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Virtual User Group:
Onboarding & Adoption 
Best Practices
Tuesday, July 21, 2020

WELCOME! 
We’ll get started shortly.

Please ensure your 
microphones are 
muted. 

Enable your camera, 
if possible.

Use the chat function 
if you have any 
questions.

@Workfront     #workfrontug
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Mike Plunkett
Sr. Customer Success Manager
Workfront

Today’s Host
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Agenda

11:00 a.m. Welcome and Agenda

11:10 a.m. Onboarding & Adoption Best Practices
Erica Foisy, Integrate

11:40 a.m. Group Discussion

12:25 p.m. Wrap-up Next Steps

12:30 p.m. Event Ends



Onboarding & 
Adoption User 
Group

Erica Foisy, Integrate



SESSION SPEAKER
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Erica Foisy

Senior Customer Operations Manager
Workfront Admin



OUR COMPANY
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We are Integrate. For the past ten years, we’ve been working closely with B2B marketers to solve the 
inefficiencies and challenges with connected marketing solutions and innovative technologies.

As a result, we can generate more than $1 trillion in pipeline for our customers, every year.



Life Before Workfront

Resource 

Management

Customer 
Visibility

Data Influenced 
Decisions

INTEGRATE – WORKFRONT IMPLEMENTATION



Requirement Gathering
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INTEGRATE – WORKFRONT IMPLEMENTATION

Offshore Partners

• Task Management
• Time Tracking
• Queue Management

Campaign Services 
(Professions Services)

• Contract Management
• Time Tracking/Resource Management
• Queue Management

Technical Account 
Manager

• Workload Visibility
• Time Tracking

Customer Onboarding

• Contract Management/Visibility
• Time Tracking/Resource Management

Customer Success 
Manager

• Time Tracking/Resource 
Management

• Customer Visibility

Executives

• Resource Management
• Account/Customer Management
• Services Tracking

Team Size: 18 Team Size: 2

Team Size: 35

Team Size: 13

Team Size: 6



Requirement Gathering
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INTEGRATE – WORKFRONT IMPLEMENTATION

Resource 
Management

Contract/Task
 Management

Contract/Customer 
Visibility

Task 
Queue

✔ Executives
✔ Professional Services
✔ Offshore Team
✔ Technical Account Manager
✔ Customer Onboarding
✔ Customer Success Managers

✔ Professional Services
✔ Customer Onboarding

✔ Professional Services
✔ Offshore Team

✔ Executives
✔ Professional Services
✔ Technical Account Manager
✔ Customer Onboarding
✔ Customer Success Managers
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INTEGRATE – WORKFRONT IMPLEMENTATION

✔ Planning

✔ Team Size

✔ Team Needs

✔ Business Impact/Benefit

Where do you start?



© 2020 Integrate, Inc. 15

✔ Start with the end – what 
reporting do your teams need?

✔ Build FOR End Users

✔ Get Feedback

✔ Document 
process/decisions/feedback

✔ Include all parties
• Needs vs. Wants

Building 

INTEGRATE – WORKFRONT IMPLEMENTATION
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✔ Rolled out in Phases
• Task Queue
• Project from Templates
• Time Tracking

✔ User Guide

✔ Knowledge Base

✔ Office Hours

✔ PUGS

Training and Roll Out

INTEGRATE – WORKFRONT IMPLEMENTATION
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Knowledge Base

INTEGRATE – WORKFRONT IMPLEMENTATION



© 2020 Integrate, Inc. 18

User Guide

INTEGRATE – WORKFRONT IMPLEMENTATION



User 
Adoption
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User Adoption

INTEGRATE – WORKFRONT ADOPTION

✔ State the goal of using 
Workfront

✔ Remind the users what 
they will get out of it



© 2020 Integrate, Inc. 21

User Adoption

INTEGRATE – WORKFRONT ADOPTION
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Newsletters/Personalization

INTEGRATE – WORKFRONT ADOPTION

✔ Celebrate small wins

✔ Communication and 
swag

✔ Involve the teams, make it fun
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What would I have done differently?

INTEGRATE – WORKFRONT ADOPTION

� Hands on quickly with some example or practice work
� There’s a lot of buttons, options, dropdowns and selections in WF that are easy to nod your head in a training and think you 

understand, but until you jump in to make something you realize just how little you retained

� Kickoff with a physical overview of Workfront and examples of how people are using (so many ppl are visual)

� Different training sessions per team instead of everyone together

� A few different sessions – spread out instead of doing everything at once

� Prioritizing the fundamentals first and then sprinkling in best practices or preferences later, there would be a 
greater chance for full retention down the road



✔ Build processes to match business needs

✔ Start with the end first

✔ Develop change management plan

change champions

communication, learning modules

✔ Reinforce Knowledge over time

celebrate small wins

did you know?

✔ Keep the training materials digestible

✔ Know your audience and implement based 
on 
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Do Do Not

• Underestimate user input or assume what is 
best for the users

• Make immediate changes without 
consideration of changes to all 
stakeholders/users/teams (technical and 
process)

• Own process problems that are best resolved 
between other stakeholders

• Ignore maintenance of your support 
documentation and sandbox environment

• Be afraid to contact Workfront Support

• Be afraid to speak up with ideas

INTEGRATE – WORKFRONT ADOPTION

X

X

X

X

X

X



Questions?
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“Birds of a Feather”
Group Discussions

• Share the highlights of your onboarding 
process. How do new users get access to 
Workfront? How are they trained? 
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“Birds of a Feather”
Group Discussions
Let’s Switch Groups! 
• How do you ensure ongoing adoption of your 

users? Where are you seeing the best success, 
where are your biggest challenges?
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Wrap-up and Next Steps
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Continue the 
Conversation on 
Workfront One
• Collaborate with others in a similar 

industry or department

• Harness the power of your peers to 
crowdsource inspiration and solutions

• Learn about upcoming events
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Virtual User Groups - Summer 2020
one.workfront.com/events

• July 28: Advanced: API & Integrations

• Aug 11: Creative Agencies & Marketing: Workfront Proof

• Aug 18: Workfront in Healthcare

• Aug 25: Change Management

Coming soon! 

• Sept 15: Agile in Marketing
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Dive deeper into Leap!
• Over the coming weeks many of our fantastic Leap 

speakers will be starting a thread on the Community 
where you can ask them any questions about their 
sessions.

• Visit the “All Discussions” group regularly over the coming 
weeks to see that latest conversations! 

Leap Session Q&A
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Thank you.
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