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“In a consumption-based business, customer success is all that 
matters, because it builds on itself over time.“
—Amy Hood, CFO, Microsoft

“The customer is more important 
than ever… it's really this culture 
that's driving us forward.” 
—Marc Benioff, CEO, Salesforce

“If you stay very focused on customers 
and customer success, people pay 
attention to that—and in turn, they 
also want that same type of success.”
—Aneel Bhusri, CEO, Workday

"We're going to put more 
focus on customer success.”
—John Donahoe, 
CEO ServiceNow

“Customer success is the 
most important priority.”
—Bill McDermott, CEO, 
SAP

“We work with our customers to 
get live and get successful.” 
—Steve Miranda, 
Oracle EVP of Applications  

Industry-Wide Focus on Customer Success

Why Cloud Customer Success Is New Top Priority For Salesforce, Microsoft, Workday, SAP And Oracle
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Customer success = technology + people change

Successful adoption of a new solution is the result of different and complementary disciplines:  
deploying new technology and changing people’s behaviors. 

Technical Deployment Change Management

 Technology perspective focused on new 
solution deployment 

 Paid based on solution deployment
 Work completed by Technical Specialist 

Professionals with technical certifications 
 Work with IT & Technical Decision Makers
 One-time, single workload adoption

 Organization-wide perspective focused on changes 
driven by technology

 Paid based on business outcome
 Work completed by Customer Success Managers with 

change management certification 
 Work with C-Level and Business Decision Makers
 On-going work driving adoption of multiple 

workloads 

While both practices may exist within the same partner organization, there should be two separate functions 
focused on different business outcomes. 



Adoption & Change Management

 Microsoft 365 enables customers to transform how they serve their customers and manage their operations 

 Transformation means change: changing processes, how people work, and improved outcomes 

 Change creates challenges and opportunities for Partners and Customers

Challenges Opportunities

 People resist change – resistors can prevent 
success

 Many customers think they can manage change 
themselves, but don’t have skills or bandwidth 

 Post-implementation engagements often 
underfunded

 Change Management techniques have matured 
significantly

 Broader awareness about the importance of 
human factors in driving change

 Customer mindset toward broader transformation 
versus narrower solution



Why do you need Adoption & Change Management?
Microsoft 365 solutions enable your customers to achieve business outcomes – cost savings, time savings, 
simplifying and automating processes. However, these outcomes can only be achieved if end users adopt 
and use the new technology, and use it as intended. 
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Data Supports the Connection

Prosci 2018 Benchmarking Data
Data from 2007, 2009, 2011, 2013, 2015,  2017

Percent of Study Participants Who Met or Exceeded Objectives
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FastTrackOur Adoption & Change 
Management Framework

Partner-CSM 
Program

How we support our customers

Customer Success 
Unit



Customer Success Unit



Your Customer Success Manager

Engage in 
customer 

business value 
discussions 
and make it 

concrete

Discuss the 
success factors 
and agree to 
actions and 

progress 
management

Mutual review 
and update of 
calibration and 

actions

Utilize 
Microsoft’s 

cross-industry 
best practices

"We enable our customers to innovate and realize 
value 

by accelerating adoption of our cloud solutions to 
transform their business."



FastTrack for Microsoft 365

Onboard to Microsoft 365 services and migrate your data 
Deploy chat-based collaboration and productivity apps
Enable identity, device management and modern security

Deploy new 
cloud 
capabilities

Access 
engineering 
expertise

End-to-end guidance built by Microsoft engineering 
Access self-serve tools and resources
Guidance delivered remotely by Microsoft engineers or approved partners 

Gain user 
adoption

Create a holistic plan to accelerate user adoption
Proven methodologies for a successful implementation
Resources to increase capacity for change management

www.microsoft.com/FastTrack



Customers worldwide have achieved results with FastTrack

FastTrack engineers support customers in 12 languages
FastTrack digital experience in 27 languages
FastTrack approved partners provide additional scale

