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APENDIX I: Questionnaires

According to your enterprise systems (ES) implementation experience, how important is the reason towards user resistance to ES?
Management activities involve allocation and control of the firm’s resources, monitoring operations, supporting business strategic decisions.

Operational activities process day-to-day activities repeated periodically, such as daily, weekly and monthly that involve acquiring and consuming resources.

Please tick important reasons of resistanceto an enter prise system: 1) Lessimportant 2) A little important 3) Important 4) Very important 5) Most important
Are there other reasons you regard as an important resistance factor but not listed? Please write down and score them.

Reasons of Resistance: Please chose one out of 5 for management and oper ation usersrespectively

Categories Description Operation

3

Parochial Loss of power and status °
self-interest

Loss of job or special skills

Loss of autonomy or increased monitoring

Misunderstanding | Insufficient knowledge about the new system
and lack of trust

Misunderstanding the implementation process

Different Disagree that the system will bring benefits
assessment

Believed that decision-making experiences cannot be replaced

Low tolerance of Feared of the inability to learn higher skills
change

Role conflict and relationship altered

Increased effort Need to spend more time and efforts for their work

Q: According to your experiences, what isthe major difference between managerial and oper ational activities?
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According to your ES implementation experience, how frequently are the behaviors towards the ES?

M anagement activities involve alocation and control of the firm’s resources, monitoring operations, supporting business strategic decisions.

Operational activities process day-to-day activities repeated periodically, such as daily, weekly and monthly that involve acquiring and consuming resources.

Please tick for frequency of behaviorsto resistance for an ESimplementation: 1) Lessfrequently 2) A little frequently 3) Frequently 4) Very frequently 5) Most
frequently, What el se behaviors you regard as an important factor but not listed? Please write down and score them.

Behaviors of Resistance: Chose one out of 5 for Management and Operation respectively by e .

Categories Description Operation

3

Non-destructive Request for job transfer or withdraw from job ©
( )

Increased absenteeism or lateness

Communicating negative feelings to fellow coworkers

Proactively Deliberately sabotage work process
destructive

Make careless mistakes

Passively-destructive | Refuse to cooperate with other employees

Neglect work assignment

Waste time and make little efforts to improve work-related knowledge

Accepting inferior quality performance

Dissonance with consultants

Opposition to the successful implementation (

Attribute fault to others (
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Q: According to your experiences, what isthe major difference between managerial and operational activities? Managerial Operational
Strategies
Experienced Effectiveness?

. Pace conversion to allow for reasonabl e readjustment period (

. Document standards so new procedures are easy to learn and reference

. Retrained employees to be effective users of the new systems

. Rewards ideas that will improve throughput

. Clarify job definition before changeover

. Upgrade work environment

. Alter job titles to reflect increased responsibility

. Call ahiring freeze until al displaced personnel are reassigned

. Give employees time off after ademanding period

. Give unions higher wage ratesin return of awork rule change

. Increased pension benefitsin return for early retirement

. Co-opting a group: giving one of itsleaders, or someone it respects akey rolein the design or implementation

. Involve employees in development of new systems to encourage afeeling of ownership
. Provide employees with information regarding system changes to preserve ownership

. Open lines of communication between employees and management

. Initiate morale boosting activities: company parties and newsletters to promote community

. Provide job counseling and organize group therapy to help employees adjust
. Listen and provide emotional support
. Conduct orientation sessions to prepare for change

. Threatening with loss of promotion possibilities and of job

. Firing or transferring people who resist change
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Experience with enterprise systems:

1. How many years have you been working on thisjob?
___1-3years __ 3~5years ___ 5yearsor more
2. What isyour current position?

3. What isyour current company type?

___ Consultantof  ERP, _ CRM, ___ others (Please fill the types of packages software)
____An ES user organization of industry
4. What kind of, and how many enter prise systems have you implemented?
___SAR __ ORACLE, __i2, ___ SIEBEL, __ People soft
____ Others( )

Your data would be used for thisresearch only.

