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Tämän opinnäytetyön tarkoituksena oli tutkia uuden toiminnanohjausjärjestelmän 

käyttöönoton (SAP R/3) jälkeisen tuen vaikutuksia loppukäyttäjiin, ja määritellä 

tapoja, joilla parantaa tukea. Tutkimus keskittyi kohdeyrityksen tuotteiden toimitus – 

prosessiin, koska suurin osa SAP käyttäjistä liittyy kyseiseen prosessiin, jonka lisäksi 

se on saanut eniten vaikutuksia uudesta järjestelmästä. Onnistunut 

käyttöönotonjälkeinen tuki on elintärkeää tehokkaan toiminnanohjausjärjestelmän 

käytön mahdollistamiseksi mutta se on usein ylenkatsottu, josta syystä tämä tutkimus 

nähtiin tarpeelliseksi. Tutkimus tehtiin lokakuun 2009 ja tammikuun 2010 välisenä 

aikana. Kvalitatiivinen tutkimus oli pääsijainen lähestystapa, jonka metodeista 

käytössä oli kyselylomake ja osallistuva havainnointi.  

 

Tutkimuksen rakenne on perinteinen, aluksi määritellään teoreettiset konseptit ja 

sitten jatketaan tutkimus dataan ja analyysiin. Toiminnanohjausjärjestelmän ja sitä 

edeltävien tuotannonohjausjärjestelmien keskeiset konseptit määritellään alussa, 

jonka jälkeen teoria jatkuu järjestelmän käyttöönottoon, johon sisältyy käyttöönoton 

esiaste ja koulutus. Seuraavaksi tulee käyttöönotonjälkeinen tuki jaettuna kolmeen 

osaan: teknisen tukeen, muutosjohtamiseen ja käyttöönottotuen mittaamiseen. Näitä 

kolmeä pääasiaa tutkittiin kohdeyrityksen käyttöönoton jälkeisessä tuessa. 

 

Tutkimuksen tulokset jaettiin tutkimuskysymysten mukaisesti neljään kategoriaan. 

Tulokset osoittivat, että kohdeyritys oli ylenkatsonut loppukäyttäjien opetuksen ja 

keskittynyt vain teknilliseen koulutukseen, joka oli rajoittanut loppukäyttäjien 

ymmärrystä uuden järjestelmän toimintaan. Oli myös selvää, että uusi järjestelmä oli 

hidastanut loppukäyttäjien työtehokkuttaa mutta vain osaksi opetuksen puutteesta 

johtuen; järjestelmässä oli myös paljon toiminillassia virheitä. Kuitenkin 

pääkäyttäjätuki SAP:in käytönaikana oli järjestetty hyvin ja suurinosa 

loppukäyttäjistä raportoi saaneensa onnistunutta tukea. Jatkoehdotuksina olivat 

jatkuva tekninen kehitys ja opetusta SAP R/3 järjestelmään tulevaisuudessa. 

 

Yleiset pääyhteenvedot tuloksista olivat, että toiminnanohjausjärjestelmän koulutus 

pitäisi aina sisältää myös opetusta itse järjestelmän konsepteihin. Toiseksi, 

pääkäyttäjätuki on tehokkain aktiivinen tukimuoto keskisuurille yrityksille, kunhan 

pääkäyttäjiä on vähintään yksi jokaista viittä loppukäyttäjää kohden. 
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The purpose of this thesis was to discover the effect of post-implementation support 

within a case company for a newly installed Enterprise Resource Planning -system 

(SAP R/3) on the end users, and define ways to improve the support. The study was 

focused on the product delivery –process of the case company because the process 

included most of the active SAP users, and it is the most affected process by the new 

system. Successful post implementation support is crucial for efficient and effective 

use of ERP system, but commonly overlooked, which is why a study on this topic 

was found necessary. The research was conducted between October 2009 and 

January 2010 using the qualitative research approach, of which methods used were a 

questionnaire and participant observation. 

 

The structure of the thesis is traditional – first defining theoretical concepts before 

moving onto the research results data and analysis. The core concepts of ERP and its 

predecessors MRP and MRP II are defined in the beginning, and from there 

continuing to the implementation of ERP, including pre-implementation and training. 

Post-implementation support is next, divided between technical support, change 

management and measuring of post implementation support. These were the three 

main issues considered when looking at the case company's post implementation 

support. 

 

The results for the research were categorized under the four research questions 

regarding ERP post implementation support. The result data suggested that the case 

company had overlooked education of the end users and focused only on technical 

training, which had limited the end users' ability to fully comprehend the new 

system. It was also clear that the new system had slowed down end users' work 

efficiency but only partly because of the lack of education; there were plenty of 

program errors in the system also. However, the user support during SAP usage was 

arranged well within the company and most end users' had received successful 

support. Continuing technical development and future education into SAP R/3 

program were suggested. 

 

Main general conclusions drawn from the results were that ERP training should 

always also involve education into the ERP system itself. Secondly, main user 

support is the most effective active support method for midsize companies, as long as 

there is at least one main user per five end users. 
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1 INTRODUCTION 

Enterprise Resource Planning –system’s implementation has been a research object 

in countless books and research papers. However, in most publications the 

implementation is described beginning from business process re-engineering and 

ending after the system has been successfully installed and it is put into use.  What is 

missing from these publications is the post-implementation operations, which have 

very significant impact in the success of the whole implementation project. This 

oversight is what the thesis will aim to open up. 

 

Before diving into post-implementation factors, the thesis will have to set ground for 

the post-implementation by going defining the steps of the implementation, starting 

with defining what ERP actually is. Once ERP is known, its implementation and re-

designing of the company to suit the new system can be started. The implementation 

process will be covered in basic tasks that companies must perform to successfully 

implement the ERP system. 

 

Post-implementation will be discussed in its own chapter, detailing what companies 

should do after the implementation is over to ensure effective and efficient operation 

of the system and accuracy of the data it holds. Technical support and change 

management of the users are the crucial topics in post-implementation support. 

Lastly the possible methods of measuring the post-implementation success will be 

discussed. 

 

The research regarding the topic will be conducted within one case company that has 

just started using SAP R/3 –system as their main ERP system. The aim for the 

research will be to find out how new system has effected the users work. Through 

this will be found out how well the support during ongoing SAP usage has been 

conducted, but also if the training during the implementation was successful in 

preparing the users for the new system. Attitudes towards the system will also be 

looked at. 
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2 ENTERPRISE RESOURCE PLANNING 

Enterprise Resource Planning (in the future also referred to as ERP) is defined as "an 

integrated process of planning and managing all resources and their use in enterprise 

(Boddy 2009, 391). Simply put, it is a computer software that includes in itself all 

aspects of an organization’s functions. These functions are integrated within a single 

system for the purpose of automating and streamlining the organization's processes, 

combining collective information of the whole organization in one database as well 

as having access to real-time information. (Boddy 2008, 391; Heizer & Render 2006, 

570.) 

