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The Need for Digital
Transformation

competition. Digital Transformation is not only about
becoming more efficient, nor it just about digitizing
your processes so you can increase the bottom line.
It’s about becoming a digital enterprises that uses
information and data in innovative ways; meets the
expectations of the new tech-savvy, connected digital
consumer, who wants to get what they want with ease
and speed.

Hyper connectedness – the new
imperative

Digital Transformation unleashes strong, long-term
growth through new business models, new revenue
streams, and more engaged customers. Enterprises
that truly transform themselves through digital
technology will become the new leaders, the
organizations of the future.

The connected world creates a digital imperative for
companies
–
invest
in
technology
driven
transformation or face destruction at the hands of

They are companies that have thoroughly embraced
information technology and use this technology to
engage customers in new and innovative ways.
Becoming a digital enterprise requires a thorough
re-imagining of the business through a digital lens –
both in the workplace and in customer engagement.

Digital Transformation market revenue in the United States from 2014 to 2025
in billion U.S. Dollars)
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DT introduction
What is DT
Digital Transformation isn’t about adding digital solutions to your business but rather reinventing the
products, processes, model, legacy systems and strategies within an enterprise using the latest
technologies to build new revenue streams.

DIGITAL

TRANSFORMATION

People

Technology

Business Model

Business Process
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Why Digital
Transformation

Organizations must adopt to and address to the changing business landscape and user behaviours.
Business results are critical and the IT spending is exclusively focused on that. And, Digital
Transformation acts as a tool for accelerating the business activities, processes, competencies, models by
leveraging the latest technologies like IoT, RPA, AI, Mobile, Web etc. In brief, Digital Transformation is
nothing but transformation of business.

Percentage of Respondents by Main Industry
3,160 CIOs

21%
Manufacturing

98 Countries

15%
Government

4%
Transportation

11%
Banking and
Investment
Services

4%
Healthcare

11%
Services

3%
Energy utilities

10%
Education

2%
Media

15 Main Industries

5%
Insurance

2%
Telecom

5%
Retail

2%
Wholesale
Trade

4%
Natural
Resources

2%
Healthcare
payers

The Gartner 2018 CIO Agenda Industry Insights report shows that all industries rank digital business as
one of their top 10 business objectives.
Of the 11 of the 15 industries participating, CIOs ranked digital business/digital transformation among the
top three business priorities for 2018. “This shows an increasing digital urgency across industries,” says
Lowendahl.
In particular, CIOs from the banking and investment services (26%), telecom (25%) and government (18%)
sectors are placing digital business/digital transformation as their number one business objective in
2018.
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Digital Transformation Advantages

By adopting Digital Transformation, through a strategic approach, you will be using technology to make your business
more intensely customer-centric than it is today.
Use mobile, social and digital touch points to engage with your customers real-time Leverage modern analytics
platforms to generate customer insights Implement decision-making process based on customer data

Here are a few reasons why enterprises must
adopt to Digital Transformation

To Establish
Customer
Relationship
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To Make Fast,
Data-Driven
Decisions

To Introduce
Transparency

Technology
Advocacy
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Who needs Digital
Transformation?

reduce

the

project

delays

but

also

improves

productivity, efficiency rate.
Here, when we say transformation, it’s all about
reinventing the complete processes, systems, models,
technology, and people. If your business necessitates
an automation to simplify the most complex tasks and
improve

performance,

adopting

Digital

Transformation is the best foot forward.
According to a latest report from Gartner, digital
initiatives are the top priority for 2019. Only 4% of
Every business that involves complex, time consuming
process requires business transformation through
automation. As this not only helps the business to

organizations have no digital initiative at all, which
signals a shift from digital as an option to digital as a
mainstream platform.

How do you know your business is ready for
Digital Transformation?
Now is your business engaging with customers 24/7 through a medium – even if there are no transactions to be
performed? If not, can you really say your business is competitive, customer focused and market driven?
Brian Solis (The 2017 State of Digital Transformation)
defined it as a “The investment in and development of
new

technologies,

operational

mindsets,

models

to

and

improve

business
work

and
and

competitiveness and deliver new and relevant value for
customers and employees in an ever-evolving digital
economy.”
As discussed earlier, one of the first things companies
should do in embarking on a Digital Transformation is
analyzing are the outcomes the business wants to
achieve.
It’s an interesting question to have.
It’s not digitalization of a one or two processes but
transformation

of

entire

business

resulting

in

maximum revenue in a short interval of time. Of
course, there are some myths about Digital Transformation. Let’s Demystify them.
Even before we start, let’s understand why your business needs a transformation!
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8 Questions Every CEO Must Ask Before Getting Started with
Digital Transformation Program
Growth 58%

Gartner Survey Shows 42 Percent of CEOs
Have Begun Digital Business Transformation.

