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Being Digitally Enabled

Guidebook 4 highlights the opportunities, benefits and imperatives for companies to adopt Digital Enablement,
which will ultimately lead to notable improvements in overall performance and investability. This Guidebook
focuses on how PLCs can derive benefits from Digital Enablement along the 4 dimensions of;

Enhancing customer experience
Empowering people and driving change
Harnessing operational efficiencies
Creating new business models

While this Guidebook does not focus on technology developments given how rapidly technologies evolve, many
technological aspects, have been included to illustrate the implementation aspects of key propositions. Global and
local examples and case studies as well as practice aids have also been included wherever possible to augment
the principles and propositions outlined in this Guidebook in order to provide a better appreciation of the ‘how-to’
aspects.

The chart below and following pages provide an overview and quick tour of Guidebook 4.
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2.1 Customer Experience in the Digital Age 3.1 Workforce Empowerment Through Digital 4.1 Operational Efficiencies Powered by Digital

et Enabloment Enablem

1.4 Dimensions of Digital Enablement

The PLCT Guidebook 1 on Creating Purpose and Performance Driven PLCs provided the context, framewark
and call to action for Malaysian PLCs to transition from merely keeping up to stepping up in order to
increase performance and investability.

Digital : itical in brie this call to action to life. The benefits that companies
should derive through Digital Enablement revolve around the four dimensions below. These dimensions i S
‘will be further elaborated in the ensuing chapters. o - - ~cromamn. -
Digital Enablement Dimensions } Customer Empowering People & Harnessing Operational
Experience in the Driving Change through Efficiencies through
Custcmer Expadence Hemaasing Opscational Digital Age Digital Enablement Digital Enablement

Enhancement Efficiencies

Business Model
Transformation

Changing the way employees work with
Digital Enablement in order to be more
innovative. collaborative, productive and
agile, while providing opportunities for
upskilling and reskilling
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Dimensions of Digital
Enablement

Creating New Imperatives for Effective
Business Models Digital Enablement
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Chapter 1: Introduction

Digital Enablement has become table stakes for companies to survive in the digital age. The
Guidebook provides a definition of ‘Digitisation’, ‘Digitalisation’ and ‘Digital Transformation’
and the term ‘Digital Enablement’ in this Guidebook is used to encapsulate these three

important elements.
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1.1 Envisioning a Digitally Enabled Company

d Digital are terms that every facet of
business vocabulary, and for good reason. The Covid-19 Pandemic has further highlighted how digitally
enabled companies have not only survived through challenges of the Pandemic, but have actually thri
I the midst of chaos. Today, companies that do not have a clear, holistic and progressive digital strategy,
or which have not introduced some form of digitalisation in their day-to-day operations are not only seen
to be unattractive o dated, but in most instances will alsa not be able to compete in our digitally
transformed world.

& Digital

These terms are often used interchangeably or
incorrectly, however there are distinct differences"
‘Watch this video by George Firican, Founder of
LightsOnData.com on “What is the Diference between
Digitisation. Digitalisation and Digital Transformation”

“Digitisation is the process of
converting information from a
physical format into a digital one.
When this process is leveraged to
improve business processes, it is
called digitatisation”

*Digital Transformation refers to the
frect of the digitalisation

For the purpose of this guidebook. we have used the term Digital Enablement to encapsulate all the
interrelated elements of digitisation. i digital laborated abor
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1.3 Data - the Lifeblood of Digital Enablement

Digital Enablement will not be possible without the proper generation, collection, processing and
axplcaticy o . DighalEnmtistent @hbn  coenpiry et nct cnly & echvology st i aeo
cultural shift to putting data at the center of decision making and transformation effort:
Dala is key be:ause every mleracban in the digital world generates data. This data helps to create

nd provides a of progress™. The

lollwmg Hsrates tho atico toe o st Digital Enablement efforts;

By 2026 experts
indicate that over
463 exabytes of
data will be created
Generation of intalligence from ata in the form of predictive models for vach day, the
operational efectvoness will allow 3 viruous cycle of mmprovements equivalent to around
212,765.957 DVDs™

The amount of data
created by kT
devices is projected
o grow at 2 28.7%
‘The necessary data S efots in Digital Enablement wil CAGR up to 2025
ensurs the integrity, sanctty and securiy of criical data, thus
helghtening gavernance of w-u Enablement afforts over:

