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Enabling 
the Digital 
Enterprise 

 

As the most senior technology 
executive in the organisation, the 
chief information officer (CIO) plays 
an important part in facilitating the 
enterprise’s growth strategy. Sitting at 
the intersection between business and 
technology, CIOs have the vital role of 
not only ensuring that business-critical 
infrastructure runs smoothly, but also 
of enabling the business to use IT to 
drive competitive advantage.

Over the past decade, most CIOs have led 
digitalisation projects at their organisations  
that have raised their profile. From back-
office automation to the customer experience, 
digital technology is playing an increasingly 
important role in company strategy and 
operations, and it is the CIO that the board and 
executive committee looks to for counsel and 
implementation. 

It’s not surprising, then, that CIOs are finding 
a place at the boardroom table. According to 
ITWeb Brainstorm’s 2019 CIO Survey, half of the 
country’s CIOs report directly to the CEO and 
half sit on the board. When asked to describe 
their relationship with the business, 22% of 
private sector CIOs say it is ‘challenging’, and 
32% believe it is ‘excellent'.

https://www.itweb.co.za/content/LPp6VMr4OpBvDKQz
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The role is only set to grow in prominence in the years to come as digital 
transformation picks up pace, with COVID-19 acting as an accelerator 
for many companies. Those that have lagged in deployment of 
digital technologies have needed to open the throttle on their digital 
transformation plans to enable digital experiences for employees, 
customers, and other people at a time of physical distancing. 

The digital leaders, meanwhile, are far advanced in deploying 
technologies such as mobile, analytics and cloud to enable their 
workforce, and deliver better customer experiences. They are likely 
to start accelerating deployment of the next batch of emerging 
technologies, such as artificial intelligence (AI), the Internet of Things, 
edge computing and the blockchain.  

The ITWeb Brainstorm survey showed that South African CIOs 
South African CIOs in the ITWeb Brainstorm survey are keenly 
aware that their organisations still have a long road ahead in digital 
transformation. Just 38% reported that their organisation’s’ digital 
maturity was advanced, and 6% said their organization organisation 
had reached full digital maturity. More than half (54%) said their 
organisations had reached a basic level of digital maturity;  , while 2% 
said digital maturity was absent.

 

But the pressures for change are 
significant: not only are companies 
in many sectors seeing the rise of 
disruptive digital competitors, they 
also need to use digital technology as 
a lever for operational efficiency and 
deliver customer experiences that meet 
the rising expectations of a tech-savvy 
consumer and employee. 
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The Rush
to Digital 

 

Looking to the global market, IDC forecasts that global 
spending on digital technologies and services will grow 10.4% 
in 2020 to $1.3 trillion, even after adjustment for the impact of 
the pandemic on IT budgets.  As the world comes to grip with 
the long-term impact of COVID-19, CIOs at leading companies 
will be looking for growth and optimisation opportunities. 

The CIO’s role, in this context, will be to steer the organisation 
through a perfect storm. CIOs will be asked to remodel the IT 
department at high speed, so that it can help the organisation 
to be more responsive to a changing environment and 
customer, as well as to be more resilient when the next crisis 
or opportunity arrives, be it another pandemic, economic 
crisis or technology disruption.

Where the traditional job was primarily to provide reliable and 
efficient technology services and infrastructure, CIOs today 
are also expected to accelerate further growth and innovation 
through the solutions they provide. The mantra, “Every 
company is a technology company”, rings truer than ever, 
with digital technology shaping not just internal operations 
but also the employee, customer and product experience.

https://www.businesswire.com/news/home/20200520005094/en/New-IDC-Spending-Guide-Shows-Continued-Growth
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At the same time, the way organisations buy and use technology is 
changing. Growing adoption of cloud technology and as-a-service usage 
models means that CIOs are outsourcing more of the operational 
aspects of IT, or delegating them to operational managers within the IT 
department. Operational efficiency and reliability are taken as givens; 
the question is what the CIO will do to improve business outcomes. 

Technical acumen and the ability to keep up with the evolution of 
technology is no longer enough; CIOs are also expected to show vision 
and leadership. What was once a back-office position is emerging from 
the shadows to take a more visible role in shaping the future of the 
enterprise. More and more, IT is being brought to the table to discuss 
strategic matters. 
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From the
Back-Office
to the Customer 
Coalface  

IT’s role is no longer just to guarantee the 
availability of business systems, but also to 
propose technology solutions for emerging 
digital business challenges. The successful 
CIOs, both today and in the future, will be those 
who become champions for digital innovation 
in their business, engaging the board and lines 
of business about ways the organisation can 
achieve its strategic goals. 

