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Abstract

COVID-19 has brought about a revolution in the way work, and the need to enable digital
innovation and embed a digital culture within organisations has never been greater. Make the transition to
a successful digital organisation and build a digital culture from the bottom up. The main goal of this paper
is to give a general review of a systematic literature on digital transformation from a previous study to the
latest five years. The results indicated that organizations should modify their business plan or policy to a
new digital business model in order to achieve their goals. This mostly shows in the applying of operation
and process management. In this study, it is very difficult to identified the entire opportunities and
challenges of digital transformation, but also happened these problems in the previous study.
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1. Introduction

Digital Transformation becomes more important as organizations increasingly take a digital-first
approach to all aspects of a business, from its business models to customer experiences to processes and
operations. Organizations now use artificial intelligence (Al), automation, cloud environments and other
digital technologies to leverage data and streamline intelligent workflows, faster and smarter decision-
making, and real-time response to market disruptions. And ultimately, it can lead to the ability to pursue
new opportunities and create new products that meet customer expectations. Digital transformation is as
much about business transformation and cultural change as it is about replacing analog processes with
new technologies. It requires the CEO and CIO to work hand-in-hand to identify what changes need to
happen within the organization to modernize and achieve their pressing business goals.

Many organizations felt an increasing need to reimagine their businesses and prioritize digital
innovation during the Covid-19 pandemic, which supercharged the collective march into the digital age.
That is when customer expectations and habits changed, leading to an over-reliance on digital experiences
and decreased brand loyalty. As a result, organizations got more serious about change management, of
which digital transformation is a major component. Meeting the expectations of all stakeholders is a core
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component of digital transformation. For example, meeting customer expectations has always been an
important component of the digital transformation journey. Today, customers expect to conduct all
business digitally, wherever, and whenever, using any device, with all the supporting information and
content they need close at hand. Ultimately, digital transformation is about meeting these ever-escalating
expectations. Companies are increasingly pursuing digital transformation because it can foster a
competitive advantage, leading to an increase in business value and attractiveness to potential
employees. McKinsey research found that digital leaders achieved about 65% greater annual total
shareholder returns than digital “laggards” from 2018 to 2022.1

Its goal is to build a technical and operational foundation, to evolve and respond in the best possible way
to unpredictable and ever-changing customer expectations, market conditions and local or global events.

TRANSFORMATION FRAMEWORK EFFECTIVELY

. Strategy: Establishing a strongdigital transformation strategy involves identifying an
organizational North Star and clear roadmap for execution. As Deloitte has posited, “digital transformation
success starts at the top.” Enterprises start by envisioning the experience they want customers to have
with their product and their brand for as many months or years as they want them to be customers. This
objective means they must analyze their market, along with technology trends, to forecast or anticipate
how customer needs or expectations may change and to spot opportunities for disruption. Organizations
then determine how they must transform the digital business from end-to-end, including infrastructure,
product development, operations, and workflows. And finally, they bring the customer experience to life
and improve it continually in response to opportunity and change.

. Data: No digital transformation will work unless the organization can identify, manage, and
analyze the data they have produced. Thankfully, new technologies like Al and machine learning can
streamline an organization’s ability to accomplish this important task. Those who harness their metrics
better than the competition will have several competitive advantages. They can better understand their
customers to improve user experience. They become experts at deploying new products quickly. They
understand their energy consumption and output better, so they can improve their sustainability.

. Talent: Digital transformation and employee experience go hand-in-hand. Organizations that
incorporate new tools like generative Al, machine learning, Internet of Things and advanced data
platforms also need to train their employees to use them. In addition, executives and HR leaders need to
motivate employees to embrace change and participate in the transformation of the organization.

3 Operating model: Organizations that invest time and resources into beginning their digital
transformation journey must also rethink their operating models. New technology and agile processes will
matter little if the organization’s structure and hierarchy remain the same. The way an organization
operates must be as flexible as the new tools allow.

