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Abstract

 Ethio-telecom has implemented ERP since the year 2011 G.C as its reform in information system, but the implementation process still has a Gap. Therefore, the main purpose of this research is to assess the challenges and opportunity ERP in ethio-telecom and other related concepts. Therefore the scope of the study is limited on Ethio-telecom which is in Addiss Abeba only in four departments who use the system and Participate in the implementation project. In this study the researcher try to review the existing literature, information and publication on the topic related to the research problem. The study uses a descriptive research design and the target populations are users of the ERP in four departments of Ethio-telecom which use the system and the project managers only in Addis Ababa. Stratified random sampling techniques are employed from each department’s with total of the 782 and 259 taken as a sample. Primary and secondary are used and analyzed using SPSS version 20 using descriptive statistics method. According to the finding ERP system gives different opportunities to the company by providing more timely and reliable data, Effective management systems and helping more effective decision to management, reduce the need to work manually and also helps to communicate easily. On the other side lack of senior management support, less employees involvement on the implementation of ERP, Lack of refreshment training, Lack of adequate formal communication and Network interruption big the challenge in the implementation. Hence, the researcher has recommended that the company should give; senior management support needed in high level to take quick decision, the company also need to prepare refreshment training and different certification program and needed to give the necessary opportunity for user to participate on the project.
CHAPTER ONE
INTRODUCTION
1.1. Background of the Study

Nowadays, world has become more digitized. Businesses are depending on technology to help them enhance their business processes. Companies are looking for an information system that can handle massive workloads. This is where Enterprise Resource Planning (ERP) systems come into play. An ERP integrates different subsystems into one huge system that shares one database and in the recent years enterprise resources planning (ERP) have become core components of organizations in developing countries. Bett (2018) stated that Enterprise resource planning (ERP) systems have been the most popular business management systems in the 21st century, providing benefits of real-time capabilities, enhancing organizational competencies and seamless communication for business in both small and large organizations.
 In the past decade, developing countries have been encouraged to reform their organizational information systems and have increasingly begun implementing ERP projects to automate their government operations. The objective of implementing ERP is to increase the effectiveness and efficiency of organization information system management and facilitate the adoption of modern information system practices in keeping with international standards and benchmarks. 
According to Hasselbring (2000), ERP enhances productivity and brings more profit to companies and the system is not only about integrating different subsystems into one massive system; it is much more than that. It is a system whereby you have an entire electronic organization. ERP is the process of integrating all the business functions and processes in an organization to achieve numerous benefits First, a single point of data entry helps to reduce data redundancy while saving employees time in entering data, thereby reducing labor and overhead costs. Secondly, the centralization of information, decision-making, and control leads to increases in efficiencies of operations and productivity, as well as coordination between departments, divisions, regions, and even countries. Thirdly, the sharing of a centralized database provides business managers with accurate and up-to-date information to make well-informed business decisions Fourthly, functional integration will consolidate all sorts of data, such as financial, manufacturing, and sales, competitive advantage over competitors Jacobs (2000). However, everything new brings new challenges. ERP has not only brought obstacles to system developers, but to organizations, as well (McGaughey & Gunasekaran 2007). 
Much of the telecom automating activities with ERP has focused on information system, including Finance and Accounting Systems, Sales and Marketing Systems, Procurement and Facility System, Mail communication system, National Network Operating Center System, Human Resources Management System (HRMS) etc. Ethio telecom implements this ERP system to automate and transform the edge of company culture and also to make its vision of becoming “World Class Telecom Operator”, it decided to use a more sophisticated automation tool so that its internal work process is shifted from routine tasks to strategic ones. 
Ethio Telecom has introduced a new information system solution named Enterprise Resources Planning in 2011. The company has exceptional interest in digitizing the enterprise sector nationwide, currently; Ethio Telecom has integrated different divisions, departments using the modern enterprise system. The integrated divisions are Sales and marketing, Finance, Human Resource, Network, information System and facility units of the company. Ethio-Telecom enterprise software consists of a set of interdependent software modules that support basic internal business processes like IPCC, ERP production, NNOC SMS, and others. These enterprise system modules enable data to be shared by multiple functions and business processes for precise organizational coordination and control. The researcher’s interest and motive are to assess the opportunity and challenges of implementing the system and finally to recommend possible solutions. In order to conduct this research a review of the literature on the subject was conducted by focusing on the opportunity and challenges of ERP projects. 

1.2. Statement of the Problem

The Enterprise Resource Planning (ERP) system, Enterprise Information System (EIS), Enterprise-Wide Systems (EWS) or Enterprise System (ES) is a software solution that has been conceived to unify all information systems of all departments into a single integrated system, and helps to manage and store information from the entire the organization in one central database. ERP is considered as a backbone of the information systems in an enterprise, and it supports all parts of business processes by providing a flow of information between all business functions on all levels within the company. ERP systems allow the unification and centralization of all the IS of the firm into a single system; it provides to organizational actors a common language and a shared database (Doherty et al., 2000). 
The shared database can allow every department of a business to store and retrieve information in real-time, and the information should be reliable, accessible, and easily shared. Implementing an ERP system is not an easy task to achieve, and not just involves a great deal of expenditure, efforts and time. More than that, it consists of a change in some of the complex business processes and also requires significant changes in staff and work practices. In fact, The Implementation of ERP software is a substantial investment and differs from any traditional information system due to its integrated nature which causes dramatic changes on workflow, organizational structure, and on the way, people do their jobs (Matende et al., 2013), and the decision to invest in an ERP system can make or break an organization.

According to (Momoh et al., 2010; Mishra & Mishra, 2011; Stanciu & Tinca, 2013) cited in (Sreekumar A. et al, 2019), Addressing critical challenges in an ERP implementation can provide increased visibility of the problems faced by organizations. Correcting critical challenges, which represent failure factors as opposed to success factors, can ensure better project performance and success (Kimberling, 2011; Momoh et al., 2010; Stanciu & Tinca, 2013; Shaul & Tauber, 2013). The major challenges of ERP implementation are not only technologically related issues such as technological complexity, compatibility, standardization, etc. but mostly about organization and human related issues like resistance to change, organizational culture, incompatible business processes, project mismanagement, top management commitment, etc. (Huang, Chang, Li and Lin 2004) presented the top risk factors causing ERP implementation failure Lack of senior manager commitment, Ineffective communications with users, Insufficient training of end-users, Failure to get user support, Lack of effective project management methodology, composition of project team members, conflicts between user departments, Failure to redesign business process and misunderstanding of change requirements. ERP system in order to gain their competitive advantages and bring up their business efficiency, but the efficiency gained from this new implementation is not quite clear and is difficult to be identified. 
The wide spread penetration of IT has become a part of our social, business and economic fabric. Today, public organizations are looking for ways to integrate all their business processes in an effort to cut on operational costs, offer timely response to their clients and interact with their stakeholders ‘real time. To meet these requirements, Ethio-telecom use ERP systems to automate their operations on a standardized platform in line with their strategic plans. Various organizations have different working practices that depend on their culture and nature of business Kibebework (2015). The organizational culture of Telecom industries differs from the culture of other organizations. 
On ERP phase two implementation of project, there were practical challenges that are shown off in the project which are customizations, problems in user’ adaptability, system performance, communication, user involvement and Insufficient training of end-users, internal staff expertise, integration with other modules and network problems. However, to the best of our knowledge, very few real-life ERP implementations in the telecom sector are documented in the literature but the researcher reasons to conduct this study is the researcher didn’t found literature that tried to study both opportunity and challenges after phase two implementation of ERP.

1.3. Research Questions

Based on the statement of the problem the following main questions are formulated and the research will answer the below Questions:-  

· What are the major opportunities in the implementation of ERP project?

· What are the major challenges during the implementation of ERP project?

· Did Ethio-telecom take appropriate corrective measures to minimize the impacts of challenges on ERP implementation? 
1.4. Study Objective
1.4.1.  General Objective  
The general objective of the study is to assess the opportunities and challenges of implementing ERP system in ethio-telecom.
1.4.2.  Specific Objective  

The specific objectives of the study are:-

· To identify the opportunities in the implementation of ERP system. 
· To identify the challenges in the implementation of ERP system.

· To identify the measures that reduces the Challenge.

1.5. Significance of the Study

· The study provides useful information and practical suggestions for the company at different level and also has variety of importance for different concerned bodies.

· It provides basic information on the key challenges or gaps affecting the implementation of ERP as well as provides the possible solutions for reducing the major challenge.

· The study also is used as a reference for further researches those who want further investigation in the area and explore major issues related with implementation challenges as a base and make it available for academic reference.

· Finally, the study will help the Researcher will broader her knowledge on the details of the ERP project implementation.

1.6. Scope of the Study

The limit of this research is in Ethio-telecom; on this specific company, the research examines the opportunity and challenges of ERP system and the scope of this study is limited to the prospective users of ERP in Ethio- telecom in Addis Ababa only in four departments, which are fully implemented. It covered all the concerned section included in department of the company as appropriate in the project area. The reason behind this is the staffs are selected and participate during phase two implementation of the project. 

