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Whether you’re a small, medium or large business, a start-up or an 
established entity, digital transformation is the next paradigm shift in how 

your organization will deliver better value to your customers. The choices you 
make right now will affect your ability to remain relevant and competitive in 
today’s rapidly-evolving business world.

This white paper explains what digital 
transformation is, what the journey 
entails — and how to tell whether your 
organization is on course to achieving it.

But before you do anything, you need to understand the difference between 
digitization, digitalization and digital transformation.  

INTRODUCTION

DIGITIZATION
In its basic form, digitization is the conversion of analogue information into 
digital format. The majority of sectors in hospitality, media, banking and 
finance, telecoms and healthcare have already been strongly affected by 
digitization. 

DIGITALIZATION
Digitalization is the actual process of change. Digitalization has enabled 
much of the technological  phenomena today such as the Internet of 
Things, Industry 4.0, big data, machine learning and so on.  

DIGITAL TRANSFORMATION
Finally, digital transformation is the overall effect of digitalization.  
Digitization has enabled the process of digital transformation, which has 
resulted in stronger opportunities to change existing business models, 
consumption patterns, legal and policy measures, organizational patterns 
and so much more.
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Opportunities and challenges
Digital transformation has created unique marketplace challenges and 
opportunities as traditional organizations contend with nimble competitors 
who are taking advantage of the low barrier to entry that new age technology 
provides. We can start to understand the power of digital transformation when we 
look at its effect on the following industries:
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These are just four industries that have been profoundly affected by digital 
transformation. There are countless more. 

Embarking on your digital transformation journey. 
The first thing you have to acknowledge is that a successful digital transformation 
does not begin with technology. Instead, it is a journey that involves an overhaul 
of an organization’s processes and thinking - with customer-focus and satisfaction 
as the end goal.  

There is no silver bullet, but there is a golden thread - the willingness to 
embrace transformation. 

Companies disposed to adopt a start-up mentality with a CIO or IT manager who 
is unafraid to drive the process, coupled with the buy-in of senior management, 
are the ones most likely to successfully reach their destination.

Hospitality
With the advent of on-line travel agencies and  
service aggregators such as Booking.com, as well as  
the likes of Uber and Airbnb, this industry has been  
totally transformed. 

e-commerce  
Big players like Amazon.com, Alibaba.com have already 
disrupted the shopping journey, with many more 
companies following suit. 

Banking
From online banking to ATM availability at every nook  
and corner, digital transformation is constantly enabling 
users to become more autonomous and enriching their 
user experience. 

Training
Using video driven lectures, online learning communities 
and learning management systems allows creating new 
business models which disrupt the traditional lecture 
driven training sessions.

THE CURRENT  
STATUS QUO

IDC ESTIMATES IT SPENDING  
WILL EXCEED $2 TRILLION 
IN 2019, WITH AT LEAST 40 
PERCENT GOING TOWARDS 
DIGITAL TECHNOLOGIES.

“There is widespread recognition among industry leaders that the role of digital 

technology is rapidly shifting from being a driver of marginal efficiency to an enabler of 

fundamental innovation and disruption.

Digital technology is the cause of large-scale and sweeping transformations across 

multiple aspects of business, providing unparalleled opportunities for value creation. 

Business leaders across all sectors are grappling with the strategic implications of these 

transformations for their organizations, industry ecosystems, and society.” 

World Economic Forum

4SET COURSE FOR DIGITAL TRANSFORMATION



With the constant threat of being outflanked by nimbler competitors, 
companies today are finding themselves having to innovate at a faster  

pace than ever. To create new products or services,  augment existing offerings 
or segue into adjacent markets, they’re experimenting with new-age technologies 
such as the IoT, AI, Edge, 5G, Analytics, Machine Learning, Industry 4.0, Social ERP 
and the like, with the falling cost of storage and bandwidth helping to accelerate 
their decision.

Just one example of this is the soaring interest in chatbots. These tireless, always-
available virtual assistants leverage natural language processing to establish a 
digital pathway between business and customer. Banks, industrial manufacturers, 
retailers and virtually every other type of customer-centric business is 
implementing this friendly robot, not only to “converse” with customers, but to 
learn their needs, provide meaningful recommendations and remotely solve  
their problems. 

HUMAN 
TRANSFORMATION 
TRENDS 

The way people want to work is changing
Business no longer happens in one place. The concept of the workday 
being 9 to 5 and the office being a place with four walls is no longer 
the norm. In fact, nine out of 10 employees spend at least 20 percent 
of their time away from their primary workplace. Yet things like real-time 
communication, face-to-face interactions and leveraging collective 
knowledge are still critical to employee productivity. 

