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Abstract 
 
CGI is an IT provider which is located in 40 countries. As the IT sector / environment is very 
dynamic and changes continuously, the division outsourcing services within CGI is faced with 
a decision about whether to restructure their existing services, build new services or to extend 
their current services. In this paper i will provide a reflection on CGI as an organization that 
illustrates the change process as described in the adaptive cycle of change. 
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1. Introduction 
 

CGI is an IT provider which is located in 40 countries over 69.000 members across the 
Americas, Europe and Asia Pacific. The company provides its clients an end to end IT and 
business process services that facilitate the businesses of their clients. Within the company 
there are several distinguishable divisions. One of the divisions is IT outsourcing. CGI's 
IT outsourcing services allow businesses to retain control over IT strategies while 
benefiting from reduced operating costs and risks. As an IT provider CGI focuses on the 
quality and operational excellence of its services, while offering competitive pricing. The 
following are facts within outsourcing services at this moment: 
- Satisfaction rating of 9.1/10 based on signed client assessments 
- World-class service levels met or exceeded in 98% of cases 
- 95% of projects delivered on time and on budget 

 
As the IT sector / environment is very dynamic and changes continuously, the division 
outsourcing services is faced with a decision about whether to restructure their existing 
services, build new services, extend their current services to keep meeting the customer 
demands. This, because of the introduction of new technologies as cloud computing and 
new players which entered on the market and who enlarges the competitive behavior.  
 
The division outsourcing services is aware of the fact that no changes to the current 
delivered services could lead to a revenue loss or leave of customers. So they know they 
have to take a decision regarding the offered service portfolio.  

 
 

2. Adaptive Cycle of Change 
 
According the adaptive cycle of change an organization can be located into the following 
four quadrants: Equilibrium, Crisis, New combinations and Entrepreneurship see fig [1]. 
 

 
 
Fig 1: Adaptive cycle of change [1]  
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Quadrant Equilibrium 
Within this quadrant the Equilibrium phase is located. In this phase it is clear what the 
pursued objectives are and how these goals are being to be realized. In this phase there is 
no direct reason for strategic changes [2].   
 
Quadrant Crisis 
Within this quadrant the crisis phase is located. This phase arises if external developments 
upset the balance of Equilibrium phase. Generally the organization is too far out of phase 
to find a way out to the situation. The crisis can occur in two shapes: 
1 crisis in the negative sense  
2 crisis as an innovative approach 
Although both of the forms lead to uncertainty about the future of an organization [2]. The 
aim of this phase is to achieve a realistic set of options where an organization can choose 
of. 
 
Quadrant New combinations 
Within this quadrant the new combinations phase is located. In this phase the organization 
choose a set of options for the future of the organization based on trust. Based on the 
chosen option(s) the organization can develop on a higher level [2].  
 
Quadrant Entrepreneurship 
Within this quadrant the entrepreneurship phase is located. In this phase a final decision is 
made about which option will be used for the future of the organization [2]. 

 
3. Research 

 
The division within CGI named as Outsourcing Services is aware of the fact that some 
changes have to be performed for the current delivered services. I am interested in what 
actions exactly have been taken too keep meeting the customer demands and making 
profits. 
 
A research can be performed to determine what actions have been taken too keep meeting 
the customer demands and to making profits. Within this research the following main 
questions could be investigated: 

1. What services are delivered now? 
2. What services we want [fig 2]? 
3. What services we can deliver [fig 2? 
4. What services are necessary [fig 2? 

 
Fig 2: balancing tensions within the organization [1]  
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4. Result 
 
Based on the research questions CGI first analyzed the position of their division 
outsourcing services in the market. After that they analyzed what services they offer now 
and decided what they wanted to do (new services or extending the current services), what 
they can do (what expertise and resourcing they have) and what services are necessary to 
survive the market. The result on these questions was that CGI somewhere extended their 
services based on feedback of their customers and somewhere offered new services. 
 

 
5. Conclusion 

 
 
In my opinion CGI walked over time partially through the following head movement 
within the adaptive cycle of change [fig 3]: 

 
Fig 3: one of the head movements within the Adaptive cycle of change [2]  
 
Explanation regarding head movement of CGI: 
|: Based on signed client assessments the satisfaction rating of CGI was high. CGI also 

offered a world-class service level which met or exceeded in 98% of cases. Besides 
that most of their projects was delivered on time and on budget. A logic assumption is 
that the company resided in an equilibrium stage where there was supply and demand. 

||: Because of the dynamic change of the market new organizations popped up in the 
market with new technologies. CGI had to take a decision about which services 
needed to adapted, extended or which new services needed to introduced. Without a 
choice CGI would not have a bright future in the market. For CGI this crisis lead to an 
innovative launch of new services and an extension of the current services.   

|||: Here CGI chose which services would be used for the future of the outsourcing 
services department.  
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