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Overview

When the COVID-19 pandemic hit, organizations 
scrambled to adapt to a new remote business model.  
This process evolution wasn’t necessarily unexpected—
today’s business world increasingly demands digital options  
for employees and customers—but the circumstances 
increased the urgency. 

Before the pandemic, many organizations were hesitant  
to invest in digitizing their workflows. Perhaps they planned  
to modernize eventually, but were simply overwhelmed 
by the scope of that evolution. Another possibility is that 
such a thorough transformation is continually pushed back 
because it is unlikely to show a quick return on investment, 
particularly when facing internal resistance to new 
technology adoption. 

The pandemic accelerated digitization plans. Around the 
globe and across industries, businesses that deployed 
remote-friendly processes maintained business continuity; 
those that didn’t move fast enough fell behind. This eBook 
examines the steps organizations took to accelerate  
their digital transformations as well as the positive and 
negative effects of those actions. By pulling together 
insights from individual lines of business (LOBs), we offer 
a holistic set of best practices for an organization to 
succeed in broad modernization initiatives.
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Current trends across sales, procurement,  
HR and legal 
To understand how companies dealt with the changing business environment, DocuSign surveyed 
about 4,000 professionals across four LOBs: legal, procurement, sales and human resources 
(HR). The results consistently show that many organizations made significant investments in a 
remote-friendly digital toolkit. Though they were apprehensive about the size and scope of those 
changes, the transformation took significantly less time than expected. Successful adoption 
allowed companies to keep employees safe while continuing business operations.

Looking across all four LOBs reveals that nearly half of respondents worked for businesses 
that invested in technology and redesigned workflows so employees could continue to provide 
services and assist customers without utilizing physical office facilities.

How companies responded to the COVID-19 pandemic

Invested in technology
Redesigned workflows
Invested in employee training

Legal

Procurement

Sales

HR

48%

44%

45%

47%

45%

40%

43%

40%

46%

35%

39%

36%

Despite a successful shift to remote work, nearly all respondents report a common pitfall in digital 
transformation efforts: Their organizations are not fully capitalizing on the potential of digital 
technologies. This is primarily because the technology lacks the integrations necessary to connect 
workflows across departments. As a result, many of the same broader organizational problems 
remain—poor collaboration, manual entry requirements and redundant processes.

https://www.docusign.com/white-papers/digital-trends-for-legal-teams
https://www.docusign.com/white-papers/global-procurement-trends-and-priorities
https://www.docusign.com/white-papers/the-evolution-of-b2b-sales-trends-and-transformations
https://www.docusign.com/white-papers/hr-trends-report
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The biggest differentiator between teams that successfully navigated the pandemic and those 
that didn’t was a commitment to modern technology. The companies that succeeded during the 
disruption were those that moved their work to digital environments so employees could work 
from anywhere. Across all LOBs, the priorities when shifting to remote work were similar:

 – Maintaining business continuity

 – Providing the best experience for employees and customers

 – Differentiating from the competition

 – Reducing costs

 – Increasing efficiency

Top priorities when shifting to a remote/hybrid work model:

HR
Retaining talent
Developing talent
Attracting talent
Improving employee satisfaction

Sales
Improving customer experience
Differentiating from the competition
Improving the quality and volume of leads
Leveraging new sales channels

Procurement
Business continuity
Cost savings
Improving accuracy of supply/demand planning
Decreasing manual tasks

Legal
Improving contract storage/retrieval system
Increasing internal flexibility and efficiency
Improving the time to contract resolution
Digitalizing processes to improve efficiency

Across all LOBs, about two-thirds of respondents looked back at the decisions their employer 
made and reported that their organization was prepared for the shift to remote work. Among those 
who reported being ready for the abrupt adaptation, the most important building block for success 
was a strong digital foundation. Those businesses that already had a partially remote workforce, or 
the groundwork in place for all-digital workflows, shifted to remote work much quicker.

Percent of respondents who felt prepared for the shift to remote work:

65% 67% 66% 63%

HR Sales Legal Procurement

LOBs that were successful in transitioning to remote work have several common characteristics 
within their organizations:

 – Forward-thinking leadership

 – The ability to identify and acquire technology 

 – A robust suite of existing tools

 – An existing remote workforce plan
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Even after digital transformation, challenges remain within  
agreement processes
Agreement technology is just one example of a workflow that organizations preserved  
through digital technologies. Because of remote-friendly technology investments, contracting 
work could continue as usual during the pandemic. However, solving the problem of digitization 
didn’t address the issue of unnecessary complexity in the agreement process—more than  
90% of respondents in legal, sales and procurement said this was true.

