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ABSTRACT 

 

Organizations are now more than ever before faced with rapid changes in the market place 
and the need to stay competitive, profitable and satisfy customers and suppliers has driven 
them to seek technologies that will help them realize these goals. Two of the main con-
tenders are Enterprise Resource Planning (ERP) and E-business related technologies. 
There appear not to be so many publicized literatures on the relationship between ERP and 
E-business. It is based on this that this report studied six (6) cases to examine the value of 
ERP to E-business. This study discusses their relationship, how they impact each other and 
how they can be made to be more useful when integrated using Exploratory Data Analysis 
(EDA) and empirical research. What transpires from this research is that both vendors and 
organizations using these two technologies assigns specific values that ERP has on E-
business according to their degree of importance. These values in order of importance are; 
increased competitiveness, increased agility and speed of business operations, improved 
communication, increased sales, improved business processes, reduced cost and increased 
profitability. Finally the study examines these values and concluded based on these values 
to suggest the implications for future research. 
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1 Introduction 
 
The aim of this chapter is to introduce the background to this report, state the research questions, and 
clarify the research purpose. It serves as the basis for understanding the report. 

 

Enterprise Resource Planning (ERP) Systems are commercial software packages that en-
able the integration of transactions- oriented data and business processes throughout an 
organization (Markus, Axline, Petrie and Taniset al, 2003). ERP vanquishes the old 
standalone computer systems in finance, human resources, manufacturing and the ware-
house, and replaces them with a single unified software program divided into software 
modules that takes care of all of a company’s departments such as, finance, logistics and 
production planning. ERP has been said to add value to companies’ bottom line through 
integration, introduction of best practices, standardization and real-time information 
generation. 

ERP became popular in the 1990’s due to the need of organizations to replace their leg-
acy systems in the face of the Y2K problem and the need to centralize data and compu-
tations. The present ERP as it is known today grew out of the Material requirements 
planning (MRP) systems developed in the 1970s and were followed in the 1980s by 
manufacturing resources planning (MRP II). According to Rashid, Hossain and Patrick 
(2002) the MRP and MRP II form the technological foundations for ERP.   

An ERP system can be likened to the technological hub of a company. It avails an or-
ganization a central repository of information as against the standalone nature of legacy 
systems. (Old systems). The focus of ERP according to Wang and Nah (2002) is effi-
ciency and effectiveness of the internal processes, which is as a result of the streamlining, 
and aligning of business processes, increase operational efficiencies and bring order out 
of chaos. For most organizations that implemented ERP, it has been a dream-come true 
for them in realizing an integrated and common platform.  

However, it has become clear that just implementing ERP is not sufficient for today’s 
globalize, dynamic and fast- moving economy. With the growth in internet and commu-
nication technology, the business scenario has changed dramatically to the extent the 
internet that was once used for research and educational purpose is now becoming the 
main driver for business growth through the development of E-business. 

E-business that stands for “electronic business”, involves communications and doing 
business electronically through the Internet (Wang & Nah 2002). It has been said that E-
business improves business performance by strengthening the linkages in the value chain 
between businesses (B2B) and the final consumer (B2C) (Norris, Hurley, Hartely, 
Dunleavy and Balls, 2000). Some of the benefits derivable from E-business are, im-
proved customer service, increased sales, reduced costs and streamlined business proc-
esses. Specifically, companies now use E-business and the internet to implement cus-
tomer-relation –management (CRM) and supply-chain-management (SCM). It is on the 
basis of its functions that E-business is said to focus on the efficiency and effectiveness 
of external processes of a company as against the internal processes that ERP is con-
cerned with. 

For companies to do well in E-business (i.e. external relationship with businesses and 
customers), they need to have efficient internal processes control system and the imple-
mentation of ERP can make this possible. To this Norris et al (2000), assert that a prop-
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erly implemented ERP in any organization will supercharge E-business activities. The es-
sential reason according to Akhgar, Siddiqui and Al-Khayatt (2002) why ERP is impor-
tant to E-business is that an ERP enables accurate information view of an organization. 
Bendoly and Kaefer (2004) have classified the information generated by an organization 
for E-business into three components. These are Inbound logistics, Internal logistics and 
Outbound logistics. While the inbound logistics relates to an organizations relationship 
with its suppliers (B2B), the internal logistics comprises the internal processes manage-
ment with the help of ERP. Outbound logistics are activities of organizations with its 
customers (B2C). 

The efficiency of E-business operation of any company will depend to some extent on 
the internal processes, company information and the knowledge base of the company. 
These processes are coordinated and integrated by ERP.  It is this on the basis of this 
that ERP has been referred to as the building block of E-business (Ricadela 1999). Nor-
ris et al (2000) asserted that without ERP system, it would be difficult to share accurate 
information with trading partners. ERP help in organizing information within the or-
ganization for E-business to disseminate that information far and wide. Understanding 
the benefits of ERP to a company in today’s globalize economy will help in the analysis 
of the true value of ERP to E-business in what Ash and Burn (2002) said companies are 
looking for effective solutions to marry the two technologies for strategic advantage.  

This report is on the analysis of the value of ERP to E-business in terms of how the 
various factors are critical compared to each other. We begin by posing some research 
questions which will guide us throughout this report. A study of survey is conducted on 
six cases to elicit the value of ERP to E-business in terms of their criticality and to an-
swer our research questions. The key findings from our analysis show that some values 
are more critical than others. Finally, we examine the implications for future research in 
this area.   

 

1.1 Problems of Research 
 

As more and more established organizations realized that they need to form alliances 
with their customers, partners and suppliers over the Internet, E-business integration 
with ERP systems becomes critical issue (Markus et al 2003). Today the Internet is no 
longer regarded only as a research tool but as well as the engine that will drive future 
business. (Norris et al 2000).  

During our preliminary studies we came across a book on ERP and E-business that deals 
extensively on the integration of the two technologies. Norris et al (2000) identified ways 
the combination of ERP and E-business are transforming today’s enterprise. The work 
did not however rank the value of ERP to E-business. It was this issue that prompted us 
to research further on the integration of the two technologies with the intention of an-
swering the following questions  

• How is ERP and E-business related? 
 

Much literature on ERP and how it is integrated into E-business have been written. 
Among them are Norris et al (2000), Wang and Nah (2002), O’Leary (2000), Ash and 
burn (2002), and Akhgar et all (2002). They all discuss the integration of ERP into E-
business. According to Wang and Nah (2002), a new extended enterprise system emerges 
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by integrating ERP and E-business that creates business that is more agile, more focused 
and more competitive than traditionally structured business.  Then we ask: 

• How is ERP integrated into E-business?  
 

Customers and suppliers request information regarding business requirements. Also, ex-
ecutives in the organization require information about various processes going in the or-
ganization like manufacturing, procuring etc. This situation clearly explains the need for 
the integration of various components in the enterprise. While ERP systems collate and 
transform the data into useful information and satisfy the requests coming from various 
units, E-business uses web-based interface to reach its customers (Wang and Nah, 2002). 
The integration of both ERP and E-business helps improve the quality of communica-
tion and gives a competitive edge. Through this integration ERP helps E-business in ac-
complishing Business-to-Business (B2B) and Business to Customer (B2C) solutions. As a 
company has to communicate effectively with both customers and suppliers, there is a 
need for integration of all these components.  

 

• How can ERP add value to E-business? 
 

We are interested in analysing the value that organizations’ ERP will add to its E-
business operations. The analysis of the above problem of research will aid us to under-
stand the value derivable from the integration of ERP and E-business. Here we intend to 
investigate the different types of value ERP to E-business. 

• What is the important degree of each factor? 

Base on the survey, we intend to categorize the value in order of importance. We will ask 
the respondents to rank the value. This is important in order to know which value is 
more important when compared with each other. To know which factor is more impor-
tant will help decision makers in organizations to judge and make good decisions regard-
ing ERP and E-business. 

 

1.2 Purpose 
 

This report is an exploratory one with the purpose of analyzing how ERP adds value to 
E-business from the perspective of vendors and companies that have implemented ERP 
and involve in E-business. By doing this, we will be able to identify the ranking and de-
gree of importance of each value compared to each other.   
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2. Methodology 

This chapter states the main research approach as both qualitative and quantitative but essentially ex-
ploratory. It specifies the sources of data and analysis of data collected. It also deals with our method of 
data collection in terms of selection of respondents and questionnaire administration. We conclude by con-
sidering limitations and constraints encountered in the course of this research work. 

2.1  Research Approach 
 

The focus of the research is on the value that an ERP adds to E-business activities. In 
order to fulfil this purpose the Exploratory Data Analysis (EDA) and empirical research 
will been done.  

Exploratory data analysis (EDA) is a statistical practice concerned with reviewing, 
communicating and using data where research is not concerned about the cause system 
of a phenomenon. It was so named by John Tukey in his seminar work in 1977. 

Tukey held that much emphasis in statistics was placed on evaluating and testing given 
hypotheses and that the balance was in need of redressing in favor of using data to 
suggest hypotheses to test (Tukey, 1977). 

