
 

 

  
Abstract—Many studies in literature have shown the importance 

of ERP system in companies’ effectiveness, and this is because ERP 
system have become one of the main prerequisites, a price of entry, 
and a strong and integrated IT infrastructure for many companies 
enabling them to compete in the local and global marketplace, and 
ensuring them to gain a competitive advantage in the global economy 
particularly with the current e-business era. This study will 
investigate the critical success factors (CSFs) that can play a role 
during the implementation process in Omani organizations and will 
identify the critical success factors that affecting ERP system 
implementation success during the three implementation stages 
which are pre-implementation stage, implementation stage and post-
implementation stage. 
 

Keywords— Critical Success Factors, ERP, Implementation, 
Oman.  

I. INTRODUCTION 
ANY success cases of ERP system have been reported, 
but on the other hand many companies have announced 

their ERP system as failure system. However, the failure of 
ERP system or the improper usage of the system will definitely 
cause a huge loss in the organization and probably lead to 
bankruptcy (Davenport, 1998; Soh et al., 2000; Chen, 2001; 
Davenport et al., 2004).  

A study conducted in December 2000 by McNurlin (2001) 
reveals that, only 34 percent of the companies were satisfied 
with the ERP system, 28 percent of the implemented ERP 
systems were considered failures, and 90 percent of the 
implemented ERP systems were late and more costly than the 
companies’ expectations (Loonam & McDonagh, 2005). This 
research takes into account the following research question: 

What are the critical success factors that firms should 
consider in the three implementation stages i.e. pre-
implementation stage, implementation stage, and post-
implementation stage?   

This study is expected to contribute towards identifying the 
critical success factors that reduce the likelihood of ERP 
system failure in order to assist many firms to consider these 
factors in each stage of the three implantation stages which 
would help them to avoid ERP system failure and achieve 
effective usage of the ERP system. This research would also 
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contribute in technology diffusion through motivating other 
companies to implement ERP system and would provide them 
with the needed critical success factors in each implementation 
stage of the three implantation stages which are pre-
implementation stage, implementation stage, and post-
implementation stage. 

II.  LITERATURE REVIEW 

A. ERP system 
An ERP system is a technology infrastructure that can assist 

companies in integrating all internal departments (accounting, 
finance, marketing, human resource, and operation) with 
external suppliers and customers. It links all areas of a 
company’s internal functions and processes with the external 
ones in order to make close relationship with customers and 
suppliers. ERP also allows for the sharing of information 
between different partners, supports the effectiveness of the 
supply chain management, and therefore improves the flow of 
information. These will enable managers to make decisions 
based on accurate and up-to-date information (Al-Mashari & 
Zairi, 2000). 

Al-Mashari (2003) noted that, since 1990s ERP systems 
have been considered by many researchers and practitioners as 
one of the most innovative developments in Information 
Technology and one of the most well-known IT solutions for 
this decade, and this is in fact because ERP system has become 
one of the main prerequisites and the backbone of e-business 
era, as well as the key factor to solve Y2K problem.  

ERP system could be a useful tool for companies to build a 
strong information systems infrastructure and to enable the 
management to undertake better decision-making based on 
accurate and on-time information. Furthermore, these systems 
improve product quality and customer responsiveness and also 
enhance information sharing and information quality among 
different departments inside the company, as well as extend 
beyond the company’s boundaries to suppliers, customers and 
other partners in the supply chain. Ultimately, this will 
enhance overall business performance that help to achieve 
competitive advantage in the global economy and improve 
long term profitability (Klaus et al., 2000; Akkermans et al., 
2000; Hsu & Chen, 2004). 
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B. ERP system implementation    
Many companies around the world commence implementing 

ERP systems in 1990s; the main reason behind the 
implementation of ERP systems is to re-engineer business 
processes through a uniform information system (Rajagopal, 
2002.). During the mid of 1990s to 2000, around 30,000 
companies worldwide, as a minimum, have implemented ERP 
systems (Mabert et al., 2003). Companies worldwide have 
been spending $10 billion dollar per year on ERP system 
(Yusuf et al., 2004). Since 1996 until 2003 there was a 
tremendous upward growth of ERP systems, but in the last few 
years ERP systems seems to be forgotten and that lead to a 
significant drop in ERP market.  

