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Preface

/E\verest Group®

The aim of the DAP Playbook is to empower enterprises at various stages of
their digital evolution with insights into the role and impact of DAP in digital
journeys and to help develop strategies to improve outcomes from their DAP
investments.

At the time of publishing this playbook, many countries are recovering from
the COVID-19 pandemic, while some are still battling it. This has thrown the
world into an unprecedented crisis, stress-testing organizations’ business
continuity plans. Every industry has been impacted one way or the other. In
response, a significant portion of the world population has been staying
indoors. As a result, alternate work models such as work from home have
seen a huge rise. The importance of remote training and support is
significantly amplified in this crisis, and organizations are looking at solutions
to accelerate their journeys to make their business models more resilient to
pandemic-like situations. Solutions such as DAPs can play a pivotal role as
they help enterprises solve some of these challenges.

This playbook will help enterprises understand the various components of the
DAP market and help them scale up their DAP adoption across the
organization to make them more resilient and competitive.




Key contents of the DAP playbook

Introduction to Digital Adoption Platforms
(pages 3-8)

Building the business case for DAPs
(pages 9-15)

Understanding the journey
(page 16-22)
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Understanding DAPs (page 1 of 3)
DAPs are solutions that are designed to facilitate seamless adoption and learning of the underlying applications
through step-by-step guidance

NOT EXHAUSTIVE
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Understanding DAPs (page 2 of 3)
DAPs, apart from step-by-step guidance, also offer other capabilities to further track and engage the end users
with both the underlying application and the DAP

NOT EXHAUSTIVE

Automation
Executing the business processes automatically, auto-filling
standard data fields — while seeking users’ interaction only
at the relevant places. This minimizes the number of empty
clicks by users, ensures better data quality, and increases
overall employee productivity

This is the core functionality and helps users complete a Ability to offer insights across user interaction with
specific process using step-by-step guidance to better DAP content, as well as interaction with the underlying
adopt the underlying application. This is typically application. Pre-DAP implementation analytics helps in
accomplished through features identifying areas of digital friction and helps in Rol
such as walkthroughs and tooltips evaluation. Enterprises can understand the adoption of their
digital assets and user engagement, among others

Step-by-step guidance Analytics

Knowledge management
Multi-format content export: Ability to convert the
walkthroughs to other formats (e.g. PDFs and slideshows)
Self-help widgets: A centralized location to access the
relevant information from knowledge bases, LMS, etc.
DAP’s integration capabilities help in bringing in data from
various knowledge sources

Announcement and news
This enables enterprises to provide users with
up-to-date information regarding the application,
push new content, inform about new feature releases,
or share company news with employees (need not be
related to the application itself)

Surveys and user feedback
Ability to embed surveys and get responses to important
questions. Additionally, it is also used to gather valuable
insights from users to measure overall satisfaction such as
Customer Satisfaction (CSAT) and Net Promoter Score
(NPS) from the product as well as from the DAP content
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Understanding DAPs (page 3 of 3)
DAPs offer various features to help users complete and learn processes
within the underlying application, in addition to providing contextual help,
announcements and the ability to gather user feedback

ILLUSTRATIVE

Balloon

Gives details about a step and
Walkthrough helps users to interact with the
A step by step guide that helps underlying application

users complete a process with the
help of features such as balloon
tooltips, and help widget

Survey / user feedback
Gathers user feedback regarding
/ E— the guidance provided, content,

¢ CLICK HERE @ NPS, or more

Application

(T @ i 1% Pop-up

: 3 1 3 Used for company-wide
announcements/news. It
can also be used to notify
users about new features

Checklist

Showcases important
tasks that need to be
fulfilled by the users and
indicates the progress

Tooltip

Provides additional

Contextual help widget
Consists of FAQ items for quick

access. It can also be used to information about the
display available walkthroughs element when the user
and relevant content clicks or hovers over it
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Typical use-cases
Most of the DAP use-cases fall under two key categories — customer-facing use cases and enterprise use cases,
typically for employees and partners of the organization