IDC says that, by 2023,  65% of CIOs will be entrepreneurial 
leaders who evolve their organisations into centres of 
excellence that engineer enterprise-wide collaboration and 
innovation. Their mandate will include enabling the shift 
towards data-driven decision-making; creating platforms 
for engagement with a digital customer; and helping the 
organisation to elevate automation throughout the business. 

As a ‘centre of excellence’ rather than a cost centre, IT will have a more outward-facing 
role and closer relationships with other functions such as finance, marketing, sales, 
production and HR. CIOs will not only work closely with these stakeholders—plus senior 
leadership—but also increasingly with other organisations in the value chain.

The shift towards a digital world has changed and expanded the CIO’s role in other ways, 
too. The central role of digital platforms in every company’s processes and operating 
model means that CIOs need to become more integrally involved in issues such as 
risk management, compliance and enterprise governance. Business continuity and 
cybersecurity, in particular, are also high on the agenda.

https://www.businesswire.com/news/home/20191030005767/en/IDC-Unveils-Worldwide-CIO-Agenda-2020-Predictions
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The CIO’s 
Expanding 
Portfolio 

IDG’s global 2020 State of the CIO research 
shows that 95% of CIOs say their role in the 
organisation is growing beyond responsibility 
for IT exclusively. New areas where CIOs are 
getting involved include customer experience 
(46%), cybersecurity (64%), data privacy/
compliance (49%), operations (36%) and 
business development (36%).

The interconnected nature of value chains and 
the reliance on digital channels today means 
that resilience is key. Laws and regulations 
such as South Africa’s Protection of Personal 
Information (POPI) Act and the European 
Union’s Global Data Protection Regulation 
(GDPR) have tough penalties for data leaks 
and breaches. As such, there is a heavy focus 
on protecting data and systems from breaches 
and disruptions.

The shift towards a more digital world and 
enterprise has also made data management a 
key element of the CIO’s role. As such, there’s 
more emphasis on ensuring that the right 
people in the business have access to clean, 
accurate, consolidated data that enables 
them to make better operational and strategic 
decisions. 

1. Growing Beyond IT

2. Data Management

https://www.idg.com/tools-for-marketers/2020-state-of-the-cio/#:~:text=CIO%27s%202020%20State%20of%20the,challenges%20facing%20senior%20tech%20leaders.
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When it comes to customer experience, 
consumers today interact directly with 
enterprise systems in the customer 
journey—a trend that will accelerate as AI-
powered interfaces such as chatbots and 
voice assistants become more widely used. 
Poor technology can potentially lead to 
unhappy customers—whereas frictionless 
systems can delight them. 

Likewise, the organisation’s systems and 
services are also used by employees, 
business partners, and suppliers. Many 
CIOs are thinking of these users as direct or 
indirect ‘customers’ and considering how 
they can best meet their needs; and they 
are also educating these user communities 
about what the technology can do for them. 

Another area where CIOs are getting more involved is in organisational 
culture, where technology leaders are partnering with HR leadership to foster 
more digital ways of thinking and working in the business. As Gartner puts 
it: “The partnership between IT and HR can shed light on how IT can make 
technology and process design decisions that foster the intention of the 
desired organisational culture.”

The human element is key. People’s mindsets and practices will determine the 
success or failure of digital programs and systems. According to Gartner, in half 
of cases, transformational initiatives are clear failures, with CIOs reporting 
that the main barrier is culture. The implication is that CIOs should start with 
culture change when they embark on digital transformation, rather than wait 
to address it later. 

3. Customer Experience

4. Organisational Culture

5. Human Element

https://www.gartner.com/en/newsroom/press-releases/2019-02-11-gartner-predicts-by-2021--cios-will-be-as-responsible
https://www.gartner.com/en/newsroom/press-releases/2019-02-11-gartner-predicts-by-2021--cios-will-be-as-responsible
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Balancing 
Innovation 
with 
Operations 

 

The IDG research shows that lines of business recognise that 
experienced CIOs are no longer only essential for optimising 
IT infrastructure, but also for driving revenue and innovation 
– around 56% of line business respondents agree that CIOs 
are more involved in leading digital transformation initiatives 
compared to their business counterparts.

