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Introduction 

- The goal set is to globalize the whole approach to structuring system, we get a coherent system and  

standardization around a common language (Rowe, 1999). 

 

- So ERP seen as essential tools, modern and adapted to the current needs of companies large and small. 

 

- ERP guarantees the standardization of data exchange within the Ets thereby promoting greater efficiency  

 within and across organizational 
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Definition of ERP 

* Davenport (1998) defines ERP as a software package that allows the integration of all the 

information that circulates in the company: information on finance, human resources, 

supplychain and customers.. 

* For Giard (2003), ERP are: "integrated management software designed to effectively manage all the company 

resources. They offer a modular architecture allowing to compose a custom map system based on a relational 

database and adaptive process based on country specifics (language, regulatory) and enterprise (business, 

procedures , etc.). ". 

* Reix (2004: "a configurable software application, modular and integrated, which aims to unite 

and optimize business management processes by providing a single repository and relying on 

standard management rules."  

Literature review 

It is difficult to define simply and comprehensively the concept ERP whose term designates different realities 

* Lequeux (1999) "a subset of the IS able to take over the complete management of the company, 

including accounting and financial management, production management and logistics, human 

resources management 

  

* Perotin (2002): "configurable and modular software applications, designed to federate and optimize 

business management processes by providing a single consistent repository and relying on standard 

management rules" 

According to Jones (2006), the term refers to the ERP software infrastructure that provides not only the 

internal cohesion throughout the company but that also supports the external business processes in which 

the company participates. 



ERP can be defined as a modular software package, integrated and configurable way 

to consolidate various functional applications around a single database. ERP offers 

and the integration of key business processes and the implementation of a coherent 

information system guaranteeing the uniqueness of the information and access to it 

from all functions the company.  

Literature review 



Literature review 

ERP Benefits 

 - A single integrated information system 

- Streamline processes and workflows 

- The overall business visibility: functional coverage of ERP should help provide a set of 

cross-information; 

- The improvement of internal processes, and their standardization; 

- The decrease in the duration of processing an order; 

- Customer satisfaction; 

- New systems integration time; 

 - The company's flexibility following the draft. 

- Reduce redundant data entry and processes 

- Establish uniform processes are based on best business practices recognized 

 - Information sharing between departments 

 - Improving access to information 



Literature review 

ERP Benefits 

 - Improved workflow and efficiency 

- Enhanced customer satisfaction based on improved delivery times, higher quality, 

shorter delivery times 

- The reduced inventory costs resulting from better planning, monitoring and forecasting 

needs 

- Turn collections faster based on better visibility into accounts and fewer billing and / or 

shipping errors 

- Price decrease of suppliers by taking greater advantage of quantity breaks and tracking 

vendor performance 

 - Track actual costs of activities and perform activity-based costing 

 - Provide a consolidated picture of sales, inventories and receivables  

- Optimization of business processes (economic and financial flows); 

 - Coherence and consistency of information (a single file items, only one client file, etc.); 



Literature review 

Disadvantages of ERP 

 - implementation can be complex if the perimeter is poorly fixed or moving too poorly 

controlled or project; 

- high cost (however, there are open source ERP, the only costs being so user training and 

possibly service provided by the software vendor); 

- often broader functional scope as the needs of the organization or company (the 

software is sometimes under-used); 

 - heaviness and implementation of rigidity;  

 - difficulties of appropriation by the company's staff; 

 - need a good knowledge of business processes 

 - need for ongoing maintenance; 

 - need a good knowledge of business processes may need to adapt some processes of 

the organization or on a software package; 

- captivity vis-à-vis the publisher: the choice of a solution is often structuring for the 

company and a change of ERP software can be extremely cumbersome to manage.; 



Literature review 

ERP and users 

The user is defined as one that uses the information delivered by an information system. It appears as a key element for 

the success or failure of ERP and therefore corporate performance. 

ERP is integration between users and imposes a manager rationality, both in organizations and in other organizational 

forms. 



Literature review 

THE SATISFACTION OF USERS OF SI 

at the lack of objective measures of success, they began by considering the perceptions of users as a measure of success of 
the IF (Etezad-Amoli & Farhoomand 1996) 

Moreover, several studies have been tempted by the quest for a valid measure of user satisfaction such as: Gallagher 
(1974), Jenkins & Ricketts (1979) Larcker & Lessig (1980), etc. 
The most widely used instrument was the one developed by Bailey & Pearson (1983). They have developed a semantic 
differential instrument with 39 items measuring the overall satisfaction of computer users. 

Therefore, and based on the instrument to Ives et al. (1983), they have developed a 12-item instrument for measuring the 
five factors of the satisfaction of the end user computer applications. 
 These authors confirmed that the instrument is valid and reliable as the standard measure for the same end-user 
satisfaction using specific applications. 