NOT EXHAUSTIVE

@ Customer-facinguse cases [l Employee/partner-facinguse cases  [Jjjj Both

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

DAPs, by providing personalized onboarding experiences, can enable users to onboard a product and start adopting the
various features quickly and effectively

New user onboarding and adoption

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

DAPs provide learning in the flow of work and throughout the digital adoption life cycle. This helps employees retain the

Jiliiasuelil izl information and helps maintain a certain level of employee productivity

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

Digital transformation and change DAPs can enable a smooth transition for employees to a new software by explaining the process or application changes —
management reducing the user confusion and frustration

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

By providing in-app support and self-service features, users can get answers to queries and guidance to complete critical

SEIEr ST A (S tasks, reducing the burden on the support staff / helpdesk

Feedback collected from the DAP provides valuable insights for product owners to understand user behavior and help improve

Product improvement . .
solutions to make them more user-centric

While these are some of the more prominent ones, there are other use cases such as communication/announcements or use cases that may be specific to an enterprise depending on the

industry it operates in or the initiating stakeholder(s)
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Key benefits of DAP
DAPs enable enterprises to improve productivity, reduce costs, and enhance the user experience

Better efficiency and
time savings through
increased user
productivity

Reduces support tickets and Increases trial
costs as a result of contextual -~ conversion and reduces
help within the application {@ , customer churn
\'

(& Low error rates due

to better supportin
completing processes

Reduces training costs
through faster content
creation and “in the work”
content delivery

Improves user
experience and user
satisfaction scores
Enhanced adoption
through better process
completion and engagement
with DAP content
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Key contents of the DAP playbook

Introduction to Digital Adoption Platforms
(pages 3-8)

Building the business case for DAPs

(pages 9-15)

Understanding the journey
(page 16-22)
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DAP execution paths can be broken down into four key phases

Everest Group breaks down enterprises’ DAP execution path into four key phases

Key Focus

/Qerest Group®

' e Business case

" e Proof of Concept (POC)
' e Tool selection

e Develop DAP strategy

. e Overcome conceptual barriers to DAP

. implementation and build awareness

. e Identify opportunities

. e Develop the business case

. e Align stakeholders (HR, IT, business,

product owners, etc.) to get backing for

. the POC

. e Select tools/partners

- e Identify skill sets required

. e Develop an implementation approach
and roadmap

RESEARCH

Piloting \

" e Select initial use cases
' e Run pilot projects
. e Monitor performance

. e Get executive backing and funding
. e Develop/train skill sets for DAP

implementation

. e Select and prioritize applications
. e Select and prioritize processes within

applications

. e Implement initial use cases / pilots
. e Monitor performance
. e Raise awareness and enable

upskilling/reskilling

. e Refine DAP strategy
. o Establish/refine the DAP governance

model

' e Scale up across enterprise

' e Establish DAP best practices ‘
' e Set up CoE and embed necessary talent
" e Identify new opportunities 1

' e Act on lessons learned to refine the

DAP strategy and establish/refine the
DAP governance model

e Scale up across functions/geographies
. e Scale up upskilling/reskilling of

resources

e Set up a dedicated team and

continuously identify new opportunities
for DAP adoption

Proprietary & Confidential. © 2020, Everest Global, Inc. | This document has been licensed for exclusive use and distribution by W hatfix

Steady-state |

. e Institutionalize the governance model
. e Continuously improve
. o Create awareness

' e Ensure operations with robust

governance and controls

. e Integrate a culture of innovation and

design thinking across the organization



The Pinnacle Model® provides a framework to help enterprises measure the DAP journey’s
current and target states, both in terms of outcomes and capabilities

NOT EXHAUSTIVE
Everest Group Pinnacle Model® for mapping an enterprise’s journey to become a Pinnacle Enterprise™
A
o™
©
>
4
A Pinnacle Enterprises™
Business impact ‘
Each enterprise will have it's own
specific journey depending on the
@ N industry, size and culture
B (D
0 . li «—— % E) Definition of Pinnacle Enterprises™
perational impact £ e Enterprises that stand apart from others for their
o business outcomes and capability maturity
e Not all enterprises will be working toward the
same destination, but alignmentis critical
e |
©
> J
e °
 J
Basic Typical Advanced Leaders
Capability Imaturity >