1

Generational preferences at work
For organizations with a multi-generation workforce. It is important to understand your demographics to know how 
to best find the balance across the generations. If you are an organization that heavily relies on email, what are you 
doing for your new workers? Are you giving them the tools they need to be effective?

Baby Boomer
(1946-1964)

Generation X
(1965-1979)

Millennial
(1980-1997)

Generation Z
(1998-2020)

In Person Meeting

Virtual Online Meeting (No video)

Virtual Online Meeting (Video)

Outlook Email

Team Workspaces

Instant Message (IM)

Enterprise Social Networking

Persistant Chat

Conversational User Interfaces

Always prefer Mostly prefer Somewhat prefer Occasionally prefer Do not prefer

Source: Avanade Inc.
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Customer expectations are changing
The ability to acquire and retain customers is perhaps the single most 
important factor for business success. Without customers, nothing else 
matters, which is why more than half of all businesses say their success 
depends on their ability to be highly responsive to customers’ specific 
needs. We know that 86 percent of customers are willing to pay more for 
a better customer experience, but for a business, this can be a daunting 
expectation given that resources are tight and staff time is even tighter.

While good customer service will always require a personal touch, 
technology has helped businesses consolidate customer information, 
automate routine processes and act faster on new opportunities than  
ever before.

Technology can do the work for you
In many businesses, IT management isn’t afforded a full headcount. Often, 
it’s either the business owner or the employee who knows the most about 
technology who carries the burden. The cloud takes the responsibility of 
technology maintenance and updates off the business and puts it on the 
cloud service provider – freeing up business owners and employees to 
focus on other revenue-generating tasks.

Today’s cloud platforms and applications empower businesses to reduce 
the cost and complexity of their IT investments while also boosting 
compliance and security with automatic updates that give them peace  
of mind. 

Data is taking the risk out of owning a business
Today, making decisions based on assumptions or gut feelings isn’t 
enough. Data is a small business’s secret weapon in keeping pace with 
the competition and keeping customers. To understand how to grow 
and evolve an organization, businesses should lean on data to help 
them anticipate the next big thing – whether it be an untapped industry 
opportunity or emerging customer need.
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DIGITAL 
TRANSFORMATION 
TRENDS

The Internet of Things (IoT)  
IoT refers to the billions of physical devices around the world that are now 
connected to the internet, collecting and sharing data. Gartner estimates 
more than 8.4 billion “things” are on the internet today, up more than 
30% from just one year ago. However, IoT alone is just the start. It isn’t so 
much about the “things,” but rather what we do with them once they are 
connected and supplying us with data that matters. 
All driven by the IoT at their core:

IoT Analytics
This is the application of data analysis tools and procedures to realize 
value from the huge volumes of data generated by connected IoT devices. 
It provides consistent, comprehensive, current and correct information for 
business reporting and analysis. Tech giants are heavily investing in IoT 
analytics as they see its power to increase customer satisfaction across a 
vast array of industries and applications.

1
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Edge Computing
The method of optimizing applications or cloud computing systems by 
taking a portion of an application, its data, or services away from one or 
more central nodes (the “core”) to the other logical extreme (the “edge”) 
of the Internet which makes contact with the physical world or end users. 
Edge computing is computing that’s done at or near the source of the data. 
It doesn’t mean the cloud will disappear, it means bringing the  
cloud to you.

Chatbots
These tireless, always-available virtual assistants leverage natural language 
processing to establish a digital pathway between business and customer. 
Banks, industrial manufacturers, retailers and virtually every other type of 
customer-centric business is implementing this friendly robot, not only to 
“converse” with customers, but to learn their needs, provide meaningful 
recommendations and remotely solve their problems. 

5G 
5G is the next generation of mobile internet connectivity, offering faster 
speeds and more reliable connections on smartphones and other devices. 
5G will help power a huge rise in IoT technology and create a smarter and 
more connected world.

AI goes mainstream
There is so much untapped power in AI — in everything from customer 
service and robotics to analytics and marketing. Companies will continue to 
use AI to surprise, connect, and communicate with their customers in ways 
they may not even appreciate or realize. This includes faster, cheaper, and 
smarter automation of everything from e-mails and content generation to 
industrial manufacturing. 
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The culture hurdle
Corporate culture is key to digital transformation. As the pace of change 
continues to increase and the number of new technologies continue to 
grow it will become even more imperative that companies adopt a culture 
of  moving fast while moving forward towards growth. The days of making a 
change and then just sitting back and waiting for things to happen are long 
gone. There is a need to build a new momentum and rhythm that reflects 
the new reality of the industry in which you are operating.

