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The technology sector increasingly employs divestitures as a strategic tool for portfolio optimization, yet research on
managing complex customer contracts during such separations remains limited. Traditional frameworks fail to address
modern challenges of commingled services and digital revenue structures. Through an in-depth case study of a recent
connected devices division carve-out, we develop a comprehensive framework for contract separation and customer
migration. Our analysis reveals that strategic phasing of contract transitions, coupled with structured revenue attribution
mechanisms, significantly reduces business disruption while maintaining customer satisfaction. This research bridges
critical gaps in divestiture literature while providing actionable insights for practitioners managing technology
separations.
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1. Introduction
1.1 Background and Motivation
Technology sector divestitures have emerged as a crucial strategic tool for corporate restructuring and value creation (Feldman
et al., 2016). While traditional manufacturing or retail divestitures primarily focus on physical asset separation, technology
sector separations present unique challenges due to the intangible and interconnected nature of digital services. The complexity
of modern technology service delivery, characterized by shared infrastructure, integrated customer relationships, and recurring
revenue models, demands new approaches to separation management (Moschieri & Mair, 2017).
Our analysis of a recent connected devices division carve-out reveals the intricate challenges of separating deeply integrated
customer contracts and service delivery mechanisms. The case presents three fundamental challenges that current literature
inadequately addresses:
● Customer Relationship Complexity: Modern technology customers often consume multiple services across different

business units, creating intricate dependencies that extend beyond traditional customer-supplier relationships. Our research
demonstrates that these interconnections require sophisticated untangling mechanisms that preserve service quality while
enabling clean separation.

● Revenue Structure Integration: Technology companies frequently employ complex revenue models including minimum
commitments, usage-based pricing, and multi-service bundles. The transition documentation reveals that separating these
revenue streams requires novel approaches to attribution and allocation that existing frameworks do not adequately address.

● Operational Continuity Requirements: The necessity to maintain uninterrupted service delivery during separation creates
unique challenges in technology divestitures. Our analysis shows that successful transitions require careful orchestration
of technical infrastructure, support systems, and customer communication channels.

1.2 Research Objectives and Significance
The increasing frequency of technology sector divestitures, coupled with their unique complexities, creates an urgent need for

robust frameworks to guide these separations. This study addresses three primary research questions:
● Contract Separation Methodology: How can organizations effectively separate complex customer contracts in technology

unit divestitures while maintaining service continuity? Our research examines the mechanisms and frameworks necessary
for successful contract separation, focusing on practical approaches that balance operational feasibility with customer
satisfaction.

● Revenue Attribution Framework: What methodologies enable effective revenue attribution during the separation of
commingled services? We analyze novel approaches to revenue allocation and minimum commitment management that
emerge from our case study, providing both theoretical frameworks and practical implementation guidance.

● Customer Experience Optimization: How do organizations optimize the balance between separation efficiency and
customer experience preservation? The study explores the critical trade-offs and decision frameworks that enable
successful transition execution while maintaining customer relationships.
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2. Literature Review
2.1 Divestiture Research Context
The existing literature on corporate divestitures provides important foundational insights while highlighting significant gaps in
understanding technology sector-specific challenges. Our review reveals three key areas of existing research:
● Traditional Divestiture Frameworks: Prior research has extensively documented approaches to corporate separations,

focusing primarily on physical asset division and organizational restructuring (Lee & Madhavan, 2010). These studies
provide valuable insights into general separation principles but fail to address the unique challenges of digital service
separation.

● Value Creation Mechanisms: Research has demonstrated that successful divestitures can create significant shareholder
value (Brauer & Wiersema, 2012). However, the value preservation mechanisms in technology sector separations,
particularly regarding customer contract management, remain understudied.

● Implementation Methodologies: Existing literature offers detailed guidance on divestiture execution in traditional
industries but provides limited insights into the complexities of separating integrated technology services and customer
relationships.

2.2 Technology Sector Specific Considerations
Our analysis reveals several unique aspects of technology sector divestitures that require specialized frameworks:
● Service Integration Complexity: Technology services often operate on shared platforms and infrastructure, creating

intricate dependencies that traditional separation frameworks fail to address adequately. The transition documentation in
our case study reveals the need for sophisticated approaches to untangling these technical interdependencies.

● Customer Relationship Management: Unlike traditional industry divestitures, technology sector separations must address
the complexity of digital service delivery and customer experience continuity. Our research identifies critical gaps in
existing frameworks regarding the management of these relationships during separation.

● Revenue Model Complexity: Technology sector business models often involve sophisticated revenue structures including
recurring revenues, usage-based pricing, and minimum commitments. The case documentation demonstrates that these
complex revenue models require specialized approaches to separation and attribution.