APJ 

EMEA

AMERICAS52K+

Since 2013…

1 Average time reduction to 
onboard using FastTrack



FastTrack portal access for self-serve planning and training

Ongoing access to FastTrack engineers or approved partners*

Data migration

FastTrack for Microsoft 365 Eligibility
FastTrack is available at no additional cost as part of your eligible subscription

All customers

150+ seats

500+ 
seats



Get started with FastTrack today

Visit www.microsoft.com/FastTrack1
Sign in for additional guidance and resources

Create a success plan2
Establish implementation and user adoption goals, 
tactics and strategies 

Get resources and ask for help3
Review resources and submit a Request for Assistance



Additional Resources to www.microsoft.com/FastTrack
TechCommunity.microsoft.com Docs.microsoft.com Transform.microsoft.com

Support.microsoft.com Productivity Library Product websites

https://techcommunity.microsoft.com
Collaborate, share and learn from experts

https://docs.microsoft.com
Technical documentation for developers and IT professionals

http://support.microsoft.com
Access FAQ and support documentation

http://aka.ms/productivitylibrary
Library of scenarios with assets and training

http://www.microsoft365.com
Product specific websites for additional details

https://transform.microsoft.com
Resources to help you plan your transformation

https://techcommunity.microsoft.com/
https://docs.microsoft.com/
http://support.microsoft.com/
http://aka.ms/productivitylibrary
http://www.microsoft365.com/
https://transform.microsoft.com/#/


Why did we build these assets?

Common Approach
User focus is an afterthought. Rather 
than engaging users in the process, an 
email containing a link to training, for 
example, is sent post-deployment.

Ideal Approach
User adoption is a parallel, integrated 
work stream that includes 
deployment.



This End User Adoption Guide is a step-by-step guide for organizations interested in the most effective 
ways to maximize their investment in Microsoft 365. 

Microsoft 365 Adoption Guide

Microsoft 365 Adoption Guide: aka.ms/adoptionguide

http://aka.ms/adoptionguide


Envision

• Define change scope and 
objectives 

• Identify and prioritize scenarios 
and personas

• Develop detailed success plans



Define Change Scope 
and Objectives
• What is the desired change?
• Why is the change needed?
• Where will the change occur 

(geographically or 
organizationally)?

• Who will change?
• How will people’s behavior shift in 

light of the change?
• When will the change need to 

occur to realize business benefits?



Identify and Prioritize 
Scenarios
Describe the ways staff will 
use O365 capabilities



Develop detailed 
success plans

• Stakeholder 
engagement

• Communications
• Training
• Measurement
• Reinforcement



Stakeholder 
Engagement



Communications



Training



Measurement



Reinforcement



Onboard

• Implementation guidance and 
schedule

• Stakeholder engagement 
delivery

• Communications delivery
• Training delivery



Stakeholder 
engagement 
delivery



Communications 
delivery



Training delivery



Drive Value

• Measurement delivery
• Reinforcement delivery



Measurements 
framework

34



KPI dashboard sample to support capabilities

35



Assess user satisfaction through surveys













satisfaction surveys

36

https://view.officeapps.live.com/op/view.aspx?src=https://fto365dev.blob.core.windows.net:443/media/Default/Resources/LocalizedResources/en-us/Adoption/Sample_User_Satisfaction_Surveys.xlsx


Capture qualitative
successes
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Share stories
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Iterate

http://aka.ms/ProductivityLibrary

39

http://aka.ms/ProductivityLibrary


Next steps

• Start with FastTrack, visit microsoft.com/fasttrack
• Use our adoption kits (OneDrive, Teams, …) support.microsoft.com

• Install Outlook Mobile & Kaizala
• Contact your partner for M365 deployment & adoption

• ine.princen@microsoft.com

http://www.microsoft.com/fasttrack
http://www.support.microsoft.com/
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