
Cross-cultural factors and the benefits of local key-users 

 

Implementing a new system could be more than just project management and technical challenges. In 

a multicultural society, such as Canada, especially in the context of a multinational organization, you can end 

up sharing the work environment with people coming from several nations and distinct backgrounds, where 

the human aspect, the communication skills, and the knowledge transfer take a majestic place on the stage.  

Together with their nationalities, culture, attitude and technical skills, differing from one person to 

another, come along and may generate not only conflicts, but also misinterpretation or misleading of 

guidelines during many phases of a project, especially when going-live, when “emergency mode” is on.  

In my career, so far, I faced multiple issues related to global ERP project implementation, which were 

not necessarily technical or infra-structural. For instance, in a project between a branch in the US and one in 

Canada, some people were already scared of the “expected” impacts (such as bugs, data and transactional 

errors) caused by a new system and had to adapt to different body languages, expressions and words they 

were not familiarized with, as well as to people (trainers, key-users, and consultants) they had never seem 

before. Sometimes the approach used by some of the executives or process leaders was not appreciated by the 

employees from the shop floor, in terms of personal values or because of previous bad outcome from low-

adapted speeches – in short, strange and “unexpected” impacts. Besides, it seemed difficult to separate change 

resistance from inappropriate change management at that multicultural framework; furthermore, the steering 

committee did not welcome any representative emphasizing the human aspect over an international system-

switch project.  

The outcome if it all was that the going-live step was not smooth and took at least three times more 

time than projected by the PMO (and, of course, it all became more onerous and stressful for all stakeholders). 

Unsuitable addressing of cross-cultural and translation issues can be deceiving and disastrous during one ERP 

implementation.  

Therefore, a global company should consider this human aspect as an important risk factor to be taken 

into account by their PMOs. Actually, I believe that change management among international employees 

should be followed up by a matrix structure, preferably accompanied by Human Resources, and mainly 

considering feedback from users in open forums. Commonplace key-users can also help minimizing impacts; 

however, they have to be properly trained on collecting and addressing controversies in the workplace, from 

the kick-off meeting until post-implementation, bringing out the conflicts they encounter until resolution.  

Their role is essentially to become the proper link between actual and forthcoming situations 

throughout the flow, but it is not limited to that, and they should be part of any project involving a large 

number of personal interrelations and requiring conflict management. Could they be an expensive resource in 

the project context? Clearly yes, but, in my opinion, it will definitely trade off in the end.  