[EEY

{ . ! . } , ! . }
Vision and strategy Implementation Technology Organization & talent Resourcing
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Outcomes: Use the Pinnacle Enterprise® outcomes model to understand your current state
and goals for the desired target state

Dimensions Subdimensions? Achievement level

High

° ; Highest level of achievable outcomes.
“ Typically only 10% of enterprises will get to
: | : this stage
Business impact User experience

X

i z ;
: : ) : . .
.&ql i G ; Middle level of outcomes achieved. The
: vast majority (~65%) of organizations fall in
Operational impact Productivity this bucket

% e~
Q @ l@‘ $ Low level of outcomes. For relatively new

: | technologies such as DAP, we can expect
Cost impact i : Time to ROl Support costs | ~25% organizations to fall in this category

\\‘ _____________________________________ // LOW

Breaking down and measuring outcomes

e Overall, we can measure the outcome through a combination of three factors: cost impact, operational impact, and business impact
e We can further break these down into subdimensions that fall into one of the three buckets depending on the level of the outc ome achieved. The exact measure of outcomes will vary
significantly by the scope of DAP implementation

1 Not exhaustive

/Qerest Group®
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lllustration: Consider an organization evaluating its applications, including customer-facing
and employee-facing applications, for DAP implementation

ILLUSTRATIVE

Employees Customers
.Q0.0 .Q0.0 0000 0000 .Q0.0

REQFBEDH REDY LI

Applications implemented within the organization Applications developed for customers
- e Salesforce e Jira e SaaS product A
- e Workday HCM e Zendesk ! e SaaS product B
. e Oracle Financials e Sharepoint | e SaaS product C
- e Microsoft office e Zoom | e SaaS product D
. e SAP ERP e Custom-built app | e SaaS product E
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Scenario: The organization is evaluating all its applications for DAP
Prioritization of all applications

ILLUSTRATIVE
Prioritization of applications
A I'_______: Employee-facing applications Customer-facing applications
High @ (T TTTTTITTTTmmTT T @ (CTTTTTTTToTTT T )
| @ SAP ERP ! | | e Salesforce
| o Custom-built app ! 3 ' e Workday HCM !
' e Sharepoint
R e ‘ R LR ¢ e When the organization is considering DAP implementation
holistically, it should carry out the prioritization separately for
SaasS product B SaasS productA each of the application category — employee/partner-facing
g and customer-facing — to identify the top applications within
§ ,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, each category (as shown in pages 36 and 37 in the playbook)
()
< D SEEEEEEEEEEEEEEN . T SRR RS , e The enterprise can develop the consolidated view by grouping
2 @ ' e Oracle Financials ! @ . e Microsoft office applications from the respective quadrants
O | o Jira : . e Zendesk : o o :
| | | o Z0OMm ! e Once this view is generated, applications in the upper right
(S ' S . quadrant should be considered for further evaluation
e SaaS product D SaaS product C
e Saa$S product E 3
Low
Low DAP potential High
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Considerations when creating a business case for the identified application
Enterprises need to target appropriate amount of content to be created, given the possibility of diminishing returns

ILLUSTRATIVE

Variation of business benefit with the amount of content created

High
State 3 o . ,
e In DAP initiatives, the business benefit for the
State 4 : :
enterprise will largely depend upon how much content
(walkthroughs, self-help documents, tips,
State 2 . .
announcements, etc.) is being created
» At this scale, investing ° As we move Trom one state to gnother, more content
5 in creating additional is created using the DAP. The time and cost to create
© content may not be content increases with all other costs (license,
» State 1 beneficial on an implementation, and maintenance) remaining static
3 incremental basis . _ .
c e As we reach state 4, there is no incremental benefit
é achieved by creating more content. So, the amount of
content created in state 3 will provide the maximum
business benefit
e Hence, it becomes critical to understand the business
benefits for different states to arrive at the state that
provides the enterprise with the maximum benefit
Low

