
The Changing Definition of Digital
Companies today are rushing headlong to become more digital. But what does digital really mean? For some executives, it’s about technology. For others, digital is a new way of engaging with customers. And for others still, it represents an entirely new way of doing 

business. But such diverse perspectives often trip up leadership teams because they reflect a lack of alignment and common vision about where the business needs to go. This often results in piecemeal initiatives or misguided efforts that lead to missed opportunities, 

sluggish performance, or false starts.
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“Digital refers to all 

customer-facing technology 

activities.”

“Digital refers to all the 

investments we are making to 

integrate technology into all 

parts of our business.”

“Digital refers to all data and 

analytics activities.”

“Digital is transforming 

Operational Processes”

“Digital means using data 

and technologies to enhance 

existing products and 

services (e.g. Automated 

data discovery, User-

customized products)”

“Digital goes beyond 

technology alone to reflect a 

mindset that embraces 

constant innovation, flat 

decision-making, and the 

integration of technology into 

all phases of the business.”

“Digital refers to all 

technology innovation-

related activities.”

“Digital is synonymous with 

IT.”

“Digital is transforming 

Customer Experience”

“Digital Transformation means 

implementing digital channels for 

everything that your organization 

does. For customer facing services, 

rethink your current on site 

processes and determine how to 

make those available online.”

“Digital is developing a high-

quality user experience for 

employees and customers"

"Digital is transforming 

Business Models"
“Digital means Improving 

channel coordination and 

performance (e.g. E-

commerce platform, 

Multichannel marketing)”

“Digital means Improving 

productivity or optimizing 

enterprise activities and 

processes (Digital 

workplace, Predictive 

analytics)”

“Digital means Delivering 

high quality solutions for a 

lower total internal cost”

“Digital is not a technology 

revolution; it is a business 

evolution where technology 

and business integrate into 

one deliverable and one 

delivery channel.”

“Digital is application of 

digital capabilities to 

processes, products, and 

assets to improve efficiency, 

enhance customer value, 

manage risk, and uncover 

new monetization 

opportunities”

Source: PwC, 2017 Global Digital IQ® Survey; McKinsey, What ‘digital’ really means; MIT Center for Digital Business, The Nine Elements of Digital Transformation; CEB, The Digital Enterprise in 2020

“Digital is to help customers 

drive efficiencies and improve 

customer service through 

innovative workplace 

digitization.”

“Digital is DevOPS”
“Digital is Agile Delivery 

(SAFe, SCRUM, XP, .etc.”

“Digital refers to creating 

Digital workforce.”

“Digital is Machine Learning, 

Robotics Process 

Automation. etc.”

“Digital is driving intimacy 

with the Business”

"Digital is transforming 

Business Models"

"Digital is cost cutting"

“Digital means digitally 

enabling, creating and 

standardizing the business.”

“Digital is moving to Public 

Cloud”


