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Abstract 

 

Mc Donald’s is one of the global players in the quick food chains and the organization having 

the presence of thousands of outlets and the staff had intended towards an aspiring project 

termed “Innovate”, in which the company establishes a digital network integrated system where 

the officials sitting at the global headquarters can monitor any branch across the world and also 

the comparatives between each branch can be carried out from the headquarters. However after 

spending millions of dollars of investment on the project, the intended project has been 

abandoned, which is due to the intrinsic issues pertaining to the failure in terms of change 

management. In this research paper the focus and emphasis has been on the Prosci’s ADKAR 

Model of change management theory and reflective analysis of the model to the project Innovate, 

where the potential issues which are the reasons for failure has been discussed.  
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1.0 Introduction  

 

Information and Communication technologies has become an integral need for the organizations 

to ensure that have adequate systems and practices that can enable them to understand the 

dynamics of their own business, enable them to monitor the performance of the individuals, 

branches and the continuous monitoring system that could help the organization in effective 

management of the process.  In the last decade of time, there were numerous instances where the 

news about the investment by organizations in to process automation systems, investments on 

enterprise application systems and information system architecture and many other such critical 

functionalities that could change the dynamics of the business. (Nelson, 2007) 

There were many global players like Mc Donald’s who have taken the steps towards 

implementing the enterprise application systems and had plans for investment of around $1 

billion dollars of investments. The project called “Innovate” which the company wanted to 

develop to have a digital network processing of real-time information related to the stores and 

also has the facility for the top management of the organization to sit and view the conditions of 

any store globally on a real time basis. Though the intent and the objective behind such a 

massive network deployment sounds good, still the viability issues and the scope for 

implementation, the implications of the project failures and all such aspects has to be taken in to 

consideration. (Barrett, 2003) 

Mc Donald’s being a reputed player in the retail fast food chains and having its presence across 

various locations in the world, expecting an information processing systems to be at disposal is 

an effective idea, but the challenging which has been envisaged by the company management is 



that the basic level of screening and evaluation that is required has not been performed 

effectively in the organization. The key issues pertaining to the organizations functional scenario 

is that after consistent efforts on implementing the system and spending around $170 million 

dollars, the management has called off the project stating the viability reasons. (Nelson, 2007) 

Though the facts which have been emphasized as the viability reasons might be right, the kind of 

time, money and the resources that has been invested on the project is waste and the company 

had focused on the other idea of customizing the menu to the local conditions and the 

promotional factors related to such process. It is a clear sign of the process failure and the 

organizational change management which is not being so effective. (Arndt, 2004) 

In an overall scenario, along with varied other implementation failure issues that the company 

has envisaged, the project INNOVATE also has become one of the critical failures for the 

organization. Based on the inputs form the research articles and the studies it is evident that the 

entire project of INNOVATE has been halted in the interest of pursuing other opportunities in 

the business. (Press, 2003) 

In this research study an attempt has been made to understand how the organizational change 

management failure has been the root cause for the implementation issues that are envisaged by 

Mc Donald’s.   

 

 

 



2.0 Mc Donald’s project “Innovate” 

 

2.1 Project Innovate 

 

Project Innovate which has been intended by the Mc Donald’s management group in order to 

leverage the potential of the IT systems development and the networking systems that could 

facilitate the organization in having a real time updates and the monitoring of its branches all 

over the world. The purpose of establishing such system is to ensure that the overall process 

management in the organization is carried out effectively, and the standard operating procedures 

which the staff in the outlets have to adapt shall be followed by them, and this intern can support 

the management in improving the overall efficiency of the organization. However the crux is that 

as the organization is focused upon pressing the performance issues, there is some kind of 

resistance for change that has been envisaged by the organization. And also the intensity of the 

technical integration and the maintenance of the digital network system have not been taken in to 

consideration.  (Arndt, 2004) 

In overall when the company has envisaged failure in terms of deploying the digital network 

systems ‘Innovate’, it has become a failure of investments and also the purpose which the 

organization had behind the project ‘Innovate” has never been successful. Keeping in view the 

critical factors that are essential for the project success the companies should take adequate steps 

and process to ensure that any kind of challenges or potential risks that the company could 

encounter has to be mitigated. In the case context of Mc Donald’s there is no clue of information 



about any such steps are process that has been adapted by the organization in order to facilitate 

the change. (SONG, 2009) 

 

 

2.2 Impact of Failure of Project “Innovate”  

 

When such a massive project deployment is planned, the company has to focus upon stakeholder 

engagement, where the companies shall ensure to have the stakeholder engagement in an 

appropriate manner. In purview with the implementation requirements and the expected 

outcome, the design specifications have to be properly given as inputs to the designing team. 

Also it is very essential that the change implementation team should draw out a charter which 

clearly depicts the information related to the objective of the project, what is expected out of the 

end design and the implementation, and the schedule and the structure of implementation. 

(Barrett, 2003) 

 

The outcome of the impact of project failure has been envisaged in the stock markets vividly. 