But even if the CIO’s strategic responsibilities are expanding, 
the local and global economic outlook means that IT budgets 
are likely to be under pressure for the next few years. As 
such, helping the organisation to introduce innovations that 
enhance profitability and generate new revenues, while 
keeping costs in check is a major challenge for every CIO.

Human resources are another constraint—there is a shortage 
of technology skills, particularly in areas such as cyber-
security, data science, experience design and stakeholder 
management. Keeping pace with new developments is 
challenging, too. CIOs thus need to manage human capacity 
as carefully as they do their budgets. 
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ITWeb’s CIO Survey reveals that just over a third of private sector CIOs have an IT 
budget dedicated to innovation as well as formal processes to incubate new ideas. 
But around a third also agree that 'there's a lot of talk, but little action' in terms of 
innovation. This points to the challenge that CIOs face in keeping the lights on while 
supporting business innovation. 
For organisations with legacy environments, transitioning to the cloud and as-a-
service models is the optimal way to address the problem of cost reduction and the 
opportunity of innovation. This move enables an organisation to adopt a scalable, 
consumption-driven IT procurement model that allows for efficient usage of 
technology, as well as for more rapid implementation of new services and solutions.  

Cloud computing—whether public, private or hybrid—enables CIOs to offer a digital 
backbone that is more efficient, agile and scalable than on-premises data centres.  
Technology becomes an operating cost rather than a capital expense, and the business 
can scale computing capacity up and down in response to changing business needs. 

Tools such as microservices, agile methodologies and DevOps can also be leveraged 
to dramatically accelerate the development and deployment of apps. 

Another important tool for CIOs in the effort to drive down costs is automation of 
routine IT tasks and functions. Automation of low-value, repeatable operational tasks, 
such as patch management, release and change execution, application deployment 
and service fulfilment can deliver significant productivity gains and cost savings. 

The time and money saved in this way can be redirected to strategic growth and 
innovation programmes. According to IDC, deployment of AI to augment, streamline, 
and accelerate IT operations will be a principal IT transformation initiative for 60% of 
enterprise IT organisations worldwide through to 2022. 

https://www.businesswire.com/news/home/20191030005767/en/IDC-Unveils-Worldwide-CIO-Agenda-2020-Predictions
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Nebula as 
the CIO’s 
Enablement 
Partner  

As they accelerate their move towards a hybrid cloud 
environment, most CIOs are wrestling with a range of 
operational complexities. They don’t have a precise 
view of IT costs or performance, while management 
of technology services and resources remains time-
consuming, fragmented, and mostly manual.   

This situation means that large organisations are wasting 
money because they cannot identify wastage, overbilling, and 
duplication of infrastructure across their cloud and telecoms 
environment. And the IT team will be spending time on manual 
monitoring and reporting, rather than having capacity for 
growth and innovation projects. 

As they modernise legacy platforms, enable digital self-service for customers, 
and provide online and mobile solutions for workforce collaboration, CIOs 
should thus put the right operational tools and processes in place. An integrated 
technology expense management solution is an essential tool for taking back 
control of the telecoms and cloud environment and optimising costs. 

OneView from Nebula is an example of such a technology expense management 
system. The software enables companies to automate the management 
of their mobile, fixed-line, wide area network and cloud usage, spend and 
performance. It also enables them to automate complex telecoms and cloud 
tasks.
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The benefits arising from this include a dramatic simplification of the operating 
environment via automation of IT processes, as well as detailed reports that enable 
the enterprise to identify cost savings and performance optimisation opportunities 
across the full telecoms, cloud and bring-your-own-device spectrum.

With a track record in helping blue chip organisations in the retail, petrochemical, 
tobacco, professional services and banking industries to optimise and modernise 
their IT environments, Nebula is well positioned to help your company navigate the 
rocky terrain it will encounter on its journey to the cloud and digital transformation. 

We can help you analyse existing technology and processes, propose solutions that 
will help digitise systems and automate processes, and implement and integrate the 
correct business solutions. We can do so in a manner that enables a smooth transition 
that maximises your significant investments in existing technology. 

Over the years, we have helped some of South Africa’s largest enterprises to automate 
complex IT and telecoms tasks and to simplify management of heterogenous 
technology environments. When combined, our cloud identity, cloud management 
and technology expense management solutions can facilitate a seamless transition 
to the cloud and smooth management of the technology backbone for your business. 
Get in touch to learn how we can help your organisation modernise its IT environments 
and make a successful transition to the cloud.

Download More 

Download More
 Case Studies

https://www.nebula.co.za/oneview-tem-case-studies/
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