Part of that complexity comes from the need to collaborate across LOBs to complete an 
agreement. Even with new software, cross-functional collaboration remains difficult because 
siloed systems prevent easy sharing of documents and visibility into the status of an agreement  
in the approval process.

Since so much of the document management process relies on manual handling, contracts  
have to be emailed, faxed or couriered back and forth. The information in those documents is 
entered by hand, then returned via email, fax or courier. This method can lead to documents 
getting misplaced, lost among other work or considered less of a priority because other tasks 
can be completed faster. Manual processes also introduce the possibility for errors. When 
someone notices an error, they have to send it back a step to correct that error, which further 
slows the process. 

Document version control is problematic because hard copies or digital documents may 
be revised at various stages, with those changes potentially overlooked in the next revision. 
Because the process isn’t automated, those handling the documents may not know their exact 
role during the review and approval process. 

Continued challenges to cross-functional contract collaboration

Legal
Lack of easy access to stored contracts
Too many parts of the process are manual
Lack of visibility in where a contract is in review/approval process

Procurement
Poor communication between teams
Too many parts of the process are manual
Lack of visibility in where a contract is in review/approval process

Sales
Too many parts of the process are manual
Lack of visibility in where a contract is in review/approval process
Poor communication between teams
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Contracting technology is being underutilized
Across all LOBs, fewer than 1 in 10 respondents felt their company is using more than 75% of 
their current software capabilities—nearly half said their software is being used at 50% or less 
of its capability. The big reason for this is that many of these companies haven’t deployed their 
software to integrate across systems. While one LOB or even a group within an LOB may be 
getting significant benefits, they can’t share those benefits with other internal partners.

Also, teams may not be getting sufficient training in the software, so they could be missing 
opportunities for additional business value due to insufficient product knowledge. Possibly 
connected to that is a feeling that the software is not intuitive and is hard to use, so employees 
prefer using the older, more familiar tools.

Why existing software isn’t being used to full capability

Legal
Lack of integration with other tools/systems
Software needs to be more intuitive
Insufficient executive support

Procurement
Lack of integration with other tools/systems
Software needs to be more intuitive
Insufficient IT support

Sales
Lack of integration with other tools/systems
Insufficient training
Software needs to be more intuitive

HR
Lack of integration with other tools/systems
Software needs to be more intuitive
Insufficient training
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What these trends mean to your organization 
In separate interviews, professionals across these four LOBs said the same things: digital 
transformation was vital to surviving 2020, but new technology is not being used optimally 
because of issues with complexity or localized benefits. These challenges weren’t isolated to  
a few use cases or a single industry, LOB or region.

The era of digital business has already arrived
When the pandemic hit, most organizations were able to make the technology changes  
needed to adapt to the challenges of remote work—and many did so quicker than anticipated.  
The implementation of digital work processes and forward-thinking leadership made the 
difference between businesses that were able to maintain a normal level of operations and  
those that saw business—and revenue—slow.

That’s why nearly half the organizations in the survey invested in technology as a response to 
the pandemic, and almost the same amount redesigned workflows. These redesigned workflows 
eliminated or minimized multitouch processes and in-person interactions to keep employees safe 
while maintaining business continuity.

While the chaos of the pandemic led to many false starts and missteps in implementing new 
technologies, it also urged many organizations to finally commit to long-delayed digitization  
efforts. While the overhauls may have been made in response to a temporary disruption, the new 
way of working is permanent. Business technology only evolves in one direction and outdated 
traditional tools will eventually be phased out. Teams that cling to manual business workflows  
will fall further behind their competition and miss the benefits of the digital age: better employee 
and customer experiences, increased process and cost efficiencies, better document retention  
and decreased risk of errors.

Strategize at the organizational level
Digital transformations don’t happen overnight and won’t solve everything. The respondents in  
our surveys report using digital technologies to improve outcomes that are contained to a single 
LOB, but the complexity of working on cross-team projects still exists. Even worse, the teams that 
have adopted these tools know that digital tools can offer additional value at a broader scale,  
but are forced to accept partial value because of low adoption. 

At both the team and technology levels, siloed workflows and disconnected tools pose a serious 
threat to digital transformation success. Most of a company’s biggest, most impactful projects 
pass through multiple teams and it’s often the case that the entire company is stuck moving at the 
speed of its slowest department. Outdated workflows—even in just one LOB—can make internal 
collaboration difficult and open the door for potential errors and delays. Poor communication  
and visibility means projects fall between the cracks and internal teams are unaware of actions 
they need to take. Even when digital technology has been deployed, incomplete integrations can 
require employees who should be benefiting to reenter data and duplicate handoff steps.

