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Abstract

Purpose — Despite the wide recognition of enterprise resource planning’s (ERP’s) multiple uses, little
research has examined the internal forces that influence success after ERP implementation in the service
industry. This study aims to identify the factors influencing post-implementation ERP capabilities (PERPC)
and improving post-implementation sustainability and user satisfaction (PERPSUS). Exploratory factor
analysis (EFA) and confirmatory factor analysis (CFA) are used for this, with advance managed outsourced
solutions (AMOS) and an entanglement view of all firm ERP users.

Design/methodology/approach — A theoretical model is created to explain internal organizational
factors impacting post-implementation ERP sustainability and user satisfaction. Data were collected from 152
executive ERP users in two organizations in the UAE. Two CFA models were created.

Findings — The results show that adoption by internal organizational forces leads to more sustainable post-
implementation ERP. A 69 per cent variance in user satisfaction and post-implementation ERP sustainability
was found through a PERPC model and its dimensions, which are significantly highly correlated.

Research limitations/implications — ERP professionals and stakeholders believe that identification of
ERP capabilities (ERPCs) and user satisfaction must be multi-dimensional.

Practical implications — CIOs and ERP professionals could use these results to increase the success of
ERP in the service industry, and they can support the inclusion of post-implementation ERP practices.

Originality/value — Using AMOS, this paper explores the role of ERPCs in system sustainability and user
satisfaction in the service sector, utilizing stakeholder perspectives and an entanglement view of ERP users in
the service industry.

Keywords Sustainable development, Technology management, Technological change
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1. Introduction
Understanding the risks of enterprise resource planning (ERP) will help companies achieve

sustainable business success using an ERP system (Pan et a/, 2011). While many companies ernational Jourae]of
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perceptions of ERP users affect ERP implementation, examining key ERP users at various
levels who are involved in pre- and post-implementation (Abdinnour and Saeed, 2015). It
draws on the technology—organization—environment (TOE) theory, which states that the
adoption of a new technology by a firm is influenced by the technological, organizational
and environmental contexts (Kevin et al., 2004). ERP capability (ERPC) is broadly defined as
the distinctive capability of a firm for ERP, relative to operational performance (Cotteleer,
2001), signaling loyal and profitable customers relative to the ERP environment, company’s
financial performance, customer relationship management (CRM), user satisfaction and
customer loyalty (Kolis and Jirinova, 2013).

This paper also views the post-implementation ERP capabilities (PERPC) from a socio-
materialistic perspective, which takes management, people and technology all into account
(Akter et al, 2016). Socio-materialism produces a balanced view by interlinking
management, business users and IT staff. Accordingly, this paper presents an
interconnected conceptualization of three PERPC dimensions (management, technology and
human resources) to highlight the importance of the relationship among them for high-level
efficiency and effectiveness as firms improve ERP and obtain competitive advantages.
Specifically, we propose a relationship between PERPC, business sustainability and ERP
user satisfaction (ERPSUS), an understudied relationship, despite the existing empirical
evidence of the contributions of ERP (Forslund, 2010). The literature includes findings of the
importance of ERP business strategy alignment in ERP implementation and company
performance, defined as the extent to which ERP strategies are aligned with the overall
business strategy of the organization (Wynn, 2009). Companies perceive ERP strategies as
the prerequisite for future adoption of ERP and its successful implementation (Pan ef al,
2011). In the same vein, this study addresses the importance of post-implementation ERP
business strategy (PERPBS) alignment for the sustainability and user satisfaction of ERP,
considering that ERP impacts both business strategy and organizational capabilities,
ultimately enhancing firm performance (HassabElnaby ef al, 2012). At present, firms are
faced with the challenge of remaining competitive by expanding to new markets and
exceeding customer expectations (Alhakimi and Alzahary, 2015). Peng and Nunes (2017)
clearly showed that companies are still encountering many challenges and problems in the
post-implementation phase of ERP. Currently available ERP research frameworks do not
adequately address the issue of organizational internal forces of post-implementation and
post-implementation ERP sustainability in exploring issues in post-implementation ERP
(Jain, 2008). We are interested in post-implementation ERP sustainability in the UAE service
sector, taking a user perspective.

This paper adopts a post-implementation perspective. Although internal forces have
impacts on the achievement of business benefits beyond implementation (Saha, 2016), extant
research neglects post-implementation perspectives on ERP sustainability and user
satisfaction (Glowalla and Sunyaev, 2014). We examine the capabilities of post-
implementation ERPCs relative to internal organizational forces by addressing post-
implementation ERP sustainability in the service sector. Managers working in ERP
environments seek approaches allowing organizations and decision makers to determine
which areas are worth paying attention to in post-implementation ERP. It has also been
widely reported that large numbers of ERP implementations fail to meet business
expectations due to the complexity of the post-environment ERP software and the intangible
nature of both benefits and cost, which have evolved over time (Stefanou, 2001). Thus, a
broad perspective on ERP systems’ evaluation is needed in the post-implementation phase
of ERP. Therefore, we consider both internal forces and point of view of the system user,
aiming to fill the gap in the literature by introducing a new sustainability framework.



Most research in ERP addresses the critical success factors and managerial issues, and
no frameworks found in the literature have suggested any possibility of adapting a post-
implementation ERP system to internal forces. Our study goes beyond these in several
ways, developing and validating a PERPC model and testing the direct effects of PERPC on
ERPSUS, as well as the moderating effects of PERPBS on the PERPC-ERPSUS relationship.
It addresses the following research question: “What internal factors and blocks influence
post-implementation sustainability and user satisfaction for service organizations?”

The paper is organized as follows. In Section 1, definitions of post-implementation
capability, the conceptual model and hypothesis development are presented. Next, the paper
elaborates the method and analytical techniques used, following which, it presents the
findings. Finally, it identifies the study’s theoretical and practical contributions, providing
guidelines for future studies. It appears that little ERP research focuses on conceptualizing
the capability requirements that are key for predictions of performance (Akter et al., 2016).
Thus, we present the TOE theory to show how firm sustainability and ERP user satisfaction
are enhanced only when capabilities are understood to be valuable. In Section 2, the
literature on the subject is surveyed, and Section 3 presents the given research framework,
in which the formal hypotheses of the study are laid. Section 4 describes the research
methodology and sampling framework for data collection. Section 5 elaborates the analyses
and findings in the paper. Finally, Section 6 concludes the paper, indicating some directions
for future research.