1.7. Organization of the Study  

This document organized in to five chapters, on the first chapter includes background of the study, statement of the problem, study questions, objectives of the study, significance of the study, scope of the study, limitation and organization of the study. Chapter two contains related literatures reviews and Chapter three describes with the research methodology and design contains research design, data collection, Sample design and size, data presentation and analysis, reliability and validity. Results and findings are discussed in the fourth chapter and finally the last chapter contains summary of findings, conclusion and recommendations. At the end of the paper, References and annexes had been attached.

CHAPTER TWO

                                       LITERATURE REVIEW

This chapter presents the theoretical, empirical literatures, and concepts related with the topic of the study. This literature review part is to provide a summary of previous related studies and various literatures on the research problem areas. The bodies of literature are discussed based on the specific nature of the relevant literatures that relates to this study and the available literature is aimed to review the major concept and research problem related with this research topic.

2.1. Theoretical Literature
2.1.1. What is ERP?
Enterprise Resource Planning (ERP) as a computer-based system designed to place companies’ major activity areas: planning, production and customer service under an umbrella. ERP system is a software package of different modules such as fixed assets management, controlling, financial accounting, manufacturing, human resources, planning development and so forth. O’Leary (2000). Each module is business process specific. ERP software supports the efficient operation of business processes by integrating tasks related to sales, marketing, manufacturing, logistics, accounting, and staffing throughout a business. In addition to this cross functional integration, which is at the heart of an ERP system, companies connect their ERP systems, using various methods, to coordinate business processes. 
An Enterprise resource planning system is a fully integrated business management system covering functional areas of an enterprise like Logistics, Production, Finance, Accounting and Human Resources. It organizes and integrates operation processes and information flows to make optimum use of resources such as men, material, money and machine. An ERP system is a packaged business software system that allows a company to automate and integrate the majority of its business processes and share common data and practices across the entire Enterprise. ERP also accesses information in a real-time environment. Many companies use ERP software to 11 integrate the enterprise-wide information and process for example their financial, human resources, manufacturing, logistics, sales and marketing functions. ERP is designed mainly to provide a total, integrated company’s resource to manage the business process efficiently and effectively (Seddon, Shanks & Sylvia 2012). According to Engidayehu (2014), ERP systems enhance inter-organization communication and collaboration between different functions and locations for the integrated decision-making process. Standardization of the processes across the unit’s works in favor of collaboration as it reduces the number of conflicts between the processes.

2.1.2. History of ERP

over the past few years the business environment is becoming increasingly complex in  terms of operational and functional work units and these units are requiring more and more inter-functional dataflow for decision making, timely and efficient procurement of product parts, management of inventory, accounting, human resources and distribution of goods and services. In this context management of organizations need efficient information systems to improve competitiveness, and it is obvious that the capability of providing the information at the right time brings tremendous rewards to organizations in a global competitive world of complex business As indicated by Fiona (2002:35), ERP Systems are now ubiquitous in large businesses and the current move by vendors is to re-package them for small to enterprises. This  migration as many consequences that have to be addressed understanding the history and evolution of ERP systems and their current architectures. 
The advantages and disadvantages of the ERP systems will impact their penetration in this new market. The market position and general strategy of the major systems providers in preparation for this push are described. The growth and success of ERP adoption and development in the new millennium will depend on the legacy ERP system's capability of extending to Customer Relationship Management (CRM), Supply Chain Management (SCM) and other extended modules, and integration with the Internet-enabled applications.  

 Starting in the late 1980s and the beginning of the 1990s new software systems known in the industry as Enterprise Resource Planning (ERP) systems have surfaced in the mainly large complex business organizations. These complex, expensive, powerful, proprietary systems are off-the-shelf solutions requiring consultants to tailor and implement them based on the company‘s requirements. 
In many cases they force companies to reengineer their business processes to accommodate the logic of the software modules for streamlining data flow throughout the organization. These software solutions, unlike the old traditional in house designed company-specific systems, are integrated multi-module commercial packages suitable for tailoring and adding add-ons‖ as and when required. Ibid (2002:6).  

As explained by Mohammad A. (2002), the evolution of ERP systems closely followed the spectacular developments in the field of computer hardware and software systems. During the 1960s most organizations designed, developed and implemented centralized computing systems mostly automating their inventory control systems using inventory control packages (IC). These were legacy systems based on programming languages such as COBOL, ALGOL and FORTRAN. Material Requirements Planning (MRP) systems were developed in the 1970s which involved mainly planning the product or parts requirements according to the master production schedule. Following this route new software systems called Manufacturing Resources Planning (MRP II) were introduced in the 1980s with an emphasis on optimizing manufacturing processes by synchronizing the materials with production requirements. 
MRP II included areas such as shop floor and distribution management, Project management, Finance, Human Resource and Engineering. ERP systems first appeared in the late 1980s and the beginning of 1990s with the power of enterprise-wide inter-functional coordination and integration. Based on the technological foundations of MRP and MRP II, ERP systems integrate business processes including manufacturing, distribution, accounting, financial, human resource management, project management, inventory management, and service maintenance, transportation providing accessibility, visibility and consistency across the enterprise.  

During the 1990s ERP vendors added more modules and functions as add-ons to the core modules giving birth to the extended ERPs. These ERP extensions include advanced planning and scheduling (APS), e-business solutions such as customer relationship management (CRM) and supply chain management (SCM). ibid (2002).  

2.1.2.1.  Material Requirements Planning (MRP) 

Wallace F. (2001:6) explained that Material Requirements Planning (MRP), an outgrowth of early efforts in bill of material processing. MRP‘s inventors were looking for a better method of ordering material and components, and they found it in this technique. MRP simulates the universal manufacturing equation. It uses the master schedule (What are we going to make?), the bill of material (What does it take to make it?), and inventory records (What do we have? to determine future requirements (What do we have to get?).MRP could detect when the due date of an order (when it‘s scheduled to arrive) was out of phase with its need date (when it‘s required). For the first time ever in manufacturing, there was a formal mechanism for keeping priorities valid in a constantly changing environment. This is important, because in a manufacturing enterprise, change is not simply a possibility or even a probability. It‘s a certainty, the only constant, the only sure thing. 
The function of keeping order due dates valid and synchronized with these changes is known as priority planning. (ibid, 2001:6).Techniques for helping plan capacity requirements were tied in with Material Requirements Planning. Further, tools were developed to support the planning of aggregate sales and production levels (Sales & Operations Planning); the development of the specific build schedule (master scheduling); forecasting, sales planning, and customer-order promising (demand management); and high-level resource analysis (Rough-Cut Capacity Planning). Systems to aid in executing the plan were tied in: various plant scheduling techniques for the inside factory and supplier scheduling for outside factory (ibid, 2001:8).

2.1.2.2. Manufacturing Resource Planning (MRP II) 

 Manufacturing Resource Planning or MRP II (to distinguish it from Material Requirements   Planning, MRP) is a direct outgrowth and extension of MRP. Wallace F. (2001), explained that in the 1980‘s MRP expanded from management of materials to plant and personnel planning and distribution planning, which in turn became MRPII (Manufacturing Resource Planning). 
As the materials requirements planning systems matured in the 1970s and 1980s, other portions of the productive system were naturally added to the computer software system. As it is indicated by Thomas F. (2001), the manufacturing resources planning involve three additional elements; I. ales & Operations Planning a powerful process to balance demand and supply at the volume level, thereby providing top management with far greater control over operational aspects of the business.  II. Financial interface—the ability to translate the operating plan (in pieces, pounds, gallons, or other units) into financial terms (dollars).  III. Simulation—the ability to ask ―what-if‖ questions and to obtain actionable Answers-in both units and dollars. Initially this was done only on an aggregate, rough-cut‖ basis, but today‘s advanced planning systems (APS) enable effective simulation at very detailed levels.  

 Falls (1999),  Manufacturing Resource Planning (MRP II) -A method for the effective planning of all resources of a manufacturing company. Ideally, it addresses operational planning in units, financial planning in dollars, and has a simulation capability to answer ―what-if‖ questions. It is made up of a variety of functions, each linked together: business planning, sales and operations planning, production planning, master scheduling, material requirements planning, capacity requirements planning, and the execution support systems for capacity and material. Output from these systems is integrated with financial reports such as the business plan, purchase commitment report, shipping budget, and inventory projections in dollars. Manufacturing resource planning is a direct outgrowth and extension MRP.

