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WHAT IS AN ERP
IMPLEMENTATION
PARTNER?
When shopping for an ERP system, you may hear two
terms used interchangeably, “ERP implementation
partner, or “ERP partner” for short” and “ERP vendor.”
While some people may sometimes treat “ERP
partner” and “ERP vendor” as the same thing, they
aren’t.

Your ERP vendor is the firm that created and sells your
ERP software. Their customer support centers on how
to use their product, not how to implement/customize
it to fit your business’s needs and get it up and
running. That’s your ERP partner’s job. The
consultants who work for an ERP partner company
are experts in the solutions they support. They usually
specialize in certain industries, so they understand
your business needs on a deeper level than the ERP
vendor, who usually markets to a wide swath of
industries, ever could.
You may or may not buy your system through your
ERP partner, depending on which ERP you choose.
Either way, they’ll be the ones you count on to get the
system up and running, tweak it to ensure a good fit,
provide user training and be your first line of defense
when you’ve an issue.
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WHY DO I NEED
AN ERP
IMPLEMENTATION
PARTNER?

To Show You
Best Practices

An experienced ERP partner has likely seen it all.
They’ve dealt with every business size and type, a
variety of industries, and have worked with several
ERP systems. This experience lays the foundation for
a successful implementation. Instead of being a
guinea pig, you’ll benefit from other company’s
mistakes and shield yourself from unnecessary risks.

To Squeeze the Last
Valuable Drops from
Your Investment

ERPs are complex pieces of software, each with more
capabilities than meets the eye. To get the most out
of them, you need an ERP partner to guide you
through your system’s dark corners. The right ERP
partner knows your system’s full range of capabilities,
allowing them to unearth hidden gems you can put to
good use.

To Boost User
Adoption

Human nature tells us to favor the comfortable, so a
major change like redefining how a person does their
job will surely make some uneasy. But with the right
support during and following the go live phase of your
ERP implementation, your partner can ease these
natural fears and encourage adoption.

To Provide
Continuing
Education

Vendors continually update their software with the
latest and greatest features. These make users’ jobs
easier, and your business run smoother. However, to
use these updates, users may require some training.
ERP partners may deliver this via online materials
such as blogs, email newsletters or virtual courses, or
it may come as live training.
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To Assist with Project and Change
Management

Sure, change is inevitable, but that doesn’t mean it’s easy. A
key cause of ERP implementation failure is the users refused to
adopt the new system once it was in place. An ERP
implementation partner understands this and has experience
helping businesses overcome these roadblocks. Good ERP
partners address change management issues by helping
ensure you have:
Executive support for the project.
The right project team in place, one that is ready to
champion the solution and encourage others to adopt it.
Proper end-user training to smooth the transition process.

To Help Optimize Your Processes
One of the key features in any modern ERP is its ability to
help you automate time-consuming, tedious processes. To
maximize the impact of your new ERP, your implementation
partner will help you look objectively at your processes to see
where you might benefit from automation and set up the
workflows in the system. Yes, your staff may need to adjust
their routines, but keep an open mind. Listen to the
recommendations your ERP implementation partner is
presenting and remember this.
Just because you’ve worked a particular way for many years
doesn’t mean it’s the best way to achieve your end goals.
The efficiency gains which come from maximizing your ERP’s
automation tools will be well worth the inconvenience of
adjusting your processes.
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WHEN SHOULD YOU
SELECT AN ERP
PARTNER?

There are two options:
1. At the very beginning of your buying journey,
before you begin researching software options.
2. After you’ve researched systems and narrowed
your options down to one or two good fits. In
this case, you’ll want to look for ERP partners
who specialize in the system(s) you’re interested
in and your industry or geographic region.
As a rule of thumb, small businesses with limited IT
staff and expertise should start to by selecting their
ERP partner. That way, they can lean on the
implementation partner’s expertise to help narrow
down their ERP options. On the other hand, for
larger firms with IT staff that possesses a strong
understanding the technical requirements for the
software, choosing the latter option may be
preferable.
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WHY IS IT SO IMPORTANT
TO CHOOSE THE RIGHT
ERP IMPLEMENTATION
PARTNER?

If you choose the wrong ERP partner, it can
spell disaster for your implementation
project. It’s often cited as one of the main
reasons ERP projects fail. Don’t let your
organization become just another statistic.
Here are some of the frustrating and
downright scary outcomes awaiting you if
you don’t choose your partner wisely.
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WHY IS IT SO
IMPORTANT TO
CHOOSE THE
RIGHT ERP
IMPLEMENTATION
PARTNER?
Misaligned
expectations

A shiny new ERP is useless if it doesn’t include your requisite
capabilities. If your implementation partner breezes through
the software selection process, without taking time to
understand your needs, your goals, and your business
processes, you’ll end up with a poorly fitting solution, or
worse one you can’t use at all.

