How would you describe your
organization’s enterprise-wide digital
transformation strategy?

Our organization is driving digital
transformation across two fronts: building
a digital services business and transforming
into a digitized enterprise. The first front
focuses on creating value for customers
through new digital propositions and
experiences. The second transforms how
we run the business internally, by building
an end-to-end agile model through digital
technologies and streamlining of underlying
processes through techniques such as lean,
automation and robotics.

Which targets does your organization
have to guide this strategy?

In running a successful digital
transformation, it is imperative to have
a balanced set of KPIs that can steer an
organization. Our set of KPIs target both
strategic and operational levels and are
cascaded from top to bottom to drive
impact and achieve desired outcomes.

Digital transformation is not just about
changing processes and technology; it
also involves a shift in organizational
culture. How is your teamwork changing
and what’s your role as a team leader?
In the digital age, developing a collaborative
culture is critical. As an organization, we are
evolving to participate more meaningfully in
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liver success together, through this effort.
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What’s the biggest ‘win’ you’ve achieved
so far?

We realize that the impact of a successful
digital transformation not only gives us the
ability to have a lean and simplified process
but should also be experienced by our
customers. The biggest win as part of digital
transformation so far is company-wide
awareness of the importance of a good
customer experience. As a result, this is now
the first out of three strategic programs.

What are the biggest challenges you

face in achieving your goals for digital
transformation?

Digital talent and culture pose some of the
biggest challenges. In today’s environment,
finding talent with the right skill-set and
expertise is not easy. As such, we nurture
digital talent with the right incentives and
clear career paths. While strong talent

is critical, it is also necessary to infuse
traditional cultures with speed, flexibility,
external orientation and the ability to learn.

What is the next big idea you are working
on?

We are currently working on building

digital intelligence across our organization
by orchestrating the right integration of
digital talent and complex interdependent
technologies such as Al, robotics and
analytics to improve business outcomes and
deliver breakthrough results.

Describe a typical day.

A day when a leader acts like a conductor
leading a symphony. Those who can best
orchestrate their people-power and digital
technology will be the ones that outperform
their competitors.
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