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Digital Adoption Platforms 
increase the success rates of change initiatives 

and new software implementations…
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Our Expertise

• Deloitte Methodology

Exploring Digital Adoption Platforms (DAPs)

• What they are

• The importance of DAPs & how do they bring added 
value

• DAPs implementation framework

Context

• Technological landscape

• The importance of Change Management to foster adoption

• Challenges faced by Organizations
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Actual market scenario, shows an increasing trend in software’s investment, expecting to grow to more 
than 680B$ by 2024 globally, although productivity seems not to follow the same trend

Software investments register an upward trend of +47% in revenue from 2016 to 2022. However, the increasing need in digitalization, seems 

not to be followed by productivity level for the same time span (+13%)

Source: Global software market revenue 2016-2027 by segment | Statista.com

Productivity in the last 10 years (US)

Source: Tradingeconomics.com | U.S. Bureau of Labour Statistics

Productivity from 2016 to 2022 (US)Revenue of the software market worldwide from 2016 to 2024, by segment
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To boost the adoption of new technologies, Change Management plays a key role to ensure increasing 
performances by overcoming some common pitfalls

Source: Global Change S/4HANA Sub-CoP, Deloitte

Inadeguate 
Sponsorship

72%
Unrealistic 

Expectations

65%
Resistance by 

Employee

82%

50% of organizational and technology implementation 

projects fail to meet expectations due to

underestimation of human factors and users' adoption

To sustain the improvements of adoption performance

and gain optimum productivity is essential to:

Improve understanding of new ways of working
by rethinking the traditional training process
(e.g., video lectures, manuals) through a
constant “Learning in the flow" approach

Benefit from the availability of innovative
solutions and digital platforms used to
maximize adoption from the beginning

Change Management Pitfalls Mitigation Actions
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A different approach to training and the introduction of innovative tools enables Organizations to resolve 
a series of challenges directly connected to adoption performance within digital transformation projects

To support Organizations in navigating current landscape and increase the returns from their investments, highly effective 
technology solutions are available 

B U S I N E S S  C H A L L E N G E S

KPIs not met, lack 
of efficiency, 

effectiveness and 
digitalization

ROI impact, the 
initiative does not 

reach success

Increased 
management costs 

for training and 
retraining

Increased costs for 
IT support and 

helpdesk

Lack of 
engagement



8

Exploring DAPs



9© 2023 Deloitte Consulting S.r.l.

Digital Adoption Platforms allow Organizations to streamline and increase success rates of change 
initiatives and new software implementations covering different scopes

Definition

DAPs make software implementation & change initiatives successful, allowing organizations to reap the gains of innovation

Main Scope

Fluid digitalization of processes via ease of
transition by providing guided support

Digital transformation

Standardized and efficient onboarding journeys
directly on the systemsTraining & onboarding of 

new hires

Software Implementation 
& Adoption

High efficiency & effectiveness by supporting also
navigated users to be more productive

Augmented productivity

Streamlined adoption of new systems by simplyfing
UX and enabling Learning by Doing

Digital Adoption Platforms  (DAPs) are 

software layered on top of other 

systems to facilitate their proficiency & 

adoption

▪ Snippet javascript: injection of 

strings of code on top of the code of 

the hosting website

▪ Browser extension: browser 

extensions allowed to be working on 

the domain of the hosting website 

(ex. AdBlockers)
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Reduces the need for training courses, 
facilitating usability of technological solutions via 
constant live guidance 

Maximize the adoption level by simplifying and 
speeding up learning and onboarding processes

Improves User Experience thanks to guided 
processes, completely customizable and 
embedded in the system

Enables a seamless «training on the system»

rather than off-system tutorials (so called 

“Learning in the flow”)

By providing autonomous learning and tailored UX, DAPs help organization to generate additional 
added value from software implementation

Native integration with the main technological 
solutions available on the market (e.g., SAP, 
Salesforce)

Hints, advices and tools integrated into the 

System and available on demand (e.g., Users 

manual)

Easy and intuitive creation of user manuals in 

addition to first level assistance thanks to AI and 

Chatbot

Greater ease of navigation through the fields of 
the integrated technological solution

Added valueMain features
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In order to guarantee a complete DAP implementation, five pillars need to be considered

PROCESS CONFIGURATION

Development and testing of DAP designed process 
in order to proceed with the implementation

DIGITAL ADOPTION STRATEGY SETTING 

Defining the strategy that is best aligned with 
business’ needs, that allows to:
• Simplify business process
• Boost productivity
• Improve UX

PEOPLE AND CULTURE

Onboarding, training and related communications
activities to all people impacted by DAP 
implementation

Software selection in order to acquire the license 
and start the process configuration based on  
technical requirements

TECHNOLOGY

Identification of roles and responsibilities to make 
decisions regarding the implementation of a DAP

