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ABOUT THIS SERIES

There is a lot that goes into your marketing 
strategy, and it’s not something you should 

go at alone. Lucky for you, our experts 
have you covered. At Relationship One, 
our mission is to “Inspire Success.” We 
hope that reading through this eBook 
will inspire you to try something new, 

solve a problem you’ve been dealing with, 
or invent something that will take your 

marketing efforts to the next level. 

Let our experts help you dive into an area 
of modern marketing that you’re curious 

about and let the inspiration flood in.

A MARKETING GEEK’S GUIDE TO: 
DIGITAL 
TRANSFORMATION
Digital transformation is the full integration of digital technology 
into your business, fundamentally changing how you operate 
and deliver value to your customers. It’s also a cultural change 
that requires organizations to continually challenge the status 
quo, experiment, and get comfortable with failure. How do you 
support these challenges? How do you prevent lack of adoption? 

This eBook will provide helpful tips to transform your business 
digitally inside and out, from best practices to the customer 
experience to the employee experience. Dive into this easy read, 
all from our in-house experts. Kick back, relax, and get your best 
reading glasses ready, because here we go!

http://relationshipone.com/
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Transformation equals change. Organizations going through 
digital transformation will deal with change on many levels. 
Systems are changing, processes are changing, and most 
importantly, people have to change. How well organizations 
approach change management will have a huge impact on 
the success of the transformation initiatives. Without proper 
support of individuals through the transformation, new 
systems and processes will not be embraced. How do you 
prevent this? Focus on these key areas and best practices to 
drive better outcomes.

ORGANIZATIONAL READINESS
The first step in any transformation project should be to 
assess how ready the organization is for the coming changes. 
Is leadership aligned and supportive? Are there gaps in 
understanding of the project? How are people feeling, what 
are they thinking? Is there capacity to support the change? 
Taking the time to conduct focus groups, stakeholder 
interviews, or surveys can help change leaders better 
understand potential obstacles and inform communication 
strategies.

IMPACT ANALYSIS
Working with teams to better understand the impact the 
transformation will have on their roles is another important 
step to take. Meet with teams to discuss the transformation, 
uncover areas needing more attention, and better gauge 
overall sentiment. These insights will help shape training, 
fine tune communications, and identify where additional 
coaching is needed. This analysis will also shed light on 
teams who are most impacted by the change and may need 
additional support over other teams.

COMMUNICATION & 
COACHING PLANS
Effective communication planning is a critical element for 
any transformation project. Mapping messages to audience 
needs and identifying the right channels and formats, over 

the course of the project, is a best practice. Just as we engage 
our customers, individuals going through a transformation 
have needs to be met at each stage before they are ready to 
move to the next. Coaching from managers also plays a huge 
role in preparing individuals for change and should not be 
overlooked. When obstacles are removed people have more 
capacity to engage in the change process.

TRAINING & ADOPTION
Training teams on new systems and processes is always 
a critical part of the transformation. By following the 
best practices above, teams should be ready and willing 
participants when training occurs. Don’t think of training 
as a one-time event. Plan for ongoing support activities 
to reinforce new practices, make training resources and 
documentation accessible, and be sure to align individual 
goals and objectives to the new systems and processes. 
Otherwise individuals will not adopt the transformation and 
will revert to old ways of working.

GOVERNANCE
Digital transformation goals can be thwarted by a lack of 
governance. New procedures and requirements will need to 
be defined to ensure compliance and keep things running 
smoothly. Taking the time to document, communicate, 
and train users is an important part of the overall change 
management process. Looking for further guidance on how 
to develop a governance program, follow these steps.

 

 

CHAPTER 1: 
DIGITAL TRANSFORMATION 
BEST PRACTICES

http://relationshipone.com/
https://www.relationshipone.com/blog/keys-successful-marketing-governance-programs/
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CHAPTER 2: 
DIGITAL TRANSFORMATION 
SUCCESS FACTORS

Organizations approach digital transformation from one 
of two primary perspectives: improving the customer 
experience or driving operational efficiency. Current events 
are shining a light on the need for digital transformation and 
accelerating the timeline. Communications & collaboration 
technology, virtual event platforms, and self-serve capabilities 
are in high demand because they address gaps organizations 
can no longer ignore. No matter which path brings you to 
your digital transformation initiative, or how quickly you 
need to arrive, there are several common factors that will 
impact success.