2.1.2.3.  Enterprise Resource Planning (ERP) 

 Thomas F. (2001) also explains ERP as the same as with MRP II. However, thanks in large measure to enterprise software, ERP as a set of business processes is broader in scope, and more effective in dealing with multiple business units. Financial integration is even stronger. Supply chain tools, supporting business across company boundaries, are more robust. He also defined Enterprise Resource Planning (ERP) as business software which predicts and balances demand and supply. It is an enterprise-wide set of forecasting, planning, and scheduling tools, which:  Links customers and suppliers into a complete supply chain,  Employs proven processes for decision-making, and   Coordinates sales, marketing, operations, logistics, purchasing, finance, product  development, and human resources.  Its goals include high levels of customer service, productivity, cost reduction, and inventory turnover, and it provides the foundation for effective supply chain management and ecommerce. It does this by developing plans and schedules so that the right resources manpower, materials, machinery, and money are available in the right amount when needed. 
Thomas (2001) summarizes enterprise resource planning is a direct outgrowth and extension of Manufacturing Resource Planning and, as such, includes all of MRP II‘s capabilities. ERP is more powerful in that it: a) applies a single set of resource planning tools  across the entire enterprise, b) provides real-time integration of sales, operating, and financial  data, and c) connects resource planning approaches to the extended supply chain customers and suppliers. The primary purpose of implementing Enterprise Resource Planning is to run the business, in a rapidly changing and highly competitive environment, far better than before.  

Source: Y. Venagopala Rao, summarizes the historical events 
 Figure 1, Enterprise resource planning system historical events 

2.1.3. Characteristics of ERP System

According to Louis (2005) the main Characteristics generally attributed to ERP systems in the literature are presented in regrouping under three dimensions in regards to their nature, namely technical, organizational and informational. The technical dimension regroups characteristics that refer to the capabilities or facilities for applications development offered by ERP systems in comparison to traditional systems. This includes two basic characteristics: flexibility (adaptability) and openness (evolutionary). 
The organizational dimension refers to the system’s deployment in the firm. These are the characteristics that best reflect the impact of an ERP system on the organization, on its structure as well as its practices. This includes integration, completeness (generic function), homogenization, transversally (process-oriented view) and best practices. The informational dimension regroups characteristics that relate to the quality and usefulness of the information provided by the system, namely real-time (update and consultation) and simulation (of actual business processes).

2.1.4. Core ERP components

All the below mentioned modules can be found in most ERP system Rashid (2002), One of the great characteristics of any good ERP system that it has open module architecture. It means, if there is error in any module, we can correct it by opening it instead affecting all other modules. For example, Open ERP has following module which can be open separately.
· Sales Management

· Purchase Management

· Customer Relationship Management

· Project Management

· Warehouse Management

· Manufacturing

· Accounting & Finance

· Content Management

· E-commerce

· Asset Management

· Human Resource Management

· Fleet Management

· Event Management

· Social Network

· Point of Sale

· Knowledge and Document Management

· Calendar

· Expense Management

· Time Tracking

· Employee Appraisals

· Manufacturing Resource Planning

· Portal

· Employee Directory

· Address Book

· Recruitment Process

· Some of the ERP main modules are explained as here below
Financial Accounting - FA

This module collects all the data relevant to financial accounting into an integrated General Ledger (Mendelson, 2000). It provides comprehensive and consolidated financial reports and integrates the Different sources of financial data including Accounts Payable, Accounts Receivable, and Asset Management and Treasury. It also provides up-to-date or real time information for enterprise-wide control and planning. The FI module is for external reporting purposes and it is compatible with the international accounting standards.

Controlling – CO
CO module includes a variety of planning and controlling tools for enterprises following a uniform system of reporting. It provides comprehensive reports to support most common cost-accounting issues. Controlling module is usually for internal reporting purposes.

Human Capital Management – HCM
HCM is the other common ERP module. ERP HCM module is used as the core employee record with details of personnel actions, benefits administration and payroll, position management and compliance with government regulations. HCM consists of three sub modules namely Organizational Management (OM), Time Management (TM) and Payroll (PY).
Materials Management – MM

MM module supports the procurement or purchasing process to optimize the logistics chain within the enterprise. MM enables automated supplier evaluation and can lower procurement and warehousing costs with accurate inventory and warehouse management. It also integrates invoice verification. Tools for inventory control and purchasing information help to identify trends and plan accordingly.

Production Planning – PP
This is a module which supports production planning, manufacturing processes, and analysis and production control. PP covers the production process from the creation of master data to production planning, material requirement planning and capacity planning up to the production control and costing.

Project System – PS

Project system module coordinates and controls all phases of a project with direct cooperation with Purchasing and Controlling, from quotation to design and approval, to resource management and cost settlement. In traditional IT systems, each of the system components are found separated as applications by their own with one database system for each of them.
Table 1, the core and sub-modules of ERP system are summarized 

	ERP Main Modules
	Modules Sub-Modules

	Financials
	• GL - General Ledger

 • AP - Accounts Payable

 • AR - Accounts Receivable

 • AM - Asset Management 

• Cash Management 

• Banking 

• Profitability Analysis

 • Budgeting and Controlling

	Human Resources
	• PY – Payroll

 • OM - Organizational Management

 • Personal planning 

• TM - Time management

 • Travel expenses

 • Training

	Logistics & Operations
	• MM - Materials Management 

• PP - Production planning 

• Materials planning (MRP)

 • Inventory management

 • Quality management

 • PS - Project System management 

• Shipping

	Sales & Marketing
	• Order management

 • Sales management 

• Sales planning


Source: Rashid (2002)
2.1.5. Differences between ERP and Another package Software

Understanding the major differences between ERP and other software gives some clue for individuals and an organization on how to take over it. Moreover, I believe that in the ERP assimilation process it could reduce the degree of impatience, which often happens on individuals as well as an organization to learn, to teach and to use the new system. (J. T. Luvai F. Motiwalla 2012) has revealed the major differences between ERP software and other software as follows:
Table 2 Differences between ERP and Other Package Software
	ERP
	Other Packaged Software

	Millions of dollars
	Hundreds to Thousands

	Mission critical
	Support or productivity improvement

	One to several years,
	Almost instantly

	Requires significant change management strategy from beginning to end for success; business process change, training, communications, etc.
	Requires some training and support

	Requires in-house employee time, consultants and vendor support in millions of dollars
	Requires little or no consulting support or vendor technical support




Source: (Motiwalla 2012)
2.1.6. ERP as a Change Process

The implementation of ERP system has a major impact on the company and its employees. The sources and types of resistance to change are many. In general, after the implementation of the ERP system the performance of the company gets worse before it gets better in the stabilization process. It is hard for the people to change from the old way of doing things, which they were good at into new ways.  As stated by Mital (1997); The aim of implementing a computer integrated software system is not to limit the human influence on the project even though it is argued that humans cause the major problems but to increase the efficiency and effectiveness of an enterprise through the integration and exploitation of available technology. It is natural, that this requires changes in management thinking and organizational structure.  

Change Perceived as Negative: -The people, who perceive change as negative, wish to hold on to the old way of doing things. Employees can claim to be computer illiterate, say that they did an excellent job before ERP system, and feel uncomfortable to trust the computers, be afraid of failure and have common belief that their jobs are threatened by the new automated system Ross (1999). Determining who resisting changes are may help to understand the employees ‘resistance to the ERP system. Management might resist the process changes ERP requires. They are ready to change their technological platform but not the organizational processes. However; implementing ERP means changing your business processes to fit the company’s defined business requirements not another thing around. 
Middle level managers feel uncomfortable with the change because their job postings can be eliminated as decisions making is pushed down to operational level ibid (1999). In order for the ERP implementation to be successful, top management must analyze these sources of resistance and develop a strategy to overcome them. Building a user acceptance, the new system and new way of doing things is a major challenge for the companies. A commonly used strategy to increase user acceptance is training the users through in-house programs and courses. ERP skills are in shortage as there are a small number of people who have a good understanding of business and ERP systems. Organizations have to conduct training for project teams, implementers and users. Some organizations develop key users that accordingly assist other users and so forth.

Change Perceived as Positive: -As per Welti  (1999) there are people who are looking forward to the new system. They perceive change as positive. The wider use of data throughout the company, access to the data across different departments and locations, easier contacts with colleagues, task enhancement possibilities and fast access to customer data increases the individual ‘s insight into company’s operations and brings in satisfaction based on new opportunities the system offers.
2.1.7. Factors of Enterprise Resource Planning Failure
(Randa 2014), Mentioned that Interaction failure is one of the four broad categories of ERP failure, when users’ attitudes towards IT are negative which is measured and briefly discussed in this study. Factors that negatively drive towards ERP are discussed below.  Was mentioned the following stuffs as failure factors on the case study of four companies in Jordan.