Qualitative research involves investigating participants' opinions, behaviors and 
experiences from the informants' points of view of their perceive value of ERP to E-
business. Here we use logical deductions to decipher gathered data from our survey and 
interview. Qualitative research is often a non quantitative method that describes research 
and focuses on how individuals and groups view and understand the issue they know. 
Here we survey our respondents on how they rank the value of ERP to E-business. 

These approaches have been chosen, in order to focus on both previous theoretical as 
well as the present empirical findings (Survey and Interview). The source of data col-
lected differentiates these two research methods (Exploratory analysis and empirical 
study). Theoretical analysis is based on previously written documents and empirical study 
is the fresh data collected from reality, choosing any one of the research methods can 
limit the study we focus on. Through exploratory analysis only the dynamics of the inte-
gration of ERP and E-business can be discussed but when comparing them with the pre-
sent findings could bring new things on a broader perspective. The theoretical analysis 
provides a sound basis for the empirical findings.  

This research is based on both exploratory and qualitative approach. While we tried to 
carry out empirical study and survey, we carried out deeper analysis albeit some qualita-
tive to gain an in-depth knowledge of the value added by ERP to E-business.  Both ap-
proaches have enabled us to examine the integration and the interrelation of ERP and E-
business. Essentially, the qualitative approach assisted in the analysis of the data gotten 
from the field and eventually, enabled us arrived at findings analysis and conclusion. 
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2.2 Sources of data 
 

2.2.1 Primary Source of data 
 

Our research relies on the following source of data: 

• Questionnaire 
We administer questionnaire on our respondents in order to get responses that will en-
able us analyse how ERP add value to E-business 

• In-depth interviews 
Apparently there are some questions and or issues that the questionnaires are not able to 
cover. We therefore engaged the respondents in interviews to complement and fill the 
gap uncovered by the questionnaire while are of importance to the study. 

 

2.2.2 Theoretical Study  
 
The theoretical study is based on materials that have been written on the subject under 
study- ERP and its value to E-business.  

We searched the internet, e-books, journals articles and literatures and other sources for 
materials on ERP and E-business. We studied them in relation to their evolution, frame-
work and functionalities.  We then copiously reviewed literature and past works on the 
integration of ERP and E-business. We ended by discussing past works on the value of 
ERP to E-business. 

 
2.2.3 Empirical study 

 
This deals with the information and data gathered from the field (Interviews and Survey). 

We use the qualitative approach in the interview section with some semi structured ques-
tions as guidelines. However we do not allow ourselves to be bound by the set questions. 
The flow of the interview is dependent on the answers we get from the respondents. 
This is to enable us get answers to some areas that are not covered by the questionnaire. 
It is basically to allow for flexibility. 

To exhaustive explore the value of ERP to E-business; we conducted the interview and 
questionnaire on companies operating ERP and E-business and vendors to get a com-
prehensive view from them. While the interviews were through telephone and physical 
contact where possible, the questionnaire will be sent by mail to the respondents at least 
a senior management staff. 

We interviewed companies and vendors so that we can get information from both ends 
and compare the responses with our theoretical framework. The findings from the analy-
sis are used to find answers to our research questions. 
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2.2.3.1   Selection of Cases 
 
We chose three representatives from the vendor end and three representatives from 
companies that implemented ERP to aid their E-business operations. This is because 
three different vendors and three different companies can have different ways of working 
with the ERP and E-business. This allows us to focus on different critical issues they 
come up with. We believe six respondents is representative enough to help us achieve 
our aim.  To get more information, we conducted interviews in addition to the admini-
stration of questionnaire. 

• Selection of Vendors 
 

We chose our vendors respondents to be representative of the market. Two biggest ven-
dors in the market, namely SAP and Oracle, and a third, Mamut which is a vendor spe-
cifically for small and medium size companies were chosen. 

SAP 

SAP was founded in 1972 by five former employees of IBM. It is recognised as the lead-
ing provider of collaborative business solution for all type of industries. SAP is the leader 
in ERP software. Its headquarters is located in Walldorf, Germany. SAP sells ERP as 
well as web enabled systems (SAP, 2006). 

Oracle 

Oracle is the second largest software company in the world after Microsoft which was 
founded in 1977 in United States by Larry Ellison. Oracle technology can be found in 
nearly every industry around the world. Oracle ‘ERP is called business suite (ORACLE, 
2006). 

Mamut 

Mamut is an enterprise software provider for small and medium companies. It was 
founded in 1994; provide complete, integrated solutions for small businesses. Mamut of-
fers complete and user-friendly solutions at the best value for money integrating account-
ing, sales force automation, CRM, logistics, project management and e-commerce 
(MAMUT, 2006). 

• Selection of Companies 
 

We also intend to get response from companies with ERP and E-business what they per-
ceive to be the value of ERP to E-business. We served questionnaire of the following 
companies: Dell, Volvo Penta, and Cloetta Fazer AB 

Dell 

Dell Inc. is an American computer hardware company. It develops, manufactures, sup-
ports, and markets a wide range of personal computers, servers, data storage devices, 
network switches, personal digital assistants (PDAs), software, computer peripherals, and 
more. Dell was founded in 1984 by Michael Dell. The business model is based on build-
to-order (BTO). It is involved in both B2B as well as B2C (DELL, 2006). 
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Volvo Penta 

Volvo Penta is a subsidiary and a business area of Volvo. It provides engines and com-
plete power systems to leisure boats, workboats, power-generating equipment and similar 
industrial applications. Volvo Penta operates worldwide and has one of the industry's 
strongest brand names and the largest dealer networks with more than 5,000 dealers 
globally. The engine program comprises diesel and gasoline engines with power 
(VOLVO, 2006) 

Cloetta Fazer AB  

Cloetta Fazer is the Nordic region’s largest chocolate and sugar confectionery company. 
Net sales in 2005 totalled MSEK 3,017 and operating profit was MSEK 314. Non-
recurring items affecting comparability with the previous year were charged to profit in 
the amount of MSEK 55. The average number of employees in 2005 was 1,801 
(CLOETTA FAZER, 2006). 

 
2.2.4 Interview procedure 
 
Our first intention is to administer questionnaire because we thought they will provide us 
with all the information we need for our study and analysis. But as it turned out, we real-
ised that it was inadequate to administer only questionnaire. So we perform interview 
both physically and by phone. We move back and forth with interview whenever we 
come across any ambiguity or unclear about certain information. 

Semi-structured questions are to be used in interviews but these questions are not to limit 
the interview. The interview depends on the information and response from the inter-
viewees. 

Our first set of questions to the companies pertains to their view of the value ERP has 
brought to their E-business operations. We also ask them to rank the value in order of 
importance. 

 

2.2.5   Questionnaire administration 

The questionnaire for this study is divided into two parts. The first part is for the com-
panies, while the second part is for the vendors (See Appendix, 1-2). 

2.2.6   Presentation and analysis of empirical findings 
 
Both descriptive and quantitative means will be adopted to analyse our findings. We in-
tend to use statistical diagrams such as graphs to present our findings. 

The analysis will be presented in interpretative way to categorize the value of ERP to E-
business in their degree of importance. This will be done by analyzing the responses of 
our respondents. 
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 2.3 Method criticism 

• Validity  

The research is mostly valid as empirical study conducted as coherent with the reality. 
Most of the questions are directly relevant as most of them measured what we expected 
to find in the research. The underlying theory has been used to frame the questions, 
which most of the respected experts in the field do. We framed the question sample that 
reflects the reality, by which we could get results which were coherent with the reality. 

The questionnaire could have been made with fewer questions as we did not use all the 
respondents’ answers in the analysis part. In doing so we thought we could have made 
positive effect on the response rate. 

 

• Reliability 
 

The research is reliable as the study is conducted in the same way for all respondents. 
The questions of the survey have been designed in the same way and measure the same 
things irrespective of the companies and also vendors.  
 
Reliability is mostly concerned with the consistency and accuracy of the results obtained. 
This means the critical factors of ERP that add value to E-business have been identified 
in this research really do describe the specific companies in a correct manner. To be 
more reliable, we also attach the questionnaire survey that we used in this research to 
make it easier for other prospective researchers to conduct the same investigation. 
 
But the sample is small although the response rate was very much acceptable. As the re-
search was based on only 6 respondents, the results can be uncertain. 
 

• Generalization 
 

The sample of the companies’ choosed is not big enough (only 6 respondents) to indicate 
tendencies of the whole population. The research also doesn’t limit to any particular spe-
cific group. Randomly the companies’ chosen because of the difficulties in getting con-
tact with the respondents.  We finally could get in contact with 3 companies and 3 ven-
dors, who provided enough information that we have asked for. There were some impli-
cations with our analysis because of the selection of the companies. But with the gath-
ered information and with its use it does not reduce the importance of the whole re-
search conducted. 

The respondents chosen were different from each other and with different strategic ob-
jectives measured in various ways. They differed in size and scope. This shows we did 
not intend to target any specific group of companies.  
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3 Theoretical Framework 

 

This chapter aims at building up the theoretical framework for our empirical study. Here we point out 
some basic definitions and literature review on ERP, Knowledge Management, and E-business. These 
definitions and review will help us in understanding in what ways ERP can add value to E-business. 