Data-driven
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Explanation of
the differences
between
Digitisation,
Digitalisation
and Digital
Transformation

The
importance of
Data
collection,
processing
and
application for
effective
Digital
Enablement
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So. what does a digitally enabled company laok like? There are many aspects to digitalisation and this
varies from company to company depending on the nature of business, customer experience, operational
processes as well as delivery mechanisms. The following illustrates some of the typical elements in
digitally enabled companies.

lllustration of Typical Elements in > ‘ ‘
Digitally Enabled Companies 5 ’ Y
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Fleot mgmt & logistics. Rotail stores.
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Digital Enablement has clearly become table stakes and the consequence of not adopting such

enablement could significantly deplete the value of businesses as illustrated below **

Miss out on Incromental Sales
Companies not adopting data
drivon customer analytics wil
miss out on valuable customer
insights and incremental salos
opportunities.

ompetitive Advantage

Lower Productivity Curtalled Growth Talent.

Compankes faing o copd gt
enablement i

it i v e
management) will experience
lower productivity levels
compared to digitally enabled
competitors,

Comparies whichars ot dgtally
empowering their workforce with
productivity. connectivity and
collaborative tools will struggle to
attract and retain a high
porforming talant pool

The following are some examples of globally well known brands which failed to embrace critical aspects
of digital

| Borders Group

Pt cuBEmooK e =

An illustration
of typical
elementsin
digitally
enabled
companies

The
importance of
digital in
creating value
and dire
consequences
for companies
which do not
adopt Digital
Enablement



Chapter 1: Introduction

The chapter then talks about benefits that companies should derive through Digital Enablement which
revolve around the four dimensions below. These dimensions are further elaborated in the ensuing

chapters.

Digital Enablement Dimensions

Enhancing Customer
Experience

Digital capabilities that will enhance the

way products and services are marketed,

sold and delivered to custemers while
creating unique experiences as well as
richer customer engagement

Empowering People &
Driving Change

Changing the way employees work with
Digital Enablement in order to be more
innovative, collaborative, productive and
agile, while providing opportunities for
upskilling and reskilling

Harnessing Operational
Efficiencies

Harnessing notable savings and other
efficiencies from Digital Enablement of
operational processes across the

business value chain

Creating New

Business Models

Enhanced or new business models that
leverage Digital Enablement and notably
change the way products and services

are produced and delivered as well as the

way operations are conducted

PLCT GUIDEBOOK 4: Being Digitally Enabled




Chapter 2: Enhancing Customer Experience through
Digital Enablement

This chapter outlines how Digital Enablement allow companies to create unique, enhanced or even
new experiences for consumers. By doing so, companies will be able to gain access to a wider
customer base as well as being able to better meet the needs of its customers in this digital age.

“M:—mmﬂ"- Conmen
T |

2.1 Customer Experience in the Digital Age

The phrase ‘customer is always right takes a new tum in the digital age®. With the advent of new ways of
delivering products, d value through Digital companies aged to create
unique. enhanced or even now experiences that many Sormurees didn't know existed or even wanted in
the first place! Customer centricity advantage Digital
Enablement not only provides access to a broader specllum of customers, but also elevates the ability to
meet the ever changing customer needs this digital age™

Customer experlence is generally made up of the following attributes”

Fulfitment - the product or service is
delivered to the customer at the
time and in the stato as promised

Empowerment - Customers are provided
with the facilities and resources for better
decison making el

‘rtomation on
management and
9 o%ice Basky and proactivey tion of product or service featires

2.3 Hyper-Per lisation & Omnich L Experience

Hyper-personalisation and Omnichannel platforms provide interrelated digitally enabled approaches to
create an effective ecosystem to meet the changing needs of consumers in the digital age:

Omnichannel s a cross-channel
content strategy used to improve
customer experience and drive
better relationships across all
possible channels and touchpoints.
This includes traditional and digital
channels, point-of-sale, and
physical and online experiences*