2. Literature review

2.1 ERP sustainability and system-user satisfaction

Researchers have confirmed a relationship between the user’s position in the organization
and perceived usefulness of the system (Mitakos et al., 2010). The technology acceptance
model (TAM), which was introduced by Davis (1989) to identify major components and
factors related to user attitudes toward accepting new technologies, is based on the internal
beliefs of the employees and system users. Perceived usefulness and user satisfaction are
central to system acceptance behaviors, as those variables indirectly affect system-user
behaviors relative to system usage (Chung et al, 2009). The TAM considers individual
behaviors to be influenced by the perceived usefulness of the IT product (Elkhani et al.,
2014). Perceived usefulness is the degree to which the individual believes that the usage of a
particular system will support and enhance individual performance, which in turn enhances
individual satisfaction. Perceived usefulness also has an impact on the degree of system user
satisfaction, which is impacted by system quality and its benefits for the individuals
(Mitakos et al., 2010). The TAM posits a significant relationship between the perceived
usefulness of a new system or technology and its future usage. Previous researchers have
also indicated that there are different factors that affect the level of user satisfaction in an
ERP system, and this satisfaction can be traced among system users in different entities or
departments in the company. Thus, satisfaction of system users has a significant
relationship to the position of the system user in the ERP environment, and it is considered a
major measure of post-implementation sustainability factors that maximize the value and
satisfaction of ERP for users. A recent study conducted at the University of Maryland
(Chung, 2007) reports that 65 per cent of executives believe that ERP systems have at least a
moderate chance of hurting their businesses due to implementation problems and user
satisfaction of users. The significance of this paper lies in its exploration of how internal
forces in the organization influence post-implementation ERPCs in the service industry to
mitigate the challenges and digest the complexity of post-implementation ERP.
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2.2 TOE theory

The TOE framework was developed to examine firm-level adoption of information
technology (IT) products and services. It is considered to be a widespread theory of IT
adoption (Kevin et al, 2004). Technological, environmental and organizational dimensions
have given TOE advantages over other adoption models in the study of technology
adoption and IT product capabilities. Hence, it provides a holistic picture for system
capabilities and user adoption of technology, as well as for developing better organizational
system capabilities using the technology (Wang et al, 2010; Gangwar et al., 2014; Zhu et al.,
2004).

Overall, capabilities are a unique type of resources, the use of which is to enhance the
productivity of other resources possessed by a firm (Morgan ef al., 2009). Because ERP is a
key organizational capability using individual resources in an organization that can
transform the firm and support its performance, the organizational dimension in TOE plays
a critical role in management research. This review suggests the organizational aspect of
TOE as a compulsory framework for integrating PERPC dimensions and their effects on
ERPSUS, as well as exhibiting the importance of the strategy alignment of ERP associated
with the overall relationship between capabilities—sustainability and user satisfaction.

The role of ERPCs is well established in the study of information systems, which
explores the role of technology in enhancing firm and user performance. Using the
organizational part of the TOE theory, the literature on ERPCs recognizes IT resources as a
key source of competitive advantage for sustaining a business and satisfying its users
(Barki et al., 2008). ERPCs are key dimensions in the ERP environment, and a review of the
current literature on the ERP domain confirms that most studies of PERPC take advantage
of TOE using internal resources.

2.3 Post-implementation ERPC

Worldwide ERP investment continues to grow as firms search for sustained competitive
advantages and are increasingly challenged by other firms using ERP, which has emerged
as an exciting frontier of productivity and opportunity in the last few years. ERP is used by
large and medium-sized companies to provide a single data repository and single platform
to enhance and increase their competitive advantage. The effective use of an enterprise
system is one of the most important determinants for supporting corporate competitive
advantages and productivity. Identifying system capabilities to enhance CRM and business
flow (Shatat, 2015; Barki et al., 2008), ERPCs can transform the way that firms do business
and impact the overall performance of ERP in organizations (Shkurti (Perri) et al.,2014),
potentially impacting the realization of business value (Uwizeyemungu and Raymond,
2012).

Companies that have invested in ERP systems show better performance across a wide
variety of financial metrics (Nicolaou and Reck, 2004). If ERP is implemented properly, it has
a positive impact on company performance; however, poor implementation negatively
impacts performance among ERP users and ERPCs (Motwani and Sharma, 2015). Indeed,
investment in ERP still poses challenges due to the missing links among user satisfaction,
system capabilities and organizational performance. Some scholars have gone so far as to
suggest that investment in ERP is essential to business expansion, cost savings and removal
of frustration and inefficiencies (NetSuite Readies Businesses for What's Next at
SuiteWorld, 2017). The ERP literature identifies three key building blocks in PERPC:
organizational (i.e. readiness in business processes and interactive communication and
training), physical (i.e. IT setup) and human (e.g. skills and knowledge). For example,
Abdolvand et al (2008) suggest that the focus for post-implementation should be on



management capabilities across all functions of the operation. Liu et al. (2011) note that
individual users in an organization transform ERP system functionalities to better support
PERPC and company performance. Therefore, the potential relationship between individual
and company ERP assimilation could improve ERP assimilation at the individual level.
Drawing on the TOE theory, the critical challenges of PERPC can be concluded to be
knowledge management, interactive communications and organizational readiness and
support.

2.3.1 Organizational readiness and support. Continuous improvement and ongoing
organizational support have been found to have a positive influence on post-implementation
success of ERP and on its performance (Ha and Ahn, 2014). ERP attempts to bring all
business units and business functions together and integrate them so that they can talk to
each other and host their data in a single system and data repository to be accessed by all
business units in the company. The implementation and support of ERP systems is not easy:
it is long and complicated and entails major changes in corporate business processes and
human resource management, thus requiring extensive human and financial resources (Ip,
2010). The pre-implementation processes are considered key factors in post-implementation
success and user satisfaction (Longinidis and Gotzamani, 2009). Business processes and
visibility studies are important for managing the projects and ERP programs, using a
business case to find critical success factors for project completion (Schmidt, 2016). If the
goals are set, the goals and a clear plan are created and justified at an early stage, through a
feasibility study or business case, this can help manage management’s expectations at a
later stage. The establishment of business performance indicators can also support the
business case or feasibility study and make it stronger (Garg and Garg, 2014). The readiness
of business processes is important for supporting any business change, whether it involves
market need, competitors or customers, process re-engineering is always the solution.
Companies should create prerequisites before engineering business processes begin
(Jackson, 1997). Agile business processes, leadership, the working environment, top
management, supportive management, resistance to change and IT are all organizational
readiness indicators to measure critical success and failure. Most ERP studies address and
analyze readiness for a given business process before it is implemented.

2.3.2 Knowledge management capability. Usability and user experience are always
linked to the success of post-implementation of ERP and satisfaction of system users.
There are three main factors that can affect the level of PERPC: system users’
interactions with IT employees, pre-implementation processes and ERP adaptability
(Longinidis and Gotzamani, 2009). Some studies suggest that the participation of
system users in the implementation phase will always improve the PERPC (Ji-T'sung
and Marakas, 2006). Other research concludes that the position of the employees in the
organization hierarchy, their education level and educational background and their
computer experience positively impact the success of ERP (Longinidis and Gotzamani,
2009). Knowledge and talent are challenges that impact ERP and have been identified
as critical success factors for ERP implementation. However, a review of the existing
literature shows a lack of comprehensive research on the role of knowledge and talent
following the implementation phase of ERP.

