
Adoption & Change 

Management (ACM)

“The People Side of Change”



The successful adoption of Microsoft 

Teams Phone represents a change in 

behavior  

It is more than a set of products—it is 

a fundamentally different way of 

working 

This change is about people. 



What is Adoption & Change 

Management?



ACM Defined

The application of a 

• Structured process (ADKAR) 

& 

• Set of tools (Communications, Training) 

focused on leading the people side of change 

while achieving a desired business outcome.



It’s all about…
The Technical Side Working With People Side Of Change

Design

Deploy

Manage



Reasons to Invest in ACM

Increase probability of project success

Capture people-dependent ROI

Manage employee resistance to change

Build change competency into the organization



ACM for Every Stage

Working with a partner that has a dynamic 
Adoption & Change Management (ACM) offering is 
critical as you begin your transition to a new 
solution. 

Workforces are naturally resistant to change, and 
deploying new technology requires a 
comprehensive and tailored approach to ensure 
users of all skill levels get the most out of your 
investment. 

New Solutions

Dealing with a botched technology deployment? 

Avoid unhappy users, achieve solution potential, and 

realize anticipated ROI. 

When deployments go awry, our Adoption & Change 

Management team works with you to realign your 

business goals, eliminate sources of friction, and 

strategize adoption and acceptance of your new 

solution.

Existing Solutions



Adoption & Change Management

at Continuant
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ACM Adoption Curve

Desire

• Share how the change 

will benefit the end user 

(What’s in it for me)

• Users participate in 

providing feedback 

about the change

• Leadership promotes 

and supports the 

change

Knowledge

• Customized training 

targets unique use 

cases

• Users have easy access 

to support

• Reliable information 

regarding the change 

is readily available

• Provide access to a 

champions’ network as 

applicable 

Ability

• Give users time to 

perform hands-on 

practice to gain 

confidence

• Provide access to a 

feedback channel

• Users feel equipped 

with necessary 

knowledge and 

confidence to perform 

their daily tasks

Reinforcement

• Provide monthly 

updates on new 

features and 

functionality 

• Access to continuing 

education

• Provide white glove 

opportunities as 

needed

• Provide access to on 

demand technical 

support 

Awareness

• Ensure users 

understand the scope 

of the change and 

business decisions 

behind it by using 

organizational and 

targeted 

communications

• Create/guide a 

champions’ network to 

be a valuable resource 

in support of the 

change 



ACM Methodology

➢Conduct Adoption & Change Management (ACM) 
workshop

➢Gain an understanding of key business objectives and 
success metrics

➢ Identify key stakeholders and champions

➢Analyze device requirements

Discovery and Assessment

➢Create Adoption & Change Management (ACM) plans

➢Create awareness campaigns

➢ Provide recommendations to accommodate all types of 
adopters and learners

➢Develop custom end-user training classes based on 
unique use cases

Strategy and Design

➢ Execute awareness campaigns

➢ Execute end-user training, both virtual and in-person

➢Distribute post-training surveys

➢ Provide white glove service and hyper care

Execution and Implementation

➢ Summarize results of post-training surveys

➢Review success metrics and ongoing adoption strategy

➢Define regular health checks

➢Conduct additional training for continued education

Monitor and Expand

1

2

3

4



Services of the 
ACM Practice



ACM Workshop



ACM Workshop Agenda

• Introduction to Adoption & Change Management

• Review of Scope

• What we Know

• Success Criteria

• Sponsors

• Champions

• Communication and Awareness

• Resistance Management

• Training Strategy

• User Discovery

• Devices Recommendations



ACM Plan



ACM Plan – Example Topics

• ACM Approach

• Awareness & Communications

• Leadership & Sponsorship

• Champions

• Resistance Management

• Reinforcement

• Training



Communications Plan



Communications Plan – Customized

Target audience: All Employees

• All Hands Announcement

Target audience: Champions

• Champions of Microsoft Teams Phone

Target audience: Impacted employees

• Coming Soon

• Coming Soon Reminder 

• Getting Started 

Target audience: User Acceptance Testers (UAT)

• Coming Soon

• Getting Started 



Training Plan



Training Plan – Reaching all types of learners

Recorded for future needs

Virtual instructor led training

Basics

• Topics: Overview of the Calling Interface | Call 

Settings | Receiving & Making Calls | In Call 

Features | Microsoft Teams Mobile App

• Audience: General users

• Duration: 1 Hour

Advanced

• Topics: Basic Training + Delegation | Call Queues 

| Priority Access

• Audience: Recommended for Executives, 

Executive Assistants, Receptionists, Power Users…

• Duration: 1.5 Hours 



Training Plan – Reaching all types of learners

Quick Start Guides – customized 

• Basics

• Settings & Delegates

• And more… 

Microsoft Training Videos



Persona Analysis & 

Device Discovery



Persona Analysis Overview

• ACM Introduction

• Persona Profiles
Day 1

• User InterviewsDay 2 & 3

Day 5

• ACM Plan & 
Device Suggestions

• Findings & 
Recommendations



Persona Analysis Output

Up to 8 Personas are Identified by:

• Job Titles

• Work Style Setting

• Technology Needs

• Device Needs
Road Warrior

Office Collaborator

Executive Assistant 

• Managers and directors who spend most of their 

days in meetings. 

• Currently making calls with a headset connected to 

their PC. May be more successful with a wireless 

headset that enables them to walk around the 

office.

PERSONA DESCRIPTION

USE CASES & SCENARIOS



ACM – Device Discovery

Bluetooth headsets

Example Devices

USB headsets

• Current plan for device deployment?

• Headsets: Required? If so, wired or 
wireless?

• Desk phones: Required? If so, 
touchscreen or buttons?

• What work setting (s) need to be 
considered?

• Preferred Vendor?

Typical Questions
Puck devices

Desk phones



Get in touch with us:

www.continuant.com

Thank You

http://www.continuant.com/
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