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Activity-based costing user satisfaction and type of system:

A research note
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6. Conclusion

The paper has examined the implementation of and user satisfaction with various ABC systems in independent divisions of
a large company. Measures of development team inputs and system performance (satisfaction with the application) were
obtained using a questionnaire to both developers and users of the systems.

It is shown through interviews and the questionnaire responses that while the embedded systems (EMs) have the
characteristics of successful systems according to prior literature, they were not well received by users who prefer stand-
alone systems (SAs). A number of possible reasons were offered for this of which the most important is the speed with which
the company sought to migrate from a situation of limited management information in their traditional system to the relative
sophistication of an embedded ABC system. This could be related to the level of cost system awareness and education
surrounding the use of the systems, which was alluded to earlier, but which we do not address here in any detail. It is also
noted that ad-hoc systems are perceived to offer better performance than embedded systems, it may be that users are more
able to focus on the specific problem being addressed with these and thus see more clearly how they are an aid to their
resolution. The embedded systems being at the present time too complex for their purposes and as a result they have less
confidence in them. Future research may revisit this situation when greater experience has been acquired which may record
a different outcome or case studies of greater depth may probe the reasons for the satisfaction levels recorded.
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