1

3 THINGS TO CONSIDER
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At the end of the day, CIO’s and IT Managers are responsible and 
accountable for driving digital transformation within a business. They need 
to guide their company and its people through major changes, ensure 
existing infrastructure is future-proofed, and put technology practices into 
place, whilst ensuring “business as usual” during the transition. This means 
becoming increasingly reliant on the skills and adaptability of their team, as 
well as future talent.

Digital transformation misconceptions
Many people believe the term digital transformation is interchangeable 
with technology, but with emerging digital capabilities affecting all areas of 
the business, it’s important to remember that transformation is just as much 
about changing the mind-set of your people and your leadership as it is 
about adopting the technology itself.  

Perhaps the biggest misconception of all is that digital transformation is 
“done” when it reaches a certain stage. Digital transformation is a journey; 
completion of one stage is often a stop-gap or bridge to the next. As 
emerging technologies and market forces heap new disruption upon 
enterprise, companies must continually adapt or get left behind.

Digital transformation as an imperative
Where digital transformation may once have been just a buzzword, its rate 
of growth will force many companies to make it a business imperative. 
Digital disruption will continue to be an increasingly common occurrence 
in the next few years, and companies unable or unprepared for those 
changes will quickly fall to the bottom of the pack.

The role of the CIO or IT Manager in driving digital transformation…

Source: zdnet.com

Why most organizations have a profound 
challenge with Digital Transformation.

The CIO’s legacy IT 
“Mountain”

What’s 
visible

• Aging legacy systems (ERP, etc)
• Bureaucracy - overcentralization
• Years of underinvestment
• Traditional data center

•  Technical debt
•  Cost center focus

•  Legacy skills
•  Closed platforms/ 
 no APIs
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Digital 
Transformer

Digital 
Disruptor

Digital 
Player

Digital 
Explorer

Digital 
Resister

16%

30% 29%

20%

5%

59%

Many organizations 
are at a DX Deadlock

The key lies in the other “D” word. 
Ask yourself whether what you’re 
doing is disruptive to your business 
and to your industry. If you can 
honestly answer “yes,” you may 
well be on a legitimate digital 
transformation journey.

YOUR 5 FIRST 
STEPS IN DIGITAL 
TRANSFORMATION  

Set a clear mission, goals and a reason for digital change including how it 
will improve the working lives of your people

Articulate them to your team openly and reinforce them regularly through 
diverse communication channels

Identify innovators and change agents within your organization

Provide your people with the tools and encourage them to experiment with 
new technologies, treating failures along the way as learning experiences

Incorporate a clear feedback loop and establish intervention strategies for 
resolving conflicts and tension

1
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DIGITAL 
TRANSFORMATION 
CHECKLIST

Strategy & Management: 
Upper Management is responsible for preparing and implementing digital 
transformation.

 Define your current strategy
 Define your ideal future at organizational and functional levels
 Define steps to get from “A to Z”
 Get executive management buy-In
 Share the strategy throughout the company

Customer Experience: 
There needs to be positive customer experience in all aspects.
 
 Define customers behaviour, trends, values and expectations
 Form a digital user experience and user interface team
 Apply insights to adapt technology and improve customer experience

Innovation: 
New digital technologies can create product and service innovations. This is both 
a process and an outcome.

 Delegate innovation leaders to share the vision and coach employees to  
 explore the unknown aspects of the technology
 Identify opportunities for application of better solutions of the technology
 Recognize and use the right data.
 Identify the inputs, outputs and constraints that align with the Digital   
 Transformation strategy

Know-How and Culture: 
In order to implement change, appropriate structures need to be put into place.  

 Prepare your employees for change
 Choose technology that fits around how your employees work
 Improve the relevant know-how through training and rewards

Organization: 
Create organizational structures that are adapted to align with your culture.

 Ensure stakeholders are accountable for execution with outcomes and  
 metrics aligned with corporate strategy and culture
 Constant time investment into evolution of technology innovations and  
 employee buy-in

HOW TO MEASURE 
YOUR ORGANIZATION’S 

DIGITAL 
TRANSFORMATION?

STRATEGY & MANAGEMENT

CUSTOMER EXPERIENCE

INNOVATION

KNOW-HOW & CULTURE

ORGANIZATION
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TECHNOLOGY 
ADVISORY SERVICES

THE ROLE OF 
TECHNOLOGY 
ADVISORS IN 

ACHIEVING DIGITAL 
TRANSFORMATION.

