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Business transformation using digital technologies

What is digital transformation?
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SMACIT - A way to think about digital 
technologies 
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Gartner’s hype cycle offers a perspective on 
influential technology trends

Hype cycle 
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A 2016 study on Digital found 4 categories of digital maturity
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Companies evolve in the digital journey across 
operational excellence and customer experience
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Integrated experience

• Customer gets an (simulated) integrated 

experience despite complex operations

• Strong design and UX

• Rich mobile experience including purchasing 

products

Future ready

• Both innovative and low cost

• Great customer experience

• Modular and agile

• Data is a strategic asset

• Ecosystems ready
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Silos and spaghetti

• Product driven

• Complex landscape of processes, systems and 

data; similar tasks performed different ways

• Insufficient sharing of data

• Perform via heroics

Industrialized

• Plug and play products/services

• Service enabled ‘crown jewels’

• One best way to do each key task

• Single source of truth

Traditional Transformed

Operational excellence

Improving cost to income ratio

Key:  Percentage of  firms 

 Percentage points above or below 

industry average net margin

Source: MIT CISR 2015 CIO Digital Disruption Survey 
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Source: MIT CISR CIO Digital Disruption Survey
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Future ready firms have the best margins 
compared to competitors
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Silos and spaghetti Industrialized

Traditional Transformed

Operational excellence

Improving cost to income ratio

15% | -3.6 23% | 16.0

51% | -5.1 11% | 4.6

 % of  firms 

 % points above or 

below industry 

average net 

margin

Source: MIT CISR 2015 CIO Digital Disruption Survey (N=413)and 2016 company interviews. Customer Experience=effectiveness on customer knowledge+ omni channel capability + 

customer experience projects + customer experience performance. Operational Efficiency = effectiveness on automation and employee productivity projects+% of core capabilities with 

APIs + cost of operations performance. Quadrants are splits at 2/3 along each axis. Net Margin is relative to industry average.
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Source: MIT CISR CIO Digital Disruption Survey

Four pathways to future ready
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Benchmark your customer experience and operational 

efficiency against the competitors, then choose: 

 Pathway 1 if your customer experience is around 

industry average

 Pathway 2 if your customer experience is significantly 

below average and you can’t wait to improve, or there are 

scary new competitors

 Pathway 3 if customer experience is a problem but you 

can identify a few limited initiatives that will make a big 

difference. Start with those then move on to operations

 Pathway 4 if you can’t see a way to change the culture, 

customer experience, operations fast enough to survive

Choosing your pathway

Source: MIT CISR 2017 MIT Sloan CISR, Weill and Woerner. Research Briefing: Vol. XVII, number 9. 
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Poll results from MIT CISR Partners Forum - 2017
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A first step is understanding an organization’s 
digital readiness

Digital Skills

Digital acuity - the digital awareness and 

strategic focus required to set  a path for digital 

transformation

Organization design – the structure, processes, 

integrators, systems, incentives required  to 

facilitate faster, more agile processes

Change management – the core project 

management and behavioral change capabilities 

required to execute on enterprise level change

Digital skills – technical and business skills 

required to build, deploy and use digital 

technology

Digital cultures reward speed, agility, 

innovation, evidence-based decisions,  

collaboration, empowerment, openness to 

learning and transparency

There are 5 elements to digital readiness

The people and organizational factors that will enable digital transformation
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Organization design is a critical capability for all 
organizations on a digital journey

Digitally-enabled organizations outperform their 

competitors

1.

These digitally-enabled organizations represent a 

quantum shift in how people work, who works with 

who, what is rewarded, and the skills required

2.

A purposeful approach to organizational architecture is 

required for success - people will stall, divert and resist 

transformation efforts without thoughtful design of 

structure, roles, processes, systems, incentives and 

culture

3.
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In today’s fast paced global market timing is everything. You 

want to protect, grow or transform your business. To meet 

these challenges we offer clients small teams of highly 

qualified experts with profound sector and operational insight. 

Our clients include corporate boards and management, law 

firms, investment banks, investors and others who appreciate 

the candor, dedication and transformative expertise of our 

teams. We’ll ensure insight drives action at that exact moment 

that is critical for success. When it really matters.

www.alixpartners.com. 
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