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Chapter 1: Introduction to Digital Transformation

Learning Objectives

By the end of this chapter, students should be able to explain:

» the meaning of digital transformation;

the historical evolution of digital transformation;

the relevance of digital transformation for modern organizations;
key drivers of digital transformation;

business benefits of digital transformation;

vVvYyyvy

common pitfalls and risks in transformation initiatives.
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Chapter 1: Introduction to Digital Transformation

Why Digital Transformation Matters

Digital transformation is not merely the adoption [ )
of new technology. It is the coordinated reconfig- | Sy )
uration of strategy, operating model, and capabil- ¢
ities using digital technologies and data. Operating Model
The real purpose is to create durable improve- /
ments in customer value, growth, efficiency, and _ ¢ .
resilience. Digital Plat-
forms & Data

!

Customer Value,
Growth, Effi-
ciency, Resilience

J
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Chapter 1: Introduction to Digital Transformation

Meaning of Digital Transformation

For managerial purposes, digital transformation may be understood as an enterprise-wide
transformation in which digital technologies and data reshape how an organization creates,
delivers, and captures value.

It is broader than buying software, launching an app, or automating a few activities. It changes
the business model, cost structure, customer relationship, internal processes, and organizational
culture.

Managerial Note

Treat digital transformation as a capability system, not a technology shopping list.

Dr. Rajesh Kumar Maurya | Dr. Bikramjit Rishi Slide 4



Chapter 1: Introduction to Digital Transformation

Digitization, Digitalization, and Digital Transformation

Dimension Digitization Digitalization Digital Transformation
Meaning Converts analog content Redesigns activities using  Reinvents strategy, oper-
into digital form digital tools ating model, and capabil-
ities
Scope Narrow files, records, sig- Functional or process Organization and ecosys-
nals level tem level
Primary Goal Access, storage, accuracy Efficiency, speed, consis- Growth, resilience, and
tency new value creation
Example Scanned forms E-invoicing, RPA Subscription models,
platforms, Al-driven
models
Ownership IT/Operations Process owners and IT Executive leadership
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Chapter 1: Introduction to Digital Transformation

Three Levels of Digital Change

Digital Transformation
A Enterprise-wide value reinvention

Increasing Digitalization
strategic impact Process redesign around digital tools

Digitization

Analog-to-digital conversion
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Chapter 1: Introduction to Digital Transformation

Why Now? The Forces Raising the Stakes

Technology Maturation Customer Expectations Competitive Volatility
Cloud, APls, data platforms, | Customers expect speed, Markets demand faster
Al/ML, loT, automation, and | reliability, personalization, learning cycles, continuous
cybersecurity now support transparency, and control innovation, and resilience
scalable digital services. across channels. against disruptions.
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Chapter 1: Introduction to Digital Transformation

Strategy—Operating Model-Platform Triad

Operating
Strategy Model
Value logic and Product
portfolio of bets teams and
decision rights

Platform
Cloud, data,
DevOps,
MLOps, security

Responsible design—privacy, fairness, explainability, and human oversight—-must be embedded from the beginning.

Dr. Rajesh Kumar Maurya | Dr. Bikramjit Rishi Slide 8



Chapter 1: Introduction to Digital Transformation

Historical Evolution of Digital Transformation

1950s-70s 1980s-90s Late 1990s—-2000s 2007-2015 2015-Present

~

Early computing automated payroll, inventory, and accounting.

PCs democratized computing and improved coordination.

>

>

» E-business changed commerce and supply chains.

» Mobile and social media reshaped customer engagement.
>

Al, cloud, 10T, and big data now enable predictive and automated business models.
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Chapter 1: Introduction to Digital Transformation

From Automation to Reimagination

Contemporary View

Earlier View

Technology was mostly used to automate Technology now supports new revenue logic,
existing work: faster processing, lower new customer experience, platform

manual effort, and better record keeping. ecosystems, and data-driven decision making.

Managerial Note
Digital transformation is not merely adopting technologies; it is reimagining processes, culture,

and customer relationships.
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Chapter 1: Introduction to Digital Transformation

Relevance of Digital Transformation

Digital transformation is relevant because organizations operate in an environment shaped by
technological change, shifting customer expectations, global competition, sustainability pres-
sures, and disruptive events.