3.1 ERP 

 

The global competition has forced many companies to embark upon Enterprise Re-
source Planning (ERP) system implementation. ERP systems in this modern world are 
considered to be very much important in business operations. Even though many failures 
have been publicized, companies are not distracted for investing money on ERP systems 
(Markus et al, 2003). Many studies have found more and more companies going to adopt 
ERP systems for its business operations (Kalakota and Robinson, 1999; Daniel, 2000). 
Irrespective of size and scope both large and small firms are adopting ERP solutions be-
cause of the drop in prices and also due to the market demand. Many organizations  
whether public or private, small or large are moving away from developing Information 
Systems (IS) in-house and are instead implementing Enterprise Resource Planning (ERP) 
systems. Organizations are now responding to the business environment where success 
depends on the rapid response to the rapid changing business requirements (Murrel, 
2001). 

3.1.1 Definition of ERP 

 

The following are some of the definitions found in literature and research works; 

• ERP is a structured approach to optimizing a company’s internal value chain 
(Norris et al, 2000).  

• Enterprise Resource Planning systems are software systems for business man-
agement, encompassing modules supporting functional areas such as planning, 
manufacturing, sales marketing, distribution, accounting, financial, human re-
source management, project management, service and maintenance, transpor-
tation and E-business (Hossain et al, 2002).  

• ERP is an approach to the provision of business support software that enables 
companies to combine the computer systems of different areas of the business 
(Payne, 2002).  

• ERP system is a packaged business software system that enables a company to 
manage the efficient and effective use of resources by providing an integrated 
solution for the organization’s information processing needs (Nah et al, 2001). 

 

From these definitions it can be inferred that, 

ERP is not only business support software but it also plays a strategic role, it can also af-
fect the way a business conducts itself. The definitions clearly show that ERP not only 
provides informational benefits but also operational benefits. ERP provides automated 
support for traditional business process. In addition to these, ERP brings all functions 
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under one roof which integrates all business applications that allow a company to man-
age almost all aspects of the business. 

3.1.2 Evolution of ERP 

ERP has come a long way evolving from the early 1960s to the present time. The figure 
below shows the various stages, ERP has passed through.  

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.1: The evolution of ERP 

In 1960’s, very few large companies afford to own a computer. Inventory control is the 
process of maintaining the appropriate level of stock in a warehouse so that enough 
stocks were held to satisfy customer demand (Murrell, 2001; Kakouris and Poly-
chronopoulos, 2005). The activities of inventory management include identifying inven-
tory requirements, setting targets, providing replenishment techniques and options, 
monitoring item usages, reconciling the inventory balances, and reporting inventory 
status. 

Materials Requirement Planning (MRP) utilizes software applications for scheduling pro-
duction processes. MRP generates schedules for the operations and raw material pur-
chases based on the production requirements of finished goods, the structure of the pro-
duction system, the current inventories levels and the lot sizing procedure for each op-
eration (Chung and Snyder, 2000; Olson, 2004; Murrell, 2001). MRP uses master produc-
tion schedule (MPS), and inventory records (Chung and Snyder, 2000; Wallace and 
Kremzar, 2001). Initial MRP solutions are big, clumsy and expensive. They require a 
large technical staff to support the mainframe computers on which they run. MRP lacks 
technical capabilities and limits interaction between users and data (Chung and Snyder, 
2000). 

MRP is considered to be the heart of the Manufacturing Resource Planning or MRP II 
(Chung and Snyder, 2000). MRP has been expanded to MRP II. MRP II utilizes software 
applications for coordinating manufacturing processes, from product planning, parts 
purchasing, inventory control to product distribution (Murrell, 2001; Wallace and 

� 1960’s →  Inventory control 
 

� 1970’s →Material Requirements Planning (MRP) 

� 1980’s →  Material Resource Planning (MRP-II) 
 

� 1990’s → Enterprise Resource Planning (ERP) 
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Kremzar, 2001). They also produce reports including business plans, shipping budgets, 
inventory projections and purchase plans (Olson, 2004). MRP II doesn’t provide some 
functionality like capacity planning, integration to reflect contemporary manufacturing 
reality etc (Chung and Snyder, 2000). 

From our understanding of the history, it is inferred that the ERP concept has evolved 
from simple inventory management systems of the 1960s to MRP systems in the 1970s 
and MRPII systems in the 1980s. The extreme need of software specifically designed for 
manufacturing activities led to the development of MRP, MRPII and subsequently, ERP 
packaged software. 

In 1990’s ERP became a hot topic for businesses. Because of the integrated applications, 
functional and technical capabilities that were provided by the ERP, companies started 
replacing their old systems. The major ERP vendors today include, SAP, Oracle, Baan, 
JD Edwards, and People Soft. 

 

3.1.3 ERP as the engine of the enterprise 

 

Primary focus of ERP vendors was initially on manufacturing and distribution areas 
(Murrell, 2001). But today it has expanded to every part of the enterprise both small and 
large. There is a great deal of supporting evidence from the literature, mainly from large 
manufacturing and service organizations that ERP systems support many of the business 
functions. Now ERP systems provide an easy system-to-system integration for commu-
nication. It integrates various activities/modules in the organization and offers easy inte-
gration through standard mechanisms. They are designed to integrate all of organizations 
information systems and standardizing processes within an organization (Olson, 2004) 

ERP now creates value by integrating activities across the firm through implementing 
standard practices for increasing speed of information flow through a company. 

According to Olson (2004), ERP has several reasons to be implemented by any organiza-
tion from three perspectives, 

� Technical perspective, integrating all activities of an organization is a good idea as 
it fosters consistency in the system. Through single data entry, it’s possible for all 
units in an organization to receive the same data.  These systems greatly reduce 
the errors created by input by employees into databases (Payne, 2002) 

� Financial perspective, reducing various costs in integrating small applications into 
a big one.  

� Organizational perspective, Provides intra organizational communication  effec-
tively  

 

In a fully integrated ERP system, ERP software provides different functionalities such as 
Financial, Manufacturing, HR management, Production, Accounting, CRM, SRM, Sales 
and distribution, Transportation/Logistics and E-business. An ERP system structure in-
tegrates all these functions and acts as a central hub. ERP is a place of convergence 
where data arrives from one or more directions/ functions and is forwarded out in one 
or more other directions/ functions. This way all data comes together to an ERP system, 
which determines how and where data is forwarded from the place requested.  
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The core reasons that are motivating managers across the globe to undertake ERP pro-
jects are listed in Table 3.1 below. 

 

Table 3.1 Reason for the adoption of ERP  

             Reason                 Literature 

 

Integrates Business Pro-
cess  

Kalakota and Robinson (1999), Daniel (2000), Murrell 
(2001), Charalambos and Sylvia (2003), Kakouris and Poly-
chronopoulos (2005) 

Cost reduction Murrell (2001), Hossain et al (2002), Charalambos and Syl-
via (2003), Olson (2004), Kakouris and Polychronopoulos 
(2005) 

Improves Decision Ma-
king 

Linthicum (2000), Wang and Nah (2001) 

Replace Legacy systems Kalakota and Robinson (1999), Olson (2004) 

Access in real time Kalakota and Robinson (1999), Daniel (2000), Linthicum 
(2000), Hossain et al (2002), Charalambos and Sylvia (2003), 
Olson (2004) 

Solve Y2K Problem Kalakota and Robinson (1999), Olson (2004) 

Global Outreach  Kalakota and Robinson (1999), Hossain et al (2002), Olson 
(2004) 

Strategic advantage Olson (2004), Murrell (2001) 

Improved delivery time Charalambos and Sylvia (2003), Kakouris and Poly-
chronopoulos (2005) 

Ease for upgrading sy-
stems 

Hossain et al (2002), Olson (2004) 

 

3.2 E-business 

 

The explosive growth of Internet had changed the business world. Many organizations 
started using Internet for conducting business worldwide. The rapid growth of Internet 
and technological advancements are making the entire world to shop online by sitting at 
schools, homes and working places. Many products now can be available to buy online as 
many companies started using the Internet to conduct business online. According to 
Gates and Hemingway (1999), “The successful companies of the next decade will be the 
ones that use digital tools to reinvent the way they work. These companies will make de-
cisions quickly, act efficiently, and directly touch their customers in positive ways”. By 
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using the Internet, it becomes cheap and can have fast access and connectivity between 
the parties involved.  Internet users have also been increasing tremendously day by day 
regardless of age, region and culture. These Internet users are becoming consumers and 
increasingly depending on the Internet as it provide easy shopping from their homes for 
a variety of products (Jessica et al, 2003). From selecting a wide variety of products to 
purchasing them can be done on the Internet today. Thus Internet has become a back-
bone for conducting “business on web” called E-commerce. 

Businesses are using the advances in the technology and doing business online. E-
business is the invention of the information technology allowing many business firms to 
do business online. E-business can improve the performance of any business because of 
the use of electronic information technologies which connects both suppliers and cus-
tomers along the value chain. 

E-business is here to stay and the business firms need to use it to progress in their busi-
ness providing useful services to customers and earning profits than the traditional way 
of conducting business.  

 

3.2.1 Definition of E-business 

 

The following are some of the definitions of E-business found in literature, 

• The integration of processes conducting the full business life cycle electroni-
cally supported through back-office integration (e.g. via ERP integration) in 
which the communication of information is via the Internet, Intranet and Ex-
tranet (IIE) enablers (Akhgar et al, 2002). 