Despite the various possible positive outcomes of adopting ERP systems, post-
implementation ERP poses a number of challenges (Palanisamy, 2008). Other analysis has
shown a positive significant impact of post-implementation ERP knowledge creation on
ERP success. Further, ERP knowledge retention following implementation positively affects
post-implementation ERP system success (Migdadi and Khair Saleem, 2016). Knowledge is
a strong strategic tool within organizations, necessary for sustaining competitive
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advantage. Numerous studies have examined knowledge management and its relationship
to organizational performance, with its lack of integration with systems. Knowledge has
also had an impact on ERP success and system sustainability. Specifically, knowledge
management and resource capability have a strong relationship with knowledge creation,
which further influences the success of ERP (Jeng and Dunk, 2013). Other studies
recommend identifying the knowledge activities necessary for a successful and sustained
outcome; for example, knowledge of the knowledge of others within the organization was
considered critical for supporting project implementation sustainability (Lech, 2014). In
summary, good knowledge management supports a suitable use of ERP, and consequently
leads to improvements in system capability (Chaabouni and Yahia, 2014). Li et al. (2006)
proposed a knowledge management system consisting of different knowledge agent
platforms that can effectively manage and support ERP products.

2.3.3 Interactive communication. The post-implementation ERP is where the real
challenges occur: most companies encounter difficulties in using a new ERP system (Pan
et al, 2011). The effective use of an enterprise system is one of the most important
determinants for supporting competitive advantages and productivity, while the
participation of users in ERP implementation is one of the most effective ways of ensuring a
successful ERP implementation is delivered (Barki et al., 2008). The relationship between I'T
staff and system users likewise affects the outcome of ERP systems: because an ERP system
may cause comprehensive changes to a business, supporting the system’s users is very
important to enhancing users’ feelings toward the system (Pei-Hung et al., 2016). There are
two main factors that can affect post-implementation success from an interaction point of
view: the interactions of the system users with IT employees and users’ participation
(Longinidis and Gotzamani, 2009). Previous studies propose that the participation of system
users in the implementation phase will always improve the post-implementation success of
ERP (Ji-Tsung and Marakas, 2006). User satisfaction is important for the performance of an
information system because continuous improvement of such a system after
implementation allows the users of the system to gain the confidence to control the quality
of the system and its outcomes. In summary, user participation and interactions with the IT
department lead to greater user commitment and greater ERP support (Pei-Hung et al,
2016).

Participation and interaction empower employees to have more control over their
day-to-day tasks in the work environment (Wagner and Newell, 2007). The idea here is
that the ERP users develop feelings of ownership for the product when they participate
in the initial stages of ERP implementation (Barki et al., 2008). The interactions of the
individual users in an organization transform the system functionalities of ERP to
support its post-implementation success and improved company performance, and the
company can improve ERP at the individual level (Liu et al, 2011). Reported ERP
failures are always found to depend on critical success factors related to system user
participation and system interactions (Jameel Qureshi and Abdulkhalaqg, 2015). The
involvement of non-ERP users deep in the system is highly recommended, along with
external system users from the customer side who can add value to the post-
implementation implementation. Thus, the user acceptance model is critical for
covering all stockholders (Babu and Dalal, 2006).

2.3.4 Postamplementation ERPCs, business strategy alignment and user satisfaction.
PERPBC is defined to be the extent to which post-implementation ERPCs and success are
aligned with the organization’s overall strategy of the organization. The success of post-
implementation ERP depends on the concrete patterns developed between the IT strategy
and business strategy, I'T maturity, the strategic role of IT and organizational change. The



existing research demonstrates that IT strategies and the strategic decision-making process
adopted explain the relationship between IT products and software success that reflects
user satisfaction (Tran, 2012). Before the implementation of any ERP project, it is critical to
ensure that the entire organization understands the strategy and reasons for ERP
implementation. A strategy might determine milestones, as a training program strategy
would do, based on the firm’s current needs and previous training strategies adopted.
Understanding what training is required will help the training program be tailored to best
meet end-user satisfaction. Organizations can increase user satisfaction levels with these
activities by adopting a supporting strategy (Moore et al., 2007). Employees can also greatly
benefit from the development of a business architecture providing improved alignment with
the IT strategy (Li, 2010).

Greater synchronization between ERP and business strategies increases synergies
among different functional units in the firm and positively impacts employee and user
satisfaction. As a result of the greater synchronization of the ERP environment, it is
possible to positively impact ERP by overcoming a particular firm’s particular
challenges. Not enough is known of the impact of PERPBC on PERPC-PERPSUS. Many
companies struggle with such problems, often because of a mismatch between the
organization’s existing capabilities and its IT capabilities. In short, ERP
implementation and deliverables of ERP do not align with the way companies actually
arrive at decisions to realize their business goals. Therefore, PERPBC is a distinctive
capability allowing firms to link overall capability with firm performance, which will
reflect the user satisfaction of employees. ERP also supports strategic organizational
capabilities, which can help firms match resources with market needs and
opportunities. The main way, therefore, in which PERPC can help organizations
achieve employee satisfaction is by aligning ERPC with the strategic plan. PERPC can
influence organizational performance and employee satisfaction, but it depends on a
firm’s ability to leverage other capability resources within the firm. Employees always
moderate the relationship between organizational change (e.g. ERP) and employee
satisfaction (Feng, 2015). Thus, we posit that PERPBS will be a moderator for the
relationship between PERPC and ERPSUS.

2.4 Post-implementation ERPCs and satisfaction of system users

Research findings also show that user adoption of ERP has a strong positive impact on the
user benefits of ERP (Eid and Abbas, 2017). The pre-implementation stage, which is highly
correlated with the post-implementation stage, is another key factor in the satisfaction of
system users. Many factors significantly affect the level of ERP, such as “ERP adaptability”
and “interaction with the I'T department” (Longinidis and Gotzamani, 2009). Other studies
consider training satisfaction to be part of user satisfaction, relating it to ERP success and
ease of use (Bradley and Lee, 2007). ERPCs improve information accessibility and visibility
across the enterprise and allow users to make more effective operational and strategic
decisions that positively impact their satisfaction in different areas, such as better
manpower planning, enhanced inventory control and improvement of on-time delivery
(Annamalai and Ramayah, 2011).

3. Research framework and hypotheses

The theoretical framework and hypotheses come out of the purpose of this study and are
based on the internal organizational items identified from the literature survey. The
following theoretical research framework and hypotheses (Figure 1) show how the impact of
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internal organizational forces on post-implementation ERP success and user satisfaction in
the UAE service sector is examined:

HI1. Post-implementation ERPCs are significantly related to ERP system user
satisfaction.