- 68 -



Appendix Il: Contents of Interviews

Table A-1: Reasons of Resistance

MIS Department NCCU, Taiwan

Interviewee | Managerial Reasons Operational Reasons
1 Project Team
(R10)
A
ERP 50%
2
(R10)
(R1)
EXCEL

(R6)

3
(R1)
(R2)
Log
(R4)
ERP Pending
(R3)
ERP
Categories
prove Inform
(R6) (R4
(R6)
B )
ERP
(R10)

4
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Interviewee | Managerial Reasons Operational Reasons
(R8)
(R4)
Excel
(R2)
RD
(R4)
ERP
(R3)
(R6) ERP
(R8) (R5)
(R6)
(R10)
5 Manager
(R1)
Log
(R3)
(R4)
(R7)
(R8)
6
(R6)
(R6)
(R6)
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Interviewee | Managerial Reasons Operational Reasons
7 SAP
(R6) (R4, R10)
MIS
User ERP USER
OK
SAP

USER

(R10)
8 Middle Managers support

Marketing and
Sales Marketing Managers
Sdles (R6)
Marketing sales
(R7)
Marketing Excel

PowerPoint (R10)

9 Excel
(R2)
(R4)
(R3)
(R10)
10
(R2)
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Interviewee | Managerial Reasons Operational Reasons
(R8)
A
B A B (R10)
(R7)
proposal
(R6) (R3)
(R9, R10)
11
SAP (R2)
(R6)
12
(R2)
(R7)
(R10)
(R4)
(R6) (R6)
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Table A-2: Behaviors of Resistance to ES

Interviewee | Managerial Behaviors Operational Behaviors
1 ERP (B11)
TYPE (83)
LOG (B7)
(B7)
2
measure
(B11) (B3)
30
(B12) (B3)
3
(B3)
ERP
(B3)
(B3) (B3)
Payment
(BS) BOM (B12)
(B7) (B8)
B9
4
(B3) (B3)
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Interviewee | Managerial Behaviors Operational Behaviors
ID
(B8)
(BS)
(B12)
5
(B11)
(B12)
(B11)
User
(B3)
(B11)
(B3)
(B7)
6 (B3)
(B3)
(B12)
7 (B7)
(B3)
(B10)

-74 -




MIS Department NCCU, Taiwan

Interviewee | Managerial Behaviors Operational Behaviors
8
(B3)
User program
IT
delay
(B12)
9 meeting
(B2)
(B7) (B8)
(B10)
10 (B3)
(B3)
(B8)
(B8)
(B12)
11
MRP (B4)
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Interviewee

Managerial Behaviors

Operational Behaviors

(B3)

12

(B8)

(B7)

Excel
(B4)
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Table A-3: Strategies of Resistance to ES
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Interviewee | Managerial Strategies Operational Strategies
1
(S3)
Kick off
(S20)
ERP
2 Rewards Rewards ()
($4)
Buy (S12)
in (S15)
Key Users Key Users
Key Users
3 Rewards
Rewards Go Live
(S15)
(S3)
(S20)
4 (S15)
(S18)
(S19)

-77 -




Managing User Resistance in Enterprise Systems | mplementation

Interviewee | Managerial Strategies Operational Strategies
(S2)
(S13)
(S17)
5
(S15)

(S15)

6
(S3) ($4)
(S3)
(S14)
(S14)
(S15)
(S15)

7

($4)

(S15)
(S18)
(S13)
(S18)
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Interviewee | Manageria Strategies Operational Strategies
(S15)
(S17)
8 BUG
($4)
(S15)
(S15)
9
(S15)
($4)
Key User
(82)
10 End
(%) user
()
End user
Key User, Key User
(3)
(82)
11 stakehol der
stakehol der
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Interviewee | Manageria Strategies Operational Strategies
($4)
(R13)
12 Rewards
(4
(S15)
(S3)
(S3) (S16)
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Appendix Ill: Scoring Tables

Table A-4: Reasons of Resistance to ES

ManagerlinwllnvPnvBnvAnvbnvbnviinvBnvBnv1IhvUlnv 12V G

R1 0 4 3 3 5 1 2 2 2 3 2 2 2.
R2 3 2 1 4 3 3 2 2 2 2 2 2 2.
R3 2 4 1 3 5 2 2 2 1 4 2 2 2.
R4 4 2 2 5 5 5 4 2 2 2 2 5 3.
R5 3 4 3 5 5 5 3 2 3 1 1 3 3.
R 6 4 4 4 5 5 3 2 3 4 4 1 3 3.
R7 4 4 4 5 5 3 4 4 4 5 4 5 4.
R 8 2 3 4 5 5 2 2 5 2 2 1 3 3.
R9 0 4 2 3 3 5 3 2 2 4 2 2 2.
R10 3 4 2 3 4 1 2 2 4 2 2 3 2.