• Any application of web technologies that enable revenue generating business 
activities over the internet. (Hong and Zhu, 2005). 

• A modern business methodology that addresses the needs of organizations, 
merchants, and consumers to cut costs while improving the quality of goods 
and services and increasing the speed of service delivery (Ngai and Wat, 
2005). 

•  The complex fusion of business processes, enterprise applications, and or-
ganizational structure necessary to create a high-performance business model 
(Kalakota and Robinson, 1999) 

 

These definitions clearly show how deep E-business represents and how it changes rela-
tionships between its suppliers and customers. It not only benefits the companies but 
also the users of the products and services. There it has to be remembered that E-
business is not only a technological phenomenon but it also impacts the business proc-
esses and the way a business functions. 

 

According to Lal (2005), there exist three modes of E-business transactions that include 
Offline, Online and E-business using shared or individual portals. 

Offline E-business is normally done by e-mail system. It is basically a business enabled 
by electronic messaging systems. 
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Online E-business normally takes place with website of a company, but doesn’t process 
any E-business transactions online it’s only like providing information about the prod-
ucts and services 

E-business takes place with website of a company and processes E-business transactions 
online. It provides dynamic online transaction facilities. 

 

3.2.3 E-business Options 

 

There are numerous options of E-business adopted by companies. Options here refer to 
the stage of development and adoption of E-business by companies. Norris et al (2000) 
gave E-business options as: 

1. No E-business Capabilities 
2. Channel Enhancement 
3. Value-Chain Integration 
4. Industry Transformation 
5. Convergence 

 

No E-business capabilities: Here companies are yet to adopt E-business technology 
for their business operations. Companies are still satisfied with their brick and mortal op-
erations. 

Channel Enhancement: In this option, companies adopt E-business to sell over the 
internet. Here companies modify business processes to be able to adopt E-business tech-
nology thereby making it as an enabler for improving business performance (Norris et al 
2000).   

Value-Chain Integration: This option is the stage where companies make use of E-
business to integrate and relate with customers known as customer relationship man-
agement (CRM) and suppliers through Supply Chain Management (SCM)  

Industry Transformation: This option is open to companies that have aligned their 
strategies with their core competencies and use the internet as a tool to offload non-core 
parts of their businesses (Norris et al 2000).  

Convergence: This is the most developed E-business option. It is the collaboration and 
cooperation of companies in developing products and services for customers (Norris et 
al 2000, O’Leary 2000, & Lucas 2002). According to Norris et al (2000), the internet en-
ables companies to pursue partnership as a business strategy because of both the decreas-
ing costs and the rapid adoption of technology.  
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3.3 Knowledge management 

 

3.3.1 Definition 

Knowledge management (KM) is a business concept which include concerted, coordi-
nated and deliberate effort to management the organization’s knowledge through the 
process of creating, structuring, disseminating, and applying it to enhance organizational 
performance(O’Leary 1998) . From this definition, it can be seen that Knowledge man-
agement is important to organization for the purpose of supporting their services. 

3.3.2 Knowledge management and the Enterprise 

Knowledge is an invisible asset. Knowledge is not only in documents but also in organ-
izational routines, processes, practices, norms, and employees’ mind (Norris et al 2000). 
Due to the increased speed and competition in the market place, companies are being 
forced to manage their knowledge and intellectual assets in an ERP/E-business based 
environment. Knowledge management has increasingly become critical for the success of 
enterprises in the era of E-business and ERP. Today’s businesses are giving more impor-
tance in identifying, managing and sharing knowledge. Though knowledge management 
is not any technology but consolidates the information so that it is meaningful to the 
business and often facilitated by a user who uses technology (Norris et al, 2000; Li and 
Zhao, 2006). Figure 3.4 below show the role of KM in relation to ERP and E-business. 

 

 

Figure 3.2 Knowledge Management in relation to ERP and E-business (Source: 
Norris et al, 2000) 
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ERP systems basically work to provide close communication with integration of various 
business processes to enhance business quality and organizational effectiveness. Accord-
ing to Li and Zhoa (2006), this integration creates knowledge that enables organizations 
to rapidly respond to customer requirements. They further added that business activities 
like market tracking, benchmarking and technology assessment can be done through 
knowledge scanning, which helps to discover useful data and information to identify and 
capture relevant external and internal knowledge. The advantages of properly instituted 
KM systems are; increased competitive advantages, lower operational cost, and increased 
quality in the organization among others. 

O’Leary (2000), Norris et al (2000), have cited data warehousing, intranet, database que-
ries can be a powerful tool for organization to maintain competitive edge.  

The above show that successful implementation of ERP and E-business requires organi-
zations to break down barriers to knowledge sharing to create a divergence in the re-
quired knowledge of organizational members and its various units. 

Li et al (2006) describes Knowledge Management Systems for ERP implementation. 
These Knowledge management systems enhance the organizational processes of knowl-
edge creation, storage/retrieval, transfer, and application. During the process of ERP 
implementation, there exist vast amount of knowledge, which resides in the minds of 
employees, consultants and the vendors. These knowledge need to be captured to sup-
port the organization’s business activities in relating to its suppliers (SCM) and customers 
(CRM) 

3.4 ERP and E-business: Making them work Together 

 

According to Norris et al (2000), implementing ERP and E-business technologies to-
gether can create a situation where one plus one equals more than two. They further add 
that ERP and E-business technologies supercharge each other. 

ERP and E-business combination can be very beneficial for any business as they need an 
effective and efficient communication between various units in their business. For any E-
business, communication and co-ordination with various partners in the supply chain and 
various customers in the demand chain requires ERP. 

According to Linthicum (2000), ERP provides all members in the E-business with a 
common application layer to exchange information through well-defined interfaces, 
business logic and repositories.  

These days ERP systems are accessible through Internet. According to Daniel (2000), 
ERP vendors have developed ERP portals to facilitate access to their systems, which en-
able any firm to personalize access to ERP systems in a web environment. Many vendors 
are re-designing their ERP’s to perform better by taking advantage of the Internet Tech-
nologies. This can facilitate any company doing E-business. 

There are many advantages when making them work together like, ERP systems will al-
low to track goods and their orders, ERP systems allows customers to track their orders 
etc. An internal focus is very much needed because it deals with most of the business op-
erations. As ERP systems are inward focused, they focus more on back-office functions 
making more efficient internal processes. 
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3.5 ERP and E-business marriage architecture 

While ERP is essentially concerned with internal activities of an organization, E-business 
look inward from outside the enterprise seeking to connect the outside world with the 
organization’s information (Norris et al 2000). ERP handles all internal business proc-
esses and employees needs in the organization and makes it possible for it to relate to 
customers, suppliers and business partners (Kalakota & Robinson (1999; O’Leary (2000); 
Nah & Wang 2002).The figure (3.3) below shows the result of the integration of ERP 
and E-business.   

 

Figure 3.3 ERP /E-business architecture (Source: Norris et al, 2000) 

 

3.6 Value of ERP to E-business 

 

Now-a-days, customers expect more than any business expects. To reach these expecta-
tions many business are trying to provide accessibility when where and how customers 
want it. This shows that E-business mainly depends on the control of the flow of Infor-
mation. 

E-business reaches its customers with the availability of Internet based services. It pro-
vides more information than ever before. But E-business can only be done effectively 
when the businesses internal processes communicate and co-ordinate effectively. These 
internal processes may possibly include like manufacturing, finance, logistics’ etc. This in-
ternal process communication and co-ordination is provided by ERP. Providing effective 
service requires an integrated back-office application. ERP acts as back-office integrator 
and is called as a back-bone of E-business (Kalakota and Robinson, 1999; Daniel, 2000). 

The reasons are many like, 

• ERP provides one common platform to support the business with its integrated 
operations. 

• ERP systems provide central clearing house of real-time information (Daniel, 
2000).  
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• ERP systems provide information about the inventory level and information 
about the updated process and so on. 

 

Most of the E-business organizations backbone operational systems are not integrated 
which makes difficult for customers to check their orders (Murrel, 2001). The key solu-
tion is that all these applications related to effective operation of E-business be inte-
grated. Through integration with ERP, the orders can be easily traced as ERP is an inte-
grated system. Businesses will benefit from enhanced productivity, effectiveness, and 
competitiveness by integrating ERP and E-business. 

According to Kalakota and Robinson (1999), the challenges of today’s businesses that 
customers want E-business companies to do are, 

• Speed 
• Convenience 
• Personalization 
• Price 

 

The old applications were very slow and unreliable. The organizations are finding ways to 
speed up its business operations to take the advantage of new opportunities in the mar-
ket. Customers today need easy shopping. They need convenient ways of doing shopping 
like order entry, fulfilment and delivery (Kalakota and Robinson, 1999). Personalization 
is another factor which customers mostly prefer to. Through personalization they need 
the details and status of their order entry and to provide them with precise product de-
sired by them. One of the poor performances of online business may be attributed to the 
Price dimension. Because of proper co-ordination, there is a chance of providing accu-
rate price to the customers and billing them the accurate price. 

Integrating ERP with E-business will facilitate any company to face all the challenges 
mentioned above. 