2.1.7.1. Poor Knowledge Transfer
Based on organizational theory, knowledge transfer is the practical problem of transferring knowledge from one part of the organization to another. In case of this study, the two parties will be the Vendor Company and Ethio telecom. Knowledge transfer seeks to organize, create, capture or distribute knowledge and ensure its availability for future users. If companies can conduct good knowledge transfer process, they can easily ensure effective ERP assimilation.
2.1.7.2. Users’ Resistance to Change
According ( Helena,2005) , Building a user acceptance the new system and new way of doing things is a major challenge for the companies. According to people, who perceive change as negative, wish to hold on to the old way of doing things? Employees can claim to be computer illiterate, and feel uncomfortable to trust the computers, be afraid of failure and have a common belief that their jobs are threatened by the new automated system (Ross, 1999). Determining who resisting changes are may help to understand the employees’ resistance to the ERP system. Management might resist the process changes ERP requires. They are ready to change their technological platform but not the organizational processes.
2.1.7.3. Lack of Extensive Education and Training
Its common knowledge that training is been a key reason why large-scale ERP implementations fail. It is important to know the symptoms of poor training delivery is the first step to identifying the bigger problems and to ensuring that training is not a weak side when it comes to realizing the business goals of the ERP implementation. 
According ( Helena,2005) , training and change management are matters that affect all the phases of the ERP implementation project .Lacks of user training and understanding how software system is changing the business processes have been the foremost reasons for ERP implementation failure . 
2.1.8. The following issues should be considered with ERP training:
· Identifying what kind of training is needed

· Different types of training for staffs   and supervisors (Manager )

· Measuring training performance and effectiveness

· Providing the support for training

· Documenting the training process

· preparing employees for change

· Using different training methods

In addition the ERP trainings should be delivered before the employees starting to work with the system because this leads the employees’ to develop negative perception towards the easiness of the system.
2.2. ERP Function 
2.2.1. Opportunities of ERP system
Most companies find maximum benefits from adopting technology first and foremost from a strategic and executive decision and point of view Davenport (1998), According to (Oliver and Romm Central 2002) by implementing ERP in the Organization the company will have benefits of Improving the performance of existing activities (speed, accuracy, economics), Integration of data and systems to avoid duplication, inconsistency and misinformation and have opportunity that lowers the costs of production, a producer organization may be able to secure a price advantage. According to Wedell (2019 )  there are 15 of the most common benefits of an ERP system that companies have reported after implementation are stated in the below :-

Competitive Advantage

It’s true that ERP software requires a major investment, but there’s also an even bigger cost in not making the investment. While some manufacturers choose to stick to the tried and true methods of the past, others seek technology solutions. With so many benefits that ERP provides, users can see improvements within multiple departments. Implementing the software helps to keep you ahead of the competition because you no longer run the risk of making costly business mistakes, which could place you behind the pack instead of ahead? Manufacturers cannot afford to put off an ERP implementation while their competition invests in ERP and starts reaping the many benefits we’ll touch on below.

Improved Process Efficiency

An ERP solution eliminates repetitive processes and greatly reduces the need to manually enter information, which not only improves user productivity, but it eliminates the possibility of inaccurate data which could lead to making costly business mistakes. The implementation of an ERP system will also improve daily business activities by streamlining business processes, which makes it easier and more efficient for companies to collect data, no matter what department they’re working in. Think of ERP as an extra hand and brain, designed to keep businesses on track, noticing every detail and making work life easier and more efficient, from software users down to its customers
Accurate Forecasting

Enterprise resource planning software gives your users, and especially managers, the tools they need to create more accurate forecasts. This helps software users, and businesses as a whole, think ahead and properly plan what they need from inventory and sales down to financials and customer service. With stronger forecasting, businesses can effectively decrease business costs, which saves money as well as become a more overall proactive unit. Since the information within ERP is as accurate as possible, updating in real time, businesses can make realistic estimates and more effective forecasts.

Department Collaboration

Nobody wants to run a siloed business with each department functioning separate from the other. Collaboration between departments is a crucial and often necessary part of the business, especially because business projects often involve more than just one department. With the data entered into ERP systems being centralized and consistent, there’s no reason why departments can’t work together, sharing information and collaborating whenever it is needed. The software also touches on almost every aspect of a business, thus naturally encouraging collaborative, interdepartmental efforts. The beauty of ERP software is that it updates in real time, so no matter if you are using ERP software in the morning, afternoon or from a remote location, the opportunity to communicate, share information and use data is always available and accurate.

Scalable Resource

Did you know? Structured ERP systems allow the addition of new users and functions to grow the initially implemented solution over time. No matter how big or small your business is ERP grows with it, being able to occupancy new users and new rounds of data whenever your business is ready to expand. There is no worry about whether you will need a brand new system once a new user or two needs to be added, simply make sure that the enterprise solution that you choose is able to grow with your business because ERP should be able to facilitate that growth.

Integrated Information

Enterprise resource planning software acts as a central hub for all of the important information that your business and the departments within it need to maintain daily business practices and operations. No more issues with data spread across separate databases; all information will be housed in a single location. This means you can integrate platforms like your CRM software with the ERP system, keeping data consistent, accurate, and unique. Know your customer, their orders, and your inventory, all in one place. There is also no need to worry about whether the information that you are using from the system is accurate, since it is updated in real time across the board. This improves your data accuracy, which eliminates making potential business mistakes with false data and analytics.
Cost Savings

With every business, you want to be smart with your financials and avoid making costly mistakes that could hurt your business in the end. With one source of accurate, real-time information, enterprise resource planning software reduces administrative and operations costs, allows businesses to utilize money in other, much needed areas. It allows manufacturers to proactively manage operations, prevents disruptions and delays, breaks up information logjams and helps users make decisions more quickly. If you’ve chosen the right solution for your business, and the right vendor who meets your needs, you’re bound to see a powerful ROI. ERP software is available to help you become smarter about saving and spending when necessary.
Streamlined Processes

As manufacturers grow, their operations become more and more complex, which unfortunately increases the opportunity for costly mistakes to be made. Manufacturing software automates business operations cross-departmentally, providing accurate, real-time information to everyone utilizing the solution, all while eliminating manual duty, which often has the potential to lead to errors. ERP increases efficiency and productivity by helping users navigate complex processes, preventing data re-entry, and improving functions such as production, order completion and delivery. Streamlined,   efficient processes throughout.

Mobility

An advantage of enterprise resource planning software is its ability to make users the center of its attention, providing deployment styles that will give on the road sales reps the same opportunities as in-office users to use ERP whenever and wherever they need. With Work Wise ERP software, users have access to a centralized database from anywhere you work and from different devices including your laptop, tablet or cell phone. The adaptability of ERP software is crucial, as it increases productivity and makes information accessible no matter where you are. Do you often have time sensitive projects that have hard deadlines? Use ERP at home, in the office, wherever, through our mobile-friendly solution and application.

Customized Reporting

ERP software helps make reporting easier and more customizable, fit to meet all of your needs. With improved reporting capabilities, your company can respond to complex data requests more easily. This improves productivity, completes process faster and helps to close out projects without large wait times in between. Users can also run their own reports without relying on help from IT, saving your users time to use toward other projects.
Increased Productivity

Save time and increase productivity levels. It’s not with ERP software’s automation and streamlining capabilities. Often times, when tedious tasks take up much needed business time, there can be a delay in production, which can affect your business and even the customer service experience. By having redundant processes automated, users have more time to work on other time sensitive, pressing projects and tasks that may truly require more of your attention and time. Users will also be able to work easier since the solution was designed for ease-of-use. ERP was designed with ease of use in mind, as well as giving business a break from long winded tasks, allowing you to shift your focus toward other matters.

Regulatory Compliance

A benefit of ERP software, which often times goes unnoticed, is how it ties well into regulatory compliance within the manufacturing industry. Powerful ERP solutions are designed to keep track of regulations within the industry and monitor changes in compliance. This allows users, and businesses at large, to stay abreast with laws, regulations, guidelines and specifications as it relates to business processes.
Flexible Systems

Modern ERP software systems are robust, flexible, and configurable. They are not a one-size-fits-all proposition but can be tailored to the unique needs of a business. ERP systems also can adapt to the ever-changing needs of a growing business, ensuring you won’t have to buy a new solution once your needs change or your business grows. When implementing the ERP software of your choice, it is important to make sure that you can customize applications and suits, so that your system has every function needed in order to assist with daily business operations. Make sure that your ERP system can grow as your business grows, allowing you to add new users when and if needed. ERP’s flexibility also goes into how it is implementing, which can be done in either your choice of the cloud or on-premise.
Customer Service

It’s easier to provide high-quality customer service using an enterprise solution, especially when you’re using one as well-equipped as Workwise ERP. Sales and customer service people can interact with customers better and improve relationships with them through faster, more accurate access to customers’ information and history. You’ll also have access to marketing automation and contact center software, ensuring your customers are being interacted with consistently. Additional features including lead scoring, which helps with searching for leads to move through the sales pipeline, social media monitoring and email campaigning, which allows users to track the status of their campaigns. Workwise ERP also integrates with CRM, which is designed to strengthen the relationship between a business and its customers.

Data Reliability

ERP provides reliable data that can be accessed from different locations (if implemented in the cloud) and through multiple devices including tablets and smartphones. With the ability to update in real time, ERP improves data accuracy and consistency. With this, users can ensure that all data and analytics are safe to use, without running the risk of errors. ERP user data can also have additional security through firewalls and built-in protection resources. Improved security removes the risk of important business information getting into the hands of the wrong person. Both accuracy and safety are key with Work Wise ERP software.