 

Figure 1 – MRP and ERP information flows (Heizer & Render 2006, 571)  
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ERP works as an umbrella system, integrating within it all the different departments 

in a company such as production, customer relationship and supply chain 

management, finance and accounting as well as human resources, as seen in figure 1. 

(Heizer & Render 2006, 552, 570) By integrating these functions together, ERP aims 

to help coordinate activities and decision making, as well as improving 

communication amongst the different functions in order to improve efficiency of the 

company's daily processes. (Boddy 2008, 391.) 

 

Besides these main departments, or modules as they are called in an ERP system, 

system providers have a multitude of different modules and solution packages to fit 

most companies' needs. Often ERP systems are also interfaced with programs outside 

the ERP main body in situations where independent programs are seen as more 

suitable than the modules available for the company's choice of an ERP system. This 

flexibility of integrating different, standalone programs under one ERP system is 

what makes ERP such a benefit for a company. (Heizer & Render 2006, 552, 570.) 

2.1 Material Requirements Planning 

Before one can fully comprehend ERP, one must first master its core building block 

– Material Requirements Planning. MRP was developed to automatically calculate 

the needed material requirements in production by using bill of material and 

comparing it to current inventory records, expected receipts of goods and the master 

production schedule. With this information, the MRP system was able to tell which 

parts were needed for the end product to be made on schedule. (Heizer & Render 

2006, 552.) 

 

MRP was later on developed to include such resources as labor-hours and material 

costs in its planning. This new stage in development was called Material Resource 

Planning, or MRP II to reflect the resource-based planning, whereas the original 

MRP was only concentrated on quantities instead resource costs. The next progress 

step, Enterprise Resource Planning was able to be formed when computer technology 

was advanced enough to include other departments of a company within the same 

system. (Heizer & Render 2006, 568, 570.) 
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2.2 Advantages and Disadvantages of ERP 

Advantages 

Heizer & Render state that ERP has six distinct advantages and five disadvantages. 

The first advantage according to them is the provided integration of a company's 

supply-chain, production and administrative processes, which is connected to the 

second advantage of the creation of one shared database between these processes. 

The third benefit is also regarding the software database and its off-the-shelf coding 

to make it fit the company. Fourth is seen as the possible incorporation of improved 

and reengineered "best processes" – the company's way of working. Fifth is the 

increased communication and cooperation between departments and business units 

under the joint ERP system. Lastly, the sixth advantage is the possibility of gaining 

strategic advantage over competitors through the efficient use of ERP. This however 

often requires the inclusion of suppliers' and customers' ERP systems into the 

company's own system, so that the ERP systems can communicate automatically. 

(Heizer & Render 2006, 573.) 

 

ERP integration also enables companies to integrate customer and financial 

information, standardize manufacturing processes and reduce the need high 

inventory levels, improve the quality and quantity of information available to 

management decision-making and facilitate in-system online connections with 

suppliers and customers. (Boddy 2008, 392.) 

 

With successful implementation of ERP, companies may be able to gain strategic 

advantages, such as increased data accuracy improving information flow with 

customers and suppliers, and higher quality and availability of all produced 

information due to improved business processes. (Nicolaou 2004.) 

 

Disadvantages 

Heizer & Render's first disadvantage starts with the fact that any company 

implementing ERP has noticed, it is very expensive to purchase and customize. The 

second disadvantage notes that besides being very expensive, the implementation can 

require major changes within the company and its processes. However, as stated in 

the third disadvantage, the complexity of an ERP system can overwhelm a company 
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even after these changes, or in some cases because of them, and make it impossible 

for the company to adjust and benefit from the ERP to its potential. The fourth and 

fifth disadvantages are regarding the ongoing nature of ERP implementation, as the 

use of ERP to its potential will require constant development and staff allocated for 

ERP system management. (Heizer & Render 2006, 573.) 

 

There is research countering the much believed fact that all companies must have 

ERP systems to survive in the current world. According to Boddy, a company might 

not benefit from an ERP system if they are not able to bend their processes to fit the 

system. Most companies choose the best practice system, which is designed by the 

vendor to fit as many companies as possible to a certain degree. This also means that 

it will not fit perfect in most companies, and the companies will have to either invest 

money in changing the ERP system, or alternatively, re-design their own processes. 

However, without enough resources to invest in the system, it may end up making 

the company very rigid in its processes. (Boddy 2008, 392.) 

3 ERP  IMPLEMENTATION  

Implementation of an ERP system is a crucial venture in any company, which, when 

done properly, can vastly improve a company's data processing and information 

accuracy. However, it is said that most companies fail to use their ERP system to its 

full potential, either from lack of knowledge or poorly executed implementation. 

This is the reason why companies need to realize the significance of the 

implementation process – mistakes made during the implementation cannot all be 

undone if realized afterwards. (Bishop & Lucas 2003, 37.) 

 

System implementations are a chance to dramatically improve the company's 

everyday operations by taking advantage of the capabilities of the system. Even 

though most companies are aware of the possibilities the modern ERP systems 

provide through integration, many still fail to succeed in this due to the rigid nature 

of business and the difficulty of accepting change. (Langenwalter 2000, 309.) 
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The implementation should be mainly business-led instead of system-led for the 

greatest chance of success. However, ERP implementations are most often focused 

on replacing old systems and attaining systems integration. These system-led efforts 

are harder to measure and evaluate in post-implementation and easier to distract from 

the original system scope, thus delaying the benefit realizations of the new system 

due to the system being adjusted still after implementation. (Nicolaou 2004.) 

3.1 Pre-implementation 

Before the actual implementation can be started, the company must first build a base 

for the implementation project and later on for the ERP system itself to stand on. The 

first task is to form a project team that will stay on through the whole project. 

Inclusion of members from each department of the company is crucial to ensure that 

the team will have expertise in every critical area. The function of this team is to 

carry out the implementation. (Langenwalter 2000, 309-312.) 

 

The team must also have a team leader who leads the team full-time. The leader is 

ideally from production management or customer service, because the new ERP 

system will have the most effect on those departments. Even more importantly, the 

leader should have holistic views and leadership skills to be qualified for this 

position. However, it is not recommended to have a leader from the IT-department 

because this might mark the ERP project as just another IT-project, but also because 

IT-department will be occupied in installing, updating and maintaining the new ERP 

system. (Langenwalter 2000, 313.) 