H2. Organizational readiness and ongoing support are significantly related to ERPCs.
H3. Knowledge management capabilities are significantly related to ERPCs.
H4. Interactive communication is significantly related to ERPCs.

H5. PERPBS is a moderator for the relationship between PERPC and ERPSUS.

The following section validates all hypotheses and completes the theoretical framework
shown in Figure 1 by empirically analyzing the data with confirmatory factor analysis
(CFA) using advance managed outsourced solutions (AMOS). Drawing on TOE, literature
review and entanglement view, the research model used conceptualizes the PERPC factors
presented in Figure 1, a proposed conceptual framework conceptualizing post-
implementation ERPCs, sustainability and user satisfaction with the ERP. This conceptual
frame presents ERP sustainability and user satisfaction practices as a core for that model;
the model illustrates and addresses the relationships between the user satisfaction practices
and ongoing reviews of the post-implementation ERP systems as key factors for enhancing
user satisfaction and system sustainability. The conceptual framework illustrates how both
variables are highly influenced by factors such as organizational readiness and support,
interactive communication, knowledge and talent capability. The model illuminates the
moderating impact of PERP strategy on the PERPC-ERPSUS relationship as well. Despite
the importance of measuring ERP user satisfaction and system sustainability, a need
remains for researchers to address and analyze the overall system suitability or how it
should be measured from a system-user point of view. User satisfaction is an important
consideration for the assessment of the success of an ERP implementation (Goel et al., 2013).
Other researchers suggest that benefits are more effective for user satisfaction in ERP
projects, so firms that intend to succeed in ERP projects should emphasize the satisfaction of
ERP users (Saatcioglu, 2009).



4. Research methodology

4.1 Research context

The UAE has a high-growth economy, which is quickly diversifying into such areas as
services, manufacturing, logistics and finance. To support and promote this burgeoning
industry, a noticeable technology boom has occurred in this country. According to the
World Digital Competitiveness Ranking (2017), the UAE ranks first in competitiveness in
the Middle East and North Africa region. This result shows that technology is the focus of
the support given by the UAE to the service industry.

4.2 Research design

The purpose of this study is to test a number of hypotheses and investigate the hypothetical
relationships in successful post-implementation ERP in the UAE. Methodological rigor is
enhanced when scholars shift from an exploratory study to a hypothesis testing one
(Sekaran and Bougie, 2010). This study uses a quantitative approach, distributing a survey
to respondents working in two service companies. At first, an exploratory factor analysis
(EFA) test was used on the responses to identify the internal factors for the post-
implementation ERP sustainability and user satisfaction. In the second stage, first-order
model analyses were conducted using AMOS software to test the relationships among the
factors. Finally, a second-order model was generated to test the impact of the internal factors
of the organization on the sustainability and user satisfaction of post-implementation ERP.

4.3 Sample selection and data collection

A survey-based approach, including a generalized questionnaire containing five items
related to personal and company information, was used to test post-implementation ERP
practices in the service industry in the UAE. Items within each construct were structured in
the form of a survey questionnaire, with all questions evaluated on a five-point Likert scale,
ranging from 1 to 5. The survey was conducted during the fall of 2017, with the survey
instrument administered via email to the service industry respondents in the UAE, using a
web-based service, Survey Monkey. That is, an online survey was sent to a sample of 152
users of ERP systems. Of 152 questionnaires, 103 were successfully completed and returned,
an effective rate of 67.76 per cent. These users had different ERP backgrounds, and
operational, functional and technical managers were chosen to be among the respondents
because they are the most knowledgeable on ERP implementation; this choice of respondent
is in line with Bradford and Florin’s (2003) suggestion. The characteristics of the survey
participants are given in Table I.

4.4 Population of interest and unit of analysis

The subjects of this study are ERP users and the successful implementation of a new ERP
system in a company in the service industry. The subject company developed a new ERP
system in 2015, and it included the following modules: CRM,; (sales, service and marketing),
customer service, online portals, integration with back-office finance and human resource
modules. This new generation of CRM system was expected to reduce paperwork,
streamline ERP and institute electronic processes to improve the efficiency of the enterprise.
The implementation of the ERP system is still undergoing post-ERP support and
enhancement. The total number of employees of the company is approximately 1,500.
Sekaran and Bougie (2010) find that the objective of the study determines the unit of
analysis. The current study examines the factors affecting the post-implementation ERP
implementation projects in the UAE. Therefore, the unit of analysis will be ERP users within
the target company. The respondents also represented the unit of analysis. As a result, key
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Table 1.
Demographics of
survey sample: 103
respondents

Demographics Category Count (%)
Age 20-30 10 9.7
31-40 50 485
41-50 43 417
Gender Male 37 46
Female 66 64
Education Undergraduate degree 25 24
Graduate degree 78 76
Work experience with ERP systems 1-5 Years 41 40
6-10 Years 33 32
11 years and above 29 28
IT background Yes 60 58
No 43 42

users were selected from all sections through varying levels, including executives, senior
managers, managers, technical professionals, directors, middle managers and junior
employees who were using the system.

4.5 Instrument development

Some items were taken from prior studies, while others were developed specifically for this
study, to fit the context of satisfaction with post-implementation ERP. These questions were
reviewed by two IT executives who participated in the survey; using their feedback, the
questionnaire was slightly changed, and new items were added. Scales were customized to
fit the context of an ERP study, ensuring that they were applicable to ERP users. For ERP
business users, relevant demographic variables were tracked, such as age, gender,
experience and education, to avoid any demographic bias. The questionnaire consisted of
three sections. Section 1 contained an introduction that exposed the identity of the
researchers and expressed the rationale of the survey, as well as thanking the participant for
taking the time to respond to it. In Section 2, a range of demographic data, including as work
experience with ERP systems, gender, educational background, IT experience and age, were
collected. In Section 3, the main survey questions were provided and measured using a five-
point Likert scale, with anchors from “strongly disagree” to “strongly agree”. This study
defined post-implementation ERPCs in two dimensions, i.e. organizational impact and user
satisfaction. These criteria are in line with the model of Jones et al. (2008) for ERP system
success. To ensure the reliability of the questionnaire, a pilot survey was conducted, with a
total of 26 respondents, recruited from among ERP business users. This allowed the
proposed PERPC model to be tested for robustness before the final data collection. Of the 26
potential participants, 21 completed the questionnaires. The SPSS software 16.0 was used to
test the pilot data, and the questionnaire was considered to be reliable: all Cronbach’s «
values were above 0.7, as suggested by Qu (2007).

5. Data analysis and findings

The first part of the analysis uses descriptive analysis to show the respondent profiles. Its
second part examines the effects of PERBC on ERP suitability and user satisfaction using
EFA, descriptive statistics and CFA.