This indicates that organizations are not fully grasping the scope of commitment required to 
successfully move into the digital age. It takes more than just new software across the company;  
it requires user training and redesigned workflows. With a well-designed and widely adopted digital 
toolkit, users will continue working inside their preferred systems of record but also realize new 
advantages of information shared from other parts of the company. By aligning all LOB solutions 
on a shared back end and allowing them to utilize team-specific front ends, organizations can 
eliminate workflow silos and increase productivity.
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Alignment is essential for implementation
No individual team or technology can fix the problem of technological complexity. There must 
be alignment at the organizational level and the technology level so that all LOBs can realize  
the full capability and value of digital workflows. Team leaders need to communicate individual 
goals to each other so that a common strategy can be created. It’s imperative that no LOB tries 
to act alone or lead the way without equal partnership from other parts of the organization.

As DocuSign’s LOB surveys illustrated, separate teams independently had similar priorities and 
challenges with new digital tools. While business continuity and employee/customer experiences 
were a desired outcome across teams, poor integrations and communications limited the 
success of every team. In a less reactive scenario, it’s easy to see how an organization could hit 
its digital transformation goals by building a plan that involves every part of the business and 
intentionally deploying an infrastructure that tackles the rollout holistically.

As the new digital products are rolled out, it’s important that all teams are constantly 
communicating about successes and failures, especially when it comes to workflows that 
require multiple teams to contribute. Sharing a set of goals and common metrics to analyze 
performance is a good way to make sure that all teams are aligned at each step of the process. 

For example, when a company deploys Box across LOBs, HR employees can use it to decrease 
document printing and scanning. After the files are uploaded to Box, the HR team can share 
files with other LOBs, streamlining file management, enabling collaboration and improving 
version control. Meanwhile, procurement employees can use Box to store inventory and order 
forms, then share those with the sales team for forecasting and reordering purposes. 

After a broad implementation, the sales team can integrate Box with contracting software to 
securely store sales agreements and even share them with customers for remote signing.  
The legal team can use the same integration to manage contracts. The two LOBs can share 
the same document versions for faster legal review of agreements, which translates to shorter 
fulfillment times and, ultimately, happier customers. Every stakeholder can gain efficiencies 
through a united commitment to a shared workflow.
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Three ways to increase the odds of a successful 
digital transformation
Digital transformation is a companywide evolution. There is no quick solution. However, the survey 
shows that companies were able to make this transformation faster than expected and see 
significant results in confronting the difficulties of an unexpected disruption.

To meet modern business challenges, organizations need strategic investments in tools, but if 
employees aren’t on board with the new technology and workflows aren’t restructured, then digital 
transformation initiatives won’t succeed. Organizations need to focus on user adoption, redesigned 
processes and cloud-based technology to increase the odds of transformative success.

1/ Win executive support 
According to McKinsey, about 70% of change management programs fail to achieve their goals 
because of employee resistance and lack of management support.1 The two factors go hand in 
hand. If employees are adopting new technology and increasing productivity, executives will push 
to expand the usage of those tools. Similarly, if leadership does a good job explaining the tactical 
benefits of new technology to the employees who use it every day, adoption will increase.

To create a viable path to adoption of the new technology, focus on the five pillars of change 
management success:2

Policy change 
To drive internal alignment at the start of the initiative, create or update a corporate policy  
that highlights the value of the solution

Marketing and communications 
Early in the initiative, create a center of excellence that includes representation from end users,  
IT and executives

Employee experience 
Leverage that center of excellence to guide solution design, training and documentation,  
which will help align key metrics and tailor the solution to existing business processes

Incentives and promotions  
Encourage the adoption of the new solution and process through positive and  
constructive feedback

Legacy channels 
Reduce or eliminate the use of legacy systems to drive adoption of the new solution

1  McKinsey, "Changing Change Management"
2 DocuSign eBook, "Change Management Strategies to Accelerate CLM Success"

https://www.mckinsey.com/featured-insights/leadership/changing-change-management
https://www.docusign.com/white-papers/change-management-strategies-to-accelerate-clm-success-1
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Digital transformation is  
not optional. It’s mandatory  
to compete in the new 
economy. The only decision  
left is when to start.  

But the shift isn’t as daunting  
as you think. All the LOBs  
surveyed made transformations  
in 2020 that appeared 
challenging at the beginning. 
However, in hindsight, 
respondents said that their 
organizations were prepared  
for the evolution and it took 
less time than expected:3

20–25x faster
adoption of digital changes  
by companies

40x faster
implementation of solutions 
than in pre-pandemic conditions

11 days
on average to complete  
what employees expected  
to take a year 

Adoption speed was driven  
by the realization that 
operations did not have to  
work perfectly before being 
adopted. Simply having a 
solution that functioned 
adequately allowed companies 
to keep running while obeying 
local ordinances that kept 
people home.

