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As you plan for any kind of CRM update the question of training and user adoption always
comes up. Will they use this? Who will enter the data? How can we get useful data? Are the
users going to revolt soon? Use the Training Strategy Flow Chart to determine the options you
should consider and read more information below.
Keep in mind that training and user adoption are very closely related and feed into each other.
You need good training to build user adoption, but you need user adoption to engage users
during training.
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What’s In It for Me

One of the most crucial parts of training is emphasizing what is in it for the users. This includes
concepts such as easier access to data, having everything accessible in one system and
quick collaboration. It also includes things like the simplification of tasks and improvements for
entering data. A good way to illustrate these items in training are focusing on Views, Charts, and
Dashboards. This shows users why they are entering data and what they can do with it.
Related to this concept is the need for executive sponsorship. It is important for the top of the
organization to support the CRM product and encourage staff to use it effectively. Users need
to understand that this data is important and being looked at from all levels. If it’s not in CRM,
then it didn’t happen.

Build Trust

It is important for users to have some insight into the CRM project so they can trust the decisions that are being made. This includes informing them of reasons for changes whether these
are business or system support related. It may be as simple as mentioning that a minor change
is due to a new process but it could be more delicate if you need to explain why you are upgrading from a working system to a new unfamiliar version.

Showcase Benefits

Users want to know, “Why is this better than my old method? Why should I change what I am
doing?” This includes our What’s In It for Me items as well as showcasing new features. Users
need to understand the benefits of the new system. Some good features to demonstrate could
be the Recently Viewed Records, Global Search and Quick Create.

Sell it!

Promotion! Promotion! Promotion! Get people excited about your CRM changes. Communicate
the value of the system and changes often. Keep showing the benefits. Be excited and
positive. Make sure all of your training is coming from a positive point of view, this is no time to
sympathize with users! If you are positive and can back it up, then users will agree.

Don’t Rock the Boat

When your users are happy and using the system, help them along their merry way. This
is when you will want to focus on using quick tips and tricks. If there are changes, only
communicate the extra details to the impacted users. Don’t overwhelm other users with
information they do not need.
Ensure that users have easy access to the training they need. Keep it in digestible sizes so
users can quickly find what they need. You can also make use of the custom help features
available in CRM to direct users to the relevant training for what they are working on.
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Find Other Motivators

For big changes such as a major upgrade, be prepared to look at other ways to motivate
people to learn. This can include events such as “lunch and learns” or even a launch party
to drive excitement and anticipation for the new system. You can also look at having signage
around the office to keep people informed.

Army of Power Users

It is essential to identify power users in your organization. Power users are people who are the
stars in their department who you can enlist to be your first line of defense for questions, training
and troubleshooting. It is important that power users understand the importance of their role
and the impact they can have. You can provide these users with additional training so that they
are empowered to help their peers. Power users can also help you learn the language. As you
are training you want to talk about things in the way a peer would not in CRM-speak (entities,
navigations, customizations, oh my).

Treat Users with Special Care

Every organization has some users that are resistant to change. It is important that these users
are acknowledged and that you plan how to handle them. They may need additional training
time or even some one-on-one support. Also get them involved in the change process so that
they can see that their feedback is valued. Consider giving them some of the perks of a power
user (additional training, testing and feedback sessions, maybe a special lunch) so that you
can try to convert them from a destructive force into a positive one.

Other Tips

A few final tips to send you off into the exciting world of CRM changes. Keep your training
groups small if possible so you can focus by user role. Smaller groups also help you target your
training only to the appropriate groups when pieces of it do not apply to everyone.
Some great features in the newer versions of CRM for you to highlight include the mobile
offerings, Recently Viewed Records, Global Search, Quick Create Forms, etc. There are so
many productivity options that can save your users time and clicks.
Also make sure you check out the training materials that Microsoft has provided in the CRM
Customer Center. There are full training manuals that Microsoft has released for you to
download, edit and distribute. Do not feel like you have to create all the content yourself. Use
what is available online or even get your Power Users involved in developing content.
What do you think? Share your training and user adoption tips on Collaborate!

Plotting your Training Strategy

www.crmug.com/join