5.1 Demographic characteristics of the respondent sample

A summary of the respondent profiles is presented in Table I. A total of 103 respondents
participated in the survey, of which 58 per cent were aged 31-40, and 42 per cent were 41-50
years old. In all, 64 per cent were female, while 46 per cent were male. The data show that 76
per cent of the respondents held a graduate degree, and 24 per cent had an undergraduate
degree. The work experience with ERP systems ranges from 1-5 years (40 per cent) to 6-10
years (32 per cent), and more than 11 years (28 per cent); furthermore, 58 per cent of the
respondents had an IT background, and 42 per cent did not.

5.2 EFA and discussion of results

EFA is a powerful tool for investigating the underlying variable structures (Osborne and
Fitzpatrick, 2012). It is also a very popular statistical technique, used in communication
research, and the core of the PERPC model is founded upon communication (Hee et al., 2002).
EFA was used to explore the factors that could influence PERPC and PERPSUS.

Factor patterns and item loadings are presented in a rotated component matrix in Table IL.
The next step is to examine the content of questions that load highly and on the same factor to
identify common themes. Questions loading on factor 1 seem to relate to different aspects of
business process training and training programs; therefore, we label this factor organizational

Reflective
construct Items Loading CR AVE
Readiness of 4 The user manual does not require specialized knowledge 0.923 087 0.55
organization 5 I prefer using ERP because of what it stands for, its 0.921
values
7  Readiness of the business processes 0.910
8 Documented business processes 0.533
6  The level of understanding was improved after the 0.522
training
22 The training gives me confidence in the new ERP 0.479
system
Interactive 1 My corporation has an IT division regarding ERP issues 0954 081 0.78
communication 2 Communication with IT division 0.953
3 Participation contributes toward the success of the ERP 0.950
system
23 Participation had a significant influence on the ERP 0.626
system
Post-ERP 14  ERP has timely information 0901 084 047
capabilities 15 The information in the ERP system is important 0.806
16  The information on the ERP system is relevant 0.700
17 Our ERP system has good features 0.666
18 Using the ERP system makes the job easier 0.489
19 Using the ERP system enhances job effectiveness 0.447
ERP satisfaction 11  Provide adequate feedback on the ERP system 0691 053 040
9  Generally satisfied 0.641
13 The quantity and quality of training 0.492
12 Keen to form a strong relationship with IT staff 0.477
Knowledge 10 Knowledge of the ERP system 0809 051 052
management 21 IT division has every intention of giving help and 0.678
support

20 IT division has sufficient knowledge of ERP 0.672
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Table III.
KMO test and
Bartlett’s test

readiness. It consists of six items and accounts for 1841 per cent of the variance. The questions
loaded highly on factor 2 all seem to relate to interaction and communication; therefore, we
label this factor interactive communication. It accounts for 18.145 per cent of the variance. The
questions loaded highly on factor 3 all seem to relate to measuring post-implementation
success; therefore, we label this factor postimplementation success. It accounts for 15.654
per cent of the variance. The questions that load highly on factor 4 all seem to relate to user
satisfaction and ERP sustainability from the quality perspective; therefore, we label this factor
ERP sustainability and user satisfaction. It accounts for 897 per cent of the variance. The
questions that load highly on factor 5 all seem to relate to the knowledge required to sustain an
ERP product; therefore, we label this factor knowledge management. It accounts for 7.891
per cent of the variance. Furthermore, internal consistency and content validity were tested.
Table II shows the construct reliability (CR) and average variance extracted (AVE) of the
measurement model. For the determination of reliability, internal consistency is calculated,
which is a measure of the reliability of different survey items, intended to measure the same
characteristics (Gorecki et al., 2018). CR is used to measure the reliability of a construct in the
measurement model and estimates the consistency of the construct itself, including
equivalence, offering a more retrospective approach to the overall reliability (Gorecki ef al,
2018). Values of 0.50 or greater are indicative of good scale reliability (Machado, 2016). The
composite reliability (CR) of “Readiness of organization” is 087, of “Interactive
communication”, it is 0.81; of “Post-implementation ERPCs”, it is 0.84; of “ERP satisfaction”, it
is 0.53; and of “Knowledge management”, it is 0.51, so we can conclude that the CR of the
constructs in the measurement model are all above 0.50. This means that all constructs in the
measurement model have good reliability.

The Kaiser-Meyer—Olkin (KMO) test and Bartlett’s test of sphericity were conducted to
determine post-implementation ERPCs, post-implementation sustainability and user
satisfaction in the data. The results are shown in Table IIIL.

The KMO test and Bartlett’s test (KMO > 0.5) show that these items are suitable for the
factor analysis performed, and there are no serious issues in the data. Bartlett’s test of
sphericity (significance at p < 0.05) shows that the correlation among the items is sufficient
to run factor analysis. The EFA was used because the extraction method and varimax
rotation on the 24 items showed a preferable load, greater than 0.40, on the relevant factor
(Akter et al., 2016).

The reliability results of the new model are presented in Table V, and they indicate
strong measures: they range from 0.572 to 0.947, above the recommended threshold value
(Akter et al., 2016). Five constructs were measured in this study: organizational readiness
and support, interactive communication, knowledge management and system experience,
post-implementation success and ERP sustainability and user satisfaction. As shown in the
correlation analysis (Table IV), the company’s readiness shows a strong correlation with
interactive communication about the ERP. No significant relationship was found of
knowledge management to interactive communication or to organizational readiness. The
scales used to measure the variables in the proposed framework were found to be reliable

KMO measure of sampling adequacy 0.857
Bartlett’s test of sphericity

Approximate chi-square 2,498.552
df 253

Significance 0.000




and valid. Post-implementation ERPCs and the factors impacting ERP sustainability and
user satisfaction are evaluated using these means. CR is defined as the degree of consistency
of response over the construct. Thus, the reliability coefficient is generally used for this
reliability test, as shown in Table V.

Next, regression analyses were run to determine which factors have a significant impact
on post-implementation ERPCs and post-implementation user satisfaction with the ERP
system, followed by a discriminant analysis to test the importance of each factor in
distinguishing between organizations with high and low levels of post-implementation user
satisfaction with the ERP system. Table V shows the mean, SD, reliability statistics and
construct validity analysis for each factor. Interactive communication in the organization
reaches a score of 3.34 on a scale of 1-5. The levels of interactive communication and
knowledge management factors are high, while the levels of post-implementation success,
user satisfaction and organizational readiness are low, indicating that the employees of
these organizations did not consider their organizations were ready for ERP. Post-
implementation sustainability and user satisfaction had the lowest mean among all
constructs, and interactive communication and knowledge management had the highest
means.

