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Rich-Con, a steel manufacturing firm, decided to implement a new information system company-wide.  Rich-Con planned the upgrade primarily because it was backed into a wall. Its old software became so outdated that it went through a stage of being for free due to obsolesce. This made it very difficult to maintain the existing system. In addition, when finding suitable parts for the existing machine became impossible, it was necessary for Rich-Con to consider a replacement system.

In the absence of a database management in System Three, data extraction required custom programming. Hence, it used to take months to analyze the inventory and create demand forecasts. The only way in which it added value was by tracking materials and updating the financials. Hence, the old system could not keep track of the orders. There were three types of orders. Customer orders were used to record required materials and processing steps, purchase orders were used to replenish supplies and pay suppliers, and work orders were used to send instructions to the warehouse and shop floor. This information flow could not be handled using the old system. They were all hand written in an era of quickly evolving computational software, making the process not only comparably inefficient and unreliable but also very laborious. As a result of this it was difficult to analyze trends in sales, inventory usage, scrap rates and other similar metrics.
Overall, the implementation approach used by Rich-Con was extremely high-risk.  Specifically, the system conversion method was the “plunge” (see Exhibit A).  Adding to the risk inherent in the implementation approach was the lack of contractual maintenance arrangements between Rich-Con and the software distributor. The consensus still is that it wasn’t the new system itself that brought on the problems Rich-Con encountered. Rather, it was a combination of the integration of a new system that was not specifically designed to meet the needs of the company as well as the lack of proper training of system users.  
An important aspect of software implementation is the process of customization. Buying a package directly off the shelf and expecting to use it without running into a couple of hold ups is short-sighted, especially since the technology industry is in the early stages of consolidating many software packages into a few bigger, more standardized names. The problem in this particular instance is that the MRP system was designed for manufacturing firms and some of the logic implementations in it were not really applicable to Rich-Con. For example, the system would expect all parts of a shipment to be present before delivery. While this is necessary for a manufacturing firm, Rich-Con, being a supplier of finished steel products, did not fall under this category. This caused the software logic to malfunction. For the MRP aspect of the system, Rich-Con was not really a manufacturing company, and the expected constraints that were in the software that were not applicable to Rich-Con caused a great deal of frustration for employees. 
Additionally, when a company transitions from a system that has very little reliance on computing power to one that is supposed to be entirely managed through the computer interface, there should ideally be a testing phase to detect bugs before deployment. Further, since the system didn’t work off right away, the employees, who were accustomed to working on paper had developed alternative workarounds, defeating the purpose of the system from a behavioral perspective. When employees that have very little knowledge about how software works, have had very little previous experience in using computers to drive company decisions, and have seen the computer software screwing up orders they tend to develop workarounds that positively reinforce behaviors that slowly crushing the hopes of implementing the new software.
In one month, the company went from fairly decent operations to operational crisis around the board. Backtracking to the old system is not the solution in this case, especially since the old system is not providing them with much value addition in terms of information flow and would eventually have to be scrapped as it would become increasingly difficult to maintain. Rich-Con should contact the software company immediately and let them know that it is having serious problems with the new information system. It should contact the software company to reinstate the maintenance contract and immediately have a programming team step in to address the huge problems being encountered.

It is pertinent that Rich-Con has the buy–in of its employees for this change towards the new system. For that, the employees need to understand better the value addition of the change. It’s also necessary that they get the proper training in order to be able to use the new system effectively. A process needs to be in place to prevent the workers from avoiding the system through a workaround.  This would help in faster adaptation to the new system after deployment.
An expert, who has good understanding of both the Rich–Con operations and the software, needs to sit down with Rich-Con and figure out exactly what problems are plaguing the company. He should be able to create a set of change requirements for the programming team so as to align the software more to the needs of Rich-Con. After the implementation there should be a testing phase before a full scale deployment of the system in order to weed out bugs in change implementation.
During the initial phase there will be some glitches in the software that might lead to issues in customer orders and delays in lead time. We propose that Rich-Con form a backup taskforce who would address these issues till the system becomes fool proof. In the long run this new system is necessary for Rich-Con to operate efficiently.
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