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Market incumbents 
will be displaced 

3.5/10

1-3 yrs.
Time to significant disruption

90%
View digital disruption

as major threat
(up from 27% in 2015)

39%
Companies actively responding

(down from 43% in 2015)
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Why do people use
?
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Three Forms of Value

Platform ValueExperience ValueCost Value
Free / ultra-low cost
Buyer aggregation
Price transparency
Reverse auctions

Consumption-based pricing

Customer empowerment
Customization

Instant gratification
Reduced friction

Automation

Ecosystem
Crowdsourcing
Communities

Digital marketplaces
Data orchestrator
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Hyperawareness
A company’s ability 

to detect and monitor 
changes in its 

environment

Informed 
Decision-Making
A company’s ability to 
make the best decision 
in a given situation

Fast Execution
A company’s ability to 

carry out its plans 
quickly and effectively

Digital 
Business 

Agility
Agility as 

to Change
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Enhancing Customer Experience, Point of Sale 
Efficiency
Context and Challenge
Fast growth, $16.8 billion in revenue; 22,519 stores
Disruptors undercutting Starbucks’ business
“Line anxiety recognized as major deterrent to sales in 2014. 
High “balk rates” during peak traffic hours three times a day

How
Launched Mobile Order & Pay in Q416; nearly a third of sales 
made digitally

Outcome
Optimizing POS and customer experience:
>6 million MOP transactions processed in  one month
Over 21% of total U.S. transactions paid using mobile app
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Addressing the
of Digital 

Transformation
2019 Business

Business bestseller (Japan)

amazon.com
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The Transformation Dilemma

of digital transformations 

Siloed transformation efforts often 

Transformation is not an event, 
but a 

Organizational 
Entanglement
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The 
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Challenge How

Outcomes

Limited understanding of 
bank’s digital future state
Functional silos limit adoption 
of digital capabilities
Usual question of “Where to 
start?” not helpful

Decade-long communication from 
leadership on bank’s digital ambitions
Digitize offers by establishing “mobile 
first” experience for customers
To attract digital talent, change bank’s 
culture and mindsets
Adopt agile and digital ways of working; 
promote online collaboration and social 
media tools; eliminate hierarchy status 
symbols
Work across functions on joint 
outcomes 
Embed IT talent into diverse teams 
focused on customer-facing processes

20X more digital transactions 
than traditional ones

Digital customers drive higher 
revenue, lower cost to serve

A Connected Approach to Change
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Cisco’s North Star

Accelerate our 
pace of 
innovation

Increase the value
of the network

Transform our 
business 
models
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jbarbier@cisco.com
www.imd.org/dbtcenter
@DBT_Center
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A Practitioner’s Approach
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