2.2.2.  Challenges of ERP System
Most companies find maximum benefits from treating technology first and foremost from a strategic and executive decision and point of view. They focus was on the effects and changes in the enterprise and not on the technology. Rather than just a technology implementation project, the major issues with ERP implementation are frequently business problems. Companies fail to reconcile the technological imperatives of the enterprise system with the business needs of the enterprise itself (Davenport 1998). According to (Scott & Vessey, 2000; Helo et al., 2008) also stated that much of the research reported that the failure of ERP implementations was not caused by the ERP software itself, but rather by a high degree of complexity from the massive changes ERP causes in organizations. These failures can be explained by the fact that ERP implementation forced companies to follow the principle of „best practices‟ in most successful organizations and form appropriate reference models. (Dillard and Yuthas, 2006) today, most multinational firms are using ERP and that more small and midsize companies have begun to adopt ERP. However, despite ERP‟s promises to benefit companies and a substantial capital investment, not all ERP implementations have successful outcomes. (Huang et al., 2004) stated that the top ten risk factors causing ERP implementation failures;-
Table 3 Top ten risk factors of ERP implementation failure

	Priority
	Name

	1
	Lack of senior manager commitment

	2
	Ineffective communications with users

	3
	Insufficient training of end-users

	4
	Failure to get user support

	5
	Lack of effective project management methodology

	6
	Attempts to build bridges to legacy applications

	7
	Conflicts between user departments

	8
	Composition of project team members

	9
	Failure to redesign business process

	10
	Misunderstanding of change requirements


Source: Huang, Chang, Li and Lin (2005)
These risk factors illustrate various organizational considerations: organization fit, skill mix, project management and control, software system design, user involvement and training, and technology planning. Since ERP implementation inevitably causes organizational changes, it requires the engagement of senior management from across the organization that is able to resolve conflicts. Without the commitment of senior management, ERP implementation has a high risk of failure. In other words, due to changes in business processes across an organization, there can be resistance to adopting the ERP system. ERP connects and integrates all business functions within the organization. 

Therefore, it is critical that management staff be committed, and particularly that they equip employees who are using business functions influenced by ERP with clear channels of communication. Lack of end-user training increases risks by creating confusion and inaccuracy, thereby decreasing user satisfaction and the credibility of the system. Excellent project management is also needed for successful ERP implementation. Project teams should have clear guidelines to execute ERP implementation from their project objectives and work plan to their resource allocation plan. Without good project management, ERP implementation projects that are large in scale and must take place over longer time periods may end in failure. Furthermore, the composition of team members plays a crucial role in ERP implementation. ERP integrates diverse business functions across an organization into one single system, necessitating a complex and integrated software package. If a project team does not clearly understand the changes in its organizational structure, strategies, and processes from ERP implementation, it will not be in a position to benefit from ERP’s competitive advantage. In order to best implement ERP, project team members should be selected with a balance between members with business experience within the organization and external experts with specialties in ERP. 
In technological Challenge According to (Themistocles‟s et al. 2001), most companies face technical problems during installation, implementation or after implementation period. Integration with existing systems, customization and security are the most serious problems for the companies. To deal with these problems, companies need support from suppliers both in terms of information technology expertise and domain knowledge. In ERP implementation, existing legacy systems have to be carefully defined and evaluated to determine the nature and scale of problems that an organization may encounter during implementation (Holland, 1999). 
If organizational legacy systems are very complex (with multiple platforms and a variety of procedures to manage processes), the amount of technical and organizational changes required is likely to be high, and vice versa. Indeed, the problem of legacy systems centers on the fact that in most companies, data are not kept in a single repository, but rather spread across dozens or even hundreds of separate computer systems, each housed in an individual function, business unit, region, factory, or office. Each of these legacy systems may provide valuable support for a particular business task. However, when they are considered in combination, they represent one of the heaviest hindrances on business productivity and performance (Davenport, 1998). It is important, therefore, that an organization approaches the transition of legacy system carefully and with a comprehensive plan. 
When we see the individuals challenge inadequate training has been one of the significant reasons of many ERP systems failure (Gupta, 2000). In ERP implementation projects, despite millions of dollars and hundreds of deployment hours, many projects fail because of the lack of adequate training (Kelley et al., 1999). A particular challenge in ERP implementation is to select an appropriate plan for end-user training and education. 
Organizations are required to invest in the training and education of their employees to enhance their skills and understanding of the new business processes, functions and new responsibilities (Bingi et al., 1999), and to ensure that key knowledge is transferred from the consultants to the employees for the former to, ultimately, reside within the organization. Lack of skills and knowledge is other factor for ERP implementation. Identified knowledge impediments include configuration and assimilation knowledge (Robey & Ross, 2002). Assimilation knowledge gap refers to the difficulty encountered by employees to understand the ERP system while configuration knowledge gap is the lack of required expertise to configure an ERP system to match the organizational needs. The other challenge organization face refers to the decision on the extent of users‟ involvement during the implementation process. (Barker and Frolick 2003) discuss the need for organizations to assess their workforce, select key employees and understand their desire to be involved to ensure a satisfying outcome. Ensuring the involvement of users throughout the implementation process is a crucial step towards breaking down communication barriers and removing power blockages.
2.3. ERP Implementation in Ethio - Telecom

Every organization manages people, purchases products and services, sells something and accounts for money. The way each activity is handled will vary, but every enterprise performs these basic functions. In most cases, it is more effective to handle these processes through an integrated software platform than through multiple applications never designed to work together Bart  (2019). For the developing world, a modern telecommunications infrastructure is not only essential for domestic economic growth, but a prerequisite for participation in increasingly competitive world markets and for attracting new investments. In the advanced industrial countries of Europe and North America, universal telecommunications services have penetrated every sector of society. In many developing countries the limited availability of service is constraining economicgrowth.                                                                                                                  Implementation of modern information and management technologies guarantees a successful improvement in competitive ability. The offered solutions are in demand by the companies seeking to enhance monitoring systems and upgrade their business activities. To accomplish  the vision of the company to become world class operator with the vision of to become a world class operator. To be a world class telecom operator there are many requirements set by ITU that all telecom operators across the world need to fulfill, and some of the requirements are having a well-defined business process as per the international standard named eTom and PCMM, supporting all this business process by information system mainly ERP and deploying the best quality of service for the customers in all aspects of product and services.  So, that ethio telecom implemented an integrated ERP system on December 01/2011 on a modular manner and mainly the license for this system implementation has been procured from the world well known software developer named Oracle through open tender and integrated by softpro (i.e. Indian software integrator). The major reasons that drive the company to choose for ERP are mainly related to improving company’s performance and decision making and the other reasons are to enhance the integration among work units and establish organizational standardization across different locations. 
2.4. Conceptual framework
A conceptual framework can be defined as a set of broad ideas and principles taken from relevant fields of enquiry and used to structure a subsequent presentation (Reichel and Ramey, 1987). As cited in literature ERP is a software system that integrates all business units and make business process easy and organized one .In addition, if the companies adopt such a system  tool that helps to use its resources  effectively and efficiently this leads successful implementation of  ERP. The below conceptual frame work comes from different related literature that has been done before and reviewed for this study. As we see from the below conceptual frame work since ERP is one of a system project it have its own opportunity and challenge. 
So any organization that implements ERP by enjoying the opportunity must overcome the challenge. ERP is one of the projects which need a huge amount of cost, resource and time so to be effective in ERP implementation organization should give high focus. When implementing system project like ERP organization can get opportunities. Frist it creates Effective management systems since any decision makes process done by using this system it save time and makes the decision making process more effective. The second one is Excellent planning and Scheduling capability by using ERP organization have the opportunity to plan for the future and to schedule  every activity. It also have the opportunity for new or improved procedure because after implementing the system the existing backward and time taking working procedure can be changed.  
The remaining opportunity any organization can get by implementing ERP includes Effective communication, enhance productivity and technological change. Every communication can be done by using this system so it decease time spent on communication which leads the organization to be more productive plus it decease company cost.so implementing ERP have its own opportunity fort the organization.   The challenge of ERP includes lack of top management support, resistance to change, high implementation cost, long implementation time, lack of support from vendors, high training cost for employees, lack of selecting the right employees and ERP vendors. These challenges are big issues for any organization that had been implemented this system.
                               CHAPTER THREE
RESEARCH DESIGN AND METHODOLOGY

Research methodology is the set of processes, methods, tools and techniques deployed and used to conduct a research and reach to the final output of the study. The methods and techniques used for this research are explained here below.
3.1. Research Design

A research design is the set of methods and procedures used in collecting and analyzing measures of the variables specified in the problem research. The objective of the research is to Assess the Opportunities and challenges implementing ERP in ethio-telecom, so for the research which has the above  mentioned objective descriptive type of research is good. According to (Sakaran, 2003) Descriptive researches are those studies which are concerned with describing the characteristics of a particular individual, or of group and it includes surveys and fact-findings enquire of different kinds . 
Research approach can be either qualitative or quantitative or mixed approach. However, in order to meet the objective of the study; the research use mixed research method are used for this study. This Mixed research method involves both collecting and analyzing quantitative and qualitative data. Both qualitative and quantitative methods applied so as to present facts in a reasonable way. According to (Creswell, 2003) the use of both approaches is tandem so that the overall strength the study is greater than either qualitative or quantitative research. 
3.2. Data Collection

This study used both primary and secondary source of data. According to (Kothari 2004), this instrument of data collection is quite popular, particularly in case of big enquiries .The primary data has been collected through interview, observation and questionnaires which are prepared by the researcher. It includes both open ended and close ended questions. In order to strength the result and findings of the study, The secondary data were collected from the company’s work processes, policies, procedures, forms, academic journals, useful academic books and other documents which are linked with the ERP implementation and also different literatures on the area. 
3.3. Population and Sampling Techniques 
3.3.1. Sampling Techniques
Defining the target population is an important step in designing a research. For this research, Stratified Random sampling technique is used. According to (Creswell 2009), under Stratified Random sampling technique respondents are chosen based on their convenience and availability. 