It supports:
» customer-centric services and personalization;
operational efficiency and process visibility;

innovation and new business models;

>
>
» data-driven decision making;
» resilience during disruptions;
>

long-term competitiveness.
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Chapter 1: Introduction to Digital Transformation

Relevance: Seven Managerial Areas

Area How digital transformation creates relevance

Customer expecta- Enables speed, personalization, self-service, transparency, and consistent om-

tions nichannel experience.

Operational effi- Improves process visibility, reduces manual effort, and supports automation.

ciency

Innovation Opens space for new products, services, platforms, and revenue models.

Data-driven  deci- Converts transactional and behavioral data into managerial insight.

sions

Resilience Helps organizations respond to shocks, supply disruption, and market volatil-
ity.

Sustainability Supports resource optimization, traceability, and responsible operations.

Competitiveness Builds adaptive capability and long-term relevance.
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Chapter 1: Introduction to Digital Transformation

Digital Transformation as Business Resilience

Disruptive Events

) Digital Capabilities Resilience
pandemic, supply
cloud, data, faster response
shocks, mar- . . oo
. analytics, automation and continuity
ket volatility

Class Discussion

How did digitally prepared organizations respond differently during major disruptions such as
COVID-197
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Chapter 1: Introduction to Digital Transformation

Key Drivers of Digital Transformation

changing customer expectations; workforce expectations;

technological advances; global shocks and uncertainty;
competitive pressure; sustainability goals;

efficiency and cost needs; ecosystem partnerships;

vVvYyyvy
vVvYyyvyy

regulation and compliance; leadership vision.

Managerial Note

Digital transformation is an ongoing process shaped by external pressures and internal capabili-
ties.
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Chapter 1: Introduction to Digital Transformation

Driver Categories: External and Internal

External Drivers Internal Drivers

» customers expect digital convenience; » efficiency and cost improvement needs;
» competitors disrupt established models; » workforce expectations for digital tools;
» regulations demand transparency and » ecosystem and partnership opportunities;
compliance; L .
» leadership vision for new value creation;
» global shocks require continuity; . .
& q ¥ » capability building around data and
» sustainability expectations are increasing. platforms. )
v
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Chapter 1: Introduction to Digital Transformation

Examples of Digital Transformation Drivers

Driver

Illustrative Example

Customer expecta-

tions

Technology matu-
rity

Competition and
disruption

Leadership vision

Ecosystem value

Netflix shaped expectations for personalized, on-demand digital services.

Siemens and GE explored industrial digital platforms, analytics, and connected
operations.
Uber used digital platforms to reconfigure mobility markets.

Microsoft renewed its strategy through cloud-first and platform-oriented trans-
formation.

Apple demonstrates how devices, services, developers, and user experience can
form a powerful ecosystem.
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Chapter 1: Introduction to Digital Transformation

Benefits of Digital Transformation

enhanced customer experience; market reach;

operational efficiency; collaboration;
data-driven decisions; business resilience;

organizational agility; competitive advantage;

vVvYyyvyy
vVvyYyyvyy

cost savings; sustainability.

Managerial Note

Organizations that harness digital technologies can secure long-term relevance and competitive
advantage.
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Chapter 1: Introduction to Digital Transformation

Benefit Map: Growth, Efficiency, and Resilience

Growth
new markets
and services

Efficienc =
54 Digital Resilience
automation : .
g Transformation faster adaptation
and visibility

Sustainability
resource
optimization
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Chapter 1: Introduction to Digital Transformation

Company lllustrations of Benefits

Company Digital transformation illustration

Amazon Data-driven personalization, logistics, and marketplace scale.

Starbucks Mobile ordering, loyalty data, and customer engagement.

Netflix Recommendation systems and streaming-based content delivery.

Tesla Software updates, connected vehicle data, and product-service integration.
UPS Route optimization and logistics analytics.

Airbnb Platform-based market reach and trust mechanisms.