IT-related 31%

1.

Have you identified areas in your business where
automation is most relevant?

2.

Is your existing workforce
productivity and quality?

3.

Which steps have been taken to convince your investors about
your digital vision and the long-term value-creation of your Digital
Transformation journey?

consistently

Corporate 23%
Customer 21%

improving

Product 20%

4. How much of your revenue is coming from new sources of digital
business?
5.

Financial 16%
Workforce 16%

Does your company leverage analytics around customer data, operational
data, and compliance?

6. Do you have a digitally literate leadership team?
7.

Have you established training programs to overcome the digital skills gap and
re-skill your existing employees?

Cost
Management 11%
Marketing 8%
Quality
Improvement 7%
GRC 7%

8. How are you empowering employees through digital channels to enable faster
decision making and encourage greater agility within your organization?

Sales 6%

11 Points Every CEO Must Ensure Before A Business Transformation
Art Hu – “As we place an even greater focus on

5.

customer experience, our ROI becomes more strategic
and expands to include more than just financial
measures. We need to make sure other business KPIs
related to customer experience and satisfaction are
part of the ROI equation. We have to take a more
expansive view of what value means for Digital
Transformation projects and change how we think
about value.”
1.
2.

3.

Align people, business and technology to a single
shared vision
Although
Digital
Transformation
involves
significant investments in technology and
business
process
reorientation,
the
big
investments have to be strategically driven with
intent.
Inspire your people to achieve digital goals
through incentives

4. Establish 100% collaboration between CIO and
CMO alongside shared outcomes

Page 8

Use
training
programs
to
constantly
communicate your digital vision and equip all the
stakeholders with the resources and skills to make
it happen

6. Digital Transformation isn’t just about bolting on
new solutions, it’s about making sure your
business model evolves.
7.

Make your business processes more agile

8. Digital Transformation aims to eliminate channel
conflict and create processes that are agile and
lean.
9. Automate manual processes where possible
10. Consider
Cloud-based
systems
associates can access anywhere

that

your

11. Identify and eliminate silos at all levels of your
business
At its core, Digital Transformation fosters
organizational
readiness
and
empowers
companies to move fast.
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Digital Transformation – 5 Secrets
A Digital Consultant Won’t Tell You
The story of Digital Transformation is not without its

identifying the risks and avoiding them. And, these

pitfalls. There are roadblocks that need to be

challenges are not limited only to external consultants.

recognized, understood, analyzed and addressed

To transform a business completely, it is the C-level

before the changes kick in. More often than not, it is

executives, employees, partners, vendors who have to

not an external consultant who will highlight these

resonate with the transformation agenda.

challenges to you, but it is you who will have to call out
Here are some roadblocks that can derail your Digital

the elephant in the room.

Transformation journey.
Any transformation of the business is a high-stakes
game with inherent risks. Success depends on

STATUS QUO
The

single

biggest

roadblock

to

Digital

Transformation is ‘status quo’. Like with any
transformation, the lack of appetite for change or
the fear of change puts breaks on the changes
you want to bring about. Status quo operates at
different levels.

Employee Pushback
From learning new technologies to doing
things

differently

to

taking

on

new

challenges, a majority of the workforce in any
organization resists change. With Digital
Transformation
multi-year,

being

all-embracing

a

large-scale,
change,

the

resistance will be even more pronounced.

Organization Structure
Organization

Structure:

Digital

transformation has an extensive impact on
several things within the organization and
may require changes in employees’ roles,
changes to departments or even an overhaul
of the organizational structure. The existing,
entrenched structures and hierarchies will
resist this.
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IT Department
The IT departments often focuses on the tactical

business realities that have to determine structures,

improvements and maintaining legacy infrastructure

which will be in a constant churn.

and systems, while business is demanding new
technology solutions to improve their performance.