Delays

An urgent need for change usually drives the desire to
implement an ERP. Maybe your business is experiencing
unprecedented growth, you’re missing out on an opportunity,
or you need to streamline complicated and time-consuming
processes. Either way, you can scarcely afford to waste time.
If you choose the wrong partner, particularly one whose team
lacks the resources to take on another client or doesn’t quite
have the level of expertise needed to complete your project,
it’ll be fraught with delays. These are not only frustrating, but
they also cause your system’s ROI to shrink by the day.

Lackluster
adoption
rates

What good is your brand-new ERP system if your employees
refuse to use it or don’t want to because they cannot see the
benefits it provides? Failing to deliver proper training will
leave users flailing, struggling to learn on the fly. Eventually,
they’ll become so frustrated, they’ll surrender and revert to
their old methods. Thus, undermining the value of the ERP
you worked so hard to implement.
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WHY IS IT SO
IMPORTANT TO
CHOOSE THE
RIGHT ERP
IMPLEMENTATION
PARTNER?

Turnover

Sunk Costs

Major projects like implementing a new ERP are stressful for
all involved. They’re stressful for your IT team, who must work
with your ERP partner to make sure everything works as
expected. They’re stressful for the management team who’s
in charge of choosing the system, hiring an implementation
partner, and overseeing the project throughout, but that’s not
all. The stress extends far beyond those directly involved in
the implementation, affecting employees at every level who
must change the way they’ve been doing their job for years or
even decades. Mishandled ERP projects, those fraught with
cost overruns, delays, lackluster training and support,
magnify this stress tenfold. Often, this intense pressure
causes a few employees to resign along the way.

Ultimately, the miscommunications, cost overruns, turnover
and delays that come with a poorly managed ERP
implementation add up. You might even end up with a
solution that doesn’t quite fit, failing to give you the results
you hoped for. Sadly, at that point you’ve already spent the
money so, you’re left with no choice but to make it work.
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WHAT SHOULD I
SEARCH FOR IN
POTENTIAL ERP
IMPLEMENTATION
PARTNERS?

History

Technical
Expertise

Industry
Expertise

An experienced ERP partner should have a long and
documented track record of success. Sure, talented freelance
consultants or new firms may have the talent to bring your
ERP goals and dreams to fruition. However, especially for
large ERP projects, the safer course of action is to choose an
established ERP implementation partner who’s been working
in the field for years.

Of course, when looking for an ERP implementation partner,
it’s vital you choose one that possesses a deep knowledge of
your software, but technical expertise doesn’t stop there.
They must also envision how the new software will integrate
with your existing processes and systems, plus have a
rational plan to make everything work together seamlessly.

Every industry has characteristics and challenges unique to it
which affect the implementation process. For your project to
be a success, your implementation partner must clearly
understand those items and be able to address them. Ideally,
they’ll have a substantial track record of implementing your
system for companies in the same or related industries.
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WHAT SHOULD I
SEARCH FOR IN
POTENTIAL ERP
IMPLEMENTATION
PARTNERS?
Should your ERP require customization to meet the unique
challenges of your industry, be sure to discuss this with
potential partners. Ask them:

History (Cont)

Compatibility
and
Reliability

1. Is (insert customization) something they’ve done before? If
so, how often?
2. How would they achieve said customization?
3. When they’ve done this customization in the past, did
they run into any issues? If so, what were those? How did
they overcome them? Did the issues affect the project’s
timeline and/or budget?
4. How will (insert customization) affect our timeline and
budget?
When searching for an ERP implementation partner who’s an
excellent fit, remember you’ll be working with them on the
initial project for months, sometimes even years. The
relationship doesn’t end there, though. Ideally, the right ERP
partner will provide expedient, consistent, and
knowledgeable support for years to come. So, before you sign
on the dotted line, make sure your ERP partner is someone
you can enjoy working with and who’ll treat you your team
and your project with respect.
Another important compatibility issue which is sometimes
overlooked is how do they solve problems? Is their method of
conflict resolution compatible with yours? If not, keep looking.
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WHERE TO LOOK FOR
PROOF OF A POTENTIAL
ERP IMPLEMENTATION
PARTNER'S
QUALIFICATIONS?

Customer reviews/references
Case studies
Mentions in industry publications (if available)
Reviews on employment sites like Glassdoor
Certifications and awards
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HOW DO I NARROW
DOWN POTENTIAL
ERP
IMPLEMENTATION
PARTNERS DOWN TO
THE RIGHT ONE?
Ask the right questions.
Here’s a list to get you started.

General questions
1. What’s your project timeframe?
2. What is the proposed cost?
3. How much experience does your team have
implementing this software?
4. What does the implementation process look like?
5. Who will we be working with?
6. What will you need from our staff?
7. Do you offer post-implementation support? How?
(Phone, email, in person)
8. Do you offer user training? How much? Is there an
extra cost for this?

