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Objectives
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“If you build it, they will use it”
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Why Change is Hard!
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McKinsey & Company in conjunction with the 
University of Oxford

5400

Failure Rate of Technology Projects

Large Scale IT Projects

45% /  7%

17%
Go so badly, they 

threaten the existence 

of the company

45% Run Over Budget

7% Run Over 

56%
Deliver 56% less 

value than predicted
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70% of 
technology 
projects fail to 
deliver their 
desired results

Failed

Succesfull

Source: https://www.randgroup.com/about/methodology/user-adoption-methodology/
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Resisting Change is a Natural Tendency

People hold on to rituals 

and habits

People avoid the new and 

uncertain

People need a strong reason 

to “let go”
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Overview of 
Resistance
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Change Threatens Stability, Status, and/or Power:

Creates 

anxiety

Indirect 
responses

Direct 
Responses
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There Can Be a Good Side to Resistance:

Indicates engagement

Forces the team to validate assumptions

Early indicator of feasibility issue

Resistance = inquisitiveness
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Resistance 

Approaches

Only 

game in 

town

We are 

the 

world

The 

rules

Analysis 

paralysis

The 

rumor 

mill
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Only Game In Town

An employee who is the 

only one who knows how 

to do activity X, or 

spreadsheet Y.  This is their 

power base, and they 

don’t want to lose it
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We Are the World

A department claims their 

processes are truly unique 

and cannot be supported 

by the new system
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The Rules

A widely-held belief that a 

change cannot be 

undertaken due to an 

administrative rule or 

policy, union issue, civil 

service ruling, or some 

other authority
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Analysis Paralysis

A seemingly sound 

recommendation to take 

more time for an adequate 

analysis of a proposed 

change.  Typically, the 

analysis is never adequate.

17



The Rumor Mill

Using minor gaps in 

communication to create 

fear, uncertainty, and 

doubt

This Photo by Unknown Author is licensed under CC BY
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So how to we fix 
this problem?
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How to make change real and lasting

See the need for change

Envision the benefits

Own the outcomes

Get the needed training/education

Experience success

Receive recognition or reward

Change is part of the daily operations
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Action Steps

Listen and understand objections

Focus on the "why" and not the "how"

Remove barriers

Provide choice and results

Create hope

Demonstrate benefits
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TIP: Turn your go-live into an event

Enlist the help of 

your Marketing 

and Public 

Relations people

Have everyone 

attend

Share from the top 

down

Use real-life 

examples
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“Just like repeatedly exposing a target 
audience to a brand in a positive manner 
causes the audience to become comfortable 
with the brand, repeatedly exposing an 
initiative to employees will pave the way for its 
success. The key is to start advertising your 
initiative early, and to market the project’s 
benefits for the company and for employees”

-Tara Ryan
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TIP: Keep technology on employee’s radar

Reminders

• Remind

• Remind

• Remind

Posters

• Launch event

• Training

• How-to’s

Feedback

• Polls

• Email

• Open-Door

Lunch-n-Learn

• User tips

• Adoption stories

• Relaxed
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Employee Recognition’s Part in User Adoption

13%
Reduced 
Turnover

Source: https://www.hinda.com/recognition-solutions/employee-recognition
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TIP: Put a friendly competition together

Who

• Departments

• Individuals

What

• Goals

• Levels

Example

• Reward programs

• Team competitions

• Wall of Fame

26



“Adoption came really quickly — a lot faster 
than we anticipated, to be honest. Before long, 
people were asking for us to set up Teams in 
rooms all around the office. We had a day or 
two of town hall sessions where employees 
could learn how to incorporate Teams as a 
regular part of meetings, whether it was to 
learn a new product feature or just to check in 
with a team” 
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Success is contagious

Share success stories in-person

Online videos for quick adoption

Newsletters with tips and uses 

cases

TIP: Provide ongoing training opportunities
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The Journey

Creating a training plan

Is an iterative process
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The Journey

Manage the 

Change

Involve the 

User

Build the 

Foundation

Create a 

Communication 

Plan

Develop 

Training 

Materials

Market 

Internally
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Learning Plan Development Process

Identify Learning 

Goals

Create Your 

Learning Plan

Identify Content 

and Delivery 

Types

Develop Content

Evaluate Learning 

Success
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DO’s and DON’Ts for Training Plans

DO’s

✓ Use the Business Process Modeler 

to track business processes

✓ Use Azure DevOps to track training 

and persona requirements

✓ Create task recordings to define 

step-by-steps for common tasks

✓ Use a Just-In-Time approach for 

training users

DON’Ts

Wait until UAT is finished to start 

planning

Only account for a train-the-trainer 

approach in your project plan

Use a single type or format of 

training and content

Train users or develop content 

without final security in place
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Upcoming Sessions in the Series

Get registered now https://learning.eventbuilder.com/TechTalkPowerPlatformSeriesFY21

•Part 2: The Training Plan

•September 17th 

•Part 3: The Content Development Plan

•September 22nd
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Questions and 
Answers
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Thank you!

Have an idea how we can improve Dynamics 365?

Please visit https://experience.dynamics.com/ideas/ to share and upvote.
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