 

Business engineering and business process reengineering  

During the pre-implementation phase, the company should also start to undergo 

business engineering to reach all of the new ERP system's potential. Business 

engineering is a method to change the current thinking of the company, and its inner 

workings. It is based on models on best practices that have been proven reliable and 

adaptable in the past, which represent standard business processes that can be used in 

variety of businesses and customizable for individual companies. (Curran & Ladd 

2000, 3.) 
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Business engineering is closely related to the methodology of business process 

reengineering, by which companies examine and redesign their business processes 

to align with their goals and inner structures. However, whereas in BPR information 

technology was used as an effectuating tool to automate the redesigned processes, in 

business engineering IT structures are used as models for further improving 

processes from BPR. The most important aspect of BE is its way of forming models 

from business practices and then using them to guide the development and 

implementation of ERP systems. (Curran & Ladd 2000, 4.) 

 

Business engineering's objective is to optimize business processes. This is done 

through improving old processes and cutting obsolete ones, to restructuring and 

building new processes to achieve a more efficient way of working. However, the 

primary focus of BE is to redesign old processes through new IT improvements 

instead of cutting them and building completely new ones. (Curran & Ladd 2000, 4-

5.) 

3.2 Implementation process 

Once the implementation roles have been given, the implementation process can be 

started from choosing the system vendor which can provide the most suitable option 

for the company. There are three steps during the implementation where the vendor 

can also assist the company in implementation by providing tools. Firstly, the 

implementation should always be started only after having models of the business 

processes, for example a set of diagrams which define how the business is to function 

with the ERP. After this is done, the next step is to configure the system to reflect 

this model; in best case scenario the whole system is tailored to fit the company. 

Unfortunately, as most companies choose the best practice –option because of the 

cheaper price, the customization options are limited. Thirdly the vendor can help the 

company to produce documentation of the system's functionality. (Harwood 2003, 

29-30.)   

 

After the processes have been mapped and the system configured to fit the processes 

as well as possible, the next major step is to prototype the new ERP system. This is 

one of the most important activities of the implementation process. In this stage, the 
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ERP system's functionality is tested against the processes, and as often needed, re-

engineer them to fit the system. During the prototyping, a numerous issue will most 

likely come up that need to be fixed. This step is an opportunity to safely shape the 

way the business will operate with the ERP system in the future improving the 

changes of successful implementation. (Harwood 2003, 136-137.) 

 

The last major steps before going live with the system is to assign responsibilities of 

different modules of the ERP system and documentation of the whole 

implementation process as well as the system operations. Responsibilities are 

required in order for the system to function – if for example users are not aware who 

is responsible for inputting different data into the system, the data can end up missing 

and cripple the system. The responsibilities should also be documented in a way that 

all users know who to contact regarding specific issues.  (Harwood 2003, 143-144.) 

3.3 Training 

In his article, Yu (2005) studied the importance of training as a factor in successful 

ERP implementation. The results of his study showed that training started early in 

the implementation process significantly impacts on how well the users fare with the 

system in use. However, it is emphasized that in order to achieve the benefits, the 

training cannot be only focused on operation of the system – education to understand 

the logic behind the system is also needed. Nicolaou (2004) follows the same 

opinion, stating that it is widely agreed that lack of user training and failure to 

completely understand how enterprise applications change business processes 

contribute negatively to the chances of successful ERP implementation. (Yu 2005, 

128; Nicolaou 2004.) 

 

It is crucial to start the training of the system users already during the 

implementation, before going live. The aim of training at this point is to simply 

distribute the knowledge and knowhow of the people involved in the implementation 

process to the whole user base. It is therefore common that they people involved in 

the implementation also take part in the training of the other users. 
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According to Harwood, one method to conduct the training is to devise a program to 

cover all the areas requiring training. The program can be organized into different 

themes which correspond to the topics and recipients of the training. This way the 

training can be focused on the trainees' function in the company – general overview 

is needed by all users whereas some specialist areas are only relevant to a small 

number of users. (Harwood 2003, 149-150.) 

 

There are two main audiences to distinguish in the training: end users and managers. 

End users will be more interested in knowing how to operate the system in their daily 

functions whereas managers need to know how to get information from the system. 

End users can the further separated into three groups – casual users, normal users and 

reflective users. Casual users are users that will not need to use the system constantly 

through the day. Normal users are the majority of SAP users, the people whose work 

is done through using the system. Reflective users require the most knowledge of 

how the system works so that they are able to function within the company as 

problem solvers and developers in ERP-related issues. (Harwood 2003, 150.) 

 

The outcome of the training should result in the trainees developing needed skills to 

use the system. In order to be sure of this, after the training program is over, some 

form of assessment of the acquired skills is recommended. However, it should be 

noted at this time that if the training has been conducted months before the users 

actually start using the system, a refresher course may be needed later on. (Harwood 

2003, 152.) 

4 POST-IMPLEMENTATION SUPPORT 

Once the ERP system is online, the implementation project is over for the most part. 

If everything has gone well and the prototyping of the system was carried out 

successfully, the company should be able to continue function without any 

interruptions in its processes. However, in complex ERP systems only through using 

the system for a longer period will the users notice unforeseen problems and issues 

that need improving. By investing in this process of improving and honing the ERP 
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system post-implementation will the company enable their system to provide the 

most benefits. Post-implementation support can be divided into two separate sides, 

the technical and the social aspects – the technical side concerns the system's 

functionality and the social side the users and their attitudes and skills towards the 

system. (Bishop & Lucas 2003, 169-170.) 

4.1 Technical support 

Technical support for ERP systems can be organized completely in-house, it can be 

completely outsourced, or companies can find the best alternative for them between 

the two. 

 

For in-house support the company needs to assign support roles for the people that 

have sufficient skills for this function. The IT department has the key role in the 

technical support as they have the skills to manage hardware-related issues as well as 

upgrades to the system software. This department works together with other support 

functions, such as direct user support and the support for further developments, often 

being the second line of support if direct user support can solve a issue an end user 

has. Direct user support, or functional support, is the group that the end user contacts 

first for support. These superusers mainly deal with support issue dealing with the 

operation of the ERP system but also work as a middleman between the end user and 

IT department in cases of purely technical problems. (Hernández et al. 2006, 580-

583.) 

 

Outside technical support is divided between business consultants and service desks. 

Business consultants are individuals that work on-site at the company as in only 

advisory context, or they can also take a more permanent role as project managers if 

there is a larger issue at hand. However, most outside post-implementation is handled 

through service desks that work through internet or by phone, and do not need to 

come on-site to solve technical problems. Service desks are the most common 

external support function and they are planned already at the implementation stage 

for post-implementation support. (Hernández et al. 2006, 580-583.) 