When you look at Digital Transformation from a

Besides, there is often misalignment on priorities of

360-degree lens and make IT the facilitator of change

Digital Transformation between businesses and IT

in technology part of the transformation rather than

caused by a lack of common understanding of the

make IT in charge of the overall transformation, you

overall objectives, scope, and road-map.

would have navigated through a common pitfall.
Prioritizing

your

technology

investments

and

The key to steering away from status quo is by taking it

initiatives is a strategic lever you can use to take IT on

head-on. Educate the employees on the objectives and

board.

value of the exercise. If employees can see the benefits
of the exercise for them, it becomes easy to take them

Digital Transformation need not be a complete

along on this journey.

overhaul. When you are bringing in digital technology
and removing outdated processes, you may be picking

When it comes to organization structures, the prudent

and choosing which pieces of your existing technology

way to deal with them is by making your structures

can stay, and which should go.

fluid and agile; because, in today’s world, it is the

STAKEHOLDER INVOLVEMENT
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Digital Transformation Challanges

Lack of Vision

Lack of Awareness,

Budget

Education, Alignment and
Collaboration
Digital Transformation is not

Digital Transformation requires

While organizations will always

just about introduction of new

a clear vision, strategy and

grapple

tools or creating a few cool

purpose

constraints and allocation of

experiences for the customer.

communicated

Digital Transformation involves

departments,

development of a clear vision of
how the organization will meet

journey doesn’t belong to one

approach, realization of quick

their customers’ digital needs,

individual

gains, and prioritization of areas

setting objectives against that

Departments might be tasked

vision, and execution – often

with executing on part of the

over the course of multiple

strategy,

years.

company should be working

that

needs

insufficient

and

companies can overcome this

employees. The Transformation

challenge by taking a phased

but

all

teams

a

department.

the

whole

toward the common goal.
It is also about a vision for the
way the organization operates,
in tune with the changing
world,

in

order

to

execute,

compete and win. A vision like
this can only be drawn and
pursued with the involvement
of investors, management, all
the

departments

employees.
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and

the

be

resource

the

or

to

to

with

of digitization.

budgets,
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Expertise

Digital Transformation Business Plan
Most organizations embarking on Digital Transformation underestimate how long it takes to build capabilities. They
require skills and competencies in newer and different areas of technologies. Very often, it makes more sense to seek
external help in building systems, applications and competencies that are essential to make the transformation
happen successfully.
The key lies in choosing a technology partner who will participate in this journey fully, brings in the right expertise and
work as the extended team of your IT department.
If you are looking for a technology partner, we have the right expertise and experience in transforming businesses
using cutting-edge digital technologies.

Building A Successful
Digital Transformation Roadmap
Stand in
customer shoes

Addressing to
change within

Planning for
long haul

Stand in
customer shoes
Think beyond
technology
Understanding to
digital imperative

Page 12
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Understanding The Digital Imperative

Stay Centered On Customer Outcomes

There are two misconceptions that impede your digital
transformation road-map.

Your ability to create value for the customers determines your
success. Hence, focus on how easily you can digitally
augment your core capabilities and realign them to deliver
the outcomes that your customers really desire, rather than
the products or services that you’ve traditionally sold. Look at
how digital assets can enhance the outcomes that your
customers most value.

(1) You think that your business is too traditional, and does not
need digital.
(2) Your business has already gone digital by having a web
presence, social media presence, a mobile app and a
networked organization with the easy knowledge and
information sharing.
Make no mistake about this.
Your customers have gone digital (even if they are not digitally
engaging with your business), which means that if you have
not gone digital, you will lose them fast to your competition.
Your channels are digital. Digital has transformed the ways in
which customers discover, buy, and engage with products
and services.
Are your products digital? Organizations that digitally
enhance physical products open doors to new experiences
and revenue streams. Even a brick and mortar company can
offer an exceptional after sales service experience through
mobile.
Are your insights digital? Digital technology brings deeper
insights than ever before. With mobile location data, social
activity, and sensor data from products, businesses have the
opportunity to exploit tons of data.
Are your employees digital? Access to mobile and social
chnology is critical to efficiency and enables employees in
achieving more. Organizations that boldly provide the tools to
employees to collaborate, share, draw insights, access
information and serve customers better stay ahead of the
curve.
Are your operations digital? To be able to connect with
customers better, transform their experiences, and offer new
models of engagement, digital transformation has to start
with changing the way the business operates at multiple
levels. Imagine an intelligent procurement system that
drastically cuts down the process time and complexity of
purchases, invoicing and processing of invoices that makes
you a hit with vendors and service/product delivery teams.

Use data and analytics to help customers achieve their
desired outcomes. Mining the data that you collect and
combining it with external data create new insights that can
help your customers.
Design better customer experiences to deliver value. By
carefully constructing a connected web of services and
business capabilities to adapt to your customers’ changing
expectations, you can take your business to the next orbit. The
set of interconnected business capabilities must be highly
agile, embracing technologies like mobile, cloud, and APIs.

