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Technology is transforming business, our lives
and the way we work. With widespread access
to new digital services helping businesses become
more productive and increase engagement among
employees, technology is a catalyst for innovation
and is unlocking new opportunities for growth.
These opportunities are not lost on CIOs, who indicate a widespread
belief that technology will transform their business more than any
other global trend.
Many businesses are struggling to capitalise on their technology
investments to improve business effectiveness. In many cases,
that failure comes down to people. It’s estimated that nearly 70%
of transformation projects fail due to employee resistance1.
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THE NEW MINDSET: TECHNOLOGY
TRANSFORMATION IS A PEOPLE EXERCISE
Too many businesses are stuck in the outdated view that digital
transformation is primarily a technology deployment exercise. What they
are missing is the recognition that most technology projects aiming to solve
business problems, improve productivity or drive more value, require users
to modify or completely alter their behaviour in order to be successful.
By ignoring this aspect or treating it as a training add-on at the end of the implementation,
businesses are likely to fail on their original goals.
How can business leaders be expected to consistently unlock value from technology
investments in a rapidly advancing world? The answer is both simple and infinitely complex:
focus on the human experience – put users at the heart of change.
The message is coming across loud and clear: digital transformation is a people exercise.

10 STEPS TO SUCCESSFUL
TRANSFORMATION
To realise true business value from
technology transformation programmes,
companies need to place people at the
heart of the change.

1. C
 LEARLY IDENTIFY THE BUSINESS OUTCOME
YOU ARE SEEKING TO ACHIEVE
Start with WHY. It is important to understand what you are trying to achieve as a business.
Technology should support the business and the users, so understanding what success looks like,
and creating a business value case is fundamentally important as you start on your journey. If you
don’t know where you are heading, you’ve got nothing to measure against.
Is the project all about cost savings? Are you trying to improve efficiencies and productivity in the
workplace? Or is the driver behind this to improve customer experience?
Understand the ‘why’, set the milestones and focus on the end goal. Understanding what your
business goal requirements are is key to a successful project.
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2. CONSIDER THE PEOPLE WHO WILL BE
IMPACTED BY THE NEW TECHNOLOGY
If your aim is to transform the way people work within your organisation, it will involve a major
cultural transformation. Cultural change is not a top down process. While your vision and strategy
will have been born in the boardroom, cultural transformation needs to infiltrate every level of the
business if it is to succeed in the long term.

3. INVOLVE YOUR STAFF EARLY ON
Understand how your users work now, and most importantly, how they want to work. Get them
involved in redefining their working processes. Set out clear goals and reasons for the transformation
but invite them to experiment and contribute to an inclusive solution.

4. ANTICIPATE THE CHANGE CURVE
Your employees will have different reactions to change. Some will fear it and offer resistance, others
will embrace and thrive on change. Identify and support natural innovators and encourage them to
inspire those who lag behind.

5. RECOGNISE THE GENERATIONAL DIVIDE
Millennials (those born between 1980 and 1996) and Gen Z (the generation that was born between
1996 and 2010) have grown up with ever-changing technology and are used to communicating via
multiple tools and media (including video). For them, doing things on the move, hot desking and agile
working is likely to be seen as a more attractive option than a traditional set up. Employees in their
40s and above may be less enthusiastic about new technology. They may need additional training
to ensure they feel comfortable and fluent with new platforms. Older habits can be harder to break
and the propensity to change does vary across generations. Support training and adoption through
mentorships and partnerships. Match baby boomers with millennials to speed up the learning process
and break down inter-generational barriers. Build a culture of encouragement and inclusion.

6. STREAMLINE, AUTOMATE, AND TRANSFORM PROCESSES
Make sure other organisational aspects are aligned to drive the right behaviour. This includes refining
or modifying business processes and looking at any necessary governance to support change,
including policies around areas such as travel, for example. Improving the way people work through
streamlining, automating, and transforming processes with rich forms, workflows, and custom apps
empowers an inclusive modern workplace culture that benefits users and the business.
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7. INTRODUCE TECHNOLOGY IN PHASES WITH MAXIMUM
SUPPORT AND CLEAR FEEDBACK PROCESSES
Business change projects should be managed with care, as it can be hard on your users and increases
the risks of poor user adoption. In many cases, it is wise to transition to new technologies or ways of
working using a phased approach, which will help to manage the change over time.

8. INVEST IN CHANGE
So many times, technology change projects fail due to lack of investment in devices, such as
headsets. Often, budgets are not fully forecast so when it comes to the right device for users, these
are often an afterthought. Don’t short cut on devices or you won’t get the utilisation you want; user
uptake will be low and you run the risk of introducing a shadow IT and bring your own device culture.

9. DON’T RELAX TOO SOON
Even if you engage people around the launch of a new technology, if the user experience is poor and
it isn’t accompanied by a change in culture, there is a strong possibility the business outcome won’t
be realised.

10. MAP AND MONITOR USAGE
Identify what is being used, where and when. Build on engagement and look for continuous
improvement areas. It’s an ongoing process.
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FAST TRACK TO SUCCESS WITH
AN EXPERIENCED PARTNER
For nearly 30 years, Core has been working with organisations to
successfully implement transformative digital technologies which
deliver defined business outcomes.
We know that employee resistance is a major barrier to project success, so we place people at
the heart of change with our technology enablement and customer success services. These are
tailored to your specific business objectives and unique operating environment. They help drive
acceptance, engagement and use of Microsoft technologies.
By engaging users early, understanding their roles and pinpointing their needs, Core can
demonstrate value to them and you, and help develop a culture of acceptance before a single
piece of technology is deployed.
At Core, we help you define your technology roadmap to support change and
modernisation initiatives in your organisation, ensuring you maximise your investments
and develop a roadmap for the future.
Our Technology Enablement services are designed to maximise user acceptance,
engagement, and ultimately, the utilisation of the technology to realise business value.
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