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Organizational change brought by standardization of sales
process: A case study of travel agency X, group sales

department

Anju HANAHARA
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Abstract: This paper examines the case of organizational change implemented in the group sales
department of travel agency X. The group sales department standardized its sales operations based on
the idea of “process management”, which was introduced from outside the company. As a primary
result, it succeeded in unifying its sales method. Furthermore, the formation of a common language
within the organization, (1) made it easier to communicate the vision and the significance of the
organizational change. (2) It also became easier to ask for help, and to propose ideas, especially for
the younger employees. From these behavioral changes, it can be inferred that psychological safety
was formed. It is likely that the formation of a common language reduced equivocality, thus mitigating
the fear of miscommunication, leading to psychological safety. These secondary results obtained by
the standardization of sales process, helped remove barriers to organizational change, and drove the

change effort.
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