 

3.7 Summing up 

The theoretical frame has covered many interesting areas concerning the purpose of this 
research. We have related ERP and E-business issues in order to make use of it in the 
analysis part. Furthermore, the focus of this framework has been on the critical factors 
that exist with the integration of ERP and E-business.  

The survey was based on this theoretical framework and will be presented in our empiri-
cal findings, gathered from our survey. 
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4 Empirical findings 

In this chapter, we elicit the findings from six respondents. These responses are stated and interpreted to 
enable us accomplish the purpose of this report. Three ERP vendors (SAP, Oracle, & Mamut) and 
three companies using ERP (Dell, Volvo Penta & Cloetta Fazer) responded on the value of ERP to 
E-business operations. This chapter provides us with the basic information for the analysis and conclusion 
for the report. 

 

4.1 ERP value addition to E-business from vendor’s viewpoint  

• SAP 
 

SAP an acronym for Systems, Analysis and Program Development was founded in 1972 
by five former IBM employees. SAP is the recognized leader in providing collaborative 
business solutions for all types of industries and for every major market which is our 
main motivation to choose SAP for our empirical findings. 

Serving more than 33,200 customers worldwide, SAP is the world's largest business 
software company and the world's third-largest independent software provider overall. 
They have a rich history of innovation and growth that has made them a true industry 
leader. Today, SAP employs more than 36,600 people in more than 50 countries. The 
primary goal of SAP is to integrate all the business functions in an organization, so that 
changes in one business process will immediately and spontaneously reflected by updates 
in other related business processes. 

Over the course of three decades, SAP has evolved from a small, regional enterprise into 
a world-class international company. Today, SAP is the global market leader in collabora-
tive, inter-enterprise business solutions. The company now employs more than 34,000 
people, with high commitment and innovative spirit. 

The company has grown from its first software called “R/1 system” (known as real-time 
data processing) in 1973 to SAP R/2 in the 1980s. In the 1990s, the SAP R/3 was 
launched to usher in a new generation of enterprise software. 

With the growth of the internet in the new millennium, the user has become the focus of 
software applications. SAP develops my SAP Workplace and paves the way for the idea 
of an enterprise portal and role-specific access to information. 

Today, based on Enterprise Services Architecture and the underlying integration and ap-
plication platform, SAP Net Weaver, SAP is providing its customers with solutions for 
end-to-end business processes. With SAP Net Weaver, companies can integrate people, 
information, and processes within the company and beyond. 

Our respondent is a Senior Business Consultant with SAP office in Mumbai, India. He 
responded to all the questions set out in our questionnaire and as well SAP granted us 
twenty five minutes interview. 
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1) ERP value to E-business 

He responded that ERP adds value to E-business while focuses on the internal proc-
esses, while E-business is focused on relationship with customers, suppliers and partners. 
The combination of these two is beneficial for any business to survive in the present day 
market place. 

2) The value of ERP to E-business in order of importance. 

• Reduced cost: According to the respondent, the combined technologies 
help companies to reduce cost in the long run. 

• Better communication with customers: Since ERP takes care of the inter-
nal operations of the company. All information regarding the company 
can easily be communicated to suppliers, partners and customers. 

• Increased competitiveness: Since the implementation of both ERP and 
E-business makes companies to be on the cutting edge of technology, 
their competitiveness is enhanced. 

• Increased agility: While the implementation increases competitiveness, 
the speed and agility of the companies will also be enhanced. 

• Increased sales and profit: Once the competitiveness is increased, sale 
and profitability will also increase. 

• Unified internal processes: According to the respondent, ERP enables a 
company to standardize and unified its internal processes. 

 

3) ERP or E-business: What to implement first 

Our respondent is of the opinion that ERP systems is the ideal to acquire and implement  
first because it forms the backbone of the enterprise by integrating all the divisions and 
provide easy and effective Knowledge Management system to be able to transact busi-
ness with both suppliers and customers. 

• Oracle 
 

Oracle is the second largest software company in the world after Microsoft which was 
founded in 1977 in United States. Oracle called ERP systems Oracle Applications which 
started to work with Oracle’s databases from 1987. Oracle’s applications have fifty plus 
different kinds of modules which covers corporate performance management, customer 
relationship management, human capital management, financial management, procure-
ment, project management, supply chain management. 

For our thesis empirical findings we send our questionnaire to Oracle’s senior consultant 
in Stockholm from his answers we can discuss the following findings.  
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1) ERP and E-business 

Both are complimentary to each other and E-business is also included in our applica-
tions. He said that ERP adds value to E-business and ERP enables organization to have 
all the required information on time and to provide to their customers and suppliers on 
time as well. He considered some of the important factors by the order of their prefer-
ence as under: 

• Increased competitiveness,  

• Increased agility, 

• Better communication with customers,  

• Unified internal business process,  

• Increased sales and profits   

• Reduced costs. 

According to him ERP should be invested in first by a company that intend to go into E-
business operations. This will enable companies  to have the information on the real time 
basis and to gain a competitive edge also (This could be supported by the fact that in 
2000 Dell introduced its first “B2B E-business integration” with a customer company to 
automates the procurement of Dell products online which made Dell best online com-
puter  company(Ash and Burn 2003)). In order to gain the benefits such as increased 
competitiveness and agility, better communication with customers, unified internal busi-
ness processes, increased sales and profits and reduced costs ERP should be imple-
mented for the companies doing E-business. 

• Mamut 
 

MAMUT, visioned to make everyday operations of small and medium-sized businesses 
simpler and more efficient, was founded in 1994. We chose Mamut as a representative of 
the ERP selling company for the small and medium size companies as it is one of the 
leading European providers of complete, integrated solutions for small and medium size 
businesses. Mamut offers solutions for money integrating accounting, sales force auto-
mation, CRM, logistics, project management and e-commerce. More than 100,000 Euro-
pean users simplify their daily business with solutions from Mamut. Mamut is for simpli-
fying the way small companies do business (MAMUT, 2006).  

The products that Mamut offers are Mamut business software and Mamut online 
backup. Mamut partners with a number of leading hardware and software providers. 
They include Microsoft, Symantec, Hewlett-Packard, IBM, World Pay and Synergiq. The 
company commenced selling its software in Sweden from 2001. 

The highly rated factors that respondent uses to support his statements regarding ERP 
adding value to E-business are: 
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1) Increased agility 
 
Our respondent is of the opinion that the integration of ERP and E-business bring about 
agility and speed in operation. Companies are able to respond faster to customers’ needs 
and transaction. 
 
2) Increased competitiveness. 

As the activities of the enterprise are performed at a lower cost and lower time and en-
terprise performs more effectively and efficiently than before, it forms a source of com-
petitive advantage to the enterprise. The small business segments are big winners using 
ERP system. 

3) Better communication with customers.  

ERP helps in quickly responding to the customer demands and market changes due to 
the tight integration of the internal processes. 

4) Increased sales. 

As customers demands are quickly responded, there will be increase in sales automati-
cally. 

5) Reduced cost. 
This integration helps in reducing much of the operational costs when compared to old 
legacy systems. 

Our respondent considers that it is necessary for any company doing E-business to im-
plement ERP because the CRM and the possibility to share information between the 
employees are crucial to give good customer service, to compete, and to survive in the 
long run. 

In his opinion, the companies should pay more attention to their ERP implementation 
especially on the differences in the functionality of the existing client organization and 
the software to be installed, because it can be frustrating. In the process of configuring 
the ERP system, we recommend process adaptation and discourage ERP adaptation to 
the business due to the fear of poor performance and integrity degradation as well as 
maintenance and future upgrades difficulties.  

He further adds that ERP forms a good platform for electronic markets as it integrates 
buyers, sellers, distributors, brand manufacturers, and original manufacturers in end-to-
end E-business networks. 

 

4.2 ERP value addition to E-business from company’s viewpoint  

For this part of our research paper we did choose one of the leaders companies in their 
respective industries.  

• Dell 

Dell Inc., an American computer hardware company based in Round Rock, Texas, de-
velops, manufactures, supports, and markets a wide range of personal computers, serv-
ers, data storage devices, network switches, personal digital assistants (PDAs), soft wares, 
computer peripherals, and more. Dell was founded in 1984 by Michael Dell, the longest-
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tenured executive to lead a company in the computer industry. Dell has regional head-
quarters in Bracknell, England, for Europe, Middle East and Africa and in Singapore to 
serve the Pacific Rim, including Japan, India, China, Australia and New Zealand. The 
company manufactures its computer systems in seven locations: Austin, Texas; Nashville, 
Tenn.; Winston-Salem, North Carolina; Eldorado do Sul, Brazil (Americas); Limerick, 
Ireland (Europe, Middle East and Africa); Penang, Malaysia (Asia Pacific and Japan) and 
Xiamen, China (China). Dell sells its products and services worldwide (DELL, 2006). 

As of 2006 it employs more than 63,700 people worldwide and manufactures more com-
puters than any other organization in the world. According to the Fortune 500 2005 list, 
Dell ranks as the 28th-largest company in the United States by revenue. In 2005, Fortune 
magazine ranked Dell as No. 1 on its annual list of the most-admired companies in the 
United States, displacing Wal-Mart, which had held the top spot for the previous two 
years and which fell to No. 4. In order to represent big manufacturing companies we de-
cided to send our questionnaire to Dell E-business manager, Sweden and also inter-
viewed him for the points not covered by our questionnaire. 

