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ABSTRACT

This study examines the postimplementation period of an ERP
implementation in an Australian manufacturing organization, with the
aim of understanding and explaining the business consequences that
occurred. The description of the caseisfollowed by an analysisusing the
structurational model of technology. Theradical changeintheway users
needed to understand the business in terms of the new system, coupled
with insufficient training and support postimplementation, and user
resistance to change, impacted on the benefits the organization gained
from the system.
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INTRODUCTION

EnterpriseResourcePlanning (ERP) systemsarelarge software packages
that provideanintegrated environment based onan enterprise-widedatamodel
withaset of softwareapplicationsthat allow processing of all thedataof the
organization (Bancroftetal., 1996). Despitecol | ectiveinvestment by organi-
zationsworldwidein ERPsystemsintheorder of billionsof dollars(Stein,
1999), many organizationsdo not know if they haveachieved apositivereturn
ontheir investment. Few studieslooked at the postimplementation period of
ERPsystemsto determinehow and why businessbenefitsevolveover time. Of
thosethat have(Shang & Seddon, 2000; Markusé& Tanis, 2000), neither study
examined the posti mplementati on phase of ERPimplementationinamanufac-
turing organizationindetail over timeto determineitsinfluenceonbusiness
benefitsinthelonger term. Itisof significantinterest to senior management of
organizations, | Spractitioners, and | Sacademic researchersto know more
about the postimplementation period of ERPsystems, thebusinessbenefitsthat
result during the period, and how and why these consequencesoccurred.

ERPsystemshavebeen studied fromanumber of different perspectives.
Theseinclude project management, outsourcing, organizational knowledge,
large packaged software, critical successfactorsfor implementation, and
businessbenefits, tonameafew (Esteves& Pastor, 2001). Inthisstudy, ERP
implementation and useareviewed from the perspective of organi zational
change(Boudreau & Robey, 1999; Davenport, 2000). Thepostimplementation
period of an ERPimplementationinan Australian manufacturing organization
isexaminedwiththeaim of understanding and explaining thebusinessconse-
guencesthat occurred. Thestructurational model of technology isused asthe
lensthroughwhich the postimplementation periodisanalyzed. A number of
researchersused or proposed the use of structuration theory to understand
ERP implementation and use (Boudreau & Robey, 1999; Chae, 2001,
Pozzebon, 2001; Volkoff, 1999). The structurational model of technology
(Orlikowski, 1992) wasused by V olkoff (1999) to analyze theimplementa-
tionsof ERPsystemsintwo organi zations. Theresearchreportedinthischapter
ispart of alarger study that aimsto understand and explain how and why some
organizationsgain morebusi nessbenefitsfromtheir ERP systemsthan others.
Theoutcomesfromthisresearch arelimited, becausethestructuration model
of technol ogy wasused to analyze ERPusein only oneorganization.

Thechapterisorganizedinthreemain sections. Thefirst sectionoutlines
thetheoretical background, followed by adescriptionandinterpretation of the
caseus ngthestructurational model of technology, andfinally, adiscussionand
conclusionsection.
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