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This dissertation mainly focusing on the effect and performance of Enterprise Collaboration
Systems (ECS) in Small and Medium Enterprises (SMEs). The dissertation includes three
stages; Stage 1. Elucidating the ECS "SuccMail" design feature on the performance of SMEs.
Stage 2. Focus on the effect of external support and internal support for implementing ECS.
Stage 3. Develop and validate an instrument to measure the performance of linking ERP to ECS.

We knew that SMEs account for the primary source of employment in developed and developing
countries, technological advancements, and competitive advantages. Besides, due to the Covid-19
Collaboration becomes increasingly valuable to the enterprise; also, a growing number of
enterprises had implemented the Enterprise Collaboration Systems (ECS).

Nowadays, email and instant messages have become unproductive tools. The research indicates
email and instant messages having issues of information overload, including a large amount of
incoming information, inefficient workflow, and deficient communication quality. In terms of an
enterprise, most of the current research result struggles to achieve specific and practical goals by
proposed theoretical findings in the ERP domain. To enable the managers to get a fuller picture
of all the messages generated from an ERP system with the Enterprise Collaboration System
(ECS) and improve collaboration and communication, we propose a complete method to develop
an artifact-SuccERP based on the Design Science approach to carry out the integration. This
integration of ERP and ECS with the post-implementation process is proved a systematic
approach. But it still needs to be measured with the performance of the implementation.

First, the researcher introduces elucidating the ECS SuccMail design feature on the
performance of SMEs. There are 7 design features. Concerning discussing SMEs’ performance
issues using ECS, the researchers considered four aspects: human resources, customer

complaints, time issues, and communication issues. The researcher examined the relationships




among these effects and proposed our constructed framework for the investigation of the
evaluation of ECS. To survey the effectiveness of each critical design feature of each performance,
the questionnaire was designed to ask about the effectiveness of 7 design features on each of the
4 performances. The researcher found that the ECS of SuccMail is basically satisfied by the
respondents, while not all of the features are used by the users. Even SuccMail has simplified the
use of the system as much as possible; still, it is difficult for SMEs to fully exert the effectiveness
of ECS without a dedicated consultant. This is actually the main reason that SMEs cannot
successfully import ECS.

Stage 2 is focusing on the effect of performance from the supports of SuccMail. The supports are
assorted into external support and internal support. The ECS company’s supports are external
supports, and the supports from the top manager or enterprise are internal supports. External
support including; the ECS manual, online consultation and, external ECS expert consultant.
Internal support including; the enterprise fully depends on using ECS to manage and
communicate, the enterprise offers sufficient resources for using ECS, the enterprise had hired a
full-time consultant for implementing ECS, and the enterprise conflicts have been reduced by
using ECS. The researcher proposed a survey questionnaire to evaluate how the internal and
external supports of SuccMail can affect the performance of SMEs. Each support has a positive
influence on the implementation of SuccMail and can affect the business performance of SMEs.
Based on our result, the internal supports are more significant than the external to impact the
business performance of SME.

The primary purpose of stage 3 is to evaluate the performance of linking ERP and ECS. Because
the management of SMEs has many problems of duplications work. To solve the duplications
work problems, the researcher linked SuccMail with ERP and conducted a series of evaluations
on the linked SuccMail and ECS effectiveness. This research is based on previous research on the
integration of artifacts with ERP systems and ECS. Since most SMEs who have implemented
ERP complain about duplications of work caused by ECS implementation, the researcher linked
SuccMail with the user’s current ERP. The research results show that this solves the doubts and
complaints caused by employees’ duplications of work. And users are satisfied with the linking of
ERP and ECS. At this stage, the validity of the link between ERP and ECS was verified. User
satisfaction shows that the problems of independent ERP and ECS duplications of work have
been solved. In addition, management support, absorptive capacity, and user satisfaction also
have a positive impact on the performance of SuccMail.

This dissertation uses SuccMail to discuss various SME e-management issues. First of all, the
researcher verified Steinhlser’s 2011 research in practice; ECS implementation in SMEs has
performance and management advantages. Besides, in the ECS field, which is hugely lacking in

the literature, the researcher used questionnaires and actual interviews with users to discuss



various internal and external support issues in SMEs implementing ECS. The researcher finds
Internal support is far more critical than external support. This result allows the researcher to
clearly understand SMEg’ difficulties in introducing ECS under the current environment. After
all, it is difficult for existing SMEs to find an expert who has good computer use capabilities and,

at the same time, sufficient management capabilities.

Keywords: Small and Medium-Sized Enterprises (SMEs); Enterprise Collaboration System
(ECS); SuccMail; Enterprise Resource Planning (ERP); Organization Internal Support;

Organization External Support; Absorptive Capacity; User Satisfaction

MXEEOERDOESE

AL X, FEELEFLE LIZE YR ABREEIZBVW T, Enterprise Collaboration
System (ECS) DHUIK OB Z RIS B 72D DR~ ¥ A > MEINIZOWT, v AT LAE
DML & BARBY 26 238 L7 MEEIC L 0 . EEROFIHOSE TR EZET 5 Z &
TEBEORLCFIEIEDH LR FRETH D 2 & 2R THIETH D,

WD H1EL LT, HUMRED E DR AT 3 —< 2 ZAD[HE EIZRKD b5 B
2T, BEREOEC VR ARKE CHEAIN AR INTZ AT A& : SuccMail )
EIEATD LT, M2EBOBRAFERE LT, T2 RBEDT 21TV, EERR O
FIPR DO R EDIBIEIC LD . T —~ U AW LICTH ST 5B ERFET 2 2 &Ik
Ll WELET—ZIFT& - HLEbIZ+H0ThY, YD BHORBIZORN D L HFFT
&, EHBOERGE T — 4N L2 LoBRERITEFHMETE 2,

BEROME L LTI, RECEHHETHHSANE LTOMNE T, EBENRESALZERL D
S HEEENE L LT OSBRI AR LR L ORT X BT | R L TR O BIR A S ik
LARNLY AT AFHEAITH) Z & T, BEMO EY X AV R— MMz Bz 7-, HEN:
I C AP LD AT AEAZ L TEY, RO TR RABEE L W) RENL 7 — A
EXIGE LoD, —ILTE D EMNRARERDICE - TV DR T, BT
EAELTWD EHMITE D, X OFEHEREDIEL, RIS _c@ 0 EFRT—2 &, o
2L D BB RORETH DN, T o r— MAEICEL 22 —ViHlilcB W T H i
HLMRETT L LEBIT, VAT LAURORBRIFER~DOE » M2 RHLTWD, SCHBE
ZEIZHONTIE, ECS ZH.OICHOFFICH 2 B E 2 . TRWVEIFH CTIlId 523 A7 A58
OEE ML L TVD, ThEaTil, SHICAHTEEREYRATIERA SN 2T
RL—va VHINR/R T 4 —< A EOTTRIZOWT, Eamar &5 2 & T, EEW
R~ XA N T YA T 5 ECHEICEAEOE VIR~ BTS2 LN RIAE
N5,

PLE, AKFCi%, Enterprise Resource Planning (2357 % Enterprise Collaboration
System DRI HOWTEEANITHIELETRLIZ DO TH Y, EEEORR LT, TR
HlR9 2 & ZANRKREV, KoTHL (Gaakfly) oFfEme LTHalifEd 2 b0k



BT,



