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Mirage 
…an optical illusion caused by 

atmospheric conditions 
i.e. “hot air”



Digital Transformation ∝ Agile

?



Start with 
clear 

purpose

• Strategic intent (owned by leadership) 

• Measurable business outcomes

• Value contribution 

• Cost considerations



Draft a plan
1. Ownership

2. Subsets

3. Metrics 

4. Reporting

Note: This is not a linear project plan.



The Plan

1. Customer & Offer Management

2. Operating Model (WoW, Culture etc.)

3. Technology 

4. Operations



The two faces of 
Digital Transformation

Customer 
vs 

Employee



Operating 
Model

1. Objective is to enable the 
business to deliver

2. Start off with a ‘wire frame’ 

3. Fill in detail 

4. Adjust the model with 
learnings gained



• Identify aspects that will not fit the future

• Start with leadership

• Collaborate on a new culture identity

• Decide on a mechanism to drive change

• Act

Culture



Leadership

1. Who leads the transformation? 

2. Ownership versus participation

3. Conversation in and outside the room 

4. Priorities reflected in actions

5. Behaviour and culture impact

6. Learning from failure



People & Change
1. Invest in change management 

and communication

2. Ensure that skills and roles 
required for the future is 
identified and opportunities 
communicated

3. Don’t avoid the RPA question



Technology
Platforms

• Exponential change – AI, AML, RPA, data 
driven, analytics etc.

• Technology is the business model 
cornerstone

• Enabler or inhibitor of execution

• Legacy versus new

• Tool up!



1. Know the ‘why’ of the digital 
transformation and have a (flexible) 
plan.

2. Decide on business outcomes that 
will add value to your customers and 
your business.

3. Draft a ‘wireframe’ Operating Model 
and be prepared to change it.

4. See leadership behaviour as a key 
enabler. Manage the change, don’t 
leave it to chance. 

In brief…



Minds, like 
parachutes, work 
best when open…
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