Stores

e 8]
Hyper-personalisation takes personalisation to the next level  E-comerce Mibile
by utilising the power of Artificial Intelligence and real time \ /

data o curate and create highly unique and personalised

products, ' -

Emal  Web

LT GUIDEBOOK & B iy sl B
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Articulates

how Digital
Enablement
has allowed
companies to
create unique,
enhanced or
even new
experiences for
consumers

Provides an
overview on
why hyper-
personalisation
and seamless
omnichannel
experience is
important and
key guidance
for companies
wanting to
embark on
these efforts
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2.2 Understanding Customer Needs

The ability to create uniq customer needs
and behaviours. Digital has more and more data which
provide invaluable insights into customer behaviors and needs. The basic principle is the more you

customers, ly predict what they want and deliver in the
way that is most convenient to them?

73%.

is anchored on

81%.

‘customers expect customers have shopped
nies to across at loast three or
understand their unique four channels over the

neads and expectalions” past six months, with more.

Gen Z vs. Baby Boomers:

1.6X o

ey to prefer engaging
though digital
channels

69/00’

customers are open to.
1o use of Al to improve
their experiences”
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2.4 Digitally Enabled C Engagements

Digital customer or refers to th sent by companies to its
customers via digital channels such as text messaging. email. instant chat. app notifications and other
similar mediums?. Digital communication lies in the heart of creating a unique customer experience and
Digital has changed the P g wit in many ways including®®

Message management
Drivo allows companies to
A-Driven call contor
alminate o gsp g 5 socis
communication

between online and
offine customer service

Canned emails are
automated resporises.
whore digital templates.
are created for the

common

customer inquiries and
used to provids faster
feedback

Triggering FOMO with
Social Proof happens
when individuals
‘conform to the opinions.

A Backed email
support will read emails

via the right customer
support interventions

FLCT GUIBIBOGHK & 553 sy e Ed

Outlines the
importance of
understanding
customer
needs and
behaviour in
order to better
serve the their
changing
demands.

Highlights the
ways in which
companies can
use Digital
Enablement
tools to better
communicate
with
customers



Chapter 3: Empowering People and Driving Change
through Digital Enablement

This chapter outlines how Digital Enablement positively impacts workforce aspects of mobility, connectivity,

flexibility, efficiency, innovation, decision making, knowledge management and wellbeing while
empowering people and driving change.

sy Cpe i o B | et
wimacto | g D Comctsnee
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3.2 Creating a Mobile and Connected Workforce

want to, and when t suits them (within

kes in this post pandemic digital age and Digital
1ys of working. The quest for mobility an

Providing the ability for people to work from where th

lement lies at the center of this seismic shift in
connectivity stem from a few factors.

The Covid-19 pandermic has taught us that for companies to survive. work must go on and this requires
[&2] the ability for a large segment of the workforce to be able to work remotely and stay connected most
2] of the time regardiess of physcal and movement constraints

[~ There s a seismic shift =t d pex to embrace
|&Z|  the new normal. The workforca in many instancas is. dunmnmnq the sttty torwork from whiees thoy!
want when they want

as their bt i lise and giabalise thre are mge
connected.
@1 With ESG. nage and
e e s

r—} Moty ar cannactivly tough Dighal Enablemment as givon many companie the abity to expand

tabour poo, talent ¢ ip quickly to meet demands™

Impottance of a Mobile Workforce

pLcT cucesooK & p &
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3.6 Elevating Employee Wellbeing
Employee wellbeing, which is defined as the overall mental. physical, emotional, and economic health of
employees. is an important area of focus for high performing companies. Supporting employee well

being efforts yield significant benefits including®

Benefits of employee well being efforts

Reduced healthcare Reduced Improved
expenses absenteeism employee engagement
% i
Y
feelings Enhanced employee
of empowerment reputation

gpé 9020 o
Companies are putting in place many initiatives to support wellbeing efforts including wellness and
health screening benefits. work flexibility initiatives, on the job counselling, job safety and security and
arious nceniives o promate a healhy festyle o name a few. While adcessing the wellbeing agenda

in nature, Digital these efforts by people to
take wellbeing into their own hands in some vespeds

PLCT GUDEBO0K ¢ 5 5
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Highlights the
underlying
drivers for a
mobile and
connected
workforce as
well as the
prerequisites
for an effective
workforce

Outlines the
benefits of
employee
wellbeing
efforts and how
Digital
Enablement
can support
that
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3.4 Enabling Better Decision Making and Driving
Innovation

Digital Enablement has visily sifted the dynarmics of deciion making, proviing the worklorce with
more empowerment in defining. identifying. and evalua
and options®. This in turn has also accelerated novation amongst the workforce as Digital
Enablement catalyses ideation, advocacy & screening. experimentation. commercialisation, diffusion
& implementation™ The following section provides further considerations on how Digital Enablement
can empower people to make better decisions and drive innovation.