Unilever Digital sustainability and supply chain initiatives.
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Chapter 1: Introduction to Digital Transformation

Common Pitfalls and Risks

lack of clear vision; cost overruns;

cultural resistance; poor data quality;
technology fixation; vendor lock-in;
weak leadership ownership; skill gaps;

legacy system constraints; lack of customer focus;

vVvyYvyVvyVvyy
vVvyvyVvYyypy

pilot purgatory and unrealistic
expectations.

cybersecurity exposure;
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Chapter 1: Introduction to Digital Transformation

Risk Lens for Managers

Digital Transformation Risk Map

Strategic Risk 1 ( Technology Risk )
unclear legacy systems
value logic ) ___and lock-in

Data and
People Risk
eople Ris Security Risk
resistance wli vee
and skill gaps q Y, P Ys

cyber threats

(. J

Managerial Note
Risk management must be embedded in transformation governance from the beginning.
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Chapter 1: Introduction to Digital Transformation

Examples of Transformation Risk

Example Learning Point

GE Predix Ambitious platform strategies can struggle without clear adoption pathways and
business fit.

Equifax Digital systems without strong cybersecurity governance can create severe orga-
nizational and public consequences.

NHS IT failure Large technology programs may fail when complexity, stakeholder alignment, and
implementation governance are underestimated.

AT&T Legacy systems and integration issues can slow transformation.

Apple Ecosystem control may create advantage but also requires careful governance

and user trust.
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Chapter 1: Introduction to Digital Transformation

Case Study: Reliance Retail and JioMart

Reliance Retail and JioMart illustrate how digital transformation can redefine retail by combining
digital platforms, physical retail networks, supply chain capabilities, mobile connectivity, and
ecosystem partnerships.

The case can be used to discuss how Indian retail is being reshaped through omnichannel
strategy, digital infrastructure, WhatsApp integration, local merchant participation, logistics
capabilities, and customer data.
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Chapter 1: Introduction to Digital Transformation

JioMart Transformation Logic

Jio Digital Reliance Re- | WhatsApp and
Infrastructure tail Network Partner Ecosystem
\ \ /
JioMart Platform
Y

Omnichannel
Customer Value |
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Chapter 1: Introduction to Digital Transformation

JioMart Case: Key Discussion Dimensions

Dimension Learning focus

Context Indian retail combines organized stores, e-commerce, kirana networks, and
mobile-first consumers.

Strategy Reliance links physical retail scale with Jio's digital reach and platform strat-
egy.

Infrastructure Digital connectivity, data systems, logistics, and inventory visibility support
execution.

WhatsApp integra- Familiar interfaces reduce adoption friction for customers and local merchants.

tion

Benefits Omnichannel access, faster ordering, wider reach, and ecosystem participation.

Challenges Competition, integration complexity, trust, data governance, and service con-
sistency.

Culture and out- Requires cross-functional coordination, digital mindset, and continuous learn-

comes ing.

Dr. Rajesh Kumar Maurya | Dr. Bikramjit Rishi Slide 25



Chapter 1: Introduction to Digital Transformation

Case Study Questions

© What drivers pushed Reliance to launch JioMart?

@ How did Reliance differ from Amazon and Flipkart?

© What role did partnerships play in the transformation strategy?
@ What cultural changes were required inside the organization?
© What risks lie ahead for JioMart and Reliance Retail?
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Review Questions

@ Distinguish between digitization, digitalization, and digital transformation with examples.
@ Explain the Strategy—Operating Model-Platform triad.

© Why is digital transformation relevant for business resilience?

@ Discuss any five drivers of digital transformation.

© Explain the major risks that cause digital transformation failure.

@ Apply the chapter concepts to the JioMart case.
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Key Takeaways

» Digital transformation is enterprise-wide value reinvention enabled by technology and
data.

» Digitization, digitalization, and digital transformation differ in scope and strategic impact.

» Successful transformation requires alignment among strategy, operating model, platforms,
and responsible governance.

» Benefits include growth, efficiency, agility, resilience, and sustainability.

» Pitfalls arise when organizations treat transformation as a technology project rather than
a strategic and cultural change.
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Suggested Learning Flow
(1]
o
Q
(%]
(5]
()
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Begin with a familiar service example: digital banking, food delivery, or online retail.
Explain the three terms: digitization, digitalization, and digital transformation.

Use the historical timeline to show that transformation evolved over decades.
Introduce the Strategy—Operating Model-Platform triad as a managerial framework.
Discuss benefits and risks using company examples.

End with the JioMart case and classroom questions.
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Thank You

Questions and Discussion
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