Amount of content created :
Low High
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Key contents of the DAP playbook

(pages 3-8)

l
Building the business case for DAPs o12] ) 1
9 DA o0 o
(pages 9-15) @

Understanding the journey _o—
(page 16-22) thj

._J

Introduction to Digital Adoption Platforms ‘
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Capability: The Pinnacle Enterprises® Capability Maturity Model (CMM)? can help enterprises
understand their current state of capabilities and subsequently where they want to get to

Dimensions Subdimensions? Achievement level
’ ) High
| e © x. .
. i | El'n;:ac'(la | of bili ity. Typicall
Vision & strategy Funding/sponsorship  Project initiation E Ighest level of capability maturity. Typically

only 10% of enterprises will get to this stage

@ % o Advanced

Medium-high level of capability maturity.

Implementation Scale and scope of DAP deployments : Typically 15% of enterprises will fall in this
e@gﬁ@ o bucket
. @8 . o Typical
Organization & talent : i Role of Center of Excellence (CoE) in DAP Medium-low level of capability maturity
- |n|t£t|ves ; Typically a majority of enterprises (~50%)
5 ; ; =] i will fall in this bucket
Technology 5 Content personalization . Basic
| 5 (X X Low level of capability maturity. For relatively
Fﬁ 1” new technologies such as DAP, we can expect
: ) _ / A0 . o
Resourcing Sourcing of DAP talent/skills Low 25% organizations to fall in this category

Breaking down and measuring outcomes

e Overall, capability is measured through a combination of five factors — vision & strategy, implementation, organization & talent, technology, and resourcing
e Each of these is further broken down into subdimensions, which can be measured as falling in one of the four buckets depending on the maturity level: basic, typical, advanced and
pinnacle

1 Refer to pages 100-110 in the playbook for the detailed model, dimensions, and subdimensions
2 Not exhaustive
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Everest Group organizes DAP capabilities according to five key components of enterprises’
DAP journey

CMM components Example pages from broader CMM reference guide

Copaityements B e

Primary drivers of DAP adoption Business case focused on Business case focused on Business case is focused on Business case focused on user
gensrating quick cosl savings increasing workforce productivity,  improving govemance & experience, disrupling business
efficiency, and quality along with  compliance along with increasing  model with holistic and futuristic

generating cost savings productivity, efficiency, and quality, view of digital landscape evolution

as well as generating cost-savings  along with improving governance &
compliance, user exparience,

VlS | on & St rate gy efficiency, and quality, as well as
@ e sponsorship business fun

Capability elements Basic Typical Advanced Leader
8 8@ Project initiation Siloed appro¢

support DAP team structure No dedicated DAP team within the  Decentralized structure; business ' Centralized dedicated DAP team  Hybrid DAP operations;
organization, largely shared talent  unit forms a dedicated team for that defines and implements DAP decentralized DAP teams from
with part-time DAP responsibilities  DAP initiatives when required initiatives for the entire organization ' business units work closely with a
central team to implement DAP
initiatives
Type of DAP CoE No formal CoE setup for DAP CoE setup with DAP Subject Matter  Centralized CoE for all DAP Hub and spoke CoE model that

Organization & talent ® iatives D e T L S O e

.. Technology

St 0w o Lo v gyl Base
govermned by | -
. of need to be updated  Walkthroughs do not break in case  Walkthroughs do not break in case  No need to update walkthroughs as
Sharing/pooling of DAP skills No sharing/pc for any change in the underlying  of minor changes in the underlying  of many changes in the underlying they are immune to any change in
application workflow application, walkthroughs need to  application; needto the workflow
D be updated for the majority of be updated only for major changes
changes in the in the
annlication warkfow worlefiow

Technology . e i T—

Capability elements Basic Typical Advanced Leader

ivv'ﬂ"osr'yffs SuEll’gﬂsd Only one appl  sourcing of DAP talent Leverage only vendor / external Leverage vendor / external partner  New hires / leverage existing Leverage existing dedicated