Culture questions
1. What would you say is the biggest factor in
whether a client’s implementation project
succeeds or fails?
2. What makes your implementation process
successful?
3. Is assisting clients with change management part
of your process?
4. Why should I choose you over the competition?
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HOW DO I NARROW
DOWN POTENTIAL
ERP
IMPLEMENTATION
PARTNERS DOWN TO
THE RIGHT ONE?
Expectation setting questions
1. Our primary objectives for this ERP project are
[insert goals]. Can you help us achieve them?
2. What’s the cost of adding additional users and/or
keeping our software current?
3. How often do your projects go over budget? What
advice can you share to help us avoid this?
4. How do you handle it when it looks like a client’s
implementation project may go over budget?
5. We think we may need [insert feature], which isn’t
included with the software. Can you help us get it?
How would you do that?
6. How can our company contribute to our ERP
project’s success?
7. How will we define and measure the project’s
success?

Expertise questions
1. How long have you been in business?
2. How many years’ experience does your company
have with (insert ERP name)?
3. Have you worked with businesses in our industry?
4. Can you share client references from our industry?
5. How would you say this ERP can help us address
some of the challenges our industry faces today?
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TIPS FOR
SUCCESSFUL ERP
PARTNER
INTERVIEWS

Get
Organized

Focus on
what’s
important

When you’re interviewing with multiple potential ERP partners,
keeping track of each response, and then objectively
comparing them after the interviews are over, can be difficult.
To help, you’ll find an ERP partner interview checklist in the
appendix. Use it to record your notes during each interview,
then once they’re complete, thanks to its simple matrix design,
you’ll be able to see immediately which partner best fits your
needs.

Don’t let fancy brochures or a skilled salesperson distract you
from what’s important. When interviewing potential ERP
implementation partners, pay attention to how the interaction
makes you feel. Do you feel you’re being heard? Are they
attentive? Do they ask questions when necessary to get a
better understanding of your needs and your business? Or are
they doing most of the talking, with a sell, sell, sell attitude?
Besides possessing all the qualities, we discussed earlier, the
right ERP partner will answer all your questions, put you at
ease and show they’ve a clear picture of how your business
operates by helping you visualize how you’ll use the system
on a day-to-day basis.
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TIPS FOR
SUCCESSFUL ERP
PARTNER
INTERVIEWS
What kind of support do they offer?
Browsing potential partners’ company websites and
interviewing them only does so much to unearth what it’s like
to work with them. Besides the research we’ve already
discussed, it can also be helpful to inspect their online
presence. Ask yourself:

Go deeper

1. Are they open to sharing information with their audience
online, or will you always have to call to get help?
2. Are they active on various social media channels?
3. Do they offer educational resources to help current clients
make the most of their software investments?
4. Is there a blog on their website? How often do they
update it? Would the information be useful to you?

What is their culture really like?
Again, cultural fit’s one of the key factors in a successful
project. To get a better feel for what a potential ERP partner’s
culture is like, use the online sources available to you, like
Glassdoor and popular social media sites. Even a Google
search is helpful, as it may uncover helpful articles or client
reviews. Last, don’t forget to visit the “About Us” section on
their website if you haven’t already done so. It should offer
insight into their values and guiding principles.
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SIGNS A POTENTIAL
ERP PARTNER IS NOT
A GOOD FIT
When vetting a potential ERP implementation partner,
beware if you hear anything like these red flag
phrases.

“You don’t have to worry about
the details. We’ll handle it all.”
Sure, you may not have the technical skills or
knowledge to implement an ERP on your own. That
doesn’t mean you shouldn’t involve yourself at every
stage of the process. Since you and your staff will use
the system day in and day out, you need to
understand why your partner is recommending certain
features and customizations and how they can benefit
you.

“Your industry doesn’t matter;
any ERP will fit your needs."
Each industry has unique needs and idiosyncrasies,
requiring some tailoring of the system. For certain
industries like manufacturing, for instance, which has
many special requirements, selecting an ERP which is
built to meet the needs of your industry will be your
best bet. Your potential ERP partners should
understand this and have a working knowledge of
how your industry affects your ERP implementation.
Expect them to discuss how they’d tailor the solution
to fit your industry specific needs. This could include
the use of add on solutions also known as
Independent Software Vendors (ISVs) to fill in the
gaps where the out-of-the-box solution may fall short.
Or, if it’s the reporting tools that fall short, ask your
potential ERP implementation partners if they could
build custom reports to meet your needs.
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SIGNS A POTENTIAL
ERP PARTNER IS NOT
A GOOD FIT
“It’s impossible to measure how
effective an ERP
implementation is.”
It’s not only possible to measure the effectiveness of
your ERP, but also crucial. There are many KPIs that
can help you understand how your ERP system
performs and improves your business. A few of them
include:
Productivity
Profitability
Sales Performance
Customer Experience