OperatilomvallnvPnvBnvéAnvbnvbnviinvBnvBnvIilIhvIUlnv 1IRVG

R1 3 2 1 3 1 3 2 2 4 5 1 3 2
R2 4 5 3 4 3 4 2 3 4 5 3 4 3
R3 4 3 4 4 5 4 2 4 3 5 3 5 3
R4 3 3 5 3 5 5 4 5 4 3 4 2 3
R5 4 1 3 4 3 5 4 5 3 2 4 2 3
R 6 2 4 4 4 5 4 2 5 2 4 4 3 3
R7 0 1 2 3 3 3 2 3 3 4 3 5 2
R 8 3 5 4 5 3 2 4 5 4 2 3 4 3
R9 0 3 2 3 3 5 2 2 2 5 1 2 2
R10 4 5 5 4 4 5 5 4 5 4 1 4 4
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Table A-5: Behaviors of Resistance

ManagerlinwlinvRnvBnvédnvbnvbnviinvBnvBnviIhv Uinv IRV G

B1 0 0 3 2 1 2 2 1 2 4 1 2 1.
B 2 0 2 2 2 1 1 1 1 5 4 1 1 1.
B3 2 5 5 5 3 4 3 5 3 5 1 2 3.
B4 0 3 0 2 1 2 2 1 3 3 1 2 1.
B5 2 3 3 3 1 2 2 1 4 3 1 2 2.
B 6 0 0 1 4 3 3 3 1 4 3 1 1 2.
B7 2 1 3 3 1 4 2 3 5 4 1 3 2.
B8 3 1 1 4 2 3 4 3 4 3 1 1 2.
B9 3 1 5 3 1 2 2 3 3 2 1 2 2.
B10O 2 1 1 3 3 2 3 2 4 3 1 1 2.
B11 5 3 2 2 2 4 2 1 2 2.
B12 0 5 2 2 5 4 3 2 2 2.

OperatilomvallnvPnvBnvéAnvbnvbnviinvBnvBnvIilIhvIUlnv 1IRVG

B1 0 3 2 1 4 4 1 2 5 2 2 2
B2 2 0 2 1 1 1 1 2 5 1 1 1.
B3 4 5 5 3 5 4 5 3 5 3 2 4.
B4 0 0 2 1 4 2 1 3 2 1 2 1.
B5 2 4 4 1 2 4 1 4 4 1 2 2.
B 6 2 0 3 2 4 4 1 2 4 1 1 2.
B7 1 5 3 1 5 4 4 2 4 1 2 2.
B8 3 5 3 2 3 3 5 3 5 1 2 3.
B9 3 1 3 1 3 2 3 3 3 1 2 2.
B10O 2 1 3 1 5 4 2 2 5 2 2 2.
B11 2 1 4 3 2 2 1 1 2 2.
B12 5 5 4 3 5 3 5 2 2 3.

*1: Interviewee 2 did not score for operational users.
*2: B11 and B12 were suggested by interviewee 4, thus feed forwards to the following interviewees.
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Table A-6: Strategies for Managing Resistance

ManagerlinwlinvRnvBnvédnvbnvbnviinvBnvBnviIhv Uinv IRV G

S1

S2

S3

S4

S5

S6

S7

S8

S9

S10
S11
S12
S13
S14
Sh

S16
S17
S18
S19
S20

S21

OperatilomvallnvPnvBnvBAnvbnvbnviinvBnvBnvilIhvIUlnv 1IRVG

S1

S2

S3

S4

S5

S6

S7

S8

S9

S10
S11
S12
S13
S14
S15
S16
S17
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OperatilomvallnvPnvBnvBAnvbnvbnviinvBnvBnvilIhvIUlnv 1IRVG

S18 0 3 5 5 5 4 5 3 3 1 4 3.
S19 0 0 2 5 4 4 5 3 2 1 3 2
S20 0 4 1 5 3 4 2 4 2 2 4 2.
S21 0 2 1 5 3 3 2 2 1 2 4 2

*Interview 1 did not rank for the difference of strategies among different types of users
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Appendix IV: Total Scores
Reasons of Resistance

Figure A-1: Total Scores for Reasons of Managerial Resistance
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Figure A-2: Total Score for Reasons of Operational Resistance
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Behaviors of Resistance

Figure A-3: Total Scores for Behaviors of Managerial Resistance
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Figure A-4: Total Scores for Behaviors of Operational Resistance
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Strategies for Managing Resistance

Figure A-5: Total Scores for Strategies of Managerial Resistance
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Figure A-6: Total Scores for Strategies of Operational Resistance

Total Becms for Managenal Users
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