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ompanies continually look for ways to reduce
costs, facilitate sales, and increase customer
While there are a multitude of
specific approaches that could be utilized to

satisfaction.

address each issue, all three of these objectives
could be achieved at the same time through
automation. Production systems serve to increase sales efficiency
and introduce cross-sell opportunities; while the implementation
of back office systems serve to drive support efficiencies and

remove non-value added costs. Efficiencies that improve the
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When an off the shelf enterprise

system is purchased or leased, a
certain amount of customization
will be required which serves to
ensure a clear identification of
features for the users ¢4
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sales process and/or the customer service process will result in
increased customer satisfaction.

But, prior to searching for the best enterprise system solution
for your business needs, establish your preliminary budget.
Consider licensing fees, development costs (external and
internal), as well as the conversion costs. Compute your expected
Return on Investments (ROI), which is the ratio of income
generated over dollars invested in a process or product financed,
to stimulate the growth of the company. This statistic should be
used to ensure that your financial resources are being allocated to
growth opportunities with the highest returns. As you get closer
to selecting the new technology, these numbers should be revised.

Just keep in mind, any change in your business model will
cause a certain level of disruption, regardless of the size of the
system to be implemented. If not executed correctly, the new
system may cost you more than you expected, both today and
in the future. Proper planning is critical. In my experience,
the top issues which raise the cost of the development are
consistent across different platforms, and not specific to the size
of the company. These are common issues associated with all
technology implementations.

Issue #1 - Customization—-When an off the shelf enterprise
system is purchased or leased, a certain amount of customization
will be required. This customization serves to ensure a clear
identification of features for the users, within the application, in



