
 
Simplify your software and optimize remote productivity

According to Gartner, 74% of CFOs now plan to move 
at least 5% of their workforce to permanently remote 
positions, with almost a quarter saying they will move 
at least 20% of their on-site employees to permanent 
remote positions.  

So how do businesses adopt this new way of working and 
thrive in new market conditions?

AppLearn was founded with the mission to bring 
certainty to enterprise software investments. With new 
transformation and IT projects on hold and budgets 
reduced, attention turns to maximizing the value and 
efficiency in existing technology investments.  

AppLearn Adopt gives you certainty of success by 
providing an integrated set of tools that enhance your 
SaaS technology and allow you to manage organizational 
change. This combination of business continuity tools will 
accelerate change, reduce helpdesk tickets and enable 
remote productivity. 

Our unique approach helps businesses plan for, 
implement and manage sustainable adoption strategies 
to drive long term value from technology investments.

Solutions Brief: Business Continuity 
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Reduce IT support tickets Support remote workingAccelerate change management

“CIOs should prepare IT systems now to safely and 
reliably handle a vast increase in remote workers and 

digital fulfilment of market demand.” Gartner 

Aligning with your business challenges, we work with you to: 

• Deliver an on-demand support experience across all 
business applications to drive user adoption  

• Report on powerful analytics to measure the use of 
applications, improve it over time and demonstrate real 
business outcomes from technology investments 

• Offer a 24/7 communications portal accessible to all users 
and devices with pre-loaded training and support materials 
to enable user self-service and reduce the impact on IT  
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Compatibility 
 

AppLearn Adopt is a vendor agnostic solution and works with 
any SaaS application.  
 
Popular platforms include: (not exhaustive)  
 

The challenge The solution

IT departments are overwhelmed with support tickets with 
sky-rocketing requests for equipment, connectivity and 
systems.

Adopt allows businesses to deliver help and support 
directly within your business applications and outside, 
enabling self-service and reducing support requests. 

Organizations have decentralized access and are unable to 
work with on-premise systems in today’s environment.

Adopt allows you to quickly spin up a centralized 
communications portal for updates, support guides and 
policies. Analytics demonstrate users are getting the help 
they need.

With uncertain budgets, remote workforces and depleted 
teams, business leaders may lack the capacity to plan and 
implement new technologies properly.

Adopt allows you to follow change management 
principles, even without a full project plan or budget. Quickly 
leverage communications tools and deliver contextual 
messages to users to promote and measure business 
change.

Business application leaders often lack visibility on how 
people are using systems and where processes are 
broken.

Adopt allows you to pinpoint where users need support 
interventions, with insight on user adoption informing 
where to dedicate resource. 

Businesses struggle to manage the pace of software 
updates as their cloud technologies and processes evolve.

Adopt allows you to communicate and train around 
ongoing system and process change, bringing certainty to 
long term adoption success and value. 

Some business applications are not used to their full 
potential, resulting in wasted financial investment.

Adopt allows you to optimize and maximize value from 
SaaS applications by driving users to them, and ensuring 
they are being used effectively. 

Benefits matrix

Procurement HCM CRM IT/GRC

SAP Ariba Workday Salesforce 
Classic

MetricStream

Sage Cornerstone Salesforce 
Lightning

ServiceNow

Ivalua SAP Success 
Factors

Microsoft 
Dynamics 365

Jira

Oracle ERP Oracle HCM Hubspot New Relic

“The Adopt platform is agnostic to the type of 
cloud technology we use and it gives our end 
users a consistent way of getting the support 

that they need across any application.”  
Mark Powell, CRM Program Owner & Change Lead, 

Cushman&Wakefield

View the full success story at applearn.com/success-stories/

Please contact us to dicuss your specific application requirements.
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Cushman & Wakefield success overview

Outcomes during initial launch:

• 136% delivery on ticket reduction target 
• 532 days of continuous training delivered 
• 3,726 hours of content viewed

Project scale

• 47,000 employees
• Offices in 60 countries



Use Case 1: Reduce IT support costs

The challenge

For any business using enterprise software, support 
tickets and ongoing training are familiar challenges. This 
is only amplified for a business in the current climate and 
can quickly result in overwhelmed IT teams, a support 
backlog and reduced productivity. 