GOALS & VISION
Clearly defined goals are critical for any initiative. They 
create a common vision to drive alignment, articulate the 
value, help mitigate competing priorities, or avoid getting 
bogged down in nuances caused by organizational silos. 
When it comes to digital transformation goals, they typically 
fall into four categories: cost reduction, scalability, business 
growth, or organizational change. What if you are facing 
all four at once? How do you effectively communicate the 
intended goals and outcomes? This is where having a clear 
understanding of your audience is important. Tailoring 
the benefits to the needs of the stakeholder will help you 
effectively champion the initiative across the organization 
and gain the needed support.

SPONSORSHIP
Large transformation efforts are more successful when 
leadership is actively sponsoring the change. An initiative 
may be the result of an executive directive, but this alone 
will not foster the interest or desire needed within the 
organization to ensure the impacted people fully adopt the 
change. An effective sponsor will actively participate in and 
communicate about the change, they will rally the support 
of their peers, they will help coach their team members, and 
they remove barriers or mitigate risks as needed. Ensuring 
you have an invested sponsor for your project will help 

reinforce the importance of the initiative and the value it 
will bring to the organization.

STRATEGY
Technology is just an enabler. The strategy around the 
technology being implemented is ultimately what will 
define success. As you begin to map out your digital 
transformation initiative avoid focusing on short term 
needs. Design for the long haul to ensure you are considering 
the entire digital ecosystem along with driving innovation 
and adoption. Keep in mind transformations occur over 
time and often rely on a certain threshold to be attained 
before moving ahead. Develop a strategic roadmap for your 
digital transformation to explain how people, process and 
technology will evolve over time to meet the goals of the 
initiative.

SCALABILITY
Efficiency and scalability often go hand in hand. Marketing 
teams are under constant pressure to do more with less 
and to do it quickly. This often requires team members 
to continuously adapt and collaborate in new ways which 
means your digital ecosystem needs to be able to scale with 
your team. Integrations and data architecture will play a 
huge role in scalability, but also consider your people and 
processes. What is the skill set required to leverage the 
technology vs existing expertise? How will you bridge this 
gap? Do processes or team structures need to be addressed? 
Addressing how you will scale is as important as finding the 
right technology to support it.

CULTURE
Consider the culture of your organization. Does it embrace 
change and agility? Is there an awareness and desire for 
transformation? Without an understanding of the people-
side of change, delivering value to the customer and creating 
a sustainable digital business model, will be difficult to 
accomplish. How can you determine if your organization 

http://relationshipone.com/
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chapter 2 continued

is ready for digital transformation? What steps do you need 
to consider along the way? What type of expertise is needed 
to support the transformation? Refer back to chapter one 
for guidance.

COMMUNICATION
Don’t underestimate the importance of communication. 
From the start of the project, key stakeholders and 
impacted audiences should be identified to determine their 
information needs. Similar to mapping content to the buyer’s 
journey, understanding the questions each group will have 
throughout the project stages will help you develop an 
effective communication plan to implement. Key messages 
need to be communicated through multiple channels or 
sources and should be delivered on a regular cadence because 
each impacted team member will receive these differently 
and move through the change process in their own way. 

http://relationshipone.com/
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CHAPTER 3: 
PEOPLE AND PROCESS, 
KEYS TO DIGITAL 
TRANSFORMATION SUCCESS
The secret sauce for a successful Digital Transformation 
initiative requires one-part culture, one-part revised 
business processes, and one-part new technology. Many 
organizations put emphasis on new technology but lose sight 
of the impact culture and business process have on realizing 
desired outcomes. In the end, chasing those shiny objects 
creates a disconnect between business goals and technology 
investments. Don’t fall into this trap. Develop a strategy 
that includes people and process to move the organization 
forward.

PEOPLE CONSIDERATIONS
Changing the culture of an organization is complex. More 
so than many leaders initially recognize. What causes 
this complexity? What are the critical characteristics for 
successful transformation? Collaboration, adaptability, and 
transparency top the list for digital transformation. Moving 
the organization forward in these areas requires breaking 
down departmental barriers and adjusting hierarchical 
decision-making structures to empower more employees. 
Expanding communication efforts before, during and after 
any transformation effort is critical not only for transparency 
but to nurture an inclusive culture. Every leader has a role 
to play in communicating the vision and roadmap so every 
employee can embrace the change. Addressing skill deficits 
is also important to changing the culture of an organization. 
An agile, diverse, and creative workforce that is continuously 
learning and adapting new skills forms a culture where 
transformation is a natural way of working.