 15 

4.2 Change management 

Resistance to change is a common phenomenon, often seen at the individual as well 

as the organizational level. It can take different forms and even the individual 

himself can have trouble pinpointing the exact reason behind it – the resistance can 

come from reasons such as insufficient information about the nature of the change, or 

simply that the need for change is not seen. Managing this resistance is crucial to 

ensure a good level of organization performance and effectiveness on individual and 

organizational level as well as for continued economic performance and 

competitiveness. Three factors can be identified affecting the impact of change and 

how organizations can influence that change: resources, processes and values. 

Resources in this case refer to access to large, high quality resources increases 

chances of coping with change, processes to patterns that employees use to transform 

resources into products and services – either formal and clearly defined, or informal 

routines and ways of working. Values in turn are the standards that employees use to 

judge the feasibility of an order, the importance a customer, or the value of an idea 

for a new product. (Mullins 2005, 913-915.) 

 

The factors that define an organization's abilities change over time. They begin by 

being resources, then transform into visible, defined processes and values and 

continue evolving into cultural aspects. When an organization faces a problem that 

these factors were designed for, managing it is easy but when the problem is 

fundamentally different, the same factors start hindering the management. There are 

three methods of developing new ways of managing change; the organization can 

create new organizational structures for new processes, create an independent 

organization from the existing one and develop the new processes in it, or acquire a 

new organization that has processes matching the new requirements. (Mullins 2005, 

915-916.) 

 

Management of change must be based on understanding the human behavior at work. 

Most people form an emotional connection with their work and can feel threatened 

and disoriented by the challenge of change. Emotions like uncertainty, frustration 

and fear are common reactions with unmanaged change. To be successful, an 

organization needs dedicated employees and this requires effective management of 
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change. As change impacts each individual differently, the management must 

understand this and not expect all employees to react the same way as the managers 

themselves do. For a manager change can be an opportunity whereas an employee 

sees it as an inconvenience and a threat to way they are used to working. (Mullins 

2005, 916.)  

 

However, managers themselves can also be a factor of resistance, and the higher 

position in the company the manager has, the bigger his negative influence is. Miles 

(2010) defines managers in three types of personalities that appear early in the 

change process: the fast assimilators, who eagerly join the change before fully 

comprehending the scope, because they see a new way of working as a stepping 

stone to success; the naysayers, who have negative feelings due to fear of the losses 

in their work brought on by the change; and the uncommitted, who may not believe 

in the choice or nature of the change but are taking a neutral stance because they see 

the potential benefits of the change. The best way to manage the managers’ 

resistance is to recognize their type and have a meeting with them as soon as possible 

to address their shortcomings. The faster this is done, the less impact will their 

feelings have on the organization. (Miles 2010, 46.) 

 

One of the most important factors in implementing successful organizational change 

is the style of managerial behavior. The better the employees kept informed of the 

change process, are encouraged to adopt a positive attitude and have personal 

involvement in the implementation of the change, the greater the chance that they 

accept change more easily. However, it is a common management mistake to ignore 

human resistance issues and the need to take them into account in the implementation 

plan. Employees that are uninspired and uncommitted to the change are most 

common cause of resistance to organizational change. It is crucial to have the 

employees committed to the change early in the process, otherwise the higher 

management may move forward with the change without the support and work input 

of the employees. Usually change is facilitated through training programs that are 

meant to enable the employees to work according the new process, as well as 

committing them to the change. However, the expected benefits of these programs 

are lost if they are either arranged too late in the change process, or the company has 

failed to begin building commitment and positive opinions of the employees from the 
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start of the process and have assumed the training programs would be enough. When 

the employees are already committed to change before the training, the training 

programs are more likely to succeed as the already committed employees will have 

higher motivation to learn. (Mullins 2005, 917; Miles 2010, 46-47.) 

4.3 Measuring post-implementation ERP 

ERP benefits can be difficult to measure as many of the benefits are non-quantitative 

and cannot be evaluated in numbers. Companies often are interested in cost analyses, 

and it is easy to add up the costs of the whole implementation chain but the savings 

brought on by the new system are more elusive. One example of this is a important 

measuring tool Return on Investment (ROI), which analyzes the savings returned by 

the implementation of the new system. However, whereas the implementation costs 

are easily available, finding out the monetary savings is practically impossible to a 

full extent. Many benefits received through ERP, such as increased operational 

efficiency and more reliable information, are indirect and do not appear in 

accounting information. (Powel & Barry 2005, 42.) 

 

By realizing that not all benefits can be measured, the company should evaluate the 

expected benefits for ERP implementation according to what can be measured. These 

can be intangible, such as internal integration, improved information and processes 

and improved customer service; or tangible, such as cost efficiency in inventory 

management, human resources, procurement and time needed to close books, as well 

as increase in productivity, better financial management, and overall profitability. 

(Nicolaou 2004.) 

 

Nicolaou discovered five dimensions to evaluate the level post-implementation 

success (figure 2) during his research. By determining the company's effort put into 

reviewing and evaluating these dimensions it is possible to define the success of post 

implementation. 
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The first dimension, review of overall project scope and planning, can consists of 

factors such as evaluation of the system against the company's strategic visions, or 

how the information infrastructure is valued; whether it is considered a driving force 

of the company, or a supportive function. 

The second dimension, review of driving principles, is focused on the company's 

processes affecting the ERP system. These factors can be the process how the 

company reacts to problems caused by the system and the reviews of processes after 

implementation. 

In the third dimension, evaluation of misfit resolution strategies, are the problem-

solving factors; the ability of the company to react to problems in fitting the new 

system. For example, the company can institute a 80/20 rule regarding the system, in 

which the company considers the system a success if 80% of the process needs are 

met, and only approves customization if the percentage is less than 80. 

Fourth dimension, evaluation of attained benefits, entails analysis of benefits from 

the implementation and how they are conducted. In some cases, there is no formal 

evaluation when the lack of benefits is seen from user feedback. 

The last dimension, evaluation of user and organizational learning, can be crucial to 

spot improvement needs. In this dimension are the company's methods of collecting, 

reviewing and analyzing information on how well the users have learned the system, 

as well as the company's corrective reactions to lack of learning. Also the 

implementation team's knowledge transfer can be an object of evaluation. 

 

Review of overall project 

scope and planning 

Review of driving principles 

for project development 

Evaluation of misfit 

resolution strategies 

Evaluation of attained 

benefits 

Evaluation of user and 

organizational learning 

Figure 2 – dimensions of review (illustrated from Nicolaou 2004) 
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Each of these five dimensions should be examined in the post-implementation review 

to receive a methodical picture on the how the implementation has gone. They 

provide a roadmap for the company to base its review on. (Nicolaou 2004.) 