“We don’t follow a defined
implementation process.”
Experienced ERP partners have honed their process
through years of practice. Expect clear and
documented standards to govern every step of their
approach, including:
Requirements gathering
Design and development of any necessary
customizations/adjustments
Implementation phases (yours specifically)
Training
Change management
Support (for the life of your system)
Policies for handling budget and timeline issues
Tactics for managing implementation challenges
specific to your industry
Guidelines for measuring implementation success
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SIGNS A POTENTIAL ERP
PARTNER IS NOT A GOOD
FIT
“It doesn’t matter who we assign
to your project/any of our
consultants can handle this.”

Should a potential ERP partner be unwilling to think
strategically about who they assign to your ERP
project, you won’t get the support you need. Each of
the ERP consultants on your team should have
industry expertise, understand your business
processes, and possess substantial experience
implementing your specific solution. Make sure
you’ll have clear and direct contact with your team.
You should expect them to respond to your needs
and concerns, and assist you with change
management, training and ongoing support.
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IN CONCLUSION

Since it’s paramount to your ERP
project’s success, finding the right ERP
partner can seem like a daunting task,

Final
thoughts from
our experts

but it doesn’t have to be. Follow the
advice we’ve outlined, and you’re on
your way to beginning a long, fruitful
relationship with an ERP partner. One
who understands your business and
can lead you to a solution that fits your
business now and in the future.
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ABOUT
INTELLIGENT
TECHNOLOGIES,
INC.
A team of two CPAs founded
Intelligent Technologies, Inc. in 1991.
Over our 30 plus year history, we’ve

WILLIAM
WEATHERSBY
President

grown to become a full-service
technology company. In that time,
we’ve built lasting relationships with
some of the best names in the
business, including Microsoft,
Acumatica, Carbonite, Sophos and
more. We proudly serve small and
medium-size businesses throughout
the US from our office in Greensboro,
North Carolina.
Our goal is to build success for our

BRANDON
HONEYCUTT
ERP Consultant

customers through innovative
systems, proven processes, and
superior support. We understand for
most of our clients, technology is not
their area of expertise. That’s where
we come in. We deliver the
technology to run your business and
the expertise to keep it all running
smoothly.

BETH HODGE
ERP Consultant
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INTERESTED IN WORKING
WITH US?

Helping businesses of all shapes and sizes
find the solutions they need to reach their
goals and become more efficient is what
we love to do. You deserve an ERP
implementation partner who understands
your needs, tailors a system to fit your
business, and supports you long after the
sale. Agreed? You’ve come to the right
place.

Talk to an expert
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APPENDIX
ERP PARTNER INTERVIEW CHECKLIST
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ERP Partner Interview
Checklist and Comparison
Tool

How to Use: First, decide which potential ERP partners you would like to compare (up to three). Put their names in
the partner spaces along the top row of each table below. Then, during (or immediately following) each interview,
record their responses and your notes in the spaces provided. As you type, the cells will expand as needed.
Basic Questions Partner 1 Partner 2 Partner 3 Notes
Basic Questions

What’s your project timeframe?
What is the proposed cost?
How much experience does
your team have implementing
this software?
What does the implementation
process look like?

Partner 1

Partner 2

Partner 3

Notes

Who will we be working with?
What will you need from our
staff?
Do you offer post
implementation support? How?
phone, email, in person)
Do you offer user training? How
much? Is there an extra cost for
this?

Expertise Questions

Partner 1

Partner 2

Partner 3

Notes

Partner 1

Partner 2

Partner 3

Notes

How long have you been in
business?
How long have you been
working with this ERP?
Do you have experience
working with businesses in our
industry?
Can you share client references
from our industry?
How would you say this ERP
can help us overcome some of
the biggest challenges our
industry faces today?

Culture Questions

What do you feel is the biggest
factor in whether a clients’
implementation project
succeeds or fails?
What makes your
implementation process
successful?
Is assisting clients with change
management part of your
process?
Why should I choose you over
the competition?

Expectation Setting
Questions
Our main objectives for this
ERP project are [insert goals].
Can you help us achieve them?
How often do your projects go
over budget? What advice can
you share to help us avoid this?
How do you handle it when it
looks like a client’s
implementation project may go
over budget?

Partner 1

Partner 2

Partner 3

Notes

We think we may need [insert
feature] which isn’t included with
the software, can you help us get
it? How would you do that?

What’s the cost of adding
additional users and/or keeping
our software current?

How can our company
contribute to our ERP project’s
success?

How will we define and
measure the project’s success?

Add Your Own Questions

Partner 1

Partner 2

Partner 3

Notes
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