GOVERNANCE

Digital Adoption 
Platform

DAP Implementation Framework
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Deloitte provides two kind of integrated services, Organization Design and Change Management, to 

support Clients in business development initiatives

T w o  K i n d s  o f  s e r v i c e s

We design and deliver actions

aimed at optimizing

Organizational Models and 

implementing an effective 

People Strategy, by using a 

structured approach and 

advanced methodologies and 

tools

Organization Design

We design actions together with 

our clients to support significant 

organizational and technological

change with the goal of enabling

business transformation, starting 

from a structured and 

customized management of the 

human aspects that are crucial

for a successful change

Change Management
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Objectives

Phase

1. Define the strategic objectives and 
the design of the Target Operating 
Model 

2. Identify targets and expectations of 
key stakeholders

Identifying and defining the 
strategic objectives to grant the 
correct implementation of the 

roadmap 

1. Define the specific technical and 
functional needs of the 
Organization

2. Identification of a long list of 
initiatives to enable the strategic 
objectives

Selecting, designing and developing
the functional requirements that 

need to be implemented

1. Guarantee the alignment with 
defined strategic objectives

2. Provide support to fill the gaps and 
fit with the requirements

3. Ensure the configuration of Digital 
Adoption Platform

Monitoring the post-release focusing 
on requirements alignment to the 

project timeline and strategic objectives 
with opportunities to improve the 

adoption level (leveraging DAP)

PRE- IMPLEMENTATION IMPLEMENTATION POST - IMPLEMENTATION

Our offering covers all the phases of the implementation to guarantee the achievements of the client’s 
needs 

Main 

Activities

• Envisioning LAB & strategy definition

• Stakeholder Map & Change Readiness 
Assessment

• Project Manifesto

• Assessment As-Is and gap analysis

• Benchmarking analysis

• To-Be Model design and evolutionary 
roadmap identification (quick-wins and 
major projects)

• System identification and deployment

• Business processes analysis (workflow 
diagram co-design)

• Communication Plan & Project Manifesto

• Change Impact Assessment

• Testing and Q&A (Train-the-Trainer)

• Training materials

• Training plan roll-out

• Engagement & Adoption activities design 
and roll-out

• Hypercare

• Maintenance

• Knowledge transfer

• Adoption monitoring

• Resistance to adoption management

• Post go-live support

LEGEND

Change ManagementOrganization Design
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• Define goals and 
objectives

• Identify use case where 
the DAP will define goals 
and objective

STRATEGY

1

BUSINESS PROCESS 
DEFINITION

2

• Responsibilities and roles definition

• User Journey mapping

• Look and feel template

• Demos

• Security and Authorization 
definition

3

DETAILED 
DESIGN

• Detailed design of the 
solution and content 
creation: smart tips, 
automated steps, BOT etc.

4

TEST AND 
DEPLOYMENT

• Testing and Q&A

• DAP Deployment

5

MONITORING

• Hypercare

• Maintenance

DAP’s Implementation Framework Deloitte Methodology

PROCESS 
CONFIGURATION

DIGITAL ADOPTION 
STRATEGY SETTING 

TECHNOLOGY

GOVERNANCE

Digital Adoption 
Platform

PEOPLE AND 
CULTURE

2

3

3 4

4

1

5

Post 
Implementation

Deloitte CM&OD resources certified on DAP implementation and configuration10+

In particular, thanks to our Deloitte DAP Methodology, we are able to ease a new IT system integration  
supporting Organizations along the Post Implementation phase activities
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Project Approach

▪ Assessment As-Is to understand current gaps 

for HCM Suite assessment and the DAP 

configurations built on them

▪ Developing of a new system solutions to 

solve current system’ gaps on HCM Suite 

assessment and meet new functional 

requirements emerged during the assessment 

phase

▪ Deploying new management suite 

implementations as well as new DAP 

configurations to guide users and increase the 

HCM suite UX and adoption

Market Leader Human Capital Management (HCM) Suite assessment & new 
DAP configurations