Literature review 

THE SATISFACTION OF USERS OF SI 

Indeed, DeLone & McLean (1992) developed a model that, they demonstrated that the success of IS is estimated by: 

The quality of the system; 

The quality of the information; 

Use ; 

User satisfaction; 

Individual impact; 

The organizational impact  

Besides, Seddon & Kiew (1994, 1996) tested the first portion of the model and provides an important support for the 

relationship between the quality of the system, quality of information, relevance and user satisfaction. In addition, they 

have made some changes, including adding a new dimension to knowledge "user involvement 

Besson (1999) argues that the main origin of the failures of ERP projects is not fault of the tool assumed complex and 

too rigid, but from non-questioning of the existing organizational and work practices (Morley, 2000).  

Therefore, it is proposed a research model based on that of DeLone & McLean (1992) and on the work of Seddon & Kiew 

(1994) while making certain amendments namely the addition of a new wider dimension that of user involvement ie 

"engineering change 



Literature review 

THE SATISFACTION OF USERS OF SI 



Theoretical frame 
Référence TI étudiées Résultats 

Clemons et al. 1993 

TI en général 

Les TI permettent de réduire les coûts de coordination. De plus, elles offrent la 

possibilité aux entreprises d’augmenter la proportion de leur sous-traitance en 

réduisant les risques de transactions grâce à un meilleur suivi dans la relation entre 

l’entreprise et le sous-traitant. 

Boudreau et al. 1998 

EDI, IOS, Commerce électronique, 

Logiciel de traduction, Extranet, Logiciel 

de groupe, Intranet, 

OMS 

Les TI permettent aux entreprises internationales d’acquérir l’efficacité, la réactivité et 

la capacité d’apprentissage qui leur est nécessaire pour bien fonctionner. 

Johnson et Clayton, 

1998 

TI dans leur globalité : courriel, internet, 

extranet, progiciel de gestion de 

projet, banques de données, etc. 

Les entreprises s’attendent à ce que les TI, dans les 5 prochaines années, soient 

essentielles ou aident beaucoup à améliorer la collaboration au sein des équipes 

dispersées, la productivité des équipes de projets, à partager l’information au sein des 

entreprises et avec leurs partenaires internationaux, à améliorer la gestion de 

l’inventaire, à améliorer les procédures de gestion, à améliorer la 

productivité de la main-d'œuvre, etc. 

Sohal et Lionel, 1998 TI en général 

Les TI sont principalement utilisés pour améliorer la productivité et diminuer les 

différents coûts des entreprises. Cependant il est constaté qu’elles ne sont pas 

alignées sur les stratégies d’affaires. 

Gattiker et 

Goodhue, 2004 
ERP 

Un système ERP permet la coordination entre plusieurs sous-unités de l’organisation, 

entraînant ainsi une meilleure efficacité administrative. Cependant, le système ERP 

peut créer des coûts supplémentaires et la réalisation de compromis à cause de la 

standardisation nécessaire à sa mise en place. 

Ainsi, l’entreprise doit analyser le compromis entre le bénéfice de l’intégration dans le 

système ERP et les coûts générés par l’implantation de ce système. 



Theoretical frame 

Référence Référence Référence 

Love et al. 2004 TI en général 

Les deux articles ont mis en place un classement des différents bénéfices des TI à la suite d’un 

sondage (stratégiques, tactiques, opérationnels). Les principaux bénéfices sont : 

-Stratégiques : améliorer la satisfaction du client et du 

-fournisseur, augmenter l’avantage compétitif, améliorer la flexibilité organisationnelle et celle 

des processus; 

--Tactiques : améliorer la qualité du service, améliorer l’administration du contrat, réduire le 

temps pour préparer les plans de coûts; 

-Opérationnels : améliorer la capacité à échanger des données, améliorer la communication, 

améliorer la gestion des données. 

Osei-Bryson et Ko, 

2004 
TI en général 

Les TI ont un impact significatif sur la productivité des entreprises. Cependant, l’investissement dans les 

TI doit être suffisant au sein des entreprises pour que les TI puissent avoir cet impact positif. 

Jones et Young, 2006 ERP 

L’implantation d’un système ERP a un impact significatif sur les changements organisationnels. Suite à 

l’implantation, nous observons une meilleure collaboration entre les différentes fonctions dans les 

divisions de l’entreprise, une meilleure collaboration entre les divisions. Le système ERP contribue à une 

réduction du comportement en silo au sein des divisions. De plus, nous observons une meilleure vision 

d’ensemble pour les individus, une amélioration du travail en équipe, un meilleur accès aux 

ressources. Enfin, l’organisation devient plus réceptive aux changements. 



Theoretical frame 

The ERP have played an important role in the implementation of several business strategies in most industries and in the 

public service 

These technologies offer great potential for integration, information sharing and collaboration in real time.  

