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Abstract

This research attempts to present an effective, objective, quantitative assessment model
based on the Balance Scorecard approach for appraising the performance of ERP system.
Methodology efforts in this research were reported by using Grounded Theory, Expert
Questionnaire, Analytic Hierarchy Process and Fuzzy Theory to filter out and develop
those KPIs for an ERP system performance evaluation reference model. It is expected that
such model may be used by enterprises to assess the efficiency of ERP system during the
various stages of management and support with ERP system. Finally, this reference model
is verified by a case company to examine its completeness, objectiveness, quantitative
assessment approach. This result allows the prospective researchers to deeply understand
the authentic efficiency after the enterprises introduce ERP system in order to explore if the
enterprises fulfill their proposed objectives after introducing ERP system.

Key words: ERP, grounded theory, balanced scorecard, expert questionnaire, AHP, fuzzy
theory, case study
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