Convergent validity shows the extent to which indicators of a specific construct converge
or whether any item should have a substantial correlation with a sum score computed from
all other items in the particular scale (Watt et al, 2009). Here, convergent validity was
evaluated using Bentler—Bonett’s normed fit index (NFI), which gives the degree to which
the different approaches to measuring a given factor generate the same result. NFI values of
0.90 and above indicate satisfactory fit (Akter et al,, 2016). In addition, as shown in Table V,

Interactive Readiness of Knowledge
communication  organization =~ PERPC ~ PERPSUS  management

Interactive communication 1

Readiness of organization 0.513%* 1

PERPC 0.431%* 0.632%* 1

PERPSUS 0.273%* 0.474%* 0.552%% 1

Knowledge management -0.099 -0.050 -0.031 0.096 1

Notes: *Correlation is significant at the 0.05 level (two-tailed); **correlation is significant at the 0.01
level (two-tailed)
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TableIV.
Descriptive statistics
and correlations

Discriminant validity
Factor Cronbach’s a—
Convergent validity average correlation

Post-ERP practice Mean SD  Cronbach’s @«  Bentler—Bonett NFI between factors
Interactive

communication 334 098 0.947 0.999 0.81
Readiness of organization 268  0.83 0.895 0.995 0.87
Knowledge management 321 0.79 0.572 1.00 0.51
Post-ERP capabilities 244 074 0.864 0.941 0.84
Post-ERP sustainability

and user satisfaction 234 059 0.590 1.00 0.53

Table V.
Descriptive statistics
influencing system
user satisfaction and
construct validity
analysis
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the factor loadings of latent-to-observed variables should be above 0.50 (Hair ef al, 2010). In
addition, factor loading for all observed variables in Table II range from 0.48 to 0.95. This
clearly indicates that the variables or items observed are adequate and correspond to their
constructs. Thus, we can confirm convergent construct validity.

Discriminant validity was tested as well, to confirm that latent constructs and their
indicators are distinguished from other constructs and their indicators. Discriminant
validity, defined as the extent that measures of different constructs diverge from or correlate
with one another (Engellant et al, 2016). Two common methods are used to assess
discriminant validity. First, it is calculated by comparing Cronbach’s « of the latent
construct to its mean correlations with other constructs, and the significant differences
between these measures confirms the discriminant validity (Akter et al,, 2016). As shown in
Table V, the five constructs are distinct. Second, the study acquires more confidence in
discriminant validity by examining the cross-loading between factors, which indicates that
items are more strongly related to their own factors than to the factors of other items.
Therefore, all factors share a substantial amount of variance with their own items. Overall,
the measurement model was considered satisfactory due to the evidence of adequate
reliability (AVE > 0.50, CR > 0.80) and convergent validity (loadings > 0.75). Table V
shows the calculations for discriminant and convergent validity.

The calculated AVE and CR were calculated, and the reliability of all measurement
scales was confirmed. AVE is used to measure the amount of variance that each factor
captures from its items relative to measurement error, whereas CR measures the internal
consistency of the given factor (Akter ef al., 2016). The tests are conducted to indicate the
extent of association between each factor and its items. The CR and AVE values for all items
are close to or exceed the 0.80 and 0.50 cutoff values, respectively: the lowest AVE is 0.34 for
PERPSUS and the lowest CR is 0.51 for knowledge management. All of these values are
close to the recommended thresholds. All item loadings and values for CR and AVE exceed
the cutoff values, ensuring reliability and convergent validity. As shown in Table V, we
calculated the square root of the AVE, using the correlation matrix. As the resultant values
exceed the intercorrelations of the factors with the other factors, discriminant validity is
confirmed. This test indicates that the factors do not share a single type of items, and they
are conceptually distinct from each other. Thus, in the research model, each construct and its
measures effectively distinguish themselves from other constructs and their measures.

5.3 CFA

CFA was performed to assess the measurement and adequacy of the hypothesized model for
all items simultaneously (five constructs and 21 items) in the 102 validated samples. AMOS
software was used for this analysis.

EFA identified organizational readiness and support, interactive communication,
knowledge management and system experience, post-implementation success and ERP
sustainability and user satisfaction as a priori factors of post-implementation ERPC
practices in the service industry, all of which are presented in a rotated component matrix
(Table II). In the first-order model, organizational readiness and support, interactive
communication, knowledge management and sSystem experience, post-implementation
success and ERP sustainability and user satisfaction are correlated measurement factors for
post-implementation ERPCs. Alternatively, post-implementation ERPCs and their relation
to post-implementation sustainability and user satisfaction were operationalized as a
second-order model, where the five factors are governed by a higher-order factor, i.e. the
post-implementation ERPCs and their impact on post-implementation sustainability and
user satisfaction.



=

Figure 2 shows the final measurement model (@ CFA model) and specifies the
relationships that suggest the way in which the measured variables represent a construct
that is not directly measured (Gérecki et al., 2018). This model was assessed using AMOS
20.0 to examine convergent and discriminant validity. It shows the final measurement model
of post-implementation ERP factors impacting ERPCs and the satisfaction of system users.
The two-headed arrow is placed between the two observed variables using AMOS to reduce
the value of y? and achieve an acceptable model fit (Gérecki et al,, 2018). The figure implies
that organizational readiness and support, interactive communication, knowledge
management and system experience, post-implementation success and ERP sustainability
and user satisfaction are correlated. The fit indices, also shown in Figure 2, show an
acceptable loading, which is statistically significant for the post-implementation ERPCs in
service organizations. This shows that the construct “Post-implementation ERP
sustainability and user satisfaction” has high positive correlations with “Organizational
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readiness” and “Post-implementation ERPCs” of 0.60 and 0.79, respectively. However, the
construct “post-implementation ERP sustainability and user satisfaction” has a low positive
correlation with “Interactive communication” and “Knowledge management”: 0.37 and 0.06,
respectively. Similarly, “Organizational readiness” has a low positive correlation with
“Interactive communication” and “Knowledge management” (0.36 and 0.02, respectively).
However, the construct “Organizational readiness” has a high positive correlation with
“Post-implementation ERPCs”, with 0.63. Along the same lines, the construct “Interactive
communication” has a low positive correlation with “post-implementation ERP capabilities”
and “Knowledge management” (0.39 and 0.01). Similarly, “Post-implementation ERPCs” has
a low negative correlation with “Knowledge management” (—0.04).

Model fit indices such as the comparative fit index (CFI), NFI, root mean square of error
approximation (RMSEA) and Tucker-Lewis index (TLI), were selected to judge the model
fit (Garg and Khurana, 2017; Satapathy, 2014; Bandyopadhyay and Roy, 2011). To obtain an
acceptable fit, CFI, NFI, and TLI should be greater than 0.9, and RMSEA must be lower than
0.08 (Garg and Khurana, 2017). Figure 2 shows the summary of indices for the measurement
model. The CFI, NFI and TLI values are 0.958, 0.987 and 0.950, respectively. The RMSEA
shows a value of 0.074, and its value meets the cutoff of the threshold, representing an
acceptable model fit.