DIGITAL TRANSFORMATION TECHNOLOGIES

3 Artificial intelligence (Al) and automation: Al technologies, such as machine learning, enable
a computer or machine to mimic the human mind's capabilities. Al learns from examples, recognizes
objects, makes decisions and quickly processes large tasks. The list of things Al can do has increased
significantly in recent years, especially with the rise of publicly available generative Al models. Al can
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replace manual activities, such as those in customer service. It can now answer questions and suggest
content, helping customer care representatives work on higher-level problems. It can create personalized
workflows and analyze large datasets, helping organizations make smarter and more efficient decisions.
. Cloud computing: Companies are increasingly turning to the cloud as a way to manage IT costs,
boost efficiencies, and remain agile. Those that do migrate to the cloud must decide whether they choose
a hybrid cloud or multi-cloud environment. A hybrid cloud infrastructure is a cloud computing
infrastructure that connects on-premises IT, public cloud and private cloud resources with orchestration,
management and application portability. By creating a single, flexible, optimal cloud for running every
workload—and by not locking an organization into a single platform or vendor—hybrid cloud provides
the agility, scalability and resilience required for enduring digital transformation success.

. Micro services: Micro services is a cloud-native application architecture in which a single
application is composed of loosely coupled, independently deployable components. Together with Agile
or DevOps methodologies, micro services are an engine for creating or countering digital disruption. It
enables organizations to deploy new software or product features daily or sometimes hundreds or
thousands of times a day.

3 Internet of Things: The Internet of Things (l0T) are objects and devices equipped with sensors
that collect and transmit data over the internet. 0T devices are where digital technology meets physical
reality. Applications like supply chain logistics and self-driving cars generate real-time data that Al and
big data analytics applications turn into automation and decisions.

. Blockchain: Blockchain is a distributed, permanent and immutable ledger or record of electronic
transactions. Blockchain provides total transaction transparency to those who require it and is inaccessible
to those that don't. Organizations are using blockchain as a foundation for super-resilient supply chain and
cross-border financial services transformations.

3 Digitization: Also known as digitalization, digitization is the conversion of paper-based
information into digital data. It’s also a cornerstone of foundational transformation initiatives in healthcare
(electronic medical records or EMR), government (making public records more accessible and enabling
citizens to make service requests online), and other industries.

DIGITAL TRANSFORMATION AREAS

An example of digital transformation that you are likely familiar with is paper records at doctor's offices.
Today, most medical documents are digitized into electronic health records (EHR). This digital
transformation process made it easier for patients and providers to access records quickly. It also enhanced
scheduling and monitoring capabilities beyond paper and pen. You can familiarize yourself with examples
of digital transformation across different industries in the following sections.

Digital transformation in health care

As mentioned above, the shift from paper-based patient records to EHR has made monitoring health
concerns easier for patients and providers. Online portals have also helped make virtual doctor’s visits
more accessible in recent years. For example, the company Doxy.me created a free web-based system
designed for telehealth. Clinicians can create an account and offer a personalized waiting room to
communicate with patients. Patients can click a link to “wait” in the room until the clinician is ready. This
service provides an easily accessible, secure, and safe virtual platform for telehealth.
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Digital transformation in entertainment services

Netflix started out as a DVD distributor and then pivoted into a streaming service. It was a bold (but smart)
move. Blockbuster stores were dying out, and people were spending more and more time online. Later on,
competitors like Hulu, Disney+, HBO Max, and Amazon Prime would enter the market for a slice of the
streaming service pie.

Digital transformation in finance

Financial services have undergone a significant transformation in recent years, enabling several forms of
mobile banking. Consider the transformation from cash to credit cards and automated teller machines
(ATMs). Or, think about how touch-free payments such as Apple Pay and CashApp have proliferated.
Another notable example is Wise (formerly Transfer wise). This company created a borderless banking
application that allows businesses and individuals to send and receive money in multiple currencies.

DIGITAL TRANSFORMATION INITIATIVES

3 Building digital experiences: Organizations as diverse as banks and other financial services
companies, retailers, and entertainment providers have all in recent years prioritized their digital user
experience. Now, customers can take a variety of actions, such as signing up for accounts, making
purchases and checking balances without needing to chat with someone.

. Automating customer service: Improvements in Al, machine learning and algorithms have
revolutionized customer service. Increasingly, organizations make chatbots, self-service knowledge
centers, and dynamic FAQs the first line of inquiry when customers need help. This frees up customer
care professionals to focus on higher-level issues.

3 Tapping into external ecosystems: Digital transformation has created many different ways
organizations can partner with each other to serve customers. The rise of business ecosystems, driven by
APIs and other advanced technologies and a growing interconnectedness between non-competitive
companies. Software providers can enable users to sign in with accounts from third parties. For example,
an email provider may create a marketplace where users can connect their task management software or
customer relationship management provider.