2/ Define processes that need to be improved
Technology implementation teams should ask themselves and business leaders what outcomes 
they’re looking for in a contracting solution. Answering that question at a high level will help 
evaluate different vendors and solutions with respect to individual parts of the workflow. For 
example, is it helpful to automate tedious, everyday tasks to significantly enhance employee 
productivity? Are certain people or processes creating bottlenecks that can be eliminated with  
a different set of tools? Is there a need for artificial intelligence technology that can streamline 
and simplify the legal approval process? 

A good strategy is for implementation teams to talk to leaders in all LOBs and list every platform 
that needs to be part of the next global technology upgrade. Finding a way to integrate multiple 
internal tools with a common back end will knock down the disruptive silos in company workflows.

Also, consider the timeline of your transformation. Which processes need to be redesigned right 
now? Explore solutions that solve the most pressing problems but also set the stage for future 
process evolutions. A phased approach allows the entire organization to eventually benefit from 
this initial investment rather than starting over with each set of processes. By thinking proactively 
about future digital transformation steps, organizations can ensure integration when the time 
comes to modernize other workflows.

3/ Find software with the features you need
It’s critical to choose solutions that support multiple functions, then get leadership from each 
department to evangelize the benefits of digital transformation. This will markedly increase 
adoption. Building a platform that allows systems throughout the organization to share information 
enables stronger collaboration by cutting down on the complexity of the agreement process.

A well-integrated platform helps every team work more efficiently and opens the door for future 
automation. This is where the importance of a software-as-a-service (SaaS) solution comes in. 
SaaS solutions typically integrate easily with existing systems and are easy to manage because 
they automatically update with new features and capabilities.

Choosing a platform that supports cross-functional collaboration allows organizations to 
overcome this challenge. The right platform is only one part of this evolution; organizations also 
must ensure the proper workflows are incorporated and employees are trained and incentivized 
to use the new technology. 

Undergoing a digital transformation can be an ambitious project, but it 
doesn’t have to be overwhelming. Starting small may be the best approach.  
In that instance, the organization can adopt technology in parts and only 
move on after successful small-scale adoption. That way, there’s a clear 
roadmap, fewer business processes are interrupted during implementation 
and there’s often a faster return on investment.

Even with this approach, think of a futureproof, scalable solution that will fit 
into broader processes over time. Don’t settle for just taking the first step  
in digitizing workflows. Keep the momentum going to create real change  
and prepare for the next inevitable business disruption.

3  McKinsey, "How COVID-19 has pushed companies over the technology tipping point—and transformed business forever"

https://www.mckinsey.com/business-functions/strategy-and-corporate-finance/our-insights/how-covid-19-has-pushed-companies-over-the-technology-tipping-point-and-transformed-business-forever
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Driving business advantages through  
digital transformation
Digital transformation that enables remote work will continue to be essential for organizations. 
Certainly there will be more business disruptions, and digital transformation is critical to business 
continuity during those times. It also enables businesses to operate successfully with a more 
distributed workforce.

Organizations that have adopted remote/hybrid workflows are already realizing a series of 
businesses advantages in a normal workday:

 – Time savings

 – Money savings

 – Reduced risk

 – Better customer and employee experiences

Smart companies will take advantage of remote work technologies to build a more prosperous 
future. The research shows that organizations that had already begun the transformation process 
and embraced technology have fared better through the COVID crisis. Now’s the best time to 
start yours if you haven’t yet.

Teams or organizations looking to take the next step in their digital transformation can start by 
building a robust, remote-friendly system of agreement. The DocuSign Agreement Cloud has 
everything a business needs to create a shared central contracting platform, including powerful 
tools for every team and integrations with 350+ of the most common business tools. Contact us 
to learn more.

Learn how the DocuSign Agreement Cloud digitally transforms how you  
do business: www.docusign.com/products/agreement-cloud

Top 2021 priorities  
for organizations

Strengthening security  
and compliance
Improving customer 
experience
Increasing  
business agility
Reducing operational 
expenses
Increasing employee 
productivity

About DocuSign 
DocuSign helps organizations connect and automate how they prepare, sign, act on and manage agreements.  
As part of the DocuSign Agreement Cloud, DocuSign offers eSignature, the world’s #1 way to sign electronically 
on practically any device, from almost anywhere, at any time. Today, over a million customers and more than 
a billion users in over 180 countries use the DocuSign Agreement Cloud to accelerate the process of doing 
business and simplify people’s lives.

For more information 
sales@docusign.com 
+1-877-720-2040

DocuSign, Inc.  
221 Main Street, Suite 1550 
San Francisco, CA 94105  
 
docusign.com
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