Dell sells computing products and services worldwide. Dell sells computer systems glob-
ally than any computer company, placing it No. 25 on the Fortune 500 worldwide. The 
products include, Servers, Storage devices, Printing and Imaging Systems, Workstations, 
Notebook computers, Desktop computers, Networking Products, Electronics and Ac-
cessories Products. The services include Managed Services, Professional Services, De-
ployment Services, Support Services, Training and Certification Services 

Our respondent is a CIO, who is responsible for all ERP development and maintenance 
matter and also data warehousing. DELL uses three kinds of ERP software’s 1) Glovia 2) 
Oracle 3) SAP. Dell takes 'Best-Of-Breed' approach in ERP strategy and is involved in 
B2B and B2C operations. 

The highly rated factors that had improved with the integration of ERP and E-business 
according to the respondent are: 

1) Reduces costs 
 

With the integration of ERP and E-business, Dell uses direct business model which 
eliminates retailers that add unnecessary time and cost to the organization.   

2) Better access to information 

The integration of both systems provides the enterprise with more detailed, accurate, 
relevant, integrated and faster information, thereby enabling us to respond to market 
conditions more quickly and effectively than competitors. 

3) Improved communication with staff 

Tight integration of enterprise coordinates real-time, bidirectional communication be-
tween the entire staff in the enterprise. 

4) More secured Business transactions 

Due to the tight integration of entire systems in the organization through ERP, the 
online store at dell.com is designed to give you options concerning the privacy of the 
credit card information, name, address, e-mail and any other information provided. 

5) Improved delivery time to customers 
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Dell uses direct business model selling computer systems directly to customers. This kind 
of business needs on time delivery of products and services. Through integration of ERP 
and E-business, it is now possible to deliver the products to customers on time.   

The other factors like increased revenue, increased customers, increased efficiency, en-
hanced competitive advantage, increased sales, reliable business forecast, business data 
storage and retrieval, improved communication with customers and suppliers, employee 
satisfaction are rated second. 

6) Challenges 

According to the respondent, the biggest challenges with the integration of ERP and E-
business are security and inadequate investment. For security, ERP systems and E-
business applications have very different security requirements as ERP is something 
which is concerned only about internal processes and E-business should have an outsider 
communication. Also more investment is needed as what is provided is inadequate. 
There were some hidden costs that we didn’t not come across until the time we faced 
them like for training, customization etc (Interview). 

7) Reasons for implementing ERP with E-business 

According to the respondent, the two main reasons for implementing ERP with E-
business are to provide easy accessibility to customers around the globe and improve its 
business. Accessibility becomes easier with the integration of E-business with ERP. ERP 
organizes the information flow of the company in a timely manner. ERP assists with 
timely ordering from vendors in quantities to support just-in-time environment .Also, 
with better forecasting, the suppliers were given enough information in advance, so they 
can better support the company with the required quantity ordered. This way the busi-
ness is improved (Interview). 

The important reasons for considering ERP in relation to E-business activities is to be 
able to deliver innovative technology and services, easier to use and adaptable and help-
ing in turning over inventory in just less than five days on average. 

• Volvo Penta 
 

Volvo is one of the world's largest producers of trucks, buses and construction equip-
ment and holds a leading position in the fields of marine and industrial power systems 
and aircraft engine components. While Volvo Penta is one of the major company of 
Volvo Group, a world-leading and global manufacturer of engines and complete power 
systems for both marine and industrial applications. Quality, safety and care for the envi-
ronment comprise the core values of Volvo Penta. These values are integral elements of 
the organization, products and the way they work to give their customers the right prod-
uct with the right qualities at the right price and with a clear innovative and competitive 
Volvo Penta image. Being a specialist company within such a strong organization as the 
Volvo Group gives them clear advantages. They have the flexibility of a small organiza-
tion together with the technical and financial support needed to constantly pioneer new 
developments 

The origin of Volvo Penta goes back as far as 1868 when Sköfde Gjuteri and Mekaniska 
Verkstad were founded. Manufacture included cast-iron goods and hardware such as 
boilers, pots and pans, ploughs and threshing machines. While in the pure terms, Volvo 
Penta has been in the business since less than thirty years with less than thousand em-
ployees. The company moves into e-commerce by the start of new millennium and is the 
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best performer in the entire Volvo Group. The company uses the J.D. Edward ERP 
software and run both B2B and B2C business activities. 

As part of our data collection for our thesis, the person to whom we contacted is the 
CIO of the Volvo Penta United States who was not looking satisfied with the perform-
ance of ERP with the E-business on the basis of following answers. 

1) Implementation goals 

The main reasons for implementing the ERP with E-business were the availability of the 
up to date information to the customer with the empowerment to the customers in man-
aging their own orders. The third important reason was the manpower savings.  Unfor-
tunately, the company did not find their expectations so far from the ERP implementa-
tion because of the troubles they are facing with ERP. They have to invest much more 
than their expectations. 

2) Challenges 

The major challenge stated by the CIO is the resolution of the troubles with the ERP. 
They want their system to better suit internal demands not just a web friendly easy to use 
system which had to be modified according to customer needs otherwise it could be 
more simple to build their own system from scratch by themselves. 

3) Aspects covered 

In response to our questionnaire he mentioned many activities conducted online like that 
of email, procurement, electronic data interchange, sharing of information with custom-
ers, buying or making payments to suppliers, placing adverts/publicity and promotions, 
conducting sales, after sales support, human resource management. 

4) Improvements due to ERP integration with E-business 

Most of their business is done by their legacy systems and according to him “ERP E-
business had a rocky tenure, plagued with problems. It requires higher investment up 
front and for maintenance. In return you get constrained functionality that requires 
modification before customers accept it.” May be that’s just our ERP system.  

There were also five degrees of the improvements due to the integration of ERP and E-
business i.e. very high, high, neutral, low and very low used in our questionnaire. None 
of the improvement factors was ranked as very high. 

However he considered increased efficiency, better access to information, improved 
communication with staff, reliable business forecast and improved communication with 
customers or suppliers as high ranked. While most of the factors were placed by him un-
der the neutral position including increased revenue and sales, enhanced competitive ad-
vantage, prompt deliveries, high quality of customer, more secure business transactions 
and employee satisfaction. Some of the factors were also ranked as very low improved 
like increased customers, reduced costs and overhead. 

• Cloetta Fazer Sverige AB. 

Cloetta Fazer is one of largest chocolate and sugar confectionery companies of the Nor-
dic region with the net sales in 2005 totalled SEK 3,017m and with SEK 314m operating 
profit. Non-recurring items affecting comparability with the previous year were charged 
to profit in the amount of SEK 55m. The average number of employees in 2005 was 
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1,801. 
 
Cloetta Fazer has three production facilities – one in Sweden and two in Finland. 
Cloetta was founded in Copenhagen during 1862 and Fazer in Helsinki during 1891. 
Cloetta Fazer was formed in 2000 through the merger of Cloetta of Sweden and Fazer 
Konfektyr of Finland. 

Its top 12 brands include Fazer Blue, Kexchoklad, Dumle, Geisha, Polly, Center, 
Marianne, Ässät, Tutti Frutti, Pantteri, Plopp and Tyrkisk Peber. The company’s largest 
geographical markets are Finland, Sweden, Travel Trade, Norway, Poland, Denmark, the 
Baltic region and Russia. 

Cloetta Fazer’s class B share has been quoted on the Stockholm Stock Exchange since 
1994. The company uses IFS ERP software at headquarter and SAP in Finland. 

1) Implementation goals 

One of the main goals is to be able to invoice customers’ orders and take inventory. Also 
is the use of EDI for transaction between the company and its suppliers and customers. 
So according to him doing business online become natural for the company as it comes 
with numerous benefits.  

2) Challenges 

Our respondent biggest challenge is how to define client data. His company is also wor-
ried about how credit check and payment would be maintained. 

3) Aspects of Business covered 

The many aspects covered by E-business operations are procurement, EDI, Sharing info 
with customers, buying and selling, human resource management among others. 

Our respondent in the company is the IT manager in the Group head Office in Stock-
holm. And he ranked the value of ERP to E-business as shown in the table below. 

Table 4.1 showing the ranking of the value of ERP to E-business 

1.1 Your Ranking of the Factors                    Factors 

 Very High High Neutral Low Very Low 

Increased Revenue   X   

Increased Customers    X  

Reduced costs   X   

Reduced Overhead   X   

Increased efficiency  X    

Increased Job Opportunities   X   

Enhanced Competitive Advantage   X   
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Better access to information   X   

Prompt Deliveries  X    

High Quality of Customer Care   X   

Increased Sales    X  

Improved Communication with Staff    X  

New Products/Service Development    X  

Reliable Business Forecast    X  

Customer Profiling    X  

Increased market share    X  

Business Data Storage/Retrieval    X   

Improved comm. with customers or 
suppliers 

  X   

More Secured Business Transactions  X    

Employee Satisfaction   X   

Increased responsiveness to customers   X   

Increased Productivity  X    

Improved delivery time to customers  X    

Time Maximization/Job Targets   X   

More Familiarity with Equipment   X   

Others (please specify)      

 

(Source; Questionaire response May 2006). 
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5 Analysis of findings 

 
The aim of this chapter is to analyse the empirical findings as shown in the previous chapter. The analysis 
reviews the results of our finding by explaining how ERP adds value to E-business. The values are sub-
categorized for easy understanding for analysis and interpretation. 