5 PURPOSE OF THE STUDY AND THEORETICAL FRAMEWORK 

5.1 Research aim and questions 

The aim of this study is to find out the impact of the ERP (SAP) implementation has 

had on the product delivery –process of the case company. The new system has been 

in use for approximately half a year and this study aims point out possible 

bottlenecks for daily operations with the system that have risen up during that time 

period. The study also aims to evaluate the effectiveness of on-site support from 

main SAP users and determine if more training is needed and where. 

 

The results of the study will be used to improve the SAP system in order to remove 

any system obstacles for fluent operation of the system as well as provide 

information for further similar projects regarding the user support structure and 

training. 

 

Research questions: 

 

1. How has the SAP system affected the users' work? 

2. How successful was the training for SAP? 

3. How successful has the support during SAP usage been? 

4. What, if any, further training is needed?   
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5.2 Theoretical framework 

The theoretical framework in figure 3 starts from pre-implementation, the part of the 

process where the groundwork for the implementation is conducted, enabling the 

company install their system. After pre-implementation is done, the process is 

continues onto the actual implementation of the ERP system where the  After 

implementation of the system is completed and the company has gone live, the focus 

shifts onto post-implementation support actions such as end user training, change 

management to facilitate the acceptance of the new system. Lastly, after the system 

has been implemented and successfully operated for a period of time, continuous 

support and analyzing are the main processes the company should keep running to 

ensure benefits from ERP. The focus of the thesis is emphasized in the framework is 

circled with dashed line. 

 

Influencing (depicted as arrows in figure 3) the steps of the ERP implementation 

process is the on-going change management and technical training. In an ideal 

situation both functions start affecting the main steps already at the pre-

implementation stage and continue after the implementation process has ended. 

 

 

 

Pre-implementation Implementation 

Post-implementation 

- support 

- g - analysis & improvement 

Technical training 

Change management 

Figure 3 – theoretical framework 



 21 

5.3 Research methodology 

The research method will be qualitative by nature. Qualitative research is focused on 

finding out reason behind complex answers, whereas quantitative research draws 

conclusions based on great number of simple answers. The choice of the method is 

based on the fact the research focuses on individual experiences that cannot be 

generalized through figures, and also because the amount of questionnaire answerers 

is limited per department. The information gathering will be based firstly on an open 

questionnaire (APPENDIX I) sent to the SAP users in the product delivery –process. 

This questionnaire is aimed to provide information regarding the users' experiences 

using the SAP system and receiving support. Secondary sources of information will 

be the writer's firsthand experience of the system as well as meeting memos within 

the product delivery department. Unfortunately the memos also contain other 

confidential material and cannot therefore be published in this thesis. 

 

The questionnaire is divided into four main parts. The first two questions are aimed 

to finding out how the SAP system has affected the user's daily work and information 

flow between other departments. The third, fourth and fifth questions are for 

evaluating how the user has mastered the use of the system through asking for their 

dependence on writing instructions and level of self-improvement.  Sixth and seventh 

questions are regarding the availability of main user support and its usefulness when 

a problem has risen. Questions 8 through 13 are for already organized training and its 

effectiveness. This is to determine what areas have been covered with training 

already as well as knowing the quality and quantity of the training.  Last question of 

the questionnaire is for the user's own wishes for further training. 

 

The results from the questionnaire will provide precise information to use for these 

departments. However, much of the information will not be usable for other 

companies as the SAP system is tailored for the case company and most of the 

training is also conducted by case company's personnel. The writer sees only the 

successfulness of the main user support as one possible point to consider when 

deciding the same support method for other companies. 
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6 CASE COMPANY 

The case company for the thesis is a medium-size Finnish subsidiary of a 

multinational organization and it operates in the metal industry; more specifically the 

case company produces metals and metallic chemicals for the stainless steel and 

electronics manufacturers in the global market. The company consists of three 

separate production facilities with loading platforms, an internal laboratory, as well 

as departments in R&D, IT, financial accounting, purchasing, and distribution. Sales 

of the produced materials are done through international sister companies, and the 

company does not have its own sales department in Finland. 

 

Logistics of the company is divided between purchasing and distribution departments 

– purchasing taking care of inbound, and distribution outbound traffic of material. 

Movement of goods, raw materials and finished products, is done by trucks within 

Europe and by sea containers between continents. Railroads are only for receiving 

national raw material supply. 

 

The company operates in the global market through its sister sales companies, and 

has customers all over the world. Biggest markets for its products are in central 

Europe for metals, and Japan and China for chemicals. The company has a 

worldwide reputation of high quality products, which is why even countries that have 

their own national production facilities, choose to buy material from Finland. 

6.1 SAP R/3 – The main ERP system in case company 

The case company has implemented SAP R/3, and it has been in use since April 

2009. SAP R/3 in the case company is used as a central ERP program that works as 

hub for a number of different programs as illustrated in APPENDIX II. It functions 

as a database to which the external programs transfer data and which is available for 

users through SAP. 
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6.1.1 Features 

SAP was originally created to address the growing demand for business process 

reengineering. It integrates a number of core business functions, such as financial 

accounting, inventory management and sales and distribution, into one data model to 

enable fast information access and simplified data input. SAP R/3, compared to its 

little sister SAP Business One, was developed especially for large size and it is able 

to contain most major functions of a large company. It has distinguishable key 

concepts such as an on-line system with no batch interfaces, one single database for 

all corporate data, software customization, client/server architecture and best practice 

implementations and standardized business processes. (Al-Mashari & Zairi 2000, 

156; Eseyin 2007.) 

 

SAP R/3 architecture is made of three main layers of software as seen in figure 4. 

Tier 1 is the SAP graphical user interface (GUI), which is the layer the end user sees 

when operating the system. Under the surface there is tier 2 for applications and tier 

3 for the database layer. (Al-Mashari & Zairi 2000, 156.) 

 

  Figure 4 – SAP R/3 architecture (Al-Mashari & Zairi 2000, 157) 

Tier 1 is the top layer of the system that the end user sees when operating system on 

their computer terminal. It has three major responsibilities: presenting all data to 

users in functional form; creating an interface to facilitate easy input of data; and 

communicating user inputted requests and data to other applications within the 

network. These applications are contained in tier 2 and are responsible for all 

processing procedures of the corporate data represented in the different modules. In 

figure 4, modules shown are Materials Management (MM), Sales and Distribution 

(SD) and Financial (FI). Tier 3 then holds all the corporate data in SAP that these 

modules communicate to the end user through the GUI. (Al-Mashari & Zairi 2000, 

156-157.) 
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6.1.2 Modules 

The case company chose not to implement every module SAP has to offer and 

instead only uses the modules for Project Systems, Hedging, Material Management, 

Production Planning, Quality Management, Sales and Distribution, Financial 

Accounting and Controlling. Each of the modules have a assigned main user who is 

in charge for the data contained in the module as well as of the primary user support 

for the users of that module. 