\ g partner resources resources and exisling shared dedicaled resources with proper resources along with a well-
browser-based, native mobile resources with relevant training o lraining on DAP documentad approach to source
applications, desktop applications, DAP resources from across the

hybnd applications, etc.) enterprise to enable resourcing

across DAP initiatives as per the

required bandwidth
Reso urcin g O DAP fraining and education Basic initial DAP training by Well-structured DAP internal Integrated external and internal, Well structured DAP internal and
vendors fraining program in addition fo initial well-structured training programs. external training programs that are
Implementation
scale, scope, and speed)
Capability elements Basic Typical Advanced der
Distnbution of DAP projects by Mast of the DAP projects are in the ~ Most of the DAP projects are in the  Most of the DAFP projects are being  Most of the DAP projects are in
stage planning stage pilot stage scaled up from the pilot stage steady-state implementation stage
Scale of DAP adoption Less than 10% of the applications  Around 10-30% of applications Around 30-60% of applications More than 60% of applications
leveraging DAP leveraging DAP leveraging DAP leveraging DAP
I m p I e m e ntat' 0 n ' Scope of DAP adoption One business function/unit Two o three business. Four to five business functions/units More than five business
functions/units functions/units
Speed of DAP adoption One DAP license per year on an Two to five DAP licenses per year  Five to 10 DAP licenses per year on  More than 10 DAP licenses per
average on an average an average year on an average
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The DAP journey will take different forms based on two sets of determinants - DAP-related
(science) and environmental (art)

i

DAP journey

Execution
path to be
followed

Determination
of DAP target
state

Environmental determinants
e Organization structure

e |Initiating stakeholder(s)

e Risk appetite

e Existing DAP partnerships
e Auvailability of resources

DAP determinants

e Current outcome and capability

e Business case

e Achievable target state outcome

e Corresponding target state capability

/Qerest Group®
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Digital Adoption Platform (DAP) Playbook

Given the same current and target states, enterprises’ culture, structure, and other
environmental determinants influence the routes they take

A
™
[
>
o
-
Two enterprises starting their journeys at the
same low level of DAP maturity and wishing to
O reach the same advanced target state may
GE) g take significantly different execution paths; the
§ 3 path would largely depend on environmental
8 determinants.
i
[)
5 Current state
—]]
Basic Typical Advanced Leaders

Capability maturity

\ 4
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The playbook helps your organization think about how to develop your DAP journey...

M Planning M Piloting

e Obtain alignment with IT and
relevant teams for DAP
implementation

Plan implementation
timelines, governance, talent

Start of the ) o
Identify and prioritize

ILLUSTRATIVE

Scaling up M Steady-state

Select appropriate DAP
vendor based on

capabilities required to

execution Y . . ; _ ) ) :
path applications using the requirements, and skill e Identify DAP talent and decide achieve the desired
prioritization framework development for DAP roles and responsibilities outcome
e Initiate training of existing
Continuously monitor Identify the processes talent for DAP
and report on Develop pilot for the  for which walkthroughs e Initiate governance Obtain management
metrics/KPIs prioritized application should be created mechanism buy-in and budget
Set up enterprise e Evaluate CoE requirement e Set up a team to evaluate
Repeat journey with standards and best e Build CoE structure opportunities in other areas
next application in the practices based on the e Evaluate and refine DAP e Templatize the opportunity
priority list learnings talent strategy evaluation framework
End of the Enable various exposure

Continuously
monitor and report
on metrics/KPIs

s

execution path

AR

Institutionalize the
governance model

-

mechanisms to create
awareness — newsletters,
online portals, etc.