. Digital twinning: Organizations can now make digital replicas of their physical solutions or
factories to test out ways to improve features or efficiencies. For example, a factory can A/B test different
placements of machinery to determine which will make the environment safer or able to produce more
goods. Or a product manufacturer can create digital replicas of their products to identify ways to produce
ones that are more ergonomic or easier to use.
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The 5 Essential Components of a Digital Transformation

Mapping the journey to becoming a data-centric organization.

DIGITIZATION ANALYTICS OPERATIONS
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1. People

Digital transformation starts with people, which is a useful reminder that whenever we talk about
data — especially valuable data — there are humans at the end of it. For most organizations, the people
aspect of transformation refers to the access they have to consumers, clients, and employees. Historically,
these relationships yielded poor or dispersed records. Think about analog and informal small businesses,
such as a stand in a Turkish bazaar: the salespeople have a great deal of access to, and knowledge of, their
customers and clients, but it’s all “trapped” in their minds. In the same way, a London cab driver or a
Parisian bistro waiter might have in-depth knowledge of their customers and what they want, or a small
business founder might know the 20 employees that make up her workforce rather well, without needing
much tech or data. But what happens when an organization becomes too large or complex to know your
customers or employees on a personal basis?

2. Data

If you want to scale the knowledge you have about your customers and employees, and replicate
it across a big organization and in far more complex and unpredictable situations, you need to have data
— widely accessible and retrievable records of interactions with consumers, employees, and clients. This
is where technology can have the biggest impact — in the process of capturing or creating digital records
of people (e.g., what they do, who they are, what they prefer, etc.). We call this “digitization,” or the
process of datafying human behavior, translating it into standardized signals (0s and 1s). It is useful to
remember this, because the real benefits from technology are not “hard” (i.e., cheaper systems or
infrastructure), but “soft” (i.e., capturing valuable data).

3. Insights

Although data has been hailed as the new oil, just like with oil, the value depends on whether we
can clean it, refine it, and use it to fuel something impactful. Without a model, a system, a framework, or
reliable data science, any data will be useless, just like Os and 1s. But with the right expertise and tools,
data can be turned into insights. This is where technology gives way to analytics — the science that helps
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us give meaning to the data. To the degree that we have meaningful insights, a story, a notion of what may
be going on and why, or a model, we will be able to test this model through a prediction. The point here
is not to be right, but to find better ways of being wrong. All models are wrong to some degree, but some
are more useful than others.

4. Action

But even getting to the insights stage is not enough. As a matter of fact, the most interesting,
captivating, and curious insights will go to waste without a solid plan to turn them into actions. As Ajay
Agrawal and colleagues argue, even with the best Al, data science, and analytics, it is up to us humans to
work out what to do with a prediction. Suppose that your insights tell you that a certain type of leader is
more likely to derail — how will you change your internal hiring and development process? Or what if it
tells you that customers dislike a certain product — how will this influence your product development and
marketing strategy? And suppose that you can predict if some clients are at risk of going to your
competitors, what will you do? Al can make predictions, and data can give us insights, but the “so what”
part requires actions, and these actions need the relevant skills, processes, and change management. This
is why talent plays such a critical role in unlocking (or indeed blocking) your digital transformation.

5. Results

In the final stage of the process, you can evaluate results or impact. Except this is not really the
final step — after you evaluate results, you need to go back to the data. The results themselves become
part of the new, richer, dataset, which will be augmented and improved with the findings of the process.
In this iterative process or retroactive feedback loop, you enable your insights to become more predictive,
more meaningful, and more valuable, which itself gives more value to the data. And in that process, you
enhance and develop the people skills that are needed to produce a great synergy between humans and
technology.

BENEFITS OF DIGITAL TRANSFORMATION

. Automating business processes: Adding Al and automation serve customers better and do
higher-value work. They create intelligent workflows that simplify operating models, increase
productivity and enable employees to make better decisions faster.

. Defending against disruption: Digital transformation implements technologies and best practices
for fast product creation, new customer experiences and new business models in response to shifts in
competitive threats, market trends and customer expectations.

3 Dealing with change effectively: This process can include modernizing legacy technology to run
on modern infrastructure and interoperate with modern applications. It builds resilience into systems and
processes and assimilates applications and data from acquisitions or mergers.

o Enabling on-demand access to more resources, with fewer limits: Digital transformation
empowers the business to adopt the widest possible range of solutions and services from ecosystem
partners, industry solution leaders and multiple cloud service providers.
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