 

Project Systems (PS) 

Project systems is a module for managing projects within the company, including 

make to order, plant shut downs and third party billing. It can also be used for 

managing data on any number on small or big projects the company embarks on. 

(www.thespot4sap.com) 

 

Hedging 

This is a module build specifically for the case company to facilitate their 

requirements in hedging metals to minimize the price risk. 

 

Materials Management (MM) 

Materials management module is one of the most important ones for the company as 

it has a crucial part in the supply chain. The module includes requisitions, purchase 

orders, goods receipts, accounts payable, inventory management, bills of material 

and master raw materials as well as finished goods inventory. 

(www.thespot4sap.com) 

 

Production Planning (PP) 

Production planning module manages all the planning for production, especially the 

crucial part of ERP, Materials Requirements Planning. In addition, it also includes 

capacity planning and master production planning. (www.thespot4sap.com) 
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Quality Management (QM) 

Quality management module enables the company to control the quality of their end 

product as well as raw material quality. It includes planning, execution, inspections 

and certificates of the quality level. (www.thespot4sap.com) 

 

Sales and Distribution (SD) 

Sales and distribution module is concentrating on end product delivery, from 

receiving the order to sending it to the customer. It includes request for quotation, 

sales orders, pricing, picking and other warehouse processes, packing and lastly 

shipping. (www.thespot4sap.com) 

 

Financial Accounting (FI) 

Financial accounting holds all the modules financial data, from incoming payments 

to invoicing and operating cash flow. The module offers real time data for managers, 

so they are able to follow data during the month and not wait for month-end financial 

statements. The module includes processes such as general ledger, tax, accounts 

receivable and payable, asset management, and consolidation. 

(www.thespot4sap.com) 

 

Controlling (CO) 

The controlling module is for management accounting. It provides the management 

with support information for planning, reporting and overall monitoring of 

company's operations. It provides crucial information for managerial decisions. 

Components of CO-module include cost element and center accounting, internal 

orders, activity-based costing, product cost controlling and profitability analysis. 

(www.thespot4sap.com) 

6.2 Product delivery –process in case company 

The product delivery –process consists of order handling, synchronizing production 

with delivery schedule, loading, and invoicing. It is thus a cross-departmental 

process, involving different departments within the company. The departments 

involved are three production-loading departments (for nickel briquettes, -cathodes, 

and -chemicals), laboratory services, financial accounting, and the product delivery 
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department itself functioning as the core of the process. (figure 5) The three 

production and loading departments are separate factories that have their own 

loading docks and storage within the three factories, or adjacent to them, to allow 

fast movement of goods from production to end product storage.  

 

 

 

The process starts from receiving an order from a customer, which is handled by 

product delivery. They input the order in the ERP system and plan a delivery 

schedule based on customer wishes and forecasted production availability. 

Production is then informed of the order, so that they know what they need to make.  

 

After the ordered quantity is made, a sample of the material is sent to the laboratory 

for analysis whether the produced material is suitable for the customer in question. 

The specification of what is needed, however, is provided by the product delivery. 

Only after the analysis is complete and received by the product delivery, they can 

organize transportation for the material. The ordered quantity is reserved from the 

inventory and loading is scheduled together with the loading personnel. 

 

When the material has been loaded, the loaders inform product delivery that the 

material has left and provide shipping details regarding the transport. With this 

information, product delivery team then issues relevant transportation documents and 

invoices the customer. Once the invoice is made, the delivery team transfers the 

invoicing details to the financial department who oversee the payment transactions. 

 

 

Product delivery 

Laboratory  Production 

Loading 

Financial 

accounting 

Customer 

Figure 5 – information flow in product delivery process 
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7 RESEARCH RESULTS 

The research was conducted in between October 2009 and January 2010. The 

research was based on an open questionnaire, internal memos and partly the writer's 

first hand experiences. Of these, the questionnaire was the main method of collection 

information. 

 

The questionnaire (APPENDIX II) consists of 13 questions aimed to provide 

information to the four research questions. To ensure the coherence of the 

questionnaire, it was checked and approved by the case company's SAP project 

leader before physical copies were distributed to the users by internal mail. The 

respondents were chosen as all the end users working in the product delivery and in 

the departments operating with it (briquette, cathode, chemical, financial, 

laboratory). Total of 40 questionnaires was sent of which 20 acceptable responses 

were received and included in the results data, giving a 50% answer rate. Minimum 

two respondents from each department are represented in the results. 

 

The two other sources, internal memos and writer's firsthand experience, were used 

to supplement the information gathered through the questionnaire, and to provide 

more views to the issues rising from the questionnaire. No conflicting data was found 

between the sources, all data gathered supported each other. 

 

The results are presented in four main topics, each representing separate research 

questions. This is done to emphasize the connection between the research results and 

the research questions and help the readability of the results. 

 

How has the new SAP system affected the users' work? 

The system has been in use for over six months and many of the originals problems 

have been solved and plenty of improvements made. This is reflected especially in 

the product delivery department, which has been successful in using the SAP system; 

no deliveries were missed during for after the implementation of the new system. 

The integration of the previously separated three ERP systems into one SAP system 

has made the delivery process more streamlined. However, the basic work process 
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has also become more time consuming due to the complexity of the new system, but 

also because of additional steps in the process that came with the system. These 

additions to the process have functioned well most of the time but there have been 

reported incidents where outside help has been required in order to avoid failure in 

the delivery process. 

 

Many of the respondents agree that the system has a basic flaw of being rigid – this 

is, for example, present in the printouts of the product delivery department, which 

often need corrections to be made by hand when the changes are impossible to make 

in the system. Other departments have similar needs to circumvent the system, 

suffering slow downs in work efficiency and -flow that were not present before the 

implementation of SAP. In financial accounting this is caused mainly because the 

reporting tools in SAP are still incomplete and manually updated data sheets are 

needed, whereas laboratory and production departments state the problem to be in the 

system's illogicality and difficulty of use. 

 

How successful was the training for SAP? 

The first training class for SAP was conducted by outside consultants on-site before 

going live with SAP and it was mandatory for all users. However, this onetime 

training was aimed to only introduce the users to the most basic functions of the 

system on a general level and did not include training for their individual jobs. All 

further training was conducted in-house, aided consultants during the first month of 

operation and by only main users after that. 

