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Abstract

Thischapter reportson a study of issuesacrossthe ERP lifecyclefromthe
per spectives of individual swith substantial and diver seinvolvement with
SAP Financials in Queensland Government. A survey was conducted of
117 ERP systempr oject participantsinfiveclosely related state gover nment
agencies. Through a modified Delphi technique, the study inventoried,
synthesized, then weighted perceived major-issues in ongoing ERP life
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cycle implementation, management, and support. The five agencies each
implemented SAP Financials simultaneously using a common
implementation partner. The three Delphi survey rounds, together with a
series of interviews and domain experts’ workshops, resulted in a set of
10 major-issue categories with 38 sub-issues. Sub-issue weights are
compar ed between strategi c and oper ational personnel withintheagencies
inorder tounder stand wher ethe or gani zationsshould focustheir resour ces
in order to avoid, minimise, or eliminate these issues. Study findings
confirm the importance of this finer partitioning of the data, and
distinctions identified reflect the unique circumstances across the
stakeholder groups. Thestudy findingsshould be of inter est to stakeholders
who seek to better under stand the issues surrounding ERP systemsand to
better realize the benefits of ERP.

| ntroduction

Organizationsworldwide, whether publicor private, aremoving away from
devel oping Information Systems(1S) in-houseand areinstead implementing
Enterprise Resource Planning (ERP) systemsand other packaged software
(AMR Research, 1998; IDC Software Research, 2000; Price Waterhouse,
1995). ERP hasbeenreferredto asabusinessoperating system that enables
better resource planning andimproved delivery of value-added productsand
servicestocustomers. ERPsystemshave, inrecent years, beguntorevolutionise
best practicebusinessprocessesand functions. They automate corecorporate
activitiessuch asmanufacturing and themanagement of financial and human
resourcesand thesupply chain, whileeliminating complex, expensivelinks
between systemsand businessfunctionsthat were performed acrosslegacy
systems(Bingi etal., 1999; Gableetal ., 1998; Klauset a ., 2000; Rosemann
and Wiese, 1999).

Despitewarningsintheliterature, many organizationsapparently continueto
underestimatetheissuesand problemsoften encountered throughout the ERP
life cycle, as evidenced by suggestions that: (1) more than 40% of large
softwareprojectsfail; (2) 90% of ERPimplementationsend up lateor over
budget; and (3) 67% of enterpriseapplicationinitiativescould beconsidered
negative or unsuccessful (e.g., Martin, 1998; Davenport, 1998; Boston
Consulting Group, 2000).
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