2.3 Contract Management in Technology Separations
The management of customer contracts during technology unit divestitures presents unique challenges that existing literature
inadequately addresses:
● Service Continuity Requirements: Technology services require uninterrupted delivery during separation, creating

operational challenges not typically encountered in traditional divestitures. Our case analysis reveals specific mechanisms
required to maintain service quality throughout the transition process.

● Contract Restructuring Needs: The separation of commingled services requires sophisticated approaches to contract
restructuring. The transition documentation highlights novel methodologies for managing these complex contractual
relationships.

● Customer Communication Strategies: Effective communication with customers during technology separations requires
specialized approaches that balance transparency with operational complexity. Our research identifies critical success
factors in managing these communications effectively.

3. Methodology
3.1 Research Design
Our study employs a qualitative single-case study methodology, examining a recent divestiture of a connected devices division
from a major technology company. The case selection was driven by several critical factors:
● Complexity Criteria: The selected case involves multiple customer segments, complex revenue structures, and

sophisticated service delivery mechanisms, providing rich insight into modern technology divestiture challenges. The
transition documentation reveals comprehensive approaches to managing these complexities.

● Data Availability: The case offers detailed documentation of the separation process, including transition service agreements
and implementation frameworks. This documentation provides deep insights into both planned approaches and execution
mechanisms.

● Contemporary Relevance: The recent nature of the case ensures its applicability to current technology sector challenges,
while the global scope of the separation provides broad insights into modern divestiture practices.

3.2 Data Sources and Collection
Our research draws upon comprehensive documentation from the divestiture process, focusing on key transition planning and
execution documents:
● Transition Service Agreement: The primary source document outlines detailed mechanisms for customer contract

separation, service continuity management, and operational transition timelines. This agreement provides insights into
practical implementation approaches and governance structures employed during the separation.
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● Legal Planning Documentation: Internal planning materials reveal the strategic thinking behind customer segmentation and
contract separation approaches. These documents demonstrate structured methodologies for managing complex customer
relationships during the transition period.

● Contract Migration Frameworks: Detailed frameworks from the case study outline specific approaches to contract
restructuring and customer migration. The documentation reveals systematic methods for handling different customer
segments and revenue models.

3.3 Analysis Framework
Our analytical approach focuses on three key dimensions of the separation process:
● Customer Segmentation Analysis: We examined the methodologies used to categorize customer relationships based on

service integration levels and contract complexity. The transition documentation reveals three distinct customer segments
requiring different separation approaches:

● Single-service customers utilizing only the divested unit's services
● Multi-service customers with integrated service relationships
● Customers with minimum commitment requirements
● Revenue Attribution Mechanisms: The analysis explored specific approaches to revenue allocation, particularly for

customers with complex pricing structures. Key elements include:
● Proportional allocation methodologies for minimum commitments
● Historical revenue pattern analysis
● Future revenue projection frameworks
● Implementation Timeline Structures: We analyzed the phased approach to separation implementation, including:
● Service continuity planning periods
● Customer migration timelines
● Extension mechanisms for complex transitions

4. Findings
4.1 Customer Segmentation Framework
The analysis reveals a sophisticated approach to customer segmentation that significantly impacts separation success:
● Single-Service Customer Management: Customers utilizing only connected device services represented the most

straightforward transition category. The documentation reveals a direct assignment approach at closing, supported by clear
communication protocols and service continuity guarantees.

● Multi-Service Customer Complexity: For customers utilizing multiple integrated services, the separation required more
sophisticated approaches:

● Detailed service mapping to identify dependencies
● Structured communication frameworks
● Phased transition approaches to maintain service continuity
● Custom contract restructuring methodologies
● Minimum Commitment Strategies: The handling of customers with minimum commitments revealed innovative

approaches:
● Proportional allocation of commitments based on historical revenue patterns
● Flexible transition periods to accommodate complex relationships
● Structured approaches to commitment restructuring

4.2 Revenue Attribution Framework
The case study reveals sophisticated mechanisms for managing revenue attribution during separation:
● Historical Pattern Analysis: The transition framework incorporates detailed analysis of historical revenue patterns to inform

separation strategies:
● Analysis of previous fiscal year revenue distribution
● Service usage pattern evaluation
● Customer spending trend assessment
● Commitment Allocation Methodology: For customers with minimum commitments, the documentation outlines a

structured approach:
● Proportional allocation based on service revenue contribution
● Adjustment mechanisms for current period commitments
● Future commitment restructuring frameworks
● Transition Period Management: The framework provides specific guidance for revenue management during transition:
● Clear definitions of revenue recognition principles
● Structured approaches to service billing during transition
● Mechanisms for handling revenue adjustments
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5. Discussion
5.1 Theoretical Contributions
Our analysis expands existing divestiture literature in several significant dimensions
● Customer Relationship Management Theory: The research extends traditional divestiture frameworks by introducing

specific mechanisms for managing complex customer relationships in technology separations. The findings demonstrate
how modern technology service relationships require more sophisticated separation approaches than previously
documented in divestiture literature.

