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Abstract

Thischapter presentsa unified model of Critical Success Factors (CSFs)
for ERP implementation projects and the analysis of the relevance of
these CSFsalong thetypical phases of a SAP implementation project. The
Accelerated SAP implementation methodol ogy (ASAP) isused asthe SAP
implementation reference method. Using Process Quality Management
method, we derived a matrix of CSFs versus ASAP processes. Then, we
evaluated the CSFsrelevance along the five ASAP phases, specifically of
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thoseonesrelated with the organi zational per spective. Themain advantage
of our approach is that we unified previous lists of CSFs for ERP
implementation projects and we establish the CSFs relevance according
to the implementation processes that should be made in a typical SAP
implementation project. These findings will help managers to develop
better strategiesfor supervising and controlling SAP or other similar ERP
implementation projects.

I ntroduction

Despitethe benefitsthat can be achieved from asuccessful Enterprise Re-
sourcePlanning (ERP) systemsimplementation, thereisalready evidence of
failurein ERPimplementation projects(Davenport, 1998). Too often, project
managersfocusonthetechnical andfinancial aspectsof aproject and neglect
to takeinto account the non-technical issues. To solvethisproblem, some
researchersare using aCritical Success Factors (CSFs) approach to study
ERPimplementations. Accordingto Rockart (1979), CSFsare*thelimited
number of areasinwhichresults, if they aresatisfactory, will ensuresuccessful
competitiveperformancefor theorganization”. CSFsarebased ontheassump-
tionthat alimited amount of criteria, critical of theoutcomeof aproject, can
beidentified, and that these criteriacan be manipul ated by managers (Wit,
1998). Thereby, they areatool for forecasting and managing projects. The
management of CSFsin ERPimplementationsisathorny issuein ERPresearch.
Thereisthepractical and academic evidencethat CSFsdo not havethesame
importance along the various phases of an ERP implementation project
(Esteves & Pastor, 2001). Markus and Tanis (2000) advert for the need to
definesuccessalongthedifferent phasesof theERPlifecycle. They arguethat
nosinglemeasureof ERPsystemssuccessissufficient for all theconcernsthat
organizations' executivesmight haveabout the ERP system experience, and
that different measuresareneeded at different stagesinthesystemslifecycle.
Thus, we attempt to develop a theoretical framework that describes this
distribution al ong the ERPimplementation phases. Several academicstudies
havebeen published rel ated to CSFsidentification but thereisno evidenceof
studiesrel ated with operationalization and management of these CSFs.

We agree with Ward (1990) in that CSFs are not, in themselves, directly
manageable. Rather than the CSFs, it is the processes that define what a
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