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welcome



why would you 
deliver a new 

application that 
wasn’t valued and 

rarely used ?



“A human centered 
approach to 

removing friction 
during a period of 

change”



why is user adoption hard ?
“everyone enthusiastically embraces change… 
until they realize they are needing to change”



Unclear Vision People Last

Discussion: Common barriers impeding user adoption

Technically Focused



The story of…

the password 
management solution 
everyone needed, and 

no one wanted



The story of…

salesforce and the 
never ending need to 

add new fields



imagine a different scenario



“all change in business is about four things ”

post-it-note

Pillars of Change 



Engage People

Change Framework: Old vs New

Change the ProcessesJustify the PurposeIdentify the Platform



Identify the Platform Engage People

Change Framework: Old vs New

Change the ProcessesClarify the Purpose



Deliver the 
Platform

Change Framework: The Four Pillars of Change

Consult the 
People

Map the 
Processes

Identify the 
Purpose



Change 
Strategies and Tools

“to repeat the same actions every time and expect a different 
result is the definition of insanity”



Managing Change: Purpose

Project Brief
§ What are you trying to achieve and why
§ Use this statement to keep ‘honest’

Guiding Principles
§ Pro Tip: used to steer the project and gain 

executive sponsor buy in



Managing Change: People | act with empathy

knowledge

awareness

none expert

unaware  of 
no knowledge

unaware of expertise
(breathing)

aware of knowledge 
(growing)

aware of lack of knowledge 
(ready to learn)

unaware

aware

adopting change mirrors an individual's pace at 
completing their learning curve

Learning Curve
§ Dimensions of Change 

planning 

Engagement Plan
§ RACI mapping 
§ Requirements gathering 
§ Resistance mitigation 

planning



Managing Change: Process | organize and align

Value Stream Mapping
§ Current state mapping of 

process and pain points

Swimlane Mapping
§ Future state RACI mapping 
§ Closing pain points



Managing Change: Platform | enable future state

Early Adopters Drive Change
§ Find early adopters to test your build meets 

requirements, and respond to feedback

Sustainment Metrics
§ Metrics that measure ‘definition of good’
§ Metrics that honestly track adoption
§ No vanity metrics here



Managing Change: how inriver can help

Optimizing  
Partnerships

Onboarding 
Stakeholders

Business 
Diagnostics

strategic  
Planning



Managing Change: customer success offer

Optimizing  
Partnerships

Onboarding 
Stakeholders

Business 
Diagnostics

strategic  
Planning

inriver 
Business Readiness 

as a service



IS NOW



The story of…

the consultant time 
tracking solution that 

was adopted in 2 
weeks



Change Management: a way to embrace change 

Clarity of Purpose
§ Ensuring everyone accepts 

why change and the end goal

Human Centered
§ Appreciate what teams need 

to frictionlessly adopt change

Productive Process
§ Adoption of process improvement 

as part of your DNA

Platform Fit
§ Solutions enabling purpose, 

people and process



Scan Me

learn more…



“Life is not about surviving the 
storm, 

its about learning to dance in the 
rain”

Credit: Marty Krofft



thank you