Organizations must find a more agile and modern 
approach to supporting users. Employees today expect 
an instantaneous and personalized support experience 
when using business applications, not the frustrations and 
delays of a telephone help desk. 

“The top priority for CIOs is to ensure 
companies can manage the huge and 
sudden spike in demand for remote-
working capacity caused by the closure of 
offices and other facilities.” Forbes

The solution 

User support delivered ‘in the flow of work’ offers a better 
experience for business application users. IT support 
costs are reduced by removing the need for users to raise 
a support ticket or call a helpline. 
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Before Adopt With Adopt

Low engagement with training and support material Adopt Split Screen provides users with relevant support and 
training materials directly inside the application they are working 
in. Our customers have demonstrated an increase in user 
engagement of up to 300% resulting in significant reductions in 
support costs.

Disparate communications managed via email with important 
messages being lost or forgotten

Adopt Smart Pages delivers push communications directly to 
users in an engaging way through a contained popup. By adding 
Smart Pages, we have demonstrated engagement increases from 
25% to 97%. This ensures the business can address common 
questions before they become a support issue. 

Information is stored in multiple locations, creating problem 
with version control and making it difficult for users to find 
support information. 

Adopt Training Pages provides a globally accessible support portal 
to deliver key information and training materials, accessed via 
any device, from any location. With support for video content and 
documents that can be arranged into user friendly playlists and 
searched, it provides great user experience that reduces the need 
for additional support.

Lack of visibility of the root cause of support tickets. Without 
analytics to demonstrate the behavior of users within an 
application to pinpoint support requirements, support is 
reactive not proactive.

Adopt Analytics measures user success and support 
consumption to demonstrate improved productivity and track self-
service. It allows you to identify common issues among groups 
of users that can be prioritised and resolved to eliminate support 
costs.

Features & Benefits

• Reduce support and helpdesk costs by providing 
help information directly to users before they raise 
tickets 

• Easily communicate with a remote workforce without 
IT, HR or marketing overhead

• Simple search & upload functions

• Intuitive tagging system 

• Central storage for all software content 

• Works with ServiceNow Knowledge Base



Use Case 2: Support remote working

The challenge

We understand the growing need for home working 
presents new challenges for organizations, who need to 
be smarter and more agile than ever before. 

Whether working from home or in a satellite office, remote 
working presents unique challenges to organizations and 
their employees. When traditional face-to-face training 
and support isn’t available, it’s even more essential that 
enterprise software works for businesses and their 
people.

“On the COVID-19 response, most 
organizations feel they are set up to work 
remotely, but challenges for CIOs include 
communication and shortfalls in technology 
tools.” ZDnet

The solution 

The AppLearn team is committed to making software 
work for the people and businesses who embrace remote 
working, to ensure sustained business continuity and 
employee productivity. 

Through targeted communication, relevant materials 
support provided in the flow of work and intelligent 
measurement, AppLearn Adopt makes remote working 
work for you. 
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Before Adopt With Adopt

Many businesses are not geared to support a successful 
remote working policy and users don’t always have the 
access to the tools they need to work independently. 

Adopt allows you to engage with different user groups based 
on role, language and location. No matter where users are, they 
receive the support and information they need to be productive. 

Disparate communications managed via email with a lack of 
data makes it difficult to measure the productivity of a remote 
or disparate workforce.  

In-built analytics allow you to identify areas where users need 
more support, showing processes, usage of support content and 
application adoption across your employee base.  

Remote workers do not have easy access to self-service 
support information and often rely on IT helpdesks

In the absence of physical support interaction in a climate where 
IT desks are overwhelmed, Applearn allows businesses to rapidly 
communicate, enable and support users digitally to drive business 
continuity and maintain productivity. 

