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Investigating the Relationship between Conflict
Management Methods and the Performance of ERP

Customization Projects
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Abstract

In the process of business development of enterprises, as the business scale of a
company becomes larger and larger, division of corporate tasks is becoming more and
more subtle, which makes the management task of the company becomes more and
more complicated. Consequently, many enterprises have been implementing Enterprise
Resource Planning (ERP) systems in order to provide the enterprises with a universal
management information systems. With the evolution of the business environments,
ERP systems have gradually made many companies have sensed the restrictions of using
ERP systems, while are forced to continue to use the systems to cope with their business
operations. Therefore, the necessity of the customization of ERP has begun to rise. The
execution of large-scale projects of ERP customization tend to involve intensive
interpersonal communication, which may lead to multiple major or minor interpersonal
conflicts. The literature indicates three primary ways to manage conflicts: cooperative,
competitive, and avoiding conflict management. The impact of these three types of

conflict management methods on business performance is significantly associated with
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the characteristics of leaders' transformational leadership styles. Therefore, in order to
explore whether conflict management has an impact on the performance of the
customization projects of ERP systems, this study aims to integrate the perspectives of
conflict management, transformational leadership styles, and information feedback to
conduct a case study research. Data collected primarily from personal interviews were
used to develop a system dynamics model that can been used for further analysis and the
validation of our research findings. The results of this study can provide enterprise
managers with a better understanding of the management of the ERP system customized
projects that can lead to the development of effective management strategies of such

projects.
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