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Preface

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. 
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⚫ Evolving into a digital-first business is becoming increasingly important for organizations to remain resilient and competitive

⚫ As enterprises move along this journey, they face multiple challenges – including lack of proper adoption and communication – to realize the 

desired outcomes

⚫ There are many reasons for the low adoption rates of applications, and enterprises are looking for solutions that can address some of these 

challenges

⚫ As enterprises realize the need for increased adoption of their applications, they look for solutions that can address these challenges. DAP has 

emerged as a key solution in this regard, helping enterprises increase user adoption and realize the downstream benefits as well.

Some of the findings in this report, among others, are:

⚫ DAPs are solutions that are designed to facilitate seamless adoption and learning of the underlying applications through step-by-step guidance and 

other capabilities such as analytics, announcements, surveys, and automation

⚫ 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

⚫ DAPs enable enterprises to improve productivity, reduce costs, and enhance the user experience

What is DAP and why is it 

important? 

⚫ The awareness and adoption of DAP among enterprises is increasing rapidly as evidenced by the rapid growth of the DAP market

⚫ The largest adoption of DAPs has been for enterprise applications such as CRMs, HCMs, and ERPs, closely followed by customer-/external-

facing application

⚫ DAP has been adopted by enterprises of all sizes, although the mid- and large-sized buyers have adopted it the most

DAP market characteristics

DAPs are designed to ease digital transformation for employees and customers – they drive and simplify end user support throughout the digital adoption lifecycle. 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. 

Introduction to digital 

adoption

Overview and abbreviated summary of key messages (page 1 of 2)
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⚫ There are various triggers for DAP adoption within an enterprise; for some enterprises it may be triggered by an event and for some it may be an 

organization-wide strategy

⚫ It is important for enterprises to understand their current and desired target outcome states to map a best-fit execution path for their DAP journey

⚫ Enterprise should prioritize the identified applications for DAP implementation, leveraging a structured and repeatable frame work

⚫ Enterprises need to target appropriate amount of content to be created, given the possibility of diminishing returns

⚫ Having determined an achievable outcome, enterprises should then seek to map out corresponding capability requirements to achieve the desired 

outcome

⚫ Enterprises may face multiple challenges during their DAP initiatives, typically while scaling them up across the organization

⚫ To overcome these challenges, enterprises can follow certain best practices to ensure a successful DAP journey

⚫ As enterprises move ahead with their DAP journey, it becomes critical to involve the relevant stakeholders based on the use cases addressed

⚫ Developing a value realization framework is essential to ensure a successful DAP journey

⚫ There are different CoE models adopted by enterprises that are well ahead in DAP maturity, the most common of which are centralized and hub & 

spoke 

Challenges and best 

practices

⚫ In future, DAP projects will be more proactive and organization-wide, embedded into the broader digital strategy, with dedicated teams / job titles 

to handle DAP initiatives

⚫ Investments in the product to support complex applications, platforms, and use cases will continue to increase to create truly enterprise-grade 

solutions

⚫ As the market matures, DAP vendors will look to increase their partnership ecosystem to include more service partners and ISVs to enhance 

reach and support

Outlook

The DAP journey

Overview and abbreviated summary of key messages (page 2 of 2)
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This study offers multiple chapters providing a deep dive into key aspects of the DAP 

market; below are four charts to illustrate the depth of the report

Key components of DAPs Five steps for a successful DAP journey

Building a business case for DAP adoption Challenges while adopting DAP

Users 
Employees/

partners
Customers

Administrators, 

operations teams, and 

content authors

Product and 

business leaders

Surveys and 

user feedback

Announcements 

and news

Knowledge 

management

Step-by-step guidance

Application type
Browser-based 

applications

Native mobile / tablet 

applications

Desktop 

applications

Underlying 

applications

Analytics Automation

D
A

P

Employee-/partner-facing 

(enterprise applications)
Customer-facing

2 4

Understand the 

current state

Create a business 

case for the desired 

outcome

Determine 

capability target 

state

Identify all 

determinants and 

map path

Execute against 

mapped path

⚫ Identify all determinants 

to the execution path, 

including environmental 

ones

⚫ Identify the best-fit path 

based on both DAP 

and environmental 

determinants

⚫ Based on the outcome 

desired, determine the 

capability level required

⚫ Identify capability 

components that would 

need to be 

created/achieved as 

part of the execution 

path

⚫ Identify applications 

suitable for DAP 

implementation

⚫ Detail the business case 

for the desired outcome

⚫ Refine target outcome 

state if the business 

case does not stand

⚫ Iterate, if required, and 

identify achievable 

outcomes

⚫ Execute based on the 

planned path and course 

correct wherever 

applicable

⚫ Identify key challenges 

and best practices to 

overcome them

⚫ Identify tools and 

frameworks for 

successful execution

⚫ Continuously monitor 

and seek to improve

⚫ Understand the current 

state of digital adoption

⚫ Map out current 

capabilities and 

outcomes
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At this scale, investing 

in creating additional 

content may not be 

beneficial on an 

incremental basis

State 1

State 2

State 3
State 4

Lack of understanding of DAP 

Identifying the different 

stakeholders

Improper tracking of 

metrics and KPIs

Expectation mismatch

Maintaining content and 

content standards

Identifying the different 

stakeholders
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