21d 40 30V4 FHL

Eugene Yeo

%2)
CIO, E
v

MyRepublic

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

We believe that culture is at the heart of
any successful transformation, be it digital
or otherwise. At MyRepublic, we work hard
at ensuring our organizational culture is
aligned to embracing constant changes and
early adoption of new technologies in order
to drive improvements in overall customer
experience.

What targets does your organization have
to guide this strategy?

We mainly focus on customer experience
score improvements to measure the success
of our transformation programs.

What’s the biggest ‘win’ you’ve achieved
so far?

The biggest ‘win’ thus far is in fully
automating our entire order-to-cash journey
for fixed connectivity services, which led to
a marked improvement in both customer
experience scores as well as cost to serve.
You can read more about what we've
achieved here.

Leadership is clearly paramount, but
what makes a good digital leader?

| believe that each leader has his or her
own approach to leadership. For myself, it
boils down to embracing a “fail, but fail fast”
approach. As with any change, particularly
with the adoption of new technology, there
is always a risk of making mistakes. To drive
innovation and change, there has to be an
organizational culture of accepting risks,
mistakes and failure in order to learn and
evolve towards something better. As such,
a good digital leader needs to understand,
accept and embrace this.

forum

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?

Organizational culture is the critical success
element in digital transformation. Many
transformation projects or initiatives fail
mainly because of resistance to change. | feel
my role as a leader is to create and nurture
the right culture that embraces change as part
of the overall journey.

What are the biggest challenges you face in
achieving your digital transformation aims?
The biggest challenge is the constant balance
between maintaining existing operational
stability whilst pursuing constant change and
improvement. As a fast-growing company,
there are multiple fronts where we need to
invest resources and manpower to sustain
rapid growth. As such, the need for leadership
alignment in order to seek the right balance is
critical to ensure we can achieve our overall
goals.

In terms of the wider societal impact of
digitization, what concerns you?

The first is in the area of social interactions.
With more time spent interacting with
computers and machines, there is a risk of
losing the physical interactions between
people. The second concern is the area of
security. As more processes get digitized, the
risk of hackers causing high-impact damage
becomes higher.

What is the next big idea you are

working on?

The next big idea we're currently working

on has to do with how we can leverage on
alternate business models in order to provide
basic connectivity for free to end customers.
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