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Every day, executives across the globe purchase new technology that promises more speed,
improved performance, increased output, cost savings and general betterness. Whether it's a
lightweight mobile app or a robust ERP implementation, these new technologies are introduced
with great expectations that often go unfulfilled. That's because 75%*

of new software implementations fail.

Technology do-overs are expensive, but many of them are easy to prevent. One of the biggest
reasons new technology fails is because people simply don't use it. It withers from neglect, its
bountiful benefits never realized.

New Technology: Purchased User Registration: Low Investments: Wasted

Two primary reasons technology adoption fizzles: users’ general distaste for change and their
failure to get through the initial registration and onboarding. Sometimes the processes are too
clunky for busy employees, and sometimes those employees put it off for a quieter day ...

that never arrives.

But this doesn't have to be the case. A carefully planned rollout can generate excitement
around new software, make it the new norm and help your organization reap its benefits.

Follow these Seven Wonders of User Adoption to learn the best practices we've accumulated
over a decade's worth of onboarding experiences, then discover how Juniper Networks

successfully implemented Webdam with surveys, trainings and scavenger hunts.

Source: http://officeoffinance.com/gartner-75-of-all-erp-projects-fail-but-why/
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The Seven Wonders of User Adoption
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Build the Right Team

During a software implementation, it's important to have allies and advocates. You'll need to
lean on them to help you vet a new platform and advocate for it during rollout. Consult them
to understand the challenges their teams face. You'll be able to better determine if the solution
you're considering is the right fit.

Make sure to include people with a strong grasp of technology - they'll serve as credible
influencers to the rest of the organization. They'll also help get users registered and set up
by answering questions and sharing hacks that make the transition easier.

Apply the “Five-Year-Old" Rule

This shouldn't come as a shock: Usability has a major effect on user adoption.

Take care to find solutions that strike a balance between functionality and a user-friendly
interface. Solutions that overuse proprietary icons and jargon inhibit users' ability to understand
the platform and slow down adoption.

Your choice should be configurable to your needs. Rolling out a platform where dashboards,
menus or displays can be adapted to different user groups makes it easier for people to
experience benefits from the start. If there are enhancements or add-ons that make the software
easier to use or connect to other software in your organization, don't hesitate to add them. The
extra investment will pay off by creating a stickier platform that keeps users happy.
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Communicate Early and Often
We've all received an email that introduces a new software system with an invitation to “register

today.” You're either annoyed that you have to learn how to use a new system or you mark it as
unread so you can complete registration later.

These are the usual responses to a poorly publicized software implementation that gets sprung
on employees without enough notice or preparation. That's why effective communication is
critical for large-scale initiatives.

Creating an open and transparent line of
communication will not only help prepare users
for the coming change but also make them feel
like they're a part of the process.

So start sharing early - this could be as soon as you identify the need for a new platform or
when you begin the purchasing process. Send a memo to your potential users to let them
know changes are on the way. Once the solution is purchased, create a communication plan
that shares the expected launch date, benefits of the new platform and answers to the more
frequently asked questions.

Post-launch, be sure to remain engaged and encourage users to provide feedback. If the platform
truly isn't meeting their needs, it's best to have this information early when changes can still be made.

Lead with the Benefit
While you may be beaming with excitement about the new platform, sharing a message about

radical changes that broadly benefit the company can cause employees to recoil and reject
change before they understand it.

Instead, center your message around how the new tool paves the way for employees to succeed
at their particular duties. Explain how the old tool made their life harder, while the new one makes
it easier. And reassure them that they're not learning from scratch - the new solution supports
and adapts to current workflows.

For example, when our customers introduce our digital asset management platform to their
organizations, it's often positioned as bringing a network of systems together (network drives,
cloud storage, hard drives, etc.) and streamlining processes as opposed to replacing all of the
systems they currently have in place.
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Make It Fun

No matter how old or stubborn we get, many of us can't resist a little competition or the
opportunity to be rewarded. When rolling out a new platform, develop ways to make the process
fun with contests, games and incentives.