There are many success records of ERP systems 
implementation in many companies such as Cisco systems, 
Eastman Kodak, Autodesk, IBM, Fujitsu Microelectronics, 
Panasonic, ChevronTexaco, and Tektronix. These companies 
have achieved the expected benefits of ERP systems. For 
example, Autodesk Software Company used to take two weeks 
to deliver an order to a customer but after ERP implementation 
it takes only 4 hours to deliver the same order. Another 
example, ERP systems enabled Cisco to save large costs and 
improved their revenue which makes the company able to reap 
a tremendous millions of dollars every year. ChevronTexaco 
improved its supply chain management through ERP system 
and achieved a profit of $100 million every year. IBM’s R/3 
implementation was one of the largest success implementation 
in the world (Chen, 2001; Davenport, 1998; Turban et al., 
2008; Sheikh, 2003). 

On the other hand, there are also other companies 
experience failures in ERP systems, for instance Dell 
Computer, FoxMeyer Drug, Boeing, Dow Chemical, Hershey 
Foods, and Mobil Europe, encountered large loss due to ERP 
systems failure. For example, Dell computer anticipated that 
ERP systems fail to cope with their sales volume. Therefore, 
Dell cancelled the ERP project and lost $115 million dollars. 
Another example, FoxMeyer Drug suffered a loss of $100 
million dollars and was bankrupt after ERP implantation 
(Chen, 2001; Davenport, 1998).  

C. ERP system implementation in Oman    
ERP system is growing progressively in Oman and the 

implementation of ERP system increasing rapidly among many 
Omani sectors particularly in manufacturing sector. Many 
systems have been introduced and implemented in Omani 
companies; however the ERP system is one of the popular 
systems among Omani firms. Omani companies need to be 
prepared before initiating any ERP project in order to achieve 
optimum use of the system and thus gain better business 
performance and successful ERP system project (OIT Report, 
2013; Al Hinai, Edwards, & LHumphries, 2013). 

In fact, the increasing number of manufacturing companies 
and the competitive environment among many firms in Oman 
provides a large opportunity for ERP vendors to penetrate 
Omani market. The information system market in Oman is 
constantly growing and it is a promising marketplace 

particularly with the continuous implementation of ERP 
systems in large companies as well as in small and medium 
enterprises. Yet, it requires more attention from researchers 
and professionals (OIT Report, 2013). 

In fact, there are quite reasonable number of Omani 
companies implemented and used ERP systems such as Bank 
Muscat, Khimji Ramdas, Oman LNG, Omantel, OTE Group, 
Oman Cement Company, Petroleum Development Oman, 
Ahlibank, Suhail Bahwan group, Sohar Aluminum, Vale 
Oman, Oman Methanol Company, Powertech Engineering, 
and many others.  But on the other hand there are also many 
other companies are reluctant to adopt ERP systems, and this 
is could be because of the failure records of ERP systems in 
many international and local companies (SAP Forum, 2013). 

A case study has been conducted on Omantel which 
examined seven critical success factors of ERP system 
implementation i.e. stakeholder consultation, vendor selection, 
project management, stakeholder management and 
communication, training, risk management, and system re-
engineering and software customization. The findings of the 
study show a positive impact of ERP system on Omantel, 
which made a significant change in the way of doing business 
in the company (Maguire et al., 2010). 

D. Critical success factors in ERP system implementation    
According to Nah and Lau (2001) the critical factors for 

successful implementation of ERP system are such as, ERP 
teamwork and composition, top management support, business 
plan and vision, effective communication, project 
management, project champion, appropriate business and 
legacy systems, change management program and culture, 
business process reengineering (BPR) and minimum 
customization, software development, testing and 
troubleshooting, and monitoring and evaluation of 
performance.  
Through extensive literature review and analysis, several 
critical success factors has been identified, however there is a 
consensus among researchers that classify the CSFs to three 
main categories, table I presents the main factors and the 
degree of citation for each factor in literature. 