3.3.2. Target population

A population can be defined as including all people or items with the characteristics one wishes to understand. Because there is very rarely enough time or money to gather information from everyone or everything in a population, the goal becomes finding a representative sample of the population. The target populations for this study are employees of Ethio-telecom in order identify the Opportunity and challenge ERP system in phase two implementation. Based on the company’s headcount report as of July, 2019 it has 15,600 Permanent employees and among these 7,423 employees was assigned in Addis Ababa and the rest are working in regions. Questionnaires were distributed to direct users of the system at Ethio telecom employees working Head quarter in Addis Ababa.
 There are 7,423 employees in Addis Ababa and 782 staff was selected from different four divisions in which ERP is fully deployed for the last five years. Because of the geographical constraint, the study was concentrated on Addis Ababa. The system initiation was being fully managed under the Information Systems Division (ISD) in project management. The organization has five hierarchical levels. They are chief Officers, officers, managers, supervisors, and staffs. The first three levels are classified as management group whereas the last two levels are categorized as non-management group and as division Information system, Human resources & Sourcing and Facility divisions are major considered source of information. Therefore, employees who are working in this division are primarily considered as the major stakeholders for the interview part; which is system administrative, experts and project teams. Moreover, studying different zones and regions would not bring significant different since company follows head quarter management system and most of the activities are similar. 
Table 4 Questionnaire distribution and response rate 

	Type of Division
	Number of Employees

	Human resource 
	103

	Facility 
	243

	Finance
	236

	Information system 
	200

	Total
	782


The researcher taking size of population (from which sample was to be taken) in to consideration, random sampling method are used to select representative sample from the population and 259 participant are selected.          
3.4. Methods of Data Analysis
The collected data are clearly presented by using tables which have been expressed in the form of frequency and percentage. Then, descriptive analysis technique has been applied to manipulate the organized data and the researcher use SPSS V-20 as the main tool to manipulate the data.  
3.5. Data Collection Instruments    

3.5.1. Primary data 

Primary data is data that is collected by a researcher from first-hand sources, using methods like surveys, interviews, or experiments. For this purpose, both questioner and interview are included after the study advisor confirmation. 

3.5.1.1. Questionnaire

In order to get primary data about the existing system, it is good to collect data through direct connection with the employees of Ethio-telecom by preparing and providing questionnaires. The questionnaire is the primary tool in collecting necessary information from the respondents of a survey. The focus of the questionnaire is to identify all the opportunity and challenges of implementing ERP systems at Ethio-telecom. The Questionnaire contains of scale questions to collect the feedbacks. Five-point Likert-style rating scale (1: strongly disagree, 2: disagree, 3: neutral, 4: agree, 5: strongly agree) used when designing the questionnaire. The questionnaire consists three parts. The first one is demographic information, and then the second part was about the opportunity and challenges of implementing ERP and also the questioner consists of open ended and close ended questions and was used in order to have a proper understanding, accurate and genuine information of the subject matter. The open-ended questions allow respondents to give their opinions.

3.5.1.2. Interview   

The second primary data collection method used for this study is interview.  Here, person-to-person interviews with some respondents with special knowledge, such as system administrators, and experts were conducted in order to gain a professional perspective about the ERP implementation, their expectations and also for future recommendations. The interviews are semi structured. In both instrument major variables raised were opportunities, challenges of ERP and to take solution for the challenge and recommend solutions.
3.5.2. Secondary Data 

Secondary data are those that are already available, and refer to data that have already been collected and analyzed by someone else (Kothari, 2004). In order to strength the result and findings of the study, the researcher examines different articles, academic journals, useful academic books as secondary data. 
3.6. Validity 

The test of data reliability is an important test of sound measurement. A measuring instrument is reliable if it provides consistent results (Kothari 2004). Moreover, reliable measuring instrument does contribute for validity. Hence, to prove reliability of the instrument, the researcher distributed some questionnaires as a pilot test to check the validity of the questioner. 
3.7.  Reliability
Finally after accepting feedbacks, the data collection instrument approved by my advisor, the reliability of the scales checked with the application of the Cronbach Coefficient   Alpha for the computations so as to check for the internal consistency of the scales. A Benchmark alpha of 0.70 was set as an acceptable measure of reliability (Raynaldo 1999). The cronbach alpha coefficient indicates the consistency of responses for 15 items and the test implies that the instrument’s internal consistency as 74.1% which is above the acceptable percentage. 
Table 5 Reliability Statistics

	                                                Reliability Statistics

	Cronbach's Alpha
	No of Items

	.741
	15


Source: Survey questionnaire, (2019)
3.8. Ethical Considerations 

Since the research is performing on specific project in the organization, data collection should be ethical and confidential, so for getting data, documents and interview questions, the researcher used a formal authenticated cover letter, participant consent, together with an ethics application form and Both the questioner and interviewees will also be informed of their rights to withdraw from the study or not to answer any uncomfortable   questions. Before the start of each interview, the researcher briefed each interviewee on the purpose of the research. The right of respondents or other data provides are respected.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS
This chapter presents the results of the study and interpretation of the findings. To do this it requires the use of an appropriate research methodology to gather the necessary information for accurate analysis of the situation. The chapter consists of three sections. The first part presents the profile of participants showing gender, age group, level of education, work experience, and position of respondents using cross tabulation. The second section presents analysis of the study variables by using tables consisting of percentage and the last one represent interview part.

4.1. Demographic Profile of Respondents Gender
Table 6 Gender of respondent

	Gender
	Frequency
	Percent
	Valid Percent

	Female
	165
	63.8
	63.8

	Male
	94
	36.2
	36.2

	Total
	259
	100.0
	100.0


Source: Survey questionnaire, (2019)
After summarized the collected data the respondent’s gender profile indicates, as shown in the table 6, the majority of the respondents are male which accounts 63.8 per cent of the sample respondents whereas female respondents account for 36.2 per cent of the sample respondents. The general Gender composition of ethio telecoms is highly dominated by male employees than female employees.
Table 7, Ages of Respondents
	Age


	Frequency
	Percent
	Valid Percent

	  ≤25
	20
	7.7
	7.7

	26-35
	141
	54.5
	54.5

	36-40
	66
	25.5
	25.5

	41 and above
	32
	12.3
	12.3

	Total
	259
	100.0
	100.0


Source: Survey questionnaire, (2019)

Age of the respondents is one of the most important characteristics in understanding their views about the particular problems and its key variable that influences the ability and capacity of people to embrace a new technology; so that the collected data referred that majority of the respondents in the group of the ERP users were found to in the age group range of between 26 and 35 which is 54.5 % and the second Age groups are 25.5 % are between 36 and 40 and 12.3 % of the employees are at the age of 40 or above and the remains age groups are 7.7 % which is below 25. From the above table result majority of the respondents are Age group between 26 and 35. 
Table 8, Educational Status

	Educational Status
	Frequency
	Percent
	Valid Percent

	Diploma
	0
	0
	0

	BA/BSC
	194
	75
	75

	Masters & Above
	65
	25
	25

	Total
	259
	100.0
	100.0


Source: Survey questionnaire, (2019)

Education is a crucial variable that helps in the understanding and application of basic concepts, principles and regulations. Most of the respondents had attained some level of tertiary/university education. Table 8, shows the level of education of respondents. As indicated in the table there is no respondents that indicated Diploma level of education status. The Majority of the respondents 75 % were Degree holders while 25 %   have Masters & above.
Position in the Company 
Table 9, Position in the Company 
	Position
	Frequency
	Percent
	Valid Percent

	Analyst 
	92
	35.5
	35.5

	Specialist 
	102
	39.5
	75

	Manager 
	65
	25
	25

	Total
	259
	100.0
	100.0


Source: Survey questionnaire, (2019)

As of Table 9, shows in 25 % of the respondents are hold managerial positions whereas the remaining 39.5 % of the respondents are Specialist and the rest 35.5 % have Analyst position in the company. The researcher trying to balance all employees which is    working in different position. 