Decision Making through Digital Enablement’

Data Driven Decision Making (DDDM*) provides the
workforce with fact based input to better assess and
consider decisions. At the heart of DDOM is the ability
to manage huge volumes of gathered data, both
structured and unstructured, and this capability
provides the following banefits

Coca Cola uses data to driv egic
business decisior
to stay relevant It was able to ger
invaluable insights through its connected
in machine, which allows
Coca Cola to gather data to understand
customers preferences and trends in

[2] Making configent decisions

2] Reduce biases different regions.
| Deep dive into unresolved issues and questions This has allowed Coca Cola to innovate
- and launch new products that match the
/| Set outcomes that are measurable ever changing customer's demands. Read
== more here
[] Improve various functional processes within
&1 the company using data analytics
st uoenook s - =

eyt ravesi Opitore | i e s
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3.7 Upskilling & Reskilling in the Digital Age

With the changing shape of the workforce, workplace and workstytes. the future of work requires people
to be upskilled and/or reskilled to be relevant to the needs of the workforce of the future™ it is a well
known fact that many jobs that existed in the past will not be relevant or even exist in the near future and
conversely. many jobs of the future are those that do not exist today.

While Digital Enablement is one of the catalysts for this change envisaged in the future of work, Digital
Enablement also provides the accelerators required for the workforce to be reskilled or upskilied for the
future. The following examples provide some on how Digital pport and
drive the workforce for the future:

Upskilling & Reskiling Employees in the Digital Age

The follewing aticl
howr digital support
upskilling or reskil = -

In this video, PwC shares thew story on digtal
werkforce, To

o 50, PwC had o re- mmmm way 1
worked and interacted. emp wiour,
business needs as well as uclmo(ogral skills
Walch this video to leam more.

+ How PwC

Read more articles on how to upskill employees in the digital world by Harvard Business Review and
Eorbes

T GUIDEOOK & B

Provides for
how Digital
Enablement
can empower
employees to
make better
decision and
drive
innovation

Provides for
how Digital
Enablement
can accelerate
upskilling and
reskilling



Chapter 4: Harnessing Operational Efficiencies
through Digital Enablement

This chapter highlights the areas where significant efficiencies can be driven through Digital enablement
and illustrates how the essential 8 technologies act as building blocks for Digital Enablement to harness
these efficiencies.

G| g s ot bty | i
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4.1 Operational Efficiencies Powered by Digital
Enablement

The previous chapters provided guidance on leveraging Digital Enablement to drive customer experience
and to empower people. While enablement in these areas provide a significant boost to company
performance and sustained outcomes, Digital Enablement has shown to be crucial to achieve operational
efficiencies® which thereon transiate to better margins and quality
ional efficiency is the ability of an organisation to reduce waste in time, effort and materials as much
possible, while still producing and delivering high-quality products or services. The following areas
provide nota for companies to hamess tional efficiencies through Digital
Enablement

Digital Enablement
tum provide deep insights into areas that require attention and./or which provide. opponunmes o
oporational efficiencios

Transforming core oporational processes
Enab

Digital ¢ how core
making itomated and cost officiont
Managing human capital
° The advent of Digital Enablement
h better doad allocat
ghly i
Streamlining back office funct
Back office functions that are. nmmally seen as cost centres benefit immensely from the efficiencies
that Digital
Enhancing safety and security
i foty
y
and cyber security t h i y leg
materisl) L liabilit these safety and
ity aspects whi i i tby igital Enablement

PLET GUIDEBOOK 4 £

4.2 Measuring Operational Performance

The starting point for any effort to drive operational efficiency Is to know where current ineficiencies
reside or where potential inefficiencies could come from in daily operations. Digital Enablement has
enabled measuring, analysing and pinpointing inefficiencies to be done expediently and more reliably. The
following are some con: ions on how companies can use Digital Enablement to identify certain
operational inefficiencies™