When the company has tossed and written off $170 million dollars in to an IT project system and 

abandon the project at one stage, it has created an awry situation for the investors and the impact 

was so huge that the shares of the company has tumbled down in the stock markets. (Barrett, 

2003) 



Though the intent and the objective of developing the concept of Innovate was right and has been 

appreciated by the stakeholders, the callous approach that has been taken up on the execution of 

the project which is having millions of dollars of investments is an issue of concern. It is evident 

from the project objective that even if the system has been partially implemented, even then the 

managers could have had a bird’s view of the project and based on the inputs from the system the 

process management could have been improved to more effective extent. This kind of issues has 

created a kind of disengagement in the work force and the entire equilibrium of the organization 

has got affected. (Scheid, 2013) 

 

3.0 Prosci’s ADKAR Model  

 

Organizational change management is an integral factor and for many organizations having a 

right kind of change management scenario is very critical for the success in organizational 

change. There are many effective change management models that are considered to be effective 

tools for the strategic approach to change management. One such effective tool is Prosci’s 

ADKAR Model. (Scheid, 2013) 

In the Prosci’s ADKAR Model, the emphasis is on the Awareness, Desire, Knowledge, Ability 

and Reinforcement. The model suggests that an organization should carry the change 

management process through these five systems and when the stakeholder engagement and the 

other processes are carried out by the organization in context of ADKAR, the success ratio for 

the project could be considerably high. (Scheid, 2013) 



The Awareness factor is the key issue during the process of change management in an 

organization. It is very essential to create awareness among the stakeholders of the organization 

on how the proposed changes in the organization can be effective to the company, to the internal 

staff and the holistic process of the organization. When the awareness is created in an effective 

manner, it creates some kind of acceptance in the minds of the employees and the other internal 

stakeholders of the organization. (Scheid, 2013) 

The Desire for the change has to be established effectively in the minds of the internal 

stakeholders of the change management team and ensure that there is positive environment and 

welcome for the proposed changes in the organization. (Scheid, 2013) 

Gaining adequate knowledge and ensuring that adequate level of expertise is gathered by the 

project team is very essential for the process and based on the inputs from the industry the 

implementation team should analyze and take in to consideration the impacts of the process and 

what  could provide positive and negative impact on the process change issues. (Scheid, 2013) 

The knowledge potential which the change management team gains from the study of the process 

and the related information can be assimilated and train the internal stakeholders of the 

organization as per the requirements of the organization. (Bourda, 2013) 

Ability is the critical factor that has to be taken in to consideration by the organization it is very 

essential that the required levels of ability is taken in to consideration by the organization and 

based on the inputs from the process; the company has to have adequate ability for the change 

management process. The ability in terms of encountering the challenges, establishing systems 

and process that could be more effective and also enabling the process change management is 

very essential. (Bourda, 2013) 



Reinforcement has a predominant role in the entire process, and unless the companies have a 

strong reinforcement mechanism on the process, it could be very challenging for the organization 

to ensure that the changed systems are implemented effectively. There could be various reasons 

why the reinforcement may be quite challenging but unless the organization makes the new 

system or the process or the new transformation in to an organizational culture it could be very 

difficult for the organization. (Scheid, 2013) 

4.0 Prosci’s ADKAR Model for Mc Donald’s Organizational Change  

 

In the case scenario of Mc Donald’s, the intended change management scenario is very intrinsic. 

It is effective that the organization has focused on new IT system implementation that could help 

the company in transforming the way the team can be monitored from the global headquarters, 

where as the issues of concern is that the lack of awareness on the project and its intensity to the 

internal stakeholders has been affecting factor. (SONG, 2009) 

Secondarily when the company has the desire to implement the system, the efficacy of such 

system and its effectiveness has to be briefed to the other stakeholders in the organization and 

create a kind of acceptance for the project. Once the project has been considered effectively by 

the teams, then it is the next process of imparting knowledge to the staff on how to work on the 

systems, the effectiveness of the new system, how the managers should make use of the new 

system. Creating such an orientation is very essential for the companies to ensure that there is 

positive response from the team and there is collaborated approach for the change 

implementation. (Barrett, 2003) 



Having the ability and reinforcement system to handle the scalability, the challenges, problems 

that the company might encounter during the process of implementing change management is 

very critical for the organization. In the case of Mc Donald’s, the significance of such impact has 

been clearly envisaged in the failure of the organization in implementing the project Innovate 

(Press, 2003) 

5.0 Conclusion  

Information and Communication technologies have a major role in the organizational process 

management in the current scenario. Organizations are eying at making use of the information 

systems, enterprise applications and the other system architectures that could provide them the 

effective solution in terms of developing a sound process management and review systems. In 

the case of Mc Donald’s when the company has come up with huge plans of investing around $1 

billion towards IT systems network set up for real time update from any branch location globally, 

it is a very effective and right level of product however, as detailed in the Prosci’s ADKAR 

model, without having the right ability if the companies venture in to such organizational change 

management plans, it could sometimes prove costlier as what has taken place in the issue of Mc 

Donald’s. (Nelson, 2007) 
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