 

We start by listing the various value categories and rank them for easy understanding. 
The tables below rank the value of the various factors in order of their importance from 
the perspective of the vendors and the companies’ 

 

Table 5.1 ERP value to E-business in ranking (Response from Vendors) 

 SAP Oracle Mamut Total Score Ranking 

Increased Competitiveness 7 7 6 20 1st  

 Increased agility 5 6 7 18 2nd   

Better comm. with customers 6 5 5 16 3rd 

Increased sales 3 3 4 10 4th  

Unified internal business process 1 4 1 6 5th  

Reduced cost 2 1 3 6 5th  

Increased profit 4 2 2 8  6th  

 

As we offered in the questionnaire, (7= most important; 1=least important 

 

Table 5.2 ERP value to E-business (Response from companies) 

 Dell Volvo 
Prenta 

Cloetta 
Fazer 

Total 
scores 

Ranking 

Increased revenue 4 3 3 10 3rd  

Increased customer base 4 1 2 7 6th  

Reduced overhead cost 4 1 3 8 5th  

Increased efficiency 4 4 4 12 1st  

Enhanced competitive adv. 4 3 3 10 3rd  

Prompt deliveries 4 3 4 11 2nd  

Better access to informa- 5 4 3 12 1st  
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tion 

High quality. of customer 
care 

3 3 3 9 4th  

Increased sales 4 3 2 9 4th  

Improved comm. with staff 5 4 2 11 2nd  

New products/ Service 
Dev. 

2 2 2 6 7th  

Reliable business forecast 4 4 2 10 3rd  

Increased Market share 3 3 2 8 5th  

Business data storage / re-
trieval 

4 X 3 7 6th  

Improved comm. with cus-
tomers/ suppliers 

4 4 3 11 2nd  

More secure business 
transaction 

5 3 4 12 1st 

Employee satisfaction 4 3 3 10 3rd  

Increased productivity 4 4 4 12 1st  

Time maximization  4 X 3 7 6th  

Familiarity with the techno-
logy 

3 X 3 6 7th  

5=very high 4=high; 3=neutral; 2=low; 1=very low; X=No response 

 

5.1 The value of ERP to E-business from the Vendors perspective 
 

From the table 5.1 above, the following are analysed in order of importance based on re-
sponse from vendors on the value of ERP to E-business. 

 

• Increased competitiveness 
• Increased agility 
• Better Communication with customers 
• Increased sales 
• Increased profits 
• Reduces costs 
• Unified internal business processes 
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These values are depicted in the chart below. 
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Figure 5.1 Chart showing different ways ERP add value to E-business 

From the table and the figure above it can be seen that increased competitiveness has the 
highest value. Here our respondents indicated that, the integration of ERP and E-
business brings about increased competitiveness for the company in the market place. 
This is closely followed by increased agility. By agility we mean the degree of responsive-
ness of the company to both suppliers and customers’ demands. According to one of our 
respondent in an interview stated that the integration of the two technologies improves 
the speed with which companies can respond to their customers and suppliers. Competi-
tiveness and responsiveness of companies when combine brings about increased sales 
and customer relationship management. The result of this is the increased unified inter-
nal business processes, reduced cost of operation which subsequently leads to increased 
profit. 

 

5.2 The value of ERP to E-business from companies perspective 
 

From table 5.2 above the following are the various value of ERP to E-business from the 
companies’ perspective. According to the responses we got, we added the responses and 
make them in ranks for easy understanding. So we shall discuss the value of ERP to E-
business base on the ranking  

1st ranking – (12 points).  

Included in this ranking according to the answers given by our respondents are; 

• Increased efficiency,  

• Better access to information,  

• More secure business transactions and  

• Increased productivity.   
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According to one of our respondents, the integration of ERP and E-business has 
brought to the company, tremendous advantages in the areas mentioned above. Because 
all systems are joined together, all departments can more easily share information. The 
workflow that takes place between departments can become much more automated, and 
ultimately, customers are better served because the individual using the customer-facing 
applications will have access to every bit of information regarding each relevant process 
and transaction. For example, someone in sales would easily be able to log into a single 
system to determine the status of a customer order that is still in manufacturing. (Per-
sonal communication). 

 

2nd ranking (11 points) 

The ranking include   

• Prompt deliveries both from suppliers and to customers, 

• Improved internal communication, and 

• Improved communication with staff 
Improved communication in organizations lead to inter and intra-organizational coopera-
tion. Before implementation, when a CEO wanted the big picture he would have to get 
data from the heads of each business division, and then he would have to integrate the 
information they provided. Now the system does the integrating job, allowing the busi-
ness to spend less time figuring out what's going on and more time improving what's go-
ing on. This has greatly improved the communication and has led to prompt deliveries of 
ordered goods. (Interview) 

 

3rd ranking (10 points)  

 They include; 

• Increased revenue, 

• Enhanced competitive advantage, 

• Reliable business forecast and  

• Employee satisfaction.  
With reduced lead time, reduced inventory and just-in-time (JIT) inventory system has 
led to increased revenue.  Dell, for example has competitive advantage in the area of 
build-to-order (BTO) and mass customization due to the integration of its enterprise sys-
tem. This has resulted in increased revenue. We also gather from our respondents that 
with a unified internal business processes, good customer relationship management, and 
supply chain management, it is easy to generate reliable business forecast. This forecast is 
used for the strategic planning of the future of the company. (Interview)  

 

 

4th ranking (9 points) 

 They are made up of 

• High quality of customer care and  
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• Increased sales 
Efficient entry, processing, and management of customer details across all touch points 
ensure enterprise-wide consistency and availability of essential data. In addition to main-
taining customer data, such as address or services, a call center agent can easily record 
notes during conversations with a customer. This 

“Unstructured” information is then linked to the customer data, providing a comprehen-
sive customer profile that’s necessary for round-the-clock customer care. (SAP Inter-
view). Dell also has in place an enhanced customer care system of; chatting with cus-
tomer care; Dell community forums and frequently asked questions (FAQ).We believe 
that the reason for having the two in the same ranking is that improved customer care 
will lead to more satisfied customers and therefore more sales. 

 

5th ranking (8 points)  

This ranking according to our respondents include; 

• Reduced overhead cost and  

• Increased market share 
 

While the reduced inventory and build-to-order approach of Dell, reduced the overhead 
cost, it is not so for Volvo Penta. Cloetta Fazer response is neutral as the reduction in 
overhead cost is not significant. The response for increased market share in on the aver-
age neutral. 

 

6th ranking (7  points) 

Included in this ranking are; 

• Increased customer base  

• Business data storage/ retrieval and 

• Time maximization 
 

This is the lowest in the ranking of the respondents. The reason for this is because one 
of the respondents- Volvo Penta did not respond on the ranking as to their rating of in-
creased customer base and data storage / retrieval. 

 

5.3 The comparison on value perspective between vendors and com-
panies 

The review of the ranking for both vendors and companies shows some similarity. We 
will discuss each of these values to show where their responses are similar and where 
they differ.    
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Increased competitiveness 

The highest ranking value for the vendors is increased competitiveness. The companies 
see it in terms of increased efficiency, better access to information, better and more se-
cure business transaction and increased productivity. 

Increased agility 

The second in rank for the vendors is increased agility. This too is similar for the compa-
nies, as they view the second highest value as prompt deliveries, improved communica-
tion with staff, suppliers and customers. 

Improved communication and reliable business forecast 

The third value for vendor which is better communication with customers is a different 
from companies’ response, as their responses are in the area of increased revenue, en-
hanced competitive edge, reliable business forecast and employee satisfaction. 

Increased sales 

The fourth value in rank is similar. While vendor fourth value is increased sales, compa-
nies’ values are increased sales and high quality of customer care. 

Unified internal business processes 

The unified internal business processes as the response of the vendor as the fifth value 
align with that of the companies, which are increase customer base, business data storage 
and retrieval as well as time maximization 

Reduced Cost and increased in profit 

A review of the responses and the interview shows that both the vendors and the com-
panies agreed that the combination of the two technologies reduce cost in the long run 
and subsequently lead to more profit for the implementers of the technologies. 

 

5.4 Summary 

The comparative study of the survey on ERP vendors and organizations on the degree 
on importance of each value of ERP to E-business shows that there is a convergence of 
opinion as to which value ranks highest and which one ranks lowest. Though with some 
minor divergence, the result from the finding clearly shows the degree of importance and 
level of criticality of each value.    
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6 Conclusions 

The conclusion sums up the analysis to present the most important aspects of the research. Based on the 
empirical findings, these aspects are discussed. We end by discussing our view on the various values of 
ERP to E-business to fulfil the problems identified in Chapters 1 and 2 in order to fulfil the purpose for 
the report. 

