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The need for digital transformation has developed at an exponential rate. 
Today, 97% of companies are chasing a digital transformation of some 
kind1. Nearly 20 years after Google made information available worldwide 
and 10 years after Apple launched its iconic app store enabling everyone 
to reach audiences at scale, 6 out of 10 business leaders 2 agree that 
having a digital transformation strategy, and the means to effectively and 
efficiently implement it, is a business imperative.

But what exactly is digital transformation? Contrary to popular perception, 
digital transformation is the outcome of digitalization, not a process in and 
of itself. In business, digitalization is the process of adopting and utilizing 
digital technologies to improve performance such as increased sales and 
productivity, innovations in value creation, and novel ways to engage and 
serve customers. 

Investments in digital transformation are 
expected to increase through 2017 and 2018, 
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1 Marketing technologist study (SapientNitro, MarTech)
2 Digital transformation and strategy: Getting it right (Amdocs research)
3 Spending on digitalization (Gartner research)

4  Worldwide Digital Transformation Spending Guide (IDC)
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Capturing 28%
of total IT budget328% $

Driving worldwide spending 
on digital technologies to 
more than $2.1 trillion by 
20194



Visual: History of Digital Disruption 5

5  Two Decades of Digital Disruption (SmartDotWorks)
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1998
Google makes 
information accessible
Two folks are working in a garage 
with an ambition to organize the 
world’s information and they 
succeed. As Google becomes a 
phenomenon, it expands its 
products and services to 
revolutionize the way we 

2006
Amazon launches
cloud and lowers 
barriers to innovation
Amazon builds something for its 
internal purpose then recognizes 
just about anyone wants to use it. 
The company goes on to introduce 
capabilities to launch 
infrastructure, platforms, and other 
things needed to build software.

2008
Apple launches 
App Store platform

After launching the App Store 
platform, Apple makes it easy for 
anyone to sell and reach people 
at scale, by-passing intermediar-
ies.

2010-12
Consumer 
market disruption
The next few years unleash a wave 
of consumer market disruption. 
Electronics, News, Weather, Travel, 
Messaging, Connections, Movies, 
and just about everything that was 
consumer related gets disrupted.

2014
Google introduces 
driverless cars
Google introduces the prototype of 
a driverless car. It uses Google 
Maps, Sensors, Hardware and 
Software combination to create 
something that performs better 
than humans at driving.

PRESENT
Strategy for a 
digital world

The customer experiences 
and disruptions are 
eventually beginning to 
catch up with the 
Enterprise. Almost every 
business is undertaking a 
digital transformation 
guided by a new breed of 
strategies for the digital 

2004
Facebook enables 
power of people
What starts as a quirky project, 
ends up catching fire in colleges, 
and eventually transforms the way 
nearly 2 billion people connect 
digitally across the entire world.

2007
Apple launches iPhones; 
Mobile computing & 
connections ubiquitous
Apple launches the iPhone and 
introduces mobile computing. It 
makee connectivity ubiquitous and 
almost everyone with a 
Smartphone is now connected to 
the Internet.

2009
Uber innovates with 
business and work model 
The first business to rethink both 
the business model and working 
arrangement for a digital world. In 
addition, Uber builds a 
revolutionary business with no 
physical stack (e.g. cars).

2013
Watson makes artificial 
intelligence mainstream
As companies gather peta bytes 
worth-of-data about customers, 
employees, partners and suppliers, 
IBM’s Watson makes Artificial 
Intelligence mainstream by 
introducing new  ways to use the 
insights, 

2015
Internet of Things 
Explosion 
As hardware and software start 
coming together in new ways, 
every device becomes “smart”.  
Thermostats, watches, fitness, 
security alarms, locks, and even 
what you wear everyday. This is 
just getting started.
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The common denominator among 
most digital transformation 
approaches has been customer 
centricity. 55% of digital transformation leaders 
cite “evolving customer behaviors and 
preferences” as the key driver, followed by growth 
opportunities in new markets, increased 
competitive pressure and regulatory changes. 

6  Marketing technologist study (SapientNitro, MarTech)
7  The 2016 State of Digital Transformation (Altimeter) 
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The emphasis on customer centricity 
is fully justified. In 2017, businesses 
will need to attract, engage, sell to, and 
retain the most digitally-connected 
consumer base to date. In the U.S. alone, 
there are currently more than 213 million online 
adult users utilizing an average of 4.3 connected 
devices each to communicate, educate, make 
purchases, share their experiences and influence 
others.