-

e Scale up across the enterprise
e Continuously monitor and
report on metrics/KPIs

Everest Group® Proprietary & Confidential. © 2020, Everest Global, Inc. | This document has been licensed for exclusive use and distribution by W hatfix
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... the DAP journey can take different forms
based on two determinants — capability-

related and environmental

=/

1

Environmental determinants
e Organization structure
Initiating stakeholder(s)
Risk appetite

Existing DAP partnerships
Availability of resources

DAP journey

Determination of
the target state /

DAP capability determinants

e Current outcome and
capability

e Business case

e Achievable target state
outcome

e Corresponding target state
capability



-..and provides enterprise case studies highlighting their DAP journeys and the benefits

realized from their DAP implementations

Case studies | Experian (page 10of 2) !:e'xperiﬂn_

7=, FEstadished in 1986, Experian i 8 leading gicoal information services company. Experian empowers consumers and chents to manage their data with confidence during ife's
\@/ Big moments, The company hilps individuals take financial control and access financial services, Businesses o make smaner decisions, lenders 1o lend responsily, and

. erganizations fo prevent ideniity fraud and crime. Experian has 17,800 people operaling across 45 countries. | is listed on the London Stock Exchange (EXPN) andisa
Ente PHSE conetibuent of the FTSE 100 Index. To tackle Salesforce adoption issues and 1o support its train ing efforts, Experian started is DAP joumey in 2017 with Whatfix 1o provide
s on-gemand learrlrg and salf-zanice SLPFH)H to the sales cepanment.

Drivers of adoption | Approach toward DAP initiatives

» Increasing Salesforce adoption: Streamiining and improving the experience of the #» Project initiation: The decision-making and implementation was completed by the
salespeopie to drive productivity and maximize their ssling potential global sakes enablement training team

» Decrease content creation effort: There was significant effort in content creation and # Process selection for walkthroughs: Identfied those processes that are most commen
maintenance due to the volume of training required. Hence, reducing pressure on the and most comglex wiithin applications and created walkthroughs for them
ghobal

s Globs
neG

ovafll Case studies | Experian (page 2 of 2)

Araund &
Freed up Current status of the DAP program

Future plans for the DAP journey

-

+ Three years since the inffiation of the DAP journey Experian plans to offer its users automated content for repetitive 1asks using the DAP 1o

give Back considerable time, currently spent deing administrative wark, to concentrate

mare on sales sirategies

« Experian is considering expanding DAP implernentation 1o ether applications within the
organization such as e-signature application, SAF, and applications in marketing,
finance, and celivery

» Deployes ghs for 1004+ | an

Avuwsc ® DAP 15 used by 2,000+ sales employees across the United Kingdom & Ireland, Asia
Pacific, Continentsl Europe, and North America

# Since Experian had a global workforce, i 'was imporant te understand how to provide content specific to sales staff in different geographies
E # After the initial launch of the walkthroughs, thers were some flows that had to be revisited
» Alhough the walthreugh creation was quick, sppreval and clearance of the created content required appropriste time

Challenges
# Creating content in case there are any updates 1o the sales process/system or the training. Experian also migrated from Salesforce Classic to Lightning in between
» Experian worked clesely with regional iraining chamgiens on Bsth new user and existing user content with a dynamic, consullalive approach, Crealing bespele and
contextualized content specific to their business units or leam processes was imporant
# The crganization used the multi-format content export (of the live walkthroughs) to keep the content up-to-date without having fo recreate new wideos to ensure continuity
Winning of the iraining process
insights + Utllized other DAP Teatures such as checkists, pop-ups, and tecltips, as they provided additional valus beyend what was gained ihrough the wakthroughs
= Creation of a robust content maintenance program to understand which walkthroughs are nesded, and how to make them more robust and useful
me'w. Group®
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Case studies | Sentry (page 1 of 2) Sentry"

7o, Sentry Insurance, & Fortune 1000 comgany, is one of the largest mutlal insurance companies in the US. fis care business units provide industry-specific commercial
\@/ insurance options. Sentry and its subsidianies sel property and casualty inswance, ife insUrance, annuites, and retirement programs for Businesses and individuats
thraughaut the US, Feunded in 1904, it is headguartered in Wisconsin and has a workfarce of more than 4,000, Sentry started is DAP journey in 2017 te provide on-demand
leaming and self-help oplions 1o its users, A1 first, it started by leveraging DAP for their CRM applcation o provide its sales team with the relevant support, but over time, it
partnerad with \Whatfx to add DAP to more applications, including both intermal- and extsmal-facing applications

