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Do you agree with comparing 
ongoing digitalization to the next 
industrial revolution?
Every day we hear about the 
digital revolution, yet few people 
truly know where and how it is 
actually taking place. No doubt 
technologies bring major chang-
es to the lives of companies 
and the whole of society. They 
change entire industries and the 
lives of each and every one of 
us. I recently read about a global 
financial group which refers to 
itself as a “technological com-
pany operating in the financial 
services industry”. That is so very 
true! And, not just for banks and 
insurance companies. However, 
I understand the word “revolu-
tion” as a dramatic and one-off 
change. Although technological 
innovations bring revolutionary 
changes, I’d rather call it a never-
ending digital transformation.

What is its specific content?
For us it is essential to understand 
the customer’s situation in the 
context of its scope, strategy, 
and individual needs. Only then 
can we design an appropriate 
solution. Offering technological 
innovations just because they’re 
trendy and everyone talks about 
them is nonsense.

We can afford a comprehen-
sive and individual approach 
because we not only have 
experts with knowledge of these 
innovative technologies, but also 
the years of experience with the 
systems and businesses of our 
customers. In the context of digi-
tal transformation, we are talking 
about new customer-oriented 
technologies, new products and 
services generating additional 
sources of revenue, and the use 
of data and data analysis for 
decision-making. Together with 
our customers, we are also build-
ing new portals and self-service 
zones, and we unite and mod-
ernize their business channels and 
customer platforms. But you need 
to see further.

In the field of digitalization of 
products and services, I find 
the story of our customer who 
produces very complex, industrial 
machines both amazing and 
iconic. They have gradually add-
ed sensors, electronics, regulating 
and autonomous control systems. 
But then they came up with a 
really transformative idea to sell 
not only mechanical devices, but 
also a completely new concept 
of “machine as a service”.

Together, we have developed 
and expanded a platform 
that gathers all of the real-time 
data from control systems, and 
monitors, analyzes and compares 
everything with hundreds of 
similar devices. Over this platform, 
we have created a variety of 
applications that provide invalu-
able and previously unthinkable 
information and services. These 
are applied to improving the 
planning, management and opti-
mization of the operation of the 
entire device, data analyses, and 
predictive maintenance. Here, it 
is not just about the technology 
used, but above all, a whole new 
competitive advantage, as well 
as a new source of revenue for 
the company from these services: 
a new business model.

Customer orientation and digitali-
zation of products and services is 
just the tip of the iceberg. It is only 
the surface and often viewed 
as the priority part of transforma-
tion – the front-end part of the 
business. However, even the 
best customer application, new 
service, or product fails to reach 
its true potential if the company 
doesn’t manage to handle it 
properly within its internal orga-
nization and information systems 
– the back-end.

More and more of our custom-
ers realize this, and the leading 
industry analyst firms confirm it. 
For example, Gartner has come 
up with a multi-speed IT model, 
which highlights the conflict 

between the agility of modern, 
front-end applications and the 
stability of robust internal informa-
tion systems. These internal IT sys-
tems often cannot be adapted 
quickly enough to the new 
changes due to their nature and 
technical obsolescence.

Does this mean that businesses 
will have to get rid of these older 
technologies?
All technologies used today have 
their role. Our customers have 
invested vast resources and effort 
into their core systems. Though 
they are less flexible, large com-
panies could not work without 
these systems’ stability and reli-
ability. The really outdated and 
unprofitable systems should be re-
placed. Therefore, we want to be 
a strategic “end-to-end” partner 
that helps businesses in linking the 
world of technological innovation 
and fast-changing requirements 
with the permanently necessary 
and needed world of stable and 
reliable internal systems. We have 
several global and local compe-
tence centers that are intensely 
dedicated to these topics.

in your solutions and services, 
you put emphasis on the em-
ployee experience with technol-
ogy. why?
Employees also want to have a 
good experience with their work 
and to take advantage of tech-
nological innovations, so their 
work is effective and enjoyable. If 
employees like what they do, this 
will be reflected positively in their 
engagement with customers. 
Motivated, efficient employees 
and digitalized internal processes 
are an equally important part of 
digital transformation relative to 
customer orientation. This is also 
confirmed by Forrester, which 
has previously predicted needed 
investment in the digitalization of 
internal processes and systems, 
in addition to the digitalization of 
customer technologies that has 
already been a focus of organi-
zations.

what would you recommend 
to the companies that are held 
back by their processes?
Process flexibility is key for digital 
transformation, especially so 
companies can flexibly respond 
to changing market situations, 
customer requirements and new 
technological possibilities.

We build our portfolio on a new 
generation of agile process plat-
forms, such as ServiceNow, that 
allow companies to get the nec-
essary part of the logic of their 
processes from those big transac-
tional systems into separate, flex-
ible layers. Within it, the processes 
can be changed quickly, while 
being fully integrated.
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