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Abstract: This study examines the organizational transformation of the sales division at Cosmetics
Company X, which had long relied on highly personalized sales practices. It investigates how Process
Management (PM)—a method that aims to improve performance by setting standards and adjusting
behaviors—was introduced and diffused within the organization. Company X first adopted PM in 2013
through an external training program and, after roughly a decade, participated in the same training again.
Focusing on the second round of training, while tracing the initial adoption, subsequent changes, and the
circumstances leading to re-adoption, this paper investigates whether and under what conditions
standardization can be implemented in highly improvisational sales activities. Furthermore, drawing on the
perspective of routine dynamics (Feldman & Pentland, 2008)—which conceptualizes routines as patterns
of action that are enacted and reproduced through the interplay of ostensive and performative aspects—this
paper discusses the case to identify the key factors that contribute to successful routine transformation in

improvisational work contexts.
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	ディスカッションペーパー
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