4.2. Data Analysis and Results

Questions were set based on likert scale, the below statement are in five scale range from 1-5, where 1 =Strong agree, 2 = Agree, 3 = Neutral, 4 = Disagree and 5 = Strong disagree. For ease of understanding, from point forward the researcher uses the term "Agree" to indicate that respondent who were either agree or strongly agree, the term "Disagree" to indicate that respondent who were either disagree or strongly disagree and neutral take it as the Neutral. This section presents the analysis of data and discusses the results of the study obtained from the questionnaires that were distributed to respondents as well as interviews which conducted to identify the opportunity and challenge of ERP after phase two implementation process. 
4.2.1. Opportunity of ERP

	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree
	Total

	ERP implementation has an opportunity to improves your efficiency by streamlining the business processes and producers
	48.6
	31
	17
	2
	1.4
	100

	ERP implementation has an opportunity to reduce the need to manually enter information
	20.8
	34.4
	5.20
	20
	19.6
	100

	ERP implementation gives you the opportunity to communicate easily, share information and use data is always available and accurate


	26
	56.20
	12.5
	1.3
	4
	100

	ERP implementation exceed end user expectation
	27.10
	58.34
	10.4
	4.16
	0
	100

	ERP implementation gives you the opportunity to make reporting easier and more customizable way
	50


	39.58
	7.29
	3.13
	0
	100

	ERP implementation has an opportunity for Effective management systems         
	61
	22
	4
	11
	2
	100

	ERP implementation has an opportunity to enhances cross-functional integration
	20.58
	39
	8.13
	22.29
	0
	100


 Source: Survey questionnaire, (2019)
Figure 2, Summary of Opportunity of ERP
	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree

	ERP implementation has an opportunity to improves your efficiency by streamlining the business processes and producers
	48.6
	31
	17
	2
	1.4


Source: Survey questionnaire, (2019)
Figure 3, Opportunity of ERP
Implementation of an automated system has more opportunity for company and from the raised questioners of ERP opportunity the collected data stated as per the employees respond. Weather ERP implementation improves employee efficiency in the Company by streamlining the business processes and producer’s 79.6 % of the respondent Agreed that and 3.4 % of the respondents are disagreed with this opportunity and the rest 17 % are Neutral. From this feedback ERP implementation gives the Opportunity for employees to increase their efficiency.
	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree


	ERP implementation has an opportunity to reduce the need to manually enter information
	20.8
	34.4
	5.20
	20
	19.6


Source: Survey questionnaire, (2019)
Figure 4, Opportunity of ERP
In addition to what has been raised the other question was if ERP implementation support the employees by reduce the need to manually enter information and the response showed that 55.2 %  of the respondents agree and 39.6 %  are disagreed of the response on the other hand the remaining 5.2 %  are neutral. According to the respondent ERP implementation helps the employees by reducing manual works in automated system.

	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree


	ERP implementation gives you the opportunity to communicate easily, share information and use data is always available and accurate


	26
	56.20
	12.5
	1.3
	4


 Source: Survey questionnaire, (2019)
Figure 5, Opportunity of ERP
The third point which raise for the respondent was whether ERP implementation gives employees the opportunity to communicate easily, share information and use data is always available and accurate On this point majority of the respondent agreed with 82.2 % and 4.3%   of the respondent were disagreed and the reaming 12.5% were neutral hence, it indicate ERP system have an opportunity to access the same system across different demographics and get accurate data. 
	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree


	ERP implementation exceed end user expectation
	27.10
	58.34
	10.4
	4.16
	0


Source: Survey questionnaire, (2019)
Figure 6, Opportunity of ERP
With similar fashion, the researcher has raised a question whether the company is obtaining the benefits expected from ERP from this point 85.44 % were agree respectively on this issue and 4.16 % of the respondent were disagreed and the reaming 10.4 % neutral from these feedback ERP system have the system is more automated one and it gives the expected advantage from different perspectives which like an opportunity for making on time and effective decision in different operational situations. 
	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree


	ERP implementation gives you the opportunity to make reporting easier and more customizable way
	50


	39.58
	7.29
	3.13
	0


Source: Survey questionnaire, (2019)
Figure 7,   Opportunity of ERP
Still focusing on the opportunity part, the other issues raised were whether ERP implementation gives employees the opportunity to make reporting easier and more customizable way and 89.58 %  agreed in large number of respondent and 3.13 %  were disagreed and also 7.29 % are Neutral by this we can conclude the system can give fast and Customized data when it’s needed. 
	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree


	ERP implementation has an opportunity for Effective management systems         
	61
	22
	4
	11
	2


Source: Survey questionnaire, (2019)
Figure 8, Opportunity of ERP
Related with the opportunity of ERP the other issued raised were ERP has an opportunity for Effective management systems from this the 83 % of the respondent   were agreed and 13 % of disagreed and the reaming 4 % Neutral and it indicates that the ERP system have an opportunity for making on time and effective decision for the management. 
	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree


	ERP implementation has an opportunity to enhances cross-functional integration
	20.58
	39
	8.13
	22.29
	0


Source: Survey questionnaire, (2019)
Figure 9, Opportunity of ERP
The last point which raised for the respondent were ERP implementation enhances cross-functional integration in the working environment on this point 59.58 %  agreed with the question and 22.29 % disagreed and 18.13 %  Neutral from this result we can say that the company still need to work to enhance cross- functional integration.  
Generally, the response shows that adaption of ERP gives the opportunities for the company as well as to the employees. It has the opportunity improving employee efficiency in the Company by streamlining the business processes and producers, gives employees the opportunity to make reporting easier and more customizable way, helps to make easy and quick decision making and as per the raised question we can say the company is obtaining the benefits expected from ERP but still need to focus on cross-functional integration.
4.2.2. Challenge of ERP

	Challenge implementing ERP                  
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree
	Total

	Lack of enough senior manager support in the implementation of ERP
	36
	54
	3
	16
	5.4
	100

	Insufficient involvement of employee during the implementation process
	49
	25
	7.2
	4.8
	14
	100

	Lack of adequate formal communication 
	10
	19.5
	10
	22
	37
	100

	Lack of adequate training end-users
	51.5
	23.5
	5
	11
	9
	100

	Unable     to   coordinate between   functional departments.
	9.8
	8.2
	10
	50
	22
	100

	Ethio telecom has faced resistance from employees in ERP system implementation
	2.3
	7.7
	0
	53
	37
	100

	Network interruption limits you to use ERP and not to get full benefit from the system.
	30
	34.79
	14.01
	10.2
	11
	100

	The ERP of the company is too complex and don’t have user-friendly interface
	16.46
	20
	13.51
	29
	31
	100


Source: Survey questionnaire, (2019)
Figure 10 Summary of Challenge of ERP
	Challenge implementing ERP                  
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree

	Lack of enough senior manager support in the implementation of ERP
	36
	54
	3
	16
	5.4

	Lack of adequate formal communication 
	10
	19.5
	10
	22
	37

	Lack of adequate training end-users
	51.5
	23.5
	5
	11
	9

	Unable     to   coordinate between   functional departments.
	9.8
	8.2
	10
	50
	22


Source: Survey questionnaire, (2019)
Figure 11 Challenge of ERP
Organizational challenge of ERP implementation: - On the above shows most of the respondents 80 %   were disagree on the raised question related with Lack of senior manager support in the implementation of the project but 17 %   of the respondent agreed with the point and  there is still lack of management support and the remain 3%   are Neutral.so that the result indicates senior manager support in the implementation of the project were the challenge in the implementation; the second Organizational challenge raised was if there was Lack of adequate formal communication and 59 %  of the respondent disagreed and 29.5 %  of the respondents agreed on there were lack of adequate formal communications but the rest 11.5 % are Neutral from this result Lack of adequate formal communication is not a challenge to implement ERP system.
Still focusing on Organizational challenge of ERP the respondents were asked organizational challenge of Lack of adequate training of end-users and more than half respondent agreed 75 % and 20 % disagreed and 5% are neutral and Therefore, majority of the respondents asserted that Lack of adequate training of end-users and coordination is challenge of ERP system implementation and the company should consider this variable. In addition to the above question raised above the researcher also forwarded additional and relevant questions to the employee’s response regarding whether there is a problem to coordinate between functional departments and 18 % respondent agreed on the Raised Question and 72% are disagreed and 10% of the respondents are neutral. According to the result Coordination between fictional departments was not the challenge in the project. 
	Challenge implementing ERP                  
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree

	Insufficient involvement of employee during the implementation process
	49
	25
	7.2
	4.8
	14

	Ethio telecom has faced resistance from employees in ERP system implementation
	2.3
	7.7
	0
	53
	37


Source: Survey questionnaire, (2019)
Figure 12 Challenge of ERP
Individual Challenges of ERP implementation: - Another challenge the organization face was the human challenge and most of the time most companies failed to controls the challenge. From the raised question as individual challenge was whether Insufficient involvement of employee during the implementation process and 74 % agreed for the question that Insufficient involvement of employees at the time of designing and implementing the system and 12 % of the respondent disagreed on the question and 14 % are neutral so that the result indicates most of the employees were not involve on the implementation of ERP. The second challenge the respondent was asked employee resistance to the new system and the majority 10 %  of the respondent agreed with question and 90 %  are disagreed from this result employee resistance to the system were not the Challenge and to accept new work practices.
	Challenge implementing ERP                  
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree

	The ERP of the company is too complex and don’t have user-friendly interface
	16.46
	20
	13.51
	29
	31

	Network interruption limits you to use ERP and not to get full benefit from the system.
	30
	34.79
	14.01
	10.2
	11


Source: Survey questionnaire, (2019)
Figure 13 Challenge of ERP
Technological challenges of ERP implementation:-To strengthen the above mentioned concept of non-human factor which  is technological factors are raised on whether the ERP system of the company is too complex and not user friendly interface majority of the respondents 60 %  disagree and the remaining 26.46 %  agree and 13.54 %  of the respondents neutral and from this it indicates that ERP of the company was not to complex and it’s have user friendly interface and helps the employee to work in easy ways .The last raised question for the respondent was Network interruption and this is the most challenges for the company since majority 64.79 %  agrees and 21.2 %, disagree 14.01 %  neutral. From this network interruption have massive challenge and limits not to use the system fully and not to get the benefit of the system in the expected way. 
In the last part of the questionnaire for the respondents, if they need to add on whatever additional points if they have about the system. Not all respondents give the feedback but some of their response is now summarized as below:-
· Refreshment training is needed for the employee’s  

· The project needs to redesign according to the current phenomena 

· The company need to give Training program and Certification for the employee 
CHAPTER FIVE

CONCLUSION AND RECOMMENDATION

5.1. Conclusion

The study is conducted in the Ethio-telecom in Addis Ababa only in four departments. The purpose and objective of the study is to identify Opportunities and Challenges of ERP implementation in phase two. So that the study has conducted interview discussions, questionnaire, observations and documents review.
 From the detail analysis the researcher identified ERP implementation gives many opportunities for the departments as well as for the company and it’s also accepted by the larger proportion of the respondents responded that from the employee as well as company perspective, ERP helps them by enhancing their efficiencies and contributes a lot in achieving the company vision (being a world class telecom service provider) even if there are things to be done for the better achievements and benefits to be realized from the system. 
AS per the analysis most of the respondent responded that ERP helps the company in automating the manual process and its improved efficiency by in giving services to the Stockholders by streamlining the working process and procedures. ERP has an opportunity for Effective management systems to the employees in self-support which is like per diem process and leave process, it’s also helps to access different information’s from different locations and generate useful reports at anytime and anyplace plus to communicate easily, share information and use data is always available and accurate, it gives the opportunity to make the reporting easier and more customizable way. From the above results almost all, respondents they believed that the company obtains the expected opportunities from the implementation of ERP. 

The findings also identified the major challenges that face the implementation of ERP system. As per the collected data Organizational and individual challenges shows that majority of the respondents believed that there is lack of Top management support in decision making in the ERP system which some of the system modules still waiting the top management decisions to use the system.
 The other big challenges that the research marked out on facing ERP system implementation was problems of lack of Refreshment training facility and coordination to the stuffs because of a new requirement customizations there is still knowledge gap and the company were more dependent in vendors support .The other most challenging variable is Insufficient involvement of employee and This leads to come up with there was Insufficient involvement of employees at the time of designing and implementing the system  On the Technological Factors majority of the respondents responded that System performance and network interruption and inconsistency data is the most influential challenge for ERP system implementation and this problem limited the company not to use the expected benefit from system. Not only the network interruption there is also Capacity issues which is making the system slowdown and not to perform in expected way plus most of the respondents also believe that the system implementation has not been vied from the companies long term strategic objective (ex:- customer base and product base , additional employment,  similar system based software’s to be implemented in the near future and so on) in which customization of system are still need to considers.
 On the other side the respondents believed that Users‟ adoptability and employee resistance, Unable to   coordinate between   functional departments, Lack of adequate formal communication and ERP system of the company is too complex and not user-friendly interface were not the challenge to the ERP implementation. Hence, the interview with different experts of the company indicated that the following remedial measures are urgent: detail Analysis on the Challenges of phase one implementation, sustainable Senior management decisions, adequate training and need immediate implementation after training Customization the system, need to Certified the project teams and not only the certification program the company should decreasing team reshuffling between department to department and redesign the project by considering the capacity issues are discussed.
5.2. Recommendation

· Top management need to take quick decision for those system modules which is still not practiced in working environments because of delaying Management decisions those activities are still working in manually bases. 
· The company should give quality training programs after immediate implementation Customization of the system otherwise refreshment training is needed to the staffs and this may reduce cost and save time regarding to efficiency. Since there is lack of delivering enough amount training that is an influential challenge for not to use the system as per the company expectation.
· Not enough involvement of employees in the implementation is a challenge in working environment the company needed to give the necessary opportunity for user to participate on the project and this may decrease the Vendors support and delay in solving the problems.
· From the system side all the required company process and procedures need to be integrated and considered in the system through customization or change request and Needs some design improvement on the project. Otherwise operational activities will be inefficient results because of capacity issues not only the capacity issues the company also consider the system it has to be utilizing all feature of ERP system otherwise lack of full implementation limited the organization from realizing the expected operational benefit.

From the interview with different experts and managers of the company they stated that ethio telecom didn’t take any measures which happened in phase one implementation in way of analyzed documented but as per the interviewer the company just take the practices and experience from phase one implementation to reduce the Challenge. Accordingly, the company should take analysis to take a measurement and to know the gap. This help to reduce the challenge which will happen in phase two. Not only the measurement they are also give Refreshment training or immediate implementation after training is needed, and also certification program is advisable for the employees and builds a commitment to their profession. 
5.3. Limitation and Further Research

Because of their daily Activities some of the staff members were not willing to fill the questionnaire, Because of lack of enough time, financial resource the data were collected only from four departments and those branches located in Addis Ababa. 
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ANNEX
Dear Respondent  

The main purpose of this questionnaire is to gather information about the oppounuites and challenges of ERP (Enterprise resource planning) implementation Ethio telecom. The research is carried out in order to fulfill the requirement of Graduate Studies in St. Mary’s University, as the final year thesis for Masters in Project Management degree. The outcome of this study will be used for academic purpose only and confidentiality will be ensured. Thank you very much for your time and assistance in my educational endeavors.

Contact  

Wintana G/medhin

0930011725

Part I: Demographic Information – please put (√) in a given answer Box 

1. Gender           Male                             Female         

2. Age Group       

A. ≤ 25                                      B. 26-35                         

           C. 36-40                                     D 41 and above 

3. Educational status 

     A. Diploma                                 C. Masters and above                              

      B. BA/BSC                                        
       D. Other please specify________________________ 
  5.  Your position in the organization   

  A. Analyst                          C. Manager                  B. Specialist                                        

Part II:  Information about the system    

The numbers are defined with their respective equivalent meaning as follows;   

1 = Strongly Agree (SA)   2 = Agree (A)   3 = Neutral (N)   4 = Disagree (D)

5 = Strongly Disagree (SD)   

Part I   Opportunity of ERP

	Opportunity implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree
	Total

	ERP implementation   has an opportunity to improves your efficiency by streamlining the business processes and producers
	
	
	
	
	
	

	ERP implementation has an opportunity to reduce the need to manually enter information
	
	
	
	
	
	

	ERP implementation gives you the opportunity to communicate easily, share information and use data is always available and accurate.
	
	
	
	
	
	

	ERP implementation exceed end user expectation
	
	
	
	
	
	

	ERP implementation gives you the opportunity to make reporting easier and more customizable way
	
	
	
	
	
	

	ERP implementation has an opportunity for Effective management systems         
	
	
	
	
	
	

	ERP implementation has an opportunity to enhances cross-functional integration
	
	
	
	
	
	



Part II    Challenge of ERP

	Challenge implementing ERP
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly disagree
	Total

	Lack of enough senior manager support in the implementation of ERP
	
	
	
	
	
	

	Insufficient involvement of employee during the implementation process
	
	
	
	
	
	

	Lack of adequate formal communication 
	
	
	
	
	
	

	Lack of adequate training end-users
	
	
	
	
	
	

	Unable     to   coordinate between   functional departments.
	
	
	
	
	
	

	Ethio telecom has faced resistance from employees in ERP system implementation
	
	
	
	
	
	

	Network interruption limits you to use ERP and not to get full benefit from the system.
	
	
	
	
	
	

	The ERP of the company is too complex and don’t have user-friendly interface 
	
	
	
	
	
	


1. Do you think implementing ERP contribute to the success of your division as well as the company? How?









































2. If there is any other problem that you faced in the implementation of   ERP, please writes down 











































Part III    Interview Questions 

1. Can you explain what your role was during the adoption of ERP in Ethio telecom?

2. Can you tell me the incrimination changes arising from ERP implementation for your division as well as for the company? 

3. Does the company business requirement is fully considered and integrated during the implementation?

4. What were the challenges Ethio-telecom faced during the implementing of ERP?

5. Did Ethio telecom take appropriate corrective measures to minimize the impacts of challenges on ERP implementation related to your division?

6. Do you have any comments of your experience on this project?