● Revenue Attribution Models: Our study introduces novel frameworks for handling revenue allocation in technology unit
separations:

● The proportional allocation methodology for minimum commitments provides a new theoretical approach to contract
restructuring

● The findings demonstrate how historical revenue patterns can inform separation strategies
● The research establishes new principles for managing service continuity during transitions
● Implementation Timeline Theory: The study contributes to implementation theory by identifying critical factors in

separation timing:
● The phased approach to customer migration provides new insights into change management during divestitures
● The findings establish theoretical foundations for determining appropriate transition periods
● The research demonstrates the importance of flexibility in implementation timelines

5.2 Practical Implications
Our findings offer several significant insights for practitioners managing technology unit divestitures:
● Pre-Separation Planning: The research identifies critical success factors for separation planning:
● Early customer segmentation enables more effective transition planning
● Detailed service mapping helps identify potential complications before they arise
● Comprehensive communication strategies should be developed before separation announcement
● Implementation Guidance: The study provides specific guidance for separation execution:
● Customer segmentation should drive transition timeline development
● Revenue attribution mechanisms need to be established early in the process
● Service continuity requirements should inform transition period planning
● Extension mechanisms should be incorporated into initial planning
● Risk Mitigation Strategies: The findings reveal several key risk mitigation approaches:
● Clear governance structures help manage transition complexity
● Regular customer communication reduces transition risk
● Flexible implementation timelines accommodate unexpected challenges
● Structured approaches to minimum commitment management reduce revenue risk

5.3 Future Research Directions
Our analysis suggests several promising areas for future research:
● Comparative Analysis Opportunities: Future studies could examine:
● Multiple technology sector divestitures to identify common patterns
● Cross-sector comparisons to identify unique technology sector challenges
● Long-term effectiveness of different separation approaches
● Implementation Effectiveness: Additional research could explore:
● Quantitative measures of separation success
● Customer satisfaction metrics during transitions
● Revenue preservation effectiveness
● Service continuity achievement rates

6. Conclusion
6.1 Key Findings
Our research demonstrates that successful technology unit divestitures require specialized approaches to customer contract
management:
● Structured Segmentation: The findings reveal the critical importance of customer segmentation in planning and executing

technology separations. The research establishes clear frameworks for categorizing and managing different customer
relationships during transition periods.

● Revenue Management: The study identifies specific mechanisms for managing complex revenue structures during
separation:

● Proportional allocation approaches for minimum commitments
● Structured transition period management
● Clear revenue attribution frameworks
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● Implementation Approaches: The research establishes clear guidelines for separation implementation:
● Phased transition approaches maintain service continuity
● Flexible timelines accommodate complex customer relationships
● Structured communication frameworks support successful transitions

6.2 Final Insights
Technology unit divestitures represent a growing trend in corporate restructuring, requiring specialized approaches to customer
contract management. Our research provides both theoretical frameworks and practical guidance for managing these complex
separations. The findings demonstrate that successful transitions require careful attention to customer segmentation, revenue
attribution, and implementation timing.
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	The management of customer contracts during technology unit divestitures presents unique challenges that existing literature inadequately addresses:
	●	Service Continuity Requirements: Technology services require uninterrupted delivery during separation, creating operational challenges not typically encountered in traditional divestitures. Our case analysis reveals specific mechanisms required to maintain service quality throughout the transition process.
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	●	Legal Planning Documentation: Internal planning materials reveal the strategic thinking behind customer segmentation and contract separation approaches. These documents demonstrate structured methodologies for managing complex customer relationships during the transition period.
	●	Contract Migration Frameworks: Detailed frameworks from the case study outline specific approaches to contract restructuring and customer migration. The documentation reveals systematic methods for handling different customer segments and revenue models.

	3.3	Analysis Framework
	Our analytical approach focuses on three key dimensions of the separation process:
	●	Customer Segmentation Analysis: We examined the methodologies used to categorize customer relationships based on service integration levels and contract complexity. The transition documentation reveals three distinct customer segments requiring different separation approaches:
	●	Single-service customers utilizing only the divested unit's services
	●	Multi-service customers with integrated service relationships
	●	Customers with minimum commitment requirements
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	●	Future revenue projection frameworks
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	4.	Findings
	4.1	Customer Segmentation Framework
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	●	Single-Service Customer Management: Customers utilizing only connected device services represented the most straightforward transition category. The documentation reveals a direct assignment approach at closing, supported by clear communication protocols and service continuity guarantees.
	●	Multi-Service Customer Complexity: For customers utilizing multiple integrated services, the separation required more sophisticated approaches:
	●	Detailed service mapping to identify dependencies
	●	Structured communication frameworks
	●	Phased transition approaches to maintain service continuity
	●	Custom contract restructuring methodologies
	●	Minimum Commitment Strategies: The handling of customers with minimum commitments revealed innovative approaches:
	●	Proportional allocation of commitments based on historical revenue patterns
	●	Flexible transition periods to accommodate complex relationships
	●	Structured approaches to commitment restructuring