 

The reported quantity and quality of the training varies between departments' average 

responses, as seen in figures 6 and 7 (full data in APPENDIX III). Whereas product 

delivery gives an average of grade of 7 for quality and quantity of the training, 

financial accounting's average is only approximately 6. Laboratory and the 

manufacturing and loading departments all average around 7 for the training quality 

and quantity. The grades given to the training also reflect in the written answers; 

product delivery has had separate training for most new SAP functions but financial 

accounting only reports having one to two basic training classes in SAP.  However, 

financial department's users have such a wide range of functions that basic training 

would not help as much as individual training for their specific work, which they 
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have received. Laboratory on the other hand has not had any basic training, only 

individual training for the users' own work. The manufacturing and loading 

departments report similar training aimed for individual work and only when 

required. 

Satisfaction with the quantity of SAP training (N=19)
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What is notable in the results is that the training for SAP has been focused 

completely on technical issues and is missing the social aspect of change relating to 

the SAP implementation. Even though the users were trained to use the system, they 

were not encouraged to accept SAP by for example, thoroughly explaining to them 

why the system is being changed or why some jobs are done differently in SAP. The 

training taught users how to do their jobs with SAP but did not facilitate the change 

towards the new way of doing their work. 

 

 

Figure 7 – quality of SAP training 

Figure 6 – quantity of SAP training 



 30 

How successful has the support during SAP usage been? 

The company offers primary support in the form of main users, who then have 

contact to service provider's help desk if needed. Even though only main users have 

direct access to the helpdesk, some respondents in product delivery and financial 

departments report receiving support directly from the helpdesk – this is hence 

included in "other support".  

 

The result data shows that each of the departments has received help from main users 

at some point. This is seen in figure 8 where is illustrated the percentage of the users 

that have received post-implementation support. Almost all respondents had received 

main user support whereas other support, including coworkers and consultants, was 

used less frequently. None of the departments reported any problems that would not 

have been solved through the support available. However, the financial department 

did have few negative experiences regarding the first months of SAP usage when one 

main user was not enough for the whole department's needs, resulting in slow 

response time for problems. 

 

Also visible in the results is that the past problems were during the first months more 

based on purely technical errors that needed the system provider's help from outside 

the case company, though even at that time the main users functioned as a 

middleman between the end user and technical support. In the current situation main 

users are the primary method of support for the users and outside support is rarely 

needed. 
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Figure 8 – chart representing the usage of available support 
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The main user support during SAP operation also made up for what the earlier 

training was missing regarding social aspect of the implementation. The main users 

have functioned not only as technical support but also helped and encouraged users 

in the SAP environment thus providing emotional support. 

 

What, if any, further training is needed? 

The training into the SAP system has been very narrow for every department in the 

product delivery –process. It has been mainly focused on the minimum requirements 

needed for the users to complete their work; even the transactions used most often 

are still partly unknown for many users. All the departments reflect similar results; 

the training has been too narrow and users wish to receive deeper training into SAP's 

transactions.  

 

In addition to lack of technical training, the users seem to need education in the 

product delivery process itself. Many respondents report not having knowledge of 

the interactions between functions used by different departments within the delivery 

process. This is an issue not only seen in SAP but also communications outside of 

SAP as well – the departments in the same processes are not fully aware of their 

work’s effects further down into the process. 

8 ANALYSIS AND CONCLUSION 

The implementation of SAP in the case company was finished ten months ago but 

the system is still under constant development and problem areas are being batched 

up after the fact. However, during the period of ten months the system has not 

crippled the company or stopped functioning critically once. This can dangerously 

considered as successful implementation and the company managers may think that 

since the system has been working, so why is the system still being developed at 

cost. However, there is still plenty of work post-implementation that can be done to 

make SAP fulfill its potential beyond just being functional. 
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How has the new SAP system affected the users' work? 

Looking at the results of the study, there can be seen positive and negative impacts to 

the product delivery –process. The fact that the previous three ERP systems dealing 

with product deliveries are all now integrated in SAP has simplified the information 

flow because it no longer has to travel between programs and thus also removing 

possible data mistakes in transition. This is also very good in the future for new 

employees as they will only have to learn to use one system. However, the reported 

steps in the product department that require manual work because of the system’s 

rigidness, and which are slowing down the process, are decreasing work efficiency 

and workflow as well as increasing the possibility of mistakes. Unless the system is 

developed to a point where these manual steps are eliminated, the benefits to 

operational efficiency from the integration of different systems are lost in the 

additional time and effort consumed by the extra tasks. In the worst case scenario 

these manual tasks increase mistakes compared the operation before SAP 

implementation. 

 

There are also other problems in the system that need developing before SAP can be 

considered a success. There are a lot of reporting tools missing from the delivery 

process that are needed especially by financial accounting, which are currently done 

by manually updated datasheets. As with the additional manual steps in the delivery 

department, updating these sheets unnecessarily take up resources and greatly 

increase chances of erroneous data. 

 

The integration of the three ERP systems into one system has not been without 

problems. Because SAP does not fully incorporate the same functionality the 

previous specialized systems had, some functions that were previously simple are 

now complicated and slower to operate. This is seen especially in the Quality 

Management module in SAP that has made following product analyses more difficult 

than it was in the previous LIMS system. Now only the laboratory has access to 

LIMS, whereas previously also other departments within the delivery process could 

use information directly from the specialized system. Now the information is 

accessed through SAP, which is lacking the simplicity of LIMS. In addition, the 

inflexibility of SAP printouts is making things such as multi-product shipments, or 
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multiple container shipments more difficult and time consuming than they were 

before implementation.  

 

In the writer's opinion it would be a mistake to cut funding to SAP development now. 

The product delivery –process should be made more fluent to increase the efficiency 

of the users involved. If the company will only look at figures of i.e. reliability of 

delivery without realizing how much more time it requires from the people involved 

keeping the deliveries on time, there will be difficulties in the future. Even during 

year 2009 of slowing economy and exports, the lessening motivation and increasing 

exhaustion can be seen in the users in delivery process. It is possible that when the 

economy picks up again and shipments increase, the inefficiency of the product 

delivery –process through SAP can become a bottleneck. 

 

How successful was the training for SAP? 

According to most respondents the training for SAP has been successful in enabling 

them to carry out their work. However, even though the training served its purpose, it 

was not very organized as a whole. Most of the training was conducted by people 

from the case company that did not have previous background in training and thus 

the quality of the training was varied greatly. There also was no control regarding 

how often the training was carried out or how well the users actually learned from 

the training session, and many users were left feeling lost during the first months of 

operation. This type of training organization can lead to increased amount of users 

resisting against changing to the new system, causing negative feelings and attitudes 

resulting in loss of work motivation in the workplace. This is also applies to all other 

training within the company where the trainees’ feelings and attitudes should be 

taken under observation so possible resistance to change can be managed before it 

grows into discomfort at work. 

 

How successful has the support during SAP usage been? 