Plug the skills gap
The fastest-growing skills gap in labour markets around the world is in 
digital and tech. Technology advisors can help you fill this gap, not just with 
the skills they bring to the table, but with the experience they have working 
across multiple digital transformation projects for different companies and, 
potentially, in different industries. 

Simplify complexity
Often digital transformation sounds overwhelming and complex. A 
good technology advisor will remove that complexity by offering the 
simplest solutions. For example there are powerful digital transformation 
opportunities just by using Office 365 more effectively. The M365 version 
of Office 365 also offers great security features that can protect your digital 
transformation investment. 

Upskill your existing teams
Hiring advisors can quickly enable and facilitate the upskilling of your 
current IT workforce. By working side-by-side, in a collaborative way, 
with highly skilled digital experts on a daily basis, your existing teams will 
constantly be exposed to new skills and perspectives.

Give you flexibility
The pressure of staying relevant and competitive has left many CIOs 
scrambling to deliver IT and business transformation projects as quickly 
as possible. Advisors are the ideal flexible resource to help you deliver 
these projects on time and in budget. They can quickly be brought into 
your organisation to perform specific and highly skilled tasks. They will 
hit the ground running and offer the agility needed to adapt to immediate 
pressures and demands without adding to your permanent headcount. 

Manage resistance to change
A successful IT strategy is all about making processes faster, more efficient 
and easier to navigate. With this can come resistance to change – which is 
amplified in internal digital transformation projects.

Research shows that 88% of CIOs feel there are internal barriers to digital 
projects. These include: the pressure to jump into internal digital initiatives 
faster than they should and the business underestimating what investment 
is needed for such projects. 

Advisors can help CIOs and IT Managers  address this resistance at  
source as they work with the people affected by and working towards 
digital transformation.
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Information Technology Advisors are vital when it comes to digital transformation. 
A reliable outsourced partner or managed services partner not only provides 
appropriate consultative  guidance, but also have areas of expertise such as  
estimating the cost of adopting new technologies, implementing and managing 
it, and of course, training people up on it. The main reasons for the increased 
importance of technology advisors is their ability to: 
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Provide peace of mind
Digital transformation is so often rooted in giving value to customer that 
little consideration is given to core security functions. The rise in data 
breach and vulnerability figures has led some to suggest that unsecured 
digital transformation will leave organizations at greater risk. Gartner 
recently predicted that 60 percent of digital businesses will suffer major 
service failures by 2020 due to their inability to manage digital risk.
A good technology advisor will ensure that security is paramount and 
provide the knowledge and expertise to ensure protection of sensitive data 
and information is never left on the back-burner. 

Drive your digital agenda
In order to stay relevant and ensure their long-term success, advisors have 
to be ahead of the trends and familiar with upcoming technologies – and 
they will bring that experience to your organisation. 

6
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Netsurit, a long-time preferred partner of Microsoft, offers managed IT support services and consulting to a wide 
range of clients. Our services are designed to maximise your IT investments, allowing you to focus on what you do 
best – growing your business and adding value to your customers.

As discussed in this white paper, you cannot underestimate the 
importance of technology advisors. At Netsurit, ours have the 
experience and expertise to seamlessly integrate with your 
business team. They become a primary point of contact  
you can rely on to make sure your technology is  
helping you achieve the dreams and goals that drive  
your organization.

The fact that we have been listed on MSP Mentor 
as a Top 100 MSP in the world for the last 9 years 
running bears testimony to our credentials.

Information Leadership
Today, IT leadership and engineers can spend 
so much time on project work that digital 
transformation can be overlooked. With Netsurit, 
you can spend more time devoted to strategic 
thinking and less time on the challenges of running 
your IT department.

IT Consulting 
At Netsurit, our team of experts take your business 
goals and objectives as seriously as you do. Embedded 
in our process is strategic thinking supported by practical 
knowledge and years of experience. Our consulting 
engineers manage both off-the-shelf setups and custom 
buildouts for a wide range of clients in different industries. 

At Netsurit, we live and breathe our company mantra:  
“supporting the dreams of the doers.” We see IT and digital 
transformation as enablers that almost every business relies on each day 
to help it work towards achieving its goals and aspirations.

We passionately support our team of industry experts so they can do 
what they do best: provide our clients with an ecosystem that helps 
them actualize their organization’s full potential. The way we see it, 
if business succeeds, the world succeeds.

THE NETSURIT DIFFERENCE

For more information click here  
or visit neturit.com

http://www.netsurit.com