The adoption of a vision process following the implementation of an ERP must respect the same time certain technical 

and organizational conditions; -.- is that integration, transfer and processing of data, refers to a common definition of 

processes and business rules in an organization 

Therefore, it could facilitate cooperation between the different services and lead effective communication, providing a 

potential medium for improving management decisions (Penz et al, 2008 



Theoretical frame 
Factors of success and failure of key 

As part of our work we will focus on the factors identified by four authors: on one side, Laudon and Laudon (2012) and on 

the other, Markus and Tanis (2000). 

First, Laudon and Laudon (2012) identify four main factors that influence the outcome of the ERP project:  

The design of the tool  

The project cost  

data into the system  

Change management 

For their part, Markus and Tanis (2000) identifies three major factors of families could influence the result of an ERP project: 

-The interim and final results 

- The organization must engage in conduct encouraging motivation 

- Finally, organizations must take into account some external factors that can prevent the successful implementation of their 

ERP project. 



The theoretical framework   

The evolution of management methods and schools of thought 



The object of the study 

The purpose of this work is therefore to identify the drivers of satisfaction of users of ERP. On a finer way, we 

try to determine the satisfaction and enhance the need for good conduct ERP projects to increase the degree 

of the satisfaction. 



The problem 
Companies operate in an environment increasingly complex and changing. They now 

confront several problems: saturated markets, increased competitiveness, customers more 

demanding and less loyal, etc. 

dispersion of information and the requirements of competitiveness, the company is trying to 

change its vertical organization by function to move to a horizontal organization customer-

oriented processes. 

 

 

 

 

In this context, this work aims to seek Determinants of satisfaction of users of ERP in 

the Moroccan firms. 

 



La question de la recherche 

   

 

How to measure user satisfaction of an ERP system? 



Assumptions Research 

 - The higher the quality of the system (ERP) is good, the higher the satisfaction is high 

- The higher the quality of information provided by the ERP system is good, more user satisfaction 

is high 

- More DG is involved in the project implementation of ERP, more user satisfaction is increased. 

- More user involvement, the greater their satisfaction is high. 

- More communication is good, more users are satisfied. 

- More training is good, more user satisfaction is high. 

- The incremental implementation approach can increase user satisfaction more than the radical 

approach 

- More usefulness perceived by the users, the greater their satisfaction is high 



POSITIONING PARADIGMATIC 

  
This research is part of the positivist paradigm based on H.fortes which are for the supporters 

of this current Epist. The canons of good science. 

 

 

It is based on three assumptions (Avenier and al.2008): 

- Onthologie realistic assumption: that postulates the existence of a real objective, unique, 

knowable, and the researcher will be able not only to study it and identify it, but to understand 

it in a neutral, since it is independent of real him. 

- Natural assumption determination: installation that reality is governed by immutable natural 

laws, lots of which take the form of cause and effect, scientifically observable and 

measurable. 

- Dualistic hypothesis of objectivist epistemology based on the fact that the researcher can 

and must be placed in position of exteriority in relation to the phenomenon studied 

   



Research Methodology 

  

Data collection: 

A survey or an exploratory study will be conducted in Moroccan companies that have implemented an 

ERP system. 

The unit of analysis of this study is the organization; it will be ensured that the main actors in society 

have participated in the study. These were general managers, executive and financial officers, financial 

controllers, accountants and chief accountants. These respondent groups are considered the most 

qualified to talk about some performance indicators of their businesses. 

Data analysis: 

The technique of partial least squares (PLS) of the structural equation modeling was used for data 

analysis. PLS is suitable for small sample sizes such as this. The specific tool used was 2.0 Smart 

PLS Ringle et al. (2005). 

Before applying the PLS technique, exploratory factor analysis must be performed on the different 

variables of the research. Principal components analysis is performed in this step using SPSS 18.0  

 

This research project proposes and tests a model for assessing the success of a system (ERP) based on 

a measure of user satisfaction. 

Referring to the model DeLone & McLean (1992) and the work of Seddon & Kiew (1994), the factors likely 

to influence user satisfaction, to ensure the successful implementation of the ERP system are identified . 

This evaluation will also better manage the benefits to the system, to decide any updates thereof, or 

possible changes in its deployment / operations 



RESULTS AND INTERPRETATION 

  Results thus obtained confirmed the work of DeLone & McLean and those Seddon & Kiew. These results  

have shown that this satisfaction is explained: 

- Primarily by the quality of the system, the quality of information provided by this system and the utility 

perceived by the users; 

- Partially by the quality of engineering changes needed to implement the ERP system. It is true that the 

data analysis performed could provide only partial verification of this dimension engineering change 

because, firstly, user involvement, communication and training partially affect that satisfaction on the other 

hand, the other two sub-dimensions i.e., the involvement of the DG and the implementation strategy does 

not seem to affect the satisfaction. 
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