Facilitate adoption and familiarity with your new software by rewarding users for completing the
actions, tasks or behaviors you'd like to encourage - Amazon or Starbucks gift cards are usually
welcome gifts. Or drum up competition between teams and departments by creating a race to the
best team registration rates or setting up games and contests that require employees to use the
application to find answers.
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Welcome to Training Day

Even though gamification is an integrative way to aid adoption, you'll still need a strong,
comprehensive training program.

Start by covering the basics: registering, changing preferences and familiarizing yourself with the
interface. Go a step further and put together a FAQ document, quick-reference cheat sheet or
short training videos and webinars that will help get users acclimated. Remember that tech-savvy
team you assembled earlier? Use them as subject-matter experts, answering questions and
troubleshooting minor issues.

For more formal training programs, set completion deadlines and tie it to departmental
performance metrics to make it clear that participation is mandatory.

Keep Your Finger on the Pulse

The last component to ensuring strong adoption is continuing to monitor use and engagement.
If you see activity slowing down, start probing to see what obstacles are derailing users or what
rogue processes or systems have been adopted. If employees are falling back into old habits or
simply avoiding the platform, cycle back through some of the actions above to get things back
on track.

These seven wonders will help you accelerate team adoption of new software. Read on to learn
how Juniper Networks' successfully onboarded 10,000 employees to Webdam.
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A DAM Good Adoption Story

With almost 10,000 employees, digital networking leader Juniper Networks knows a thing or two
about successfully implementing enterprise applications. When Juniper migrated their assets
from a legacy DAM system over to Webdam, they went the extra mile to ensure successful training
and adoption across their global team.

The Triple Threat: Webinars, Surveys, Scavenger Hunts

For the rollout, Juniper defined success based on its adoption and
engagement objectives. To achieve these numbers, Marketing and Brand
Communications Specialists Alexandra Conway and Kadee Escobedo created
a strategy to get people hooked on the new system.

For a big, diverse group, Juniper's brand team knew theyd have to combine a few
approaches to succeed. Their plan was practical, creative and fun.

First they offered company-wide educational webinars for each of their global

hubs. The webinars introduced Webdam to employees, demonstrated its —
IPer | BrandConnect

functionality and demystified the main use cases like searching for specific creative
assets. The webinars were recorded and made available as an onboarding and
training resource.

Alexandra and Kadee administered a user feedback survey to better understand
user experience and possible hang-ups. One major thing they learned was that
“faith in branded items” was fairly low because users were too used to seeing out-
of-date assets. As a result, they implemented obvious “End of Life” (EOL) dates and
highlighted the quarter that assets were released. Combined with the Webdam
versioning capabilities, they restored faith that users could find up-to-date
branded assets. In addition, the feedback survey provided adoption metrics and
actionable insights and set benchmarks for improvement.

They also rolled out in-app scavenger hunts (made fun with t-shirts as prizes)

to spur adoption and get people familiar with the system. They used internal web,
video and email ads to promote the hunt. The simple tasks helped users unlearn
habits from their earlier system (that required memorization of asset IDs) and

; ) ABOUT WEBDAM
made them comfortable in the new environment.

Webdam, a Shutterstock company, is a leader
in digital asset management, changing the

Everyone Wins
way marketing and creative teams manage

The project was a big success. During this training period they saw about 60 logins a the world’s brands. Founded in 2005, the
day from users who were getting to know the platform. These three tactics provided Webdam cloud-based platform connects the
insight that allowed them to further refine processes, adapt training and optimize their visual content that drives impactful brand
DAM setup for continued adoption and high engagement. experiences and allows brand-building

activities to scale across the enterprise and

Like Juniper, you can create a successful adoption plan using the tactics shared above. consumer touchpoints. Over 500 of the world's
They agreed to let us use their survey as the basis for a user survey template. It's a Ieaqlng bra“qs rely on Webdam to accelerate
creative and useful way to understand user experience and things that may help or .thfe'r mzatrketlnlg OperlaFt'O”Sk')(jFor more ;
hurt system adoption. Download the Webdam User Adoption Survey Template intormation, please V'?' webadrm.com an

. . follow Webdam on Twitter or Facebook.
and start propelling user adoption today.
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