From the results of the study, only one fact can be drawn regarding the main user 

support during the SAP usage; it has been a great success. All of the questionnaire 

respondents reported receiving successful support from the main user where it was 

required. Only negative issues that came up were in the beginning of SAP operation 

when there were too few main users to provide support. That is why the writer would 
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recommend appointing one main user for approximately every five end users in 

departments that use SAP constantly, as was the situation with the case company 

when they added an extra main used in financial accounting and product delivery 

departments. 

 

In addition, main users have been invaluable in lowering resistance towards the new 

system. From the results it is obvious that the more an individual user has had main 

user support, the more positive feeling they have towards using SAP. This is also 

seen in the contrast between many of the opinions of users in manufacturing 

departments of plants and office departments, who have direct access to the main 

users, because most main users are located in the office. Through this observation, 

the writer recommends using main users as the primary tool not only in a technical 

manner but also in managing change and resistance to new issues, making the main 

users function as support to the users' feelings and attitudes as well as improving 

their skills.  

 

What, if any, further training is needed? 

The training of end users for SAP was less successful than the post-implementation 

support has been. Although all the users are able to do their jobs with using SAP, 

many of them are still following instructions to the letter and sometimes not even 

understanding why they have to do a certain step in the instructions. These users 

should be trained in the whole transactions instead of only part of them. This could 

enable some ingenuity in the future in cases where the users need to do new things 

that do not have ready-made instructions for them. By knowing the possibilities of 

their transactions they have better resources to help them solve new tasks. 

 

In addition to their own tasks, each department's users should be introduced in 

transactions that are affected by their work, directly or indirectly. For example, in 

case of the product delivery –process, knowing how the work of product delivery 

department affects financial accounting or laboratory's transactions could help the 

transparency of the whole process. It would also make the users realize the 

importance of their work within the process, thus adding to the emotional value of 

their job and their dedication towards good performance. 
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Conclusion 

The research for the thesis was conducted successfully within the company, and with 

the help of the SAP project manager. 20 out of 40 responses were received for the 

questionnaire and access to internal memos was allowed by the company. The results 

can be considered reliable but not fully reflective of the whole end user database 

because of the 50 % answer rate to the questionnaire. However, research data was 

received regarding all departments mentioned in the thesis (minimum two 

respondents per department) and therefore relevant data was used in studying the 

impact of SAP on the whole product deliver process –chain. The other sources, 

internal memos and the writer’s experience, were used only to study the product 

delivery department. These sources made it possible to deepen the insight into 

product delivery, which is the largest impacting department in the product delivery –

process. 

 

The analysis of the results suggest that there is still a lot of work left in SAP post-

implementation before it’s benefits can be fully realized within the case company 

and the product delivery department. The post-implementation technical support was 

well taken care of by the company through SAP main users’ support, which the end 

users found extremely helpful. The secondary system of the vendor’s help desk 

operated successfully in cases where the main user support was unable to resolve a 

problem. However, the attitudes of the users showed significant resistance towards 

the system and the extra work they have had to do because of glitches in the system. 

Also, it became apparent that the end user’s felt that their training and introductions 

to the system had been minimal at best and they did not feel prepared when the 

system was launched. Suggestions for the company to focus on managing the 

resistance were made during the analysis. Also the continuing improvement of the 

system is necessary to allow efficient and effective operation of the system within the 

product-delivery process. 

 

Finally, future study of the realized benefits compared to the expected benefits 

should be conducted to evaluate the success of the SAP implementation project in 

total. It would allow the company to discover the largest bottlenecks of the new 

system.
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APPENDIX I 

SAP KYSELY 

 

 

Osastosi:____________________________ 

 

 

1. Miten SAPin käyttöönotto on vaikuttanut / vaikuttaa työhösi? Positiivisesti 

tai Negatiivisesti? 

 

 

2. Miten SAP on vaikuttanut kommunikointiin ja tiedonkulkuun muiden 

osastojen kanssa? 

 

 

3. Kuinka usein käytät SAP ohjeita apuna työssäsi? Pystyisitkö käyttämään 

SAPia normaalisti ilman ohjeita? 

 

 

 

4. Oletko itsenäisesti oppinut SAPin käytöstä asioita, joita ei ole etukäteen 

opetettu? Mitä? 

 

 

 

5. Miten arvioisit kehittyneesi SAPin käytössä? Missä on vielä parannettavaa? 
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6. Ongelmatilanteiden sattuessa oletko saanut apua pääkäyttäjältä? Jos et, niin 

keneltä olet hakenut apua? Millaista apua olet saanut? Onko ongelma 

ratkennut? 

(SAPin pääkäyttäjiä ovat: Lauri Kokko, Jari Pajunen, Sirpa Vidlund, Kati Kuivala, 

Päivi Eskola, Marja-Leena Jokiranta, Juha Parkkinen, Ismo Huida, Teijo Södervall) 

 

 

 

7. Kuinka usein pääkäyttäjä on itse voinut auttaa ongelmassasi (ei Fujitsun 

käyttötuki)? 

 

 

 

8. Kuinka usein olet saanut SAP-koulutusta käyttöönoton jälkeen? Onko 

koulutusta järjestetty aina kun jokin uusi asia on tullut eteen? 
 

 

 

9. Oletko jäänyt kaipaamaan koulutusta johonkin SAPin ominaisuuteen? 

Mihin? 
 

 

 

10. Onko koulutus keskittynyt pääosin oman työsi suorittamiseen SAPin avulla 

vai onko käyttämiäsi SAP transaktioita käyty perusteellisesti läpi? 
 

 

11. Kuinka tyytyväinen olet SAP koulutukseen määrään? (kouluarvosana 4-10)  
 

12. Kuinka tyytyväinen olet SAP koulutuksen laatuun? (kouluarvosana 4-10)  
 

13. Mihin haluaisit SAPin jatkokoulutuksen kohdistuvan? 
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APPENDIX II (available only in the case company version of the thesis) 
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APPENDIX III 

 

Satisfaction with the quantity of SAP training (N=19) results 

 4 5 6 7 8 9 10 

Prod. Del. 

(N=4) 

  1 1 2   

Financial 

(N=5) 

 2 1 2    

Laboratory 

(N=2) 

   2    

Chemical 

(N=2) 

1    1   

Cutting 

(N=3) 

 1   2   

Briquette 

(N=3) 

   2 1   

 

Satisfaction with the quality of SAP training (N=19) results 

 4 5 6 7 8 9 10 

Prod. Del. 

(N=4) 

   1 3   

Financial 

(N=5) 

 1 2 2    

Laboratory 

(N=2) 

   1 1   

Chemical 

(N=2) 

  1   1  

Cutting 

(N=3) 

   1 2   

Briquette 

(N=3) 

   1 2   

 