Digitizing For Operational Excellence
Your ability to create value for the customers determines your
success. Hence, focus on how easily you can digitally
augment your core capabilities and realign them to deliver
the outcomes that your customers really desire, rather than
the products or services that you’ve traditionally sold. Look at
how digital assets can enhance the outcomes that your
customers most value.
Use data and analytics to help customers achieve their
desired outcomes. Mining the data that you collect and
combining it with external data create new insights that can
help your customers.
Design better customer experiences to deliver value. By
carefully constructing a connected web of services and
business capabilities to adapt to your customers’ changing
expectations, you can take your business to the next orbit. The
set of interconnected business capabilities must be highly
agile, embracing technologies like mobile, cloud, and APIs.

Connecting the Dots, connecting
the Dots

Being Strategic
Clichéd as it may sound, this is important. Because often
times people miss the fact that digital technologies are
fundamental, strategically impacting business. They tend to
look at this as a trend that needs to be dealt with a tactical
approach.
The winners in this game are those who look at digital
transformation as a huge growth driver, a game changer and
one that opens up a whole new world of opportunities. Hence,
the second step is to have a digital transformation strategy
that clearly addresses the why, how, what and when across a
definite timeline.
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Digital transformation my often mean rebooting the
organization’s operating model. This requires establishing
A clear shared digital vision for all employees and teams
A digital-first culture wherein collaboration, agility, and
digital innovation become habitual
A cross-functional and customer-centric organizational
model that enables a smooth, synchronized business
operation
A strong mechanism for protecting customer’s trust
through data security and privacy
An environment of co-creation and experimentation
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Thinking Beyond Technology

Understanding to the change within

It is first and foremost essential to understand the role of
technology. Digital transformation is enabled by technology,
but its success is about much more. It is about taking on an
enterprise-wide change to evolve an organization’s business
and operating models, as well as the way its people work –
across departments. It also means integrating high volumes
of data to predict, influence and respond to customer
behavior. The objective of this transformation is achieving
clear business outcomes.

Once you establish the overall strategy and road-map for
digital transformation and determine how technology will
disrupt your business, the next crucial step is to facilitate
business
process
re-engineering.
As
any
digital
transformation is a business transformation and will be a
material disruption to your current business model rather
than an incremental improvement to back-office functions,
you will need to spend plenty of time on business process
re-engineering. Make sure you invest plenty of time defining
and documenting your “to-be” business processes to reflect
this new and improved operational model.

Start With Clarity And Preparation
Clichéd as it may sound, this is important. Because often
times people miss the fact that digital technologies are
fundamental, strategically impacting business. They tend to
look at this as a trend that needs to be dealt with a tactical
approach.
Hence, before launching into digital transformation ensure
that you have: (a) Robust, resilient approach to your market,
(b) Strong idea about why you need to transform, (c) Clear
strategy which encompasses the whole company, and, (d)
People who can execute the strategy.

Hitting The Infrastructure Road
Evaluate your software and technology options. Once your
strategic
road-map
is
defined,
evaluate
potential
technological options that best fit that road-map. Each
business will have different needs based on its overall
transformation strategy, ranging from ERP systems to SaaS
solutions to eCommerce to mobile apps and other
technologies. It is critical not to assume that a single system
will address your digital transformation needs.
As you understand the role of technology, the next step is to
build digital capabilities. Your existing talent and technology
infrastructure that powers your company’s current operations
are not likely to be suitable for a digital and networked future.
You will need a workforce with new skills. Your infrastructure
will also have to be upgraded to provide the tools your
employees need to grow into a digital world.
Build your digital assets. Your business may possess or could
easily access valuable digital assets. The essential step is to
understand the assets your company could build, partner, or
acquire, and begin transitioning from purely physical assets to
more valuable and scalable digital assets. An important part
of this journey is never losing sight of information and cyber
security.
Use Mobile and Social Media as catalysts. As customers,
people and markets use mobile for a wide range of business
and personal transactions, as well as rely on social networks,
an essential part of going digital is investing in the effective
use of mobile and social.
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The next logical step is adjustments to your organization
structure. The key to success lies in starting small and then
going big. While entrenched systems and practices or talent
gaps may stop you from making major shifts, your diligence
and commitment in making the changes you can make, no
matter how small, helps to build the momentum towards
bigger changes.

Mapping the Customer Journey
A logical extension to the strategic step of being customer
outcomes centered, the creation of a customer journey map
identifies the potential touchpoints between the customer
and the organization at all stages, bridging the gap between
the company and the customer, and enhancing the
experience for the customer.
This map helps in determining where you can digitize your
business. What offline processes or products can you digitize
or take online? Without such a map on hand, you could be
taking your digital transformation journey entirely in a wrong
direction.