The potential of the integration of ERP and E-business is enormous. ERP implementa-
tion should not be only viewed as just an IT solution to the business but as a system that 
could be used to  transforms business into a more efficient and effective one. When inte-
grated with E-business, ERP can improve their position by implementing best integra-
tion tools and following best operational practices for their business process. Implement-
ing ERP with E-business in a successful manner is extremely important to future com-
petitive strategy of a company. This view is supported by Kalakota & Robinson (1999), 
when they refer to ERP as the backbone of E-business.  

The main objective of this research was to investigate the impact and value of ERP when 
integrated into E-business. We found some answers to our research problems supporting 
the fact that extending ERP with E-business can provide additional solutions for supply 
chain management and customer relationship management and will have a positive im-
pact on an organization’s performance along the supply chain. 

After reviewing the literature and analyzing empirical case studies, we are able to reveal 
the list of factors (that add value to E-business when integrated with ERP) and that, 
there are similarity among two involved parties i.e. customers and vendors. 

From the empirical findings from companies (Dell, Volvo Penta and Cloeeta Fazer AB) 
and vendors (Mamut, Oracle SAP), we get the critical factors, which are considered to 
add value to the E-business with the integration of ERP. The analysis shows that com-
panies and vendors have very similar view regarding some factors. The following table 
can explain the similarity in view between vendors and companies responses on the value 
of ERP to E-business. 

 

Table 6.1 Value of ERP to E-business according to their degree of importance 

F1. Increased competitiveness 

F2. Increased agility 

F3. Improves communication and reliable business forecast 

F4. Increased sales 

F5. Unified internal business processes 

F6. Reduced cost and increased in profit 

 

The area of the ERP and E-business is new in research. There is no considerable amount 
of literature on it. Very few studies have been conducted on these most important tools 
integration. A search of ERP and E-business together as keywords in the databases Sci-
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ence Direct, IEEE/IEE and Emerald yielded around 20 references since 1990. The 
sample is limited when talking of the literature reviewed.  

Through this research we gained deep understanding about the important values of ERP 
to E-business and their degree of importance from two different perspectives i.e. com-
panies and vendors. The knowledge of the degree of these values will assist decision 
makers to know what to focus on and what not to focus on. 
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7. Evaluation Process 

This final chapter is introduced to reflect on the result of the whole report. It contains thoughts on limita-
tions, applicability of results, and implications for future research. 

In today’s competitive E-business marketplace, the rapid and phenomena changes that 
occur puts more pressure on companies and vendors to respond faster to changes and 
trends to be able to gain sustainable competitive advantage. With this demand, vendors 
are looking for better ways of satisfying the need of companies through the ERP and E-
business system they sell and how companies can realize maximum benefit from their in-
vestment.  

The result of this report elicits the various degree of importance of the value of ERP to 
E-business. To realize these values therefore will require the companies to focus on the 
value they are more interested in. 

7.1 Limitations 
 
When we set out our aim was to survey companies and the companies that provide their 
ERP and E-business software (their vendors). By doing this we thought we would be 
able to gain insight into the companies’ perspective of value of the systems provided by 
their vendors. We could not achieve this aim because we could not get companies to 
study for this purpose. 

Another limitation we encountered is that of language. Most local companies conduct 
their businesses in Swedish, thus making it difficult for us to use and survey them.  Also 
of importance is the fact that the time at our disposal was not long enough to carry out a 
much longer survey. 

However, in all, it is our opinion that the research results have fulfilled the purpose set 
out at the beginning of this report. 

7.2 Implications for future research 

This report is both qualitative and exploratory in that we have gather information and 
data and use them to suggest hypothesis that future research can be based on.  

The cases and their responses to our survey were used primarily to evaluate the degree of 
importance of the value of ERP to E-business when compared to each other.  

The qualitative and exploratory research framework was chosen as a methodology be-
cause it gives us the ability to focus on how individuals and groups view and understand 
their contributions of ERP to E-business by constructing meaning out of their 
experiences.  

Further research can be conducted on the degree of importance of each value of ERP to 
E-business base on the suggested outcome from our analysis. The issues of how to use 
ERP and its integration into E-business as a means to increase competitiveness, increase 
the agility of business responsiveness, improving communication and reliability of busi-
ness forecast, increase sales, unified internal business process and reduced cost and profit 
can further be researched in detail as doing so will assist vendors of software and com-
panies using them to make strategic decisions to meet the goals of their companies. 
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To sum up, the further research in the area of the integration of the two technology and 
the value derivable there off will fill the gap in research and increase literature on ERP 
and E-business. 
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Appendix 1: Questionnaire for the ERP vendors 

1. Name of vendor 

2. Position in the Company    

3. When did your company commence the selling of ERP software 

4. Do you sell E-business suites as well? A.) Yes b.) No 

5. If yes to the above, can your ERP be easily integrated into E-business? 

A.) Yes b.) No. 

6. Do you think ERP add value to E-business? A.)Yes b.) No 

7. If yes to the above, tick in order of importance the under listed  

a.) increased competitiveness 

b.) increased agility 

c.) better communication with customers 

d.) increased sales 

e.) unified internal business processes 

f.) reduced cost 

g.) increased profit 

8. Which in your opinion should a company procure first?  

a.) ERP       

b.) E-business 

9. Do you think it is necessary for any company doing E-business to im-

plement ERP?  

   a.) Yes    

   b.) No 
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Appendix 2: Questionnaire for the companies 

1. What is your role/Position in the company? 

2. What industry are you in? 

a.) manufacturing b.) Distribution c.) Financial services d.) Retail e.) Others 

3. How many years has your company been in business? 

a.) above 50 years b.) Less than 50 years c.) Less than 30 years d.) Less than 
10years 

4. What is the size of your company? 

a.) more than 10,000 workers b.) Less than 10,000 c.) Less than 6,000 d.) Less 
than 3,000 workers e.) Less than 1,000 workers 

5. Which ERP (or Software) does your company use? 

a) SAP b) Oracle c.)J.D Edward d.)Baan e) others 

6. Does your company have subsidiary or subsidiaries? 

a.) Yes b.) No 

7. Is the implementation in more than a place/ site? a.) Yes b.) No 

 

8. What type of E-business is your company involved in? 

a.) B2B b.) B2C c.) Both B2B and B2 C d.) Just website address 

9. List in order of preference your reasons for Implementing ERP with E-
business  

a.)……………………………………………………… 

b.)……………………………………………………….. 

c.)……………………………………………………….. 

d.)………………………………………………………… 

e.)…………………………………………………………. 

f.)………………………………………………………… 

10. Are reason /reasons above resolved by the implementation of an ERP 
(and/or) E-business?  A.) Yes b.) No 

11. If NO to question 10 above, briefly state what you think can be done to 
solve your problem/concern 

a)……………………………………………………… 
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b)……………………………………………………… 

c)……………………………………………………… 

d)……………………………………………………… 

12. What are the biggest Challenges with the integration of ERP with E-
business? 

……………………………………………………………………………… 

……………………………………………………………………………… 

……………………………………………………………………………… 

13. The ERP project was worth the money we spent on it. A.) Disagree b.) 
Strongly disagree   c.) Agree   d.) Strongly Agree e.). Don’t know 

 

14. What is/are your reason/s for your answer above in order of preference 

…………………………………………………………………….. 

…………………………………………………………………….. 

…………………………………………………………………….. 

…………………………………………………………………….. 

15. Which aspects of your business activities do you conduct online? 
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15. Please tick the right option, which you feel has improved with the integration   of 
ERP and E-business.  Please rank these factors in the order they reflect your experience. 

 

Your Ranking of the Factors 
                   Factors 

 

Very 
High 

High Neutral Low Ve
ry 
Lo
w 

Increased Revenue      

Increased Customers      

Reduced costs      

Reduced Overhead      

Increased efficiency      

Increased Job Opportunities      

                  Activity 
  Yes    No 

Email        

Interacting with customers    

Procurement       

Electronic Data Interchange (EDI)   

Sharing of Information with customers    

Buying or making payments to suppliers   

Placing adverts/publicity/promotions   

Conducting Sales       

Delivering services to clients   

Human Resources Management     

After-sales support   

Debt Management    

All aspects of business     

Others (Please specify)   
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Enhanced Competitive Advantage      

Better access to information      

Prompt Deliveries      

High Quality of Customer Care      

Increased Sales      

Improved communication with staff      

New Products/Service Development      

Reliable Business Forecast      

Customer Profiling      

Increased market share      

Business Data Storage/Retrieval       

Improved communication with customers 
or suppliers 

     

More Secured Business Transactions      

Employee Satisfaction      

Increased responsiveness to customers      

Increased Productivity      

Improved delivery time to customers      

Time Maximization/Job Targets      

More Familiarity with Equipment      

Others (please specify)      

 

16. How important do you consider ERP in relation to your E-business activities? 

a.)Essential    b.) Very Important   c.) Important   d.) Not Important e.).Don’t know 

 

17.  What is/are the reason/s for your answer above in order of preference? 

…………………………………………………………………………………….. 

……………………………………………………………………………………. 
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Appendix 3: Interview guide for interview 

Q1: What do you think are the critical success factors (CSF) in ERP and E-business inte-

gration? 

Q2:  If you believe ERP add value to E-business, can you please elaborate on this asser-

tion? 

Q3:  How can customers increase the value they get from ERP implementation? 

Q4:  What in your opinion do you think companies should pay more attention to in their 

ERP implementation? 
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