 
TABLE I 

CRITICAL SUCCESS FACTORS STUDIES 

Critical Success Factors in literature Degree of citation in 
literature 

Top management support High 
Project management High 
Business Process Reengineering High 
User training and education High 
User Involvement High 
Business Plan & Vision Medium 
Careful package selection Medium 
Change readiness & Culture Medium 
Clear Goals & Objective Medium 
Learning competency Medium 
Minimal customization Medium 
Monitoring and evaluation of 
performance Medium 

Project champion Medium 



 

 

Strategic IT Planning Medium 
Teamwork & Composition Medium 
Vendor support Medium 
Appropriate business and IT legacy 
systems Low 

Data analysis & conversion Low 
Education on new business processes Low 
Partnership with vendor Low 

III. METHODOLOGY  
More than 30 large enterprises in Oman that are currently 

using ERP system were all of them requested to complete the 
study survey.  Table 2 presents the profile of 19 companies 
that responded to the questionnaire. 

 
TABLE II 

  SUMMARY OF DEMOGRAPHIC PROFILE OF RESPONDENTS 
Variables  
 

Category  
 Frequency Percentage 

Company 
Ownership 
 

Local  15 78.9 
Foreign  4 21.1 

 
 
Company Type 

Manufacturing  6 31.6 

Services  5 26.3 
Construction 1 5.3 
Education 6 31.6 
Other 1 5.3 

Company size in 
term of 
Employees 
 

5-50 Employees 3 15.8 

51-150 
Employees 2 10.5 

More than 150 
Employees 14 73.7 

Geographic 
Scope 
 
 

Local 12 63.1 
Regional 4 21.1 

Worldwide 3 15.8 
Implemented 
ERP System 
since  

< 1 Year 2 10.5 

1 Year – 3 Years 6 31.6 
3 Years - 5 Years 5 26.3 
> 5 Years 6 31.6 

Delay of ERP 
System 
Implementation  

Yes 9 47.4 

No 10 52.6 
ERP Provider 
 
 
  

SAP 8 42.1 

Oracle 6 31.6 
J.D. Edwards 1 5.3 
Others 4 21.1 

 
The respondents’ profile indicates that most of the 

companies had a good experience with the ERP system and 
this is because many of the firms implemented ERP system 
since three years which will definitely add value to the 
outcomes. 

 
 
 
 
 
 

TABLE III 
 CRITICAL SUCCESS FACTORS RANK 

Critical Success Factors in this study Mean 
1. Monitoring and evaluation of 

performance 4.02 

2. Project champion 4.02 
3. Top management support  3.94 
4. Clear Goals & Objective 3.93 
5. User Involvement 3.82 
6. Strategic IT Planning 3.81 
7. User training and education 3.77 
8. Teamwork & Composition 3.74 
9. Vendor support 3.67 
10. Education on new business 

processes 3.67 

Note: A five-point Likert-type scale rating from 1=strongly disagree to 5= 
strongly agree was used to measure all items of Critical Success Factors in this 
study.  

Table III indicates the top 10 critical success factors that 
ranked by the managers as the most important factors among 
the 20 factors that identified in the literature.  The 19 managers 
agreed on these 10 factors as the top 10 critical factors that 
helped them to achieve successful implantation of ERP system 
implementation in their organizations. 

IV. CONCLUSION 
The journey of ERP systems is not only the implementation 

of the systems, but it continues after the implementation stage. 
However, continuous efforts are needed after “go-live” of ERP 
systems and this is to reap full benefits of the systems. In fact, 
the journey of ERP systems begins after the implementation 
stage. “Yes, there is life after go-live” (Deloitte, 1999). 

Therefore, the critical success factors should ensure the 
continuous success of ERP system as well as reduces the 
likelihood of the system failure during the three stages of ERP 
system life cycle. The continuous commitment and support of 
the main critical success factors from the beginning to the end 
of ERP system project is very important for the success of the 
system and for its effective impact on business performance 
(Loonam & McDonagh, 2005; Beheshti, 2006). 

Finally, to ensure the continuous success of ERP systems 
and to keep better impact on business performance, critical 
success factors should be involved with the ERP systems 
during the three implementation stages of ERP systems. ERP 
system passes through three main implementation stages of 
system life cycle and that includes pre-implantation stage, 
implementation stage, and post-implementation stage. 
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