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Bridging the adoption gap 

Resistance to change is natural, yet seldom planned for. A few simple steps 
following the ADKAR model developed by Prosci® and applied according to software 
projects will ensure proper planning and execution to overcome resistance:
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Figure 1: Prosci© ADKAR model adapted by OpenText for application to  
software projects

Communication is key in building trust between the decision makers and the user 
community. The right information, at the right time, from the right sender to the 
right audience prevents rumors and provides a sense of inclusion. 

Sponsorship supports not only the technology, but also business and communities 
that are exposed to the change. 

New technology can be so different from users’ previous experiences that proper 
training and User Enablement



https://blogs.opentext.com/convert-resistance-into-support-when-implementing-software/
https://blogs.opentext.com/convert-resistance-into-support-when-implementing-software/
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3: Making software implementation people-centric

In this chapter 
•  Understanding the meaning of “people-centric” 
•  10 tips to achieve user adoption goals

What does “people-centric” mean?

As stated in the previous chapter, the most important user-related question is: 
“What’s in it for me?” Aim high and follow these people-centric key performance 
indicators (KPIs):

•	Keep people informed

•	Keep people involved

•	Keep people interested

•	Keep people inspired

10 tips to achieve user adoption goals

1.	 Prepare to answer the question “What’s in it for me?”  
Understand the different employee tasks to better demonstrate why and how 
the new software tool benefits them in their daily work.

2.	 Start early 
Include key users from the beginning and seek opinions of those who will be 
using the software daily. For users to enthusiastically adopt new software, they 
must feel like their work is easier and quicker to accomplish. Start planning 
how the organization will consult, inform, and enable users as soon as the new 
software is selected.

3.	 Get people excited 
Create buzz around the new system. Let people know about its functionality and 
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7.	 Communicate, communicate, communicate 
Work out the best strategy for letting everyone know what is coming, when and 
how it will affect them. Be creative and inventive in choosing communication 
methods, which may include information sessions, webinars, posters, video 
clips, or more traditional documentation.

8.	 Transfer ownership 
Staff must feel comfortable using the software and they must want to use it. 
Managers, supervisors, and team leaders must lead by example, both using and 
promoting the system.

9.	 Have a user support plan ready 
Continue to support users throughout the software’s lifecycle, especially during 
the first days after go-live. Designate a place where people can get help and 
go-to people and go-to sites. Consider organizing department-specific Q&A 
sessions.

10.	Define metrics and measures 
Any implementation needs to be measured to determine whether it is successful. 
Look at the data. Run a report on usage. Create surveys before and after system 
rollout. Measure by training outcome or by IT tickets opened for problems. Build 
a feedback loop and ensure that people know the organization is keen to get 
their feedback and will act on it.

There is no one size fits all.
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4: The approach to Information Management user adoption

In this chapter 
•  Discover key factors driving Information Management success 
•  Learn about the “5 streams to user adoption” approach 
•  Plan when to revisit user adoption

Information Management (IM) is a business discipline specializing in providing 
solutions for optimal use of information within organizations.

While the features are important to Information Management’s success, the overall 
experience is paramount to easier adoption. Make sure the organization:

•
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Let’s have a closer look:

Figure 3: The OpenText “Five streams to user adoption” strategy

•	
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•	Stream 3: Communication 
Communication is key. Build comprehensive, targeted, ongoing communication 
plans based on the strategy for three purposes:

•	Promotion

•	Commitment and Reinforcement

•	Coordination

•	Stream 4: User Enablement 
Enablement is a core element in successful people change.  
 
Building knowledge and ability starts with product familiarization for the project 
team. This prepares members for upcoming discussions in the software design 
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https://www.opentext.com/learning-services/user-adoption
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Successful technology implementation is not measured by whether the system is  
up and running, but by how many users are working in it each day. 

In digital transformation projects, the majority of the investment goes into technology, 
but often companies struggle to get their users to adapt to the new system.

This guide delivers insight into the importance of user adoption and provides key 
strategies to maximize information management investments.

Inside: 
•  Understand why user adoption matters 
•  Acknowledge the impact on users 
•  Watch out for the adoption gap 
•  Recognize the reasons for resistance 
•  Learn key strategies for adoption success 
•  Understand people-centric user adoption 
•  Learn the importance of change management
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