	4.2	Revenue Attribution Framework
	The case study reveals sophisticated mechanisms for managing revenue attribution during separation:
	●	Historical Pattern Analysis: The transition framework incorporates detailed analysis of historical revenue patterns to inform separation strategies:
	●	Analysis of previous fiscal year revenue distribution
	●	Service usage pattern evaluation
	●	Customer spending trend assessment
	●	Commitment Allocation Methodology: For customers with minimum commitments, the documentation outlines a structured approach:
	●	Proportional allocation based on service revenue contribution
	●	Adjustment mechanisms for current period commitments
	●	Future commitment restructuring frameworks
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	5.1	Theoretical Contributions
	Our analysis expands existing divestiture literature in several significant dimensions
	●	Customer Relationship Management Theory: The research extends traditional divestiture frameworks by introducing specific mechanisms for managing complex customer relationships in technology separations. The findings demonstrate how modern technology service relationships require more sophisticated separation approaches than previously documented in divestiture literature.
	●	Revenue Attribution Models: Our study introduces novel frameworks for handling revenue allocation in technology unit separations:
	●	The proportional allocation methodology for minimum commitments provides a new theoretical approach to contract restructuring
	●	The findings demonstrate how historical revenue patterns can inform separation strategies
	●	The research establishes new principles for managing service continuity during transitions
	●	Implementation Timeline Theory: The study contributes to implementation theory by identifying critical factors in separation timing:
	●	The phased approach to customer migration provides new insights into change management during divestitures
	●	The findings establish theoretical foundations for determining appropriate transition periods
	●	The research demonstrates the importance of flexibility in implementation timelines

	5.2	Practical Implications
	Our findings offer several significant insights for practitioners managing technology unit divestitures:
	●	Pre-Separation Planning: The research identifies critical success factors for separation planning:
	●	Early customer segmentation enables more effective transition planning
	●	Detailed service mapping helps identify potential complications before they arise
	●	Comprehensive communication strategies should be developed before separation announcement
	●	Implementation Guidance: The study provides specific guidance for separation execution:
	●	Customer segmentation should drive transition timeline development
	●	Revenue attribution mechanisms need to be established early in the process
	●	Service continuity requirements should inform transition period planning
	●	Extension mechanisms should be incorporated into initial planning
	●	Risk Mitigation Strategies: The findings reveal several key risk mitigation approaches:
	●	Clear governance structures help manage transition complexity
	●	Regular customer communication reduces transition risk
	●	Flexible implementation timelines accommodate unexpected challenges
	●	Structured approaches to minimum commitment management reduce revenue risk

	5.3	Future Research Directions
	Our analysis suggests several promising areas for future research:
	●	Comparative Analysis Opportunities: Future studies could examine:
	●	Multiple technology sector divestitures to identify common patterns
	●	Cross-sector comparisons to identify unique technology sector challenges
	●	Long-term effectiveness of different separation approaches
	●	Implementation Effectiveness: Additional research could explore:
	●	Quantitative measures of separation success
	●	Customer satisfaction metrics during transitions
	●	Revenue preservation effectiveness
	●	Service continuity achievement rates


	6.	Conclusion
	6.1	Key Findings
	Our research demonstrates that successful technology unit divestitures require specialized approaches to customer contract management:
	●	Structured Segmentation: The findings reveal the critical importance of customer segmentation in planning and executing technology separations. The research establishes clear frameworks for categorizing and managing different customer relationships during transition periods.
	●	Revenue Management: The study identifies specific mechanisms for managing complex revenue structures during separation:
	●	Proportional allocation approaches for minimum commitments
	●	Structured transition period management
	●	Clear revenue attribution frameworks
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	●	Implementation Approaches: The research establishes clear guidelines for separation implementation:
	●	Phased transition approaches maintain service continuity
	●	Flexible timelines accommodate complex customer relationships
	●	Structured communication frameworks support successful transitions

	6.2	Final Insights
	Technology unit divestitures represent a growing trend in corporate restructuring, requiring specialized approaches to customer contract management. Our research provides both theoretical frameworks and practical guidance for managing these complex separations. The findings demonstrate that successful transitions require careful attention to customer segmentation, revenue attribution, and implementation timing.
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