Drivers of adoption | Approach toward DAP initiatives

» Better user onboarding: To drve user adoption, satisfaction, and overall engagemsant » Project initiation: Decision-making and impéementation were driven by the corporate
during cnboarding of new hires learning function (the CoE), the IT team, and business unis

Enterprise
averview

» Moment-of-need support: Sentry wanted to provide just-n-iime and moment-ct-need = Application selection: Typically, DAF had been implemented in high frequency,
support for users across both internal- and extemnal-facing applications o faciitates self- comgdex systems that are primary-use systems for end-users
help, |
 Supp
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About 4/ 3 . -
Resoure! Current status of the DAP prc Future plans for the DAP journey
DAF dep » Three years since the infliation of its DAP jaurney « Build more robust and targeted walkihroughs and on-demand content to deliver a
* Has depioyed DAP on six applications - a combination of Both intermat and personaized expariance 1o its users
o~ wxternal-facing applications # Create a plan 1o maintain and update the content created with DAP to ensure its
Everest £ i
= Used by 2,000 employees scross sales, undenviling, clains, and sperations, 600 accuracy and relvance cver lime
external agents and customer service representatives, and mores than 75,000 # Develop a dashioard io track key metnce across all applications on which DAF has been
customers deployed to better understand DAP wtilization and track emors within workfiows
# Changing features and environments impacted existing DAP rescurces, which required enhanced testing
E « Timeling and stabily was often refiant on the initistives of a larger praject implementation strategy
® With new systems being implementad in-house, the organization faced some resistance to changs from the user base
Challenges
o o Since the DAP was implemented on multiple applications, it was important 1o understand the d wnt approaches to prasent the information 1o different types of
audience
+ Secured leadershipistakeholder supgan and invelvement thrsughout the process
o Proactive communication and inchesion of subject matter experis, support teams, and end-users. Sentry ensured open communication betwsen the business unit and the
DAF wendor 10 enlist short- and long-term goats

Winning « Tied its learmning objeciives to behavior changes to aid in smooth implementation, Frometed the DAP through awareness campaigns (webinars, cpen houses, and G&A
insights sessions) and leadership suppert

Collected feedback post go-live o understand the impact and Benefit of the DAP initistive 83 realized By end-users
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What should executives do next?

p)

e

Take a programmatic approach with a clearly defined vision, mission, and desired outcomes

® Assign a core team at the central level to develop a DAP strategy for the organization

® Ensure the strategy is corporate-wide and inclusive, with a clearly defined roadmap and approach to desired outcomes
® Be sureto

— Understand the requirements and challenges in scaling up DAP across the organization such as talent, governance, and
stakeholder involvement

— Prioritize applications for DAP implementation and select a DAP vendor that will partner along the journey

Empower the organization to succeed with DAP initiatives

® Provide executive sponsorship and central help for DAP project funding and resourcing

@ Support the respective team/stakeholders to work through organizational challenges and barriers to deployment
® Develop an organizational culture that embraces innovation

Aim to be a best-in-class, or a Pinnacle Enterprise™1, in DAP
@ Build DAP capability with the goal of achieving business outcomes and growth
® Ensure that the organization follows best practices

The rest of this playbook provides you with insights, methodology, and guidance to help your organization

1 As described on page 11 of this document
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Everest Group®

With you on the journey

Everest Group is a consulting and research firm focused on strategic IT, business services, engineering services, and sourcing.
Our clients include leading global enterprises, service providers, and investors. Through our research-informed insights and
deep experience, we guide clients in their journeys to achieve heightened operational and financial performance, accelerated
value delivery, and high-impact business outcomes. Details and in-depth content are available at everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+1-214-451-3000 +44-207-129-1318

Social Media

Y @EverestGroup Bangalore New York
india@everestgrp.com info@everestgrp.com

() @Everest Group +91-80-61463500 +1-646-805-4000

¢) @Everest Group

© @Everest Group Delhi Toronto
india@everestgrp.com canada@everestgrp.com

Blog +91-124-496-1000 +1-416-388-6765

everestgrp.com/blog
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fithess
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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