Leading Pharmaceutical
Company 

Deloitte Reference

Source: Deloitte Project

The Client requested to streamline 

the adoption of Human Capital 

Management Suite assessment, 

within the whole Group, defining 

functional requirements and 

subsequently implementing a 

Digital Adoption Platform

Client’s need

Main

Activities
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Project Approach

▪ Assessment of the Travel Management 

module of Travel Management System with 

the aim to identify the most suitable DAP 

solution

▪ Collection of the main system requirements in 

order to define DAP use cases and design the 

relevant workflows

▪ Designing of a demo/PoC based on requested 

requirements to illustrate the potentials of 

the final DAP solutions

▪ Deployment of a DAP to foster adoption and 

ease the usage of the Travel Management 

module

DAP Implementation on Market Leader Travel Management solution

Leading
Telecommunications

Company 

Deloitte Reference

Source: Deloitte Project

The Client requested the 

implementation of a Digital 

Adoption Platform to facilitate the 

adoption of Travel Management 

platform, reducing error, costs and 

unlocking the full value and 

potential of their Digital 

Transformation strategy

Client’s need

Main

Activities
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Project Approach

▪ Assessment of HCM System with the aim to 

identify the most suitable DAP solution to be 

implemented on top of it

▪ Gathering of the main HCM requirements to 

define an initial PoC with the most relevant 

features to define DAP use cases and design

the relevant workflows

▪ Design the communication plan to support 

the DAP adoption, highlighting functional 

requirements and improvements to illustrate

the potentials of the final DAP solutions

▪ Deployment of a DAP to foster adoption and 

ease the usage of HCM system

Market Leader Human Capital Management (HCM) Suite assessment & DAP 
viability and configuration

Leading Certification
Services Company 

Deloitte Reference

Source: Deloitte Project

The client requested support for 

the configuration of a DAP to 

increase the adoption level of 

HCM suite within the 

Organization

Client’s need

Main

Activities
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Project Approach

▪ Set up of interviews to map the onboarding 

process and identify needs of client 

employees at each step of the process

▪ Gathering requirements in order to set up use 

cases and design new training and 

onboarding workflows 

▪ Socialization of a demo/PoC to help with the 

navigation of the new CRM application

▪ Building, deployment and testing of the DAP 

configuration  

▪ Post-Implementation support to provide a 

clear step-by-step guides and links to external 

resources to onboard and train users on 

performing key processes in live application

DAP configuration for Market Leader Customer Relationship Management 
(CRM) for onboarding and training activities

Leading Industrial 
Manufacturing Company 

Deloitte Reference

Source: Deloitte Project

The Client requested to implement 

a Digital Adoption Platform to 

simplify and improve users 

onboarding and training 

activities, saving infrastructure 

cost and time, providing full 

assistance and support to its 

employees

Client’s need

Main

Activities
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Business contact points

MATTEO

ZANZA
Deloitte Human Capital CM&OD 

Equity Partner

mzanza@deloitte.it

LUCA 

MORRA
Deloitte Human Capital CM&OD

Director

lmorra@deloitte.it

FRANCESCO 

BROCATO
Deloitte Human Capital CM&OD

Director

fbrocato@deloitte.it

LISA 

MANZATI
Deloitte Human Capital CM&OD

Senior Manager

lmanzati@deloitte.it

Human Capital | Change Management & Organization Design
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Important notice

This document has been prepared by Deloitte Consulting S.r.l. for the sole purpose of enabling the parties to whom it is addressed to evaluate the capabilities of Deloitte Consulting S.r.l. to supply the proposed services.

The information contained in this document has been compiled by Deloitte Consulting S.r.l. and may include material obtained from various sources which have not been verified or audited. This document also contains material 
proprietary to Deloitte Consulting S.r.l.. Except in the general context of evaluating the capabilities of Deloitte Consulting S.r.l., no reliance may be placed for any purposes whatsoever on the contents of this document. No 
representation or warranty , express or implied, is given and no responsibility or liability is or will be accepted by or on behalf of Deloitte Consulting S.r.l. or by any of its partners, members, employees, agents or any other person as to 
the accuracy, completeness or correctness of the information contained in this document.

Other than stated below, this document and its contents are confidential and prepared solely for your information, and may not be reproduced, redistributed or passed on to any other person in whole or in part. If this document 
contains details of an arrangement that could result in a tax or insurance saving, no such conditions of confidentiality applies to the details of that arrangement (for example, for the purpose of discussion with tax authorities). No 
other party is entitled to rely on this document for any purpose whatsoever and we accept no liability to any other party who is shown or obtains access to this document.

This document is not an offer and is not intended to be contractually binding. Should this proposal be acceptable to you, and following the conclusion of our internal acceptance procedures, we would be pleased to discuss terms and 
conditions with you prior to our appointment. 

Deloitte Consulting S.r.l., a company, registered in Italy with registered number 03945320962 and its registered office at Via Tortona no. 25, 20144, Milan, Italy, is an affiliate of Deloitte Central Mediterranean S.r.l., a company limited 
by guarantee registered in Italy with registered number 09599600963 and its registered office at Via Tortona no. 25, 20144, Milan, Italy.

Deloitte Central Mediterranean S.r.l. is the affiliate for the territories of Italy, Greece and Malta of Deloitte NSE LLP, a UK limited liability partnership and a member firm of Deloitte Touche Tohmatsu Limited, a UK private company 
limited by guarantee (“DTTL”). DTTL and each of its member firms are legally separate and independent entities. DTTL, Deloitte NSE LLP and Deloitte Central Mediterranean S.r.l. do not provide services to clients. Please see 
www.deloitte.com/about to learn more about our global network of member firms.

© 2023 Deloitte Central Mediterranean. All rights reserved. 
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