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This research study seeks to understand the nature of organisational change with respect to
offshore outsourcing of information technology services in a multinational pharmaceutical
company, and to examine the effectiveness of approaches used to manage this change so
that lessons may be drawn from these experiences. Despite the abundant literature on
effective organisational change management, the key factors that need to be managed
propetly at different stages of the offshore outsourcing process are not well understood. The
research adopts a processual view to paint a broad picture of the issues involved in these
different stages. The processual change literature focuses on the following stages in the
change process: context, diagnosis and planning, implementation, and institutionalisation.
The research employs a qualitative case study research approach and draws on fieldwork
from three independent information systems departments (cases) of the company, where
offshore outsourcing programmes were implemented. Qualitative data from semi-structured
interviews, direct observation, and document analysis are analysed using the generic process
model of change to produce a detailed account of the way in which change was managed.
The findings reveal that a combination of contextual factors, both external and internal to
the company, influenced the adoption and use of offshore outsourcing in the case
organisations. A number of organisational factors involved in the diagnosis and planning as
well as implementation phases that contribute to or prevent the successful management of
change are identified. The most commonly reported effects of change resulting from
offshore outsourcing are also analysed. Recommendations for further research, as well as
recommendations for improving change management practice, form a significant part of the

conclusions.
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