Thischapter investigatesthe aspectsinvol ved in ERP systems management
to understand how such artifacts transform the role of Information
Technology (1 T) areaswithintheorganizations. ERP systemsarecurrently
the main component of the information architecture of most large and
medium sized companies and the management of these systems has
become a critical part of IT teams every day. Initially is proposed a
management model for ERP systemsbased upon a survey of theliterature.
Next is presented, based upon the model, the analysis of two ERP systems
management casesof lar ge sized Brazilian companies. At theend the cases
are compared and important observed differences set up the conclusions
of this chapter.
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ERP Systems Role in Organizations

Duringthesecond half of theninetiestheimplementati on of ERPsystemswas,
onaglobal scale, oneof thecentral pointsof attentionregarding I T utilization
in companies. History showsthat implementation of ERP systemsisnot a
simple matter; even somefailureswere reported. Research on the subject
developed asfrom the end of the decade, which studied mainly thefactors
governing successful implementation, showedthat aprocessof cultural change
isinvolved. Onecritical factor for successisto avoid that the endeavor be
handledasa“computing” project. Dedicationandinvolvement of top manage-
ment, strong participation of users and change management were aspects
considered essential for the successof theseimplementation projects.

The issue of benefits achieved with the use of these systems was also
researched; however, therearefew evaluationsof aquantitative nature. ERP
systems brought benefits with regard to the integration of the company’s
internal operationsby reducing: raw-material stocks, order takingtime, pro-
duction time and delivery time. Gains in efficiency due to elimination of
operationscarried out by hand, especially thoseassociated to manual integra-
tion between previously isolated departmental systems, wereal so perceived.
Furthermore, these systemsuseasingledatabase, which addstothequality of
theinformationavailable. Theavailability of real-timeinformation may also
contributetoimprovethecompany’ sdecision-making procedures.

Inmost cases, after implementation, the ERP system becomesthebasi supon
which the company beginsto develop other initiatives, such as: customer
rel ationship management (CRM), supply chainmanagement (SCM) and busi-
nessintelligence (Bl). Also at this stage, called the “ ERPs second wave,”
companiesbeginto consolidatetheir processreviewsand effectively employ
amodel of integrated processmanagement.

I T Management: New Challenges

Notwithstanding the ERP phenomenon, the current dynamicsof theorgani za-
tional I T usemust al so betakenintoaccount. Accordingto Andressen (2002),
businessunitsaredemandingfromthel T areaincreasingly higher level sof
serviceand I T managersarebeingforcedtoreview how they carry out their
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