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Abstract:

This paper reviews a sales organization (Company A) that implemented a standardization
process known as Process Management. It details the organization’s four-year journey to transition
from one pattern of actions to another, guided by the principles of Process Management. Each year’s
activities and their respective outcomes are analyzed to identify key factors that contribute to
achieving the desired espoused pattern of actions. Finally, the case is discussed through the lens of
Routine Dynamics (Feldman & Pentland, 2008), which reconceptualizes routines as patterns of actions

emerging from actors’ improvisational behaviors.
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