PROCESS CONSIDERATIONS
Modernizing business processes through the adoption 
of Agile or Continuous Integration/Continuous Delivery 
methodology is important to organizations undergoing 
digital transformation, but also difficult to fully implement. 
Underlying attitudes and perceptions, and resource 
commitments make it hard to embrace concepts like cross-
departmental collaboration or “fail-fast” iterations. Another 

hurdle to business process modernization is outdated 
corporate structures that reinforce old behaviors causing 
organizations to struggle to become more collaborative and 
adaptable. Shifting to structures and processes designed 
for nimbleness and agility helps avoid this pitfall. Solving 
lingering interdepartmental friction also supports change. 
Misalignment between IT and Marketing is a prime example, 
but this challenge can be overcome when senior leaders are 
willing to change processes and the way teams work.

WHERE TO START
Sounds daunting, doesn’t it. How can organizations change 
their culture and improve their processes to deliver on the 
promise of digital transformation? It will take time and 
commitment to make it happen. A critical first step is to define 
and communicate the underlying business goals. Everyone 
in the organization must understand why transformation is 
important and how the company will evolve as a result. A 
clear and compelling vision will help set the direction for the 
initiative and create a shared vision for the future. Another 
critical step is to monitor transformation progress to identify 
and address gaps that develop overtime. While many digital 
transformation KPIs focus on revenue growth, profitability, 
customer retention, or operational efficiency, organizations 
need to prioritize the development of metrics that assess 
cultural change to keep efforts on track. To effectively 
address people and process, organizations are investing in 
Change Management strategies to rethink their approaches 
as many leaders realize digital transformation isn’t about 
better technology, but everything around it.

 

http://relationshipone.com/
https://www.relationshipone.com/blog/digital-transformation-best-practices/
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Do you believe Employee Experience (EX) is as important 
as Customer Experience (CX) when it comes to digital 
transformation? If you said “yes,” you are not alone. In fact, 
there is a positive correlation between EX and CX, yet many 
organizations focus exclusively on CX digital transformation. 
However, recent history has shined a light on the importance 
of investment in technologies and skill development 
employees need to drive growth. Marketing teams have been 
challenged in new ways to engage audiences and provide 
relevant experiences while trying to adapt to remote work 
and shifting priorities. If you are straining to make legacy 
systems and processes work in a post Covid-19 world, here 
are some CX tips to help with EX transformation.

Taking the first steps on the path to EX transformation may 
seem daunting but there are some familiar tools to leverage. 
Remember when you developed your buyer personas or 
created a customer journey map? Using the same approach, 
you can begin to identify the needs, challenges and motivating 
factors to address. For most organizations, marketing roles 
and responsibilities have evolved quickly but the systems, 
functionality, and data needed to drive demand hasn’t. 
Mapping processes, stakeholders, and tools will uncover 
bottlenecks and sub-optimized practices in a quantitative 
way to support the business case for change.

Hindsight is 20/20 – pun intended. Do your existing processes 
still hold up when you mix in the challenges remote work 
teams have experienced lately? Maybe it’s time to dust off that 
(virtual) white board, gather key stakeholders, and co-create 
a new way of working. Just like you would run a workshop 
to design a new campaign, put those skills to use to address 
challenges the team is facing. Don’t forget to define your goals 
up front, as well as the KPIs you want to measure such as time 
to market or reduced project/request backlog.

Enablement isn’t just for sales. Are your marketing teams 
enabled with the proper tools to be efficient? Do they have 

the digital skills necessary to drive innovation? If your 
organization has relied on tribal knowledge or knowing 
the right person down the hall to ask, then it’s time to put 
some structure around training and enablement. This may 
seem like an overwhelming task but an informal survey, 
or interviews with individuals or teams can help prioritize 
needs. Don’t forget to reach across the aisle to benefit from 
lessons learned by Sales, IT, Finance or HR as they rolled out 
similar initiatives.

EX digital transformation shares many of the challenges 
related to CX digital transformation; leadership alignment, 
actionable data, and scalability. However focused efforts to 
improve EX will create the momentum needed to allow 
employees to put energy into improving CX while creating 
operational efficiency.

 

CHAPTER 4: 
MARKETING BEST PRACTICES 
TO IMPROVE THE EMPLOYEE 
EXPERIENCE

http://relationshipone.com/


It’s been a pleasure to guide you. Are you feeling full of 
knowledge? If you are, now is time for action. Apply what you’ve 
learned in this e-book to maximize digital transformation for 
your company. We promise, it will be worth all the hard work as 
long as you work towards sponsorship and adoption.

If you’re developing your digital transformation strategy, and 
need support, please contact us! We love setting companies up for 
success. See you next time!
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WRAPPING 
THINGS UP

https://www.relationshipone.com/connect/contact-us/
http://relationshipone.com/