Visual: Top Drivers of Digital Transformation 7
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Visual: Digital Transformation Approaches 6
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Companies’ emphasis on customer centricity is fully justified. In 2017, businesses will need to 
attract, engage, sell to, and retain the most digitally-connected consumer base to date. In the 
U.S. alone, there are currently more than 213 million online adult users utilizing an average of 
4.3 connected devices each9 to communicate, educate, make purchases, share their 
experiences and influence others.  

8  Digital Experience Technology And Delivery Priorities, 2016 (Forrester Research)
9 Synthesis of transactional data from all referenced digital platforms (Qmee)

Visual: Online Activity in 60 Seconds8
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“Connected customers” evaluate companies based on the overall digital 
experience they deliver. In simple terms, customers will sum up their 
impressions during all digitally-enabled interactions they have with a 
company, including its brand, people, and technology, and then decide 
whether or not to continue to do business with it or switch to competitors. 

Nine out of ten customers will stop doing business with a company after 
having a bad experience with them 10 . And by 2020, customer experience 
is expected to have more impact as a brand differentiator than product 
and price combined 11 . 

10 Customer experience impact report (RightNow research)
11  Customers 2020: The Future of B2B Customer Experience (Walker Research)
12 Synthetix Research
13 A global in-depth study of the online customer experience (LivePerson)
14  Customer Experience Report (Cisco) 
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Visual: Importance of Experience vs. Product and Price

What is it that separates a good customer experience from a weak one? 
Compunnel Digital has identified three universal criteria upon which connected customers evaluate digital experiences:

Criterion What does it mean? Why is it important?

Unification Delivering seamless transitions
across channels while uninterruptedly 
meeting customer expectations

91% (Customers who  expect to 
receive a consistent experience over 
multiple channels) 12

Responsiveness Responding to, and processing, 
prospect or customer inquiries with in 
acceptable times

71% (Online customers who expect
live-chat assistance within five
minutes) 13

Personalization Delivering differentiated experiences
to prospects or customers with different 
needs, attitudes and behaviors

69% (Customers willing exchange
personal information for personalized 
services)14

Visual: Universal Evaluation Criteria for Digital Customer Experience (DCX)
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Consequently, the financial rewards can be substantial. 
Digital leaders have been able to generate more revenue 
and serve their customers at a lower cost than digital 
laggards16, making customer-oriented digital 
transformation the most attractive and potentially 
rewarding approach. 

With that in mind, business leaders need to move fast. 
Going digital is imperative and the rewards are hard to 
ignore. 

84%
of consumers use
digital devices for 
shopping-related 
activites

40%
higher conversion 
rate for consumers 
using digital 
devices

25%
higher spend by 
consumers as a 
result of using 
digital

75%
of consumers are 
influenced by 
information found 
on social channels 

Visual: Impact of Digital on Key Performance Indicators (KPIs)

REVENUE
GROWTH +20%

COST TO
SERVE -15%

Visual: Performance Advantage of Digital Leaders
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By delivering digital experiences that meet or exceed customer 
expectations, businesses in any industry can significantly improve Key 
Performance Indicators (KPIs) including, among others, inbound traffic, 
conversion rates, order size/volume and word-of-mouth influence, driving 
customer loyalty 15 .

15  The New Digital Divine (Deloitte) 18 Digital capabilities boost sales conversion: Six building blocks for creating a  
    high-performing digital enterprise (McKinsey & Co.)
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38 The Digital Talent Gap (Capgemini Consulting)

GOING DIGITAL

29

For more than 25 years, Compunnel Digital has have made it 
simple for companies to navigate complex digital worlds. We 
optimize your digital customer experience, unlock the potential 
within your organization, and strategically leverage technology to 
accelerate the pace of your digital transformation, and 
measurably deliver on your business goals.

11 Broadway, Suite 632, New York, NY 10004-3127 
digital@compunnel.com
digital.compunnel.com

      CompunnelDigi
609-606-9009

LEARN MORE ABOUT US

ABOUT 
COMPUNNEL DIGITAL
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http://digital.compunnel.com/
http://digital.compunnel.com/
https://twitter.com/CompunnelDigi