• Works across all popular SaaS platforms 

• Analyze what information users are accessing so 
you can respond accordingly

• Provide just-in-time support

• Make apps & content easier to use 

• Integration with ServiceNow Bot and Knowledge

Features & Benefits



Use Case 3: Change management

The challenge

When time and budget constraints mean you must move 
quickly, how do you ensure that cultural and behavioral 
strategies are not overlooked? 

With a disparate workforce, it’s more important than 
ever to provide just-in-time communications and push 
out announcements to assist people on the change 
curve. One of the most common reasons that digital 
transformation projects fail is because employees do 
not support them and are not taken on the journey to 
fully understand the “why”. The most effective change 
management efforts are aligned with the modern, 
dynamic business environment.  

The solution 

AppLearn allows you to quickly prepare your workforce for 
change and support them in a new way of working, with 
detailed analytics to track progress.

Popular content to support a diverse workforce with Adopt 
include: 

• Important messages from the business 
• On first use video explainers 
• Detailed tutorial PDFs  
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Before Adopt With Adopt

Communication is often overlooked, with the cultural 
importance of user buy-in not considered as part of 
technology use. 

Adopt Training Pages provides your business with a quick and 
simple global communications portal where users can access 
information about change in easy-to-consume playlists. With 
content always available, the entire workforce can get up to speed 
on changes, no matter where they are or what device they use.  

Communications abut change are often lost within emails, 
with no targeting or measurement of success. 

Adopt Smart Pages can be used as in-app pop ups to 
communicate video messages or announcements to the 
workforce, right from inside the applications they use every day. 
Users can be welcomed and introduced to the new functionality or 
process in their own language with content relevant to their role or 
location. 

The “forgetting curve” is caused by one off training sessions 
where information is quickly forgotten.

Adopt provides a Split Screen panel within applications so users 
can access relevant information from within the app. This allows 
users to access the information right when they need it. Information 
is available at their fingertips leading to longer term retention and 
quicker adoption of the change. 

Measurement of change is difficult, with no way to measure 
user engagement or sentiment without traditional surveys. 

With Adopt Analytics there are preconfigured dashboards that 
allow you to measure the success of the project and identify the 
areas and content that users are engaging with the most. 

“The good news is that much of the tech 
infrastructure to support contingency plans 
is already in place at many organizations. 
The challenge will be to scale it effectively 
and securely. ” Forbes

• Improve user satisfaction and streamline 
communications

• In-app popups to make announcements

• Create simple communications pages

• Video, image & text templates

• Contextual, just-in-time comms 

• Easy to design & share

• Reach users on desktop, laptop and mobile devices

Features & Benefits



Don’t just take our word for it...
Learn how AppLearn customers are successfully using Adopt
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About AppLearn
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AppLearn is a pioneering digital adoption company that aligns technology and 
people to bring certainty to enterprise software investments. To realize and keep 

up with the potential presented by SaaS, we believe businesses need sustainable 
surety on the outcomes of their software investments, and this can only come from 

adoption excellence. 

At AppLearn, we have made it our mission to create this standard and bring certainty 
to the success of enterprise software. Together, our data-powered digital adoption 

solution, unrivalled analytics and people-first approach ensure cloud-based software 
achieves and exceeds expected business outcomes.

“AppLearn Adopt enables us to push communications to our employees, empowering them 
with the tools to quickly and easily access on-demand, in-application help and learning.” 

Kerri Kovac, VP Organizational Effectiveness at Prudential Financial, Inc. 

“Adopt provides a platform that is user friendly and intuitive which minimizes the training 
needed to navigate from an admin and user perspective. Our user community appreciates 
having support content that is available and relevant at the ‘point of need’.” 

Gartner Peer Insights, <$50M Transport firm

 “The Adopt platform is agnostic to the type of cloud technology we use and it gives our end 
users a consistent way of getting the support that they need across any application.” 

Mark Powell, CRM Program Owner & Change Lead, Cushman & Wakefield

“The strategy going forward for us is to support employees in what they do within the 
system, rather than support the system. It’s a subtle change, but for me a very strong one.”

Simon Barker, Head of Global HRIT Solutions, Rolls-Royce 