After analyzing the proposed model using CFA, the structural PERPC model and
hypothesized relationships were constructed using the maximum likelihood estimation method
and a covariance matrix, with 23 measurement items. The results of the test of the second-order
model PERPC (Figure 3) imply that higher-order latent factors, i.e. the overall trait of post-
implementation ERPC, govern the correlations among organizational readiness and support,
interactive communication, knowledge management and system experience, post-
implementation success and ERP sustainability and user satisfaction, which are the correlated
measurement factors for post-implementation ERPC. The second-order model also produces an
acceptable goodness of fit. An examination of the second-order model of the post-
implementation ERPCs shows that the significance of the coefficient estimates for all five
factors are correlated measurement factors for post-implementation ERPC, which describe
higher-order relationships of the five factors. The highest- and the lowest-impact barriers
appear to be those of organizational readiness and knowledge management, respectively.

To identify the moderating effects between PERPC and PERPSUS, we applied regression
process Model 1. To test moderation, we looked at the interaction effects between PERPC
and PERPSUS and whether or not such effects were significant. The results from the
regression model are displayed in Table VI, including interaction effects between PERPC
and PERPSUS and the moderator.

According to Hayes (2013), the process output shows a significant interaction, p = 0.000,
and zero does not lie between LLCI and ULCI. Therefore, a moderation is occurring through
business strategy, and it has an impact before and after ERP implementation. The findings
confirm the superior predictive power of the interaction model using the ERP strategy.

5.3.1 Hypothesis testing of the structural model and discussion. Table VII and Figure 3
show an analysis of path coefficients with ERPCs. This analysis reveals the significance of
the hypothesized relationships among the five influence perceptions and PERPC. The
following the performance of SEM indicate that hypotheses formulated for this study are
supported statistically. The results not only indicate that these factors are well controlled
but also that management must decide how to mitigate or eliminate significant risks and
increase the success and user satisfaction of post-implementation ERP.

HI hypothesized that organizational readiness would have a significant and positive
impact on PERPC. The results show (Table VII; Figure 2) that H1 is strongly supported with
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R R? MSE F dft df2 b
27,3
0.5857 0.3430 0.2389 17.2283 3.0000 99.0000 0.0000
Coefficient SE t b LLCI ULCI
Constant 0.2648 0.5667 0.4672 0.6414 —0.8598 1.3893
BS 0.7003 0.3521 1.9890 0.0495 0.0017 1.3989
776 PERSMC 0.8844 0.2091 42305 0.0001 0.4696 12992
int_1 -0.3154 0.1371 -2.3000 0.0235 —0.5876 —0.0433
Table VL. BS Effect SE t b LLCI ULCI
Construct validity 1.0000 0.5690 0.0911 6.2459 0.0000 0.3882 0.7497
analysis 2.0000 0.2535 0.1025 24728 0.0151 0.0501 0.4570
Standard path coefficients ~ p-value and support
Relationship Estimates (8) of hypothesis Support of hypothesis
Organizational readiness —
PERPC 0.59 0.013 H1I supported
Interactive communication —
PERPC 0.22 0.002 H2 supported
Knowledge management —
gaplglvn. ¢ ode]  PEREC —0.01 0.022 H3 supported
1t mdices ot model  p ot ERP Capabilities —
and validity PERPSUS 0.84 0.019 H4 supported

a standardized coefficient, 8 = 0.59, at the significance of p = 0.013. Hence, organizational
readiness has a greater effect on PERPC than the other factors, and this confirms the results
of previous work (Longinidis and Gotzamani, 2009; Schmidt, 2016; Jackson, 1997). H2
hypothesized that interactive communication would have a significant and positive impact
on PERPC. The results show that A2 is supported, with a standardized coefficient, 8 = 0.22,
at a significance of p = 0.002, and this also confirms the results of previous work (Barki ef al.,
2008 and Pei-Hung, et al, 2016). This implies that effective interactive communications
positively contribute to PERPC. H3, for its part, proposes that knowledge management
would have a significant and positive impact on PERPC, which is confirmed by the
estimates of 8 =—0.01; p = 0.022. These imply that the knowledge management contributes
less to PERPC. Finally, H4 predicts that PERPC would have a positive and significant effect
on PERPSUS, which is confirmed with the consideration of moderating effects between
PERPC and PERPSUS. Zero does not lie between LLCI and ULCI, as per Hayes (2013).
Therefore, moderation through business strategy does occur and has an impact on
PERPSUS.

6. Discussion and conclusion

This study examines whether the organizational internal factors proposed by the
organizational aspects of the TOE framework influence the sustainability and user
satisfaction of post-implementation ERP in the post-implementation ERPCs. The results
show that the three organizational factors played a significant role in the post-
implementation ERPCs, at different impact levels. It was found that organizational aspect
factors had a positive, significant effect on post-implementation ERPCs. The proposed



hierarchical PERPC model measures the impact of organizational readiness capability,
interactive communications capability and knowledge management capability on ERP
sustainability and ERP users’ satisfaction. The PERPC model was developed to capture
multidimensional capability in the ERP environment and to frame its impact on PERPSUS.
Post-implementation system capabilities had a positive association with all primary
dimensions, with organizational readiness emerging as the strongest. This finding suggests
that greater gains in overall PERPC could be achieved through organizational readiness.
The results of this study lead to the conclusion that there is positive relationship between
organizational readiness and PERPC. This result supports the findings of Zhu ef al. (2010)
and Federici (2009). This paper identifies agile business processes, leadership, the working
environment, top management, supportive management, resistance to change and IT as
organizational readiness indicators that measure critical success and the failure of post-
implementation ERP implementation. It is crucial to establish business performance
indicators that can support the feasibility of business readiness, as reported by Garg and
Garg (2014) and Zabjek et al. (2009). Organizational readiness leads to taking an active role
in leading the post-implementation ERP projects.

Interactive communication capability is also identified as a significant dimension,
indicating that the achievement of post-implementation success relies heavily on interactive
communication. The results of this study support the contention of a positive relationship
between interactive communication and PERPC success. This result confirms the results of
Arthur (2016) and Fryling (2010). Increasing communication effectiveness between the
entire ERP team and remainder of the firm will improve strategic decision-making and
strengthen the PERPC. This is in line with the results of Barki ef @/ (2008), Pei-Hung et al.
(2016) and Liu et al (2011), which indicate the importance of user participation in ERP
implementation as an effective means of supporting a successful ERP implementation.
Furthermore, confirmation is also found that the relationship and interactions between IT
staff and system users likewise affects the outcome of the ERP systems. Longinidis and
Gotzamani (2009) discuss and confirm the interactions of ERP users with IT staff in the
implementation processes. It has also been shown that the participation of ERP users in the
adoption phase always improves user satisfaction with the system (Ji-Tsung and Marakas,
2006). Companies implementing ERP should maintain interactive communications to
control and support the post-implementation ERP process. The ERP-adopting organization
should clearly establish the interactive communication plan and ensure it is carefully
assessed. Furthermore, it is necessary to prepare and set up a detailed communication plan
with clear objectives and deliverables with measurable results. Finally, the ERP project
management team should communicate all aspects of the project, including balancing
business needs, resource needs, enhancements and road map of post-implementation ERP.