Understanding To Analytics
Probably the single most important differentiator to
successful digital transformation is the use of data. Ask if your
IT department is using analytics services to understand the
behaviors of customers. One of the most basic data
parameters is the number of visits to your site, the length of
time spent on what content and most importantly where you
are losing your customers. Insights drawn from data analytics
help you really compete in the digital age.
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Digital Transformation Use Cases

Customer experience use case of Porsche
To give an example of how digital transformation helps
an organization place the customer at the heart of their
strategy, let us look at how Porsche does it. Customer
experience drives Porsche’s digital strategy. Porsche
has heavily invested in understanding the Porsche
driver. All customer data is pulled into a central CRM
data center and allocated to a unique ID.

It has details of Sender, receiver , What item, how many
no of boxes that is getting shipped. This data has to be
loaded in DMS (Distribution Management System)
wherein delivery agents are mapped & assigned largely manual including last mile delivery - RPA can
do this.

Business Transformation Using IoT
Automating a shop floor operations of manufacturing

Throughout

the

entire

lifecycle,

every

customer

company.

interaction at every touch point is documented. Thanks
to this ID, Porsche knows their customer’s expectations

Shop floor operations are complex and involves a lot of

for each touchpoint. The data also allows for real-time

human efforts and time. With an IoT powered solution

segmentation and predictive intelligence, enabling

in place, automating the entire process, evaluating the

them to maximize campaign success. For example,

operational and machine efficiency of human as well as

only

machines becomes amazingly easy.

customers

that

are

actually

interested

in

purchasing a car at that moment are contacted,
leading to a significant increase in their overall sales
conversion rate.

Business Transformation with Mobile App
Workflow application for faster decision making.

Digital transformation aims to create a seamless
customer journey. And by that token, it is a continuous

Many enterprises involve a lot of workflows and the

process, and not a one-time investment.

redundant process consumes a lot of time, efforts
delaying

Business Transformation using RPA
Bill of reading is a major exercise done by the contract
logistics organizations.
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the

productivity.

With

a

workflow

management app implemented the business can
improve the process speed by at least 70% and ensures
project delivery on-time.
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Choosing a Right Partner

Expertise

: Trained business and IT teams to advise on disruptive
technologies and provide a digital transformation road-map

Best Practices

: Agile development and DevOps approach for agility and
innovation; which often result in a competitive advantage

Proof of Concept

: Demos and case studies to start your transformational journey
confidently

Flexibility

: Experience to manage both your traditional IT environment
and cloud infrastructure

Faster Time-to-Market

: A robust planning & execution strategy and the necessary
technology building blocks to speed up the implementation
process

Best-of-Breed Solutions

: Close

partnerships

with

technology

vendors

who

are

disrupting the digital transformation space
New Technology Capabilities : New channel enablement with mobile, social interactions, and
big data analytics
Cost Reduction Opportunity : Leverage open source for digital transformation to reduce TCO

1.

They have a clear idea about what it means to do digital transformation consulting, for your specific industry

2.

They will have demonstrable successes in working with a number of customers within those specific industries

3.

They are not just Powerpoint warriors. In other words, they have software IP, which they can bring to deploy and
orchestrate, to accelerate your digital transformation road-map and reduce the risks of the implementation and
accelerate or compress the timelines to the end-state
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Why Hakuna Matata Solution as Your Partner
We look at the digital transformation from people, process, and technology perspectives. We build
custom-built, scalable and flexible solutions that are strategically designed to enhance productivity,
increase global competitiveness, get closer to clients and deliver compelling customer experience.

We serve as a technology partner to enterprises, across industries, with a focus on enabling them to
create and sustain value through the transformative power of advanced technologies.

Technology Excellence
We focus only on the cutting-edge technologies like RPA, Chatbots, Cloud, IoT, Xamarin, Ionic, Cordova etc. to develop digital
solutions that helps enterprises improve business productivity, growth and RoI.

Proven Expertise
We have more than 13+ years of experience in strategizing, designing, developing and implementing digital solutions for clients
across India, Australia, Dubai etc. within a stipulated time period and at effective costs.

Rich UI/UX
We use our rich and vast experience in developing user-centric UX/UI that blend usability, experience and create direct impact your
end-users experience.

Powerful Analytics
We bake in a powerful Analytics platform to track, monitor and manage the system performance

Free Consultation & Implementation Support
We provide free consultation for clients getting started with advanced digital transformation implementations. We also provide post
implementation support for customers.

Conclusion
As an organization if you are looking to embark on the digital transformation journey you have to steer clear of the myths around
digital transformation.

If you want to lead your organization through digital transformation, the first step is understanding the realities of digital
transformation — rather than getting carried away by the hype. I hope the above whitepaper has provided you with a clear roadmap
of understanding Digital Transformation, its impact on a business and how to approach digital transformation and subsequently
ensure success.
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