Previous studies also are in line with our finding; Saini ef al. (2013) highlight that the
success of a post-implementation ERP is measured by the amount of interaction between the
internal parties. User participation in ERP implementation is one of the most effective ways
of supporting a successful ERP implementation (Barki et al., 2008). Pei-Hung et al. (2016)
demonstrated that the importance of the relationship between IT staff and system users also
affects the outcomes for the ERP systems. Previous studies showed that participation by
system users in the implementation phase will always improve post-implementation success
(Ji-Tsung and Marakas, 2006). In summary, user participation and interactions with users
will lead to greater user commitment and greater ERP support. The commitment of ERP
users significantly influences the post-implementation process. Individual users’
interactions in an organization empower employees to acquire more control over their day-
to-day tasks in the work environment and transform the ERP system functionalities to
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support post-implementation success and company performance. As a result, the company
can improve the ERP at the individual level (Liu et al, 2011; Wagner and Newell, 2007; Hung
et al. (2012). The importance of developing a positive relationship with ERP implementation
partners to achieve the goal of long-term viability in post-implementation of ERP is clear.
Consequently, interactive communication has impacts and can be considered to be an
internal force driver affecting long-term viability in post-implementation.

Knowledge management is identified as a third key component of the PERPC model, and
the need for versatility in it across the firm was emphasized, to ensure information flow and to
develop a robust ERP models. Usability and user experience have an impact on the success of
post-implementation ERP and user satisfaction. Jayawickrama ef al. (2017) identified various
types of ERP-related knowledge that measure organizational impact and ERP satisfaction.
Lodhi et al (2014) recommend that employees, as internal forces, should enhance their
absorptive capacity through ongoing training to enhance quality and their knowledge of ERP.
The knowledge of the educational background and education level have been proven to have
an impact on the success of ERP (Longinidis and Gotzamani, 2009). The need for knowledge
and talent are challenges that influence post-ERP and have been identified as critical success
factors for ERP implementation. This confirms the finding that knowledge management is a
strong strategic tool for any organization and is necessary for sustaining competitive advantages.

The findings show that the higher-order PERPC construct has a strong, significant impact
on PERPSUS. This result confirms that the emphasis on PERPC is a perfect starting point for
identifying and solving post-implementation challenges. The findings of the structural model
confirm that PERPC is a significant predictor of PERPSUS (explaining 50 per cent of the
variance). These findings confirm that PERPBS is a significant moderator and a necessary
condition for strong post-implementation sustainability and user satisfaction of ERP. The
interaction model explains around 40 per cent of the variance. These findings suggest that
companies should consider PERPC and PERBS to be important strategic antecedents that
influence PERPSUS. They also confirm the fit between capability for ERP and post-
implementation strategy can help firms perceive and assess their micro and macro
environments (Akter et al, 2016). Overall, the findings of this study can minimize confusion
over the role of ERP strategic alignment in ERP sustainability and user satisfaction. They
emphasize the importance of PERPC development and the strong alignment between PERPC
and PERPSUS to achieve improved ERP and satisfied users. These findings are in line with
those of Goni et al (2017), who find that organizations can increase their sustainability margins
by ensuring a tight alignment between IT capabilities and strategy. Prior studies in IT
capability research also support the importance of strategy alignment, focusing on business-
process enhancements and process-oriented capabilities (Lockamy and Smith, 1997).

7. Implications and limitations

This study succeeds in examining the factors affecting the sustainability of post-
implementation ERP and user satisfaction in the UAE service sector. The paper also
analyzes the inter-relationships between factors and their impacts on the post-
implementation ERP suitability implementation. It further makes several contributions to
post-implementation implementation study:

» It contributes to the academic research by producing empirical evidence to support
theories affecting post-implementation ERP sustainability and user satisfaction.

e The study empirically verifies that organizational readiness, interactive
communication, knowledge management and post-implementation ERPCs factors
positively affect the sustainability of post-implementation ERP.



¢ The results attained are largely consistent with those of prior studies conducted in
other sectors and developed countries.

» This work develops a scale of three primary PERPC constructs and their associated
measurements. The empirical findings contribute to the identification of the
required capabilities (technical and non-technical) an organization should have to
succeed post-implementation.

» It extends a new conceptual model that connects multiple dimensions, and drawing
on the TOE theory, substantiates that PERPC is a hierarchical construct having a
strong influence on PERPSUS.

¢ It explores the dimensions of PERPC and their connection with ERP sustainability
and user satisfaction. Further, the study adds theoretical accuracy, analyzing and
measuring the moderating effects of PERPBS on PERPSUS.

* The findings of the study have huge implications for organizations in the service
industry that implement ERP, such as retail, customer service and public-sector
organizations. By improving PERPC and introducing an aligning strategy, firms
can better serve their business uses’ needs.

¢ Future work can use these findings as a foundation to support the post-
implementation ERP or as a prerequisite for new ERP implementation. In addition,
it allows the benefit of understanding business-related decisions.

Despite the useful findings of this empirical, some limitations that must be highlighted remain:

¢ The findings of this study are restricted to the service industry in the UAE and may
not be generalizable for other geographic areas or industries.

¢ We have addressed widely proposed factors drawn from the literature, which could
influence the post-implementation ERP in the UAE context, but there might be some
factors that are more or less important but were not included in the research.

e The study uses perceptual data provided by experienced ERP users who were
involved in post-implementation ERP in a service-sector organization, which may
not provide clear measures for performance.

However, these limitations can be overcome by using multiple methods for collecting data in
future studies; they will pave the way for future research. To enhance the generalizability of
the findings, future studies using similar parameters in other industries in different
geographic areas could be conducted.

This study demonstrated the importance of new internal critical factors for organizations
for post-implementation ERP sustainability. However, the service-industry decision makers
and IT decision makers must design their policies and strategic goals to align with the internal
and external dimensions of ERP sustainability. To simplify the complexity of ERP
sustainability in the service sector, the 80/20 principle (Koch, 2011) could be utilized. This
principle states that 80 per cent of the problems arise from 20 per cent of causes. As shown in
this study, IT and business decision makers should target interactive communication and
knowledge management through different channels, in addition to managing relationships
among stakeholders. This study describes an investigation of how the satisfaction with and
suitability of the post-implementation ERP system is shaped by the organization’s internal
forces. This suggests that ERP users shape their experience of the ERP system through these
frames. Addressing these issues will eliminate 80 per cent of the ERP sustainability needs,
reaching an acceptable resolution.
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