[2] Measuring trends in overail input versus output

[7] Measuing performance of equipment

[2] Measuiing productivity of the workforce

[2] auality assurance of products and services

[2] Forecasting pain points

Capturingand ansysing cata ove  period of e eating Lo resousces thatre put it aprocction
process process) agains will provide a high level indication of

pal Digital supports the collection of critical data for these
measurements and analysis as follows™

& B & B

Automated  Sersorsthat  Collectionof  Tracking social
data colloction  collect data from mecka forums
fnctonsand  operationsl  information. raviews sites. on-cne o
process mining  data from biogs and other interviews of remote
buitinto ndustril prowidersand  caline channols

equipment other external

\ehiclesand  data sources roguler mai

athor

machinery
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The key areas
where
companies can
harness
significant
operational
efficiencies
through Digital
Enablement

How Digital
Enablement
provides ways
to measure

various aspects

of operations
that provides
deep insights
into areas that
require
attention
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In order to harness these operational eficiencies, there are 8 essential technologies that act as building
blocks to not only power Digital Enablement for operational efficiencies today. but are also acceterating
convergence with new and emerging technology trends for the very near future"”

ESSENTIAL EIGHT TECHNOLOGIES

e
)

Whilst many of the
the following sections provide
most out of this Digital Enablement to drive operational efficiencies.

3. Robotics and Drone ay -

Robotics improves the overall efficiency of a manufacturing process by creating efficient means of
completing production tasks. Unlike humans, robots do not get tired and can work for days while meeting
the quality and quantity requirements simultaneously. Modern industrial robots have the ability to adapt
and even take critical decisions during operations.

Following are some of the benefits of robotics

terms of productivit

Capable of Produce larger Porformin Re-programma
producing quantities of Improve the harsh and used for
procise and oduct y producing
high-quality shorter pariod of in a facility whare humans varying
work time. cannot operate. products

Complementing the robotics
being used to drive efficiency
mapping and surveying. se

o!uhov\vs Drone technology which has evolved significantly and is now
pe activities such as surveillance, inspections.
i roscian, and sven et ry of products. The following examples

illustrate usage of robotics and drone technology in driving operational efficiencies

Improving productivity with drones

Boosting eficiencies with robots

Robatics robots n

T cuoemooK &

How the 8
essential
technologies
are being
deployed to
accelerate
operational
efficiencies

Outlines the
various Digital
Enablement
tools to
harness
operational
efficiencies



Chapter 5: Creating New Business Models through
Digital Enablement

This chapter elaborates on how new business models can be created through Digital Enablement
providing new ways to monetise and deliver products and services. It also provides the features, critical
considerations and common metrics for various models and highlights the building blocks for companies
to create further unique business models in the digital age.

Building Blocks for a Digitally Enabled Business Model

Digitally Enabled Business Models

Digital Content Digital Experience Digital Platforms

'a  Customer Behaviour Processes & <-» Products & Services
& Needs Infrastructure
R & 78
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5.1 New Business Models in a Digital World

5.2 Creating New Business Models with Digital
Enal it

Factors df""“g The 6 common types of Examples illustrating Key considerations and
transformation and - : o .
. : o Digitally Enabled various types of Digitally metrics to measure
disruption of traditional . :
business models Enabled business models success of each model

business models
PLCT GUIDEBOOK 4: Being Digitally Enabled



Chapter 6: Implementation Considerations for Digital
Enablement

The penultimate chapter highlights critical implementation considerations for effective Digital

Enablement. This chapter also elaborates on options for companies to accelerate Digital Enablement as
well as the common pitfalls to avoid in digital transformation efforts.

Critical Areas for Effective Digital Enablement

A~ | Digital

“....B | Maturit
n Governance & y
LT Oversight ... g
Imperatives for
LIi~| Performance Digital Ene™ sment Talent &
22| Measurement Digitalisation & Digital [\ Culture

Transformation)

‘@/’7 Leadership &
Strategy

N T
..........
0"

[

— |

I

e

|

6.7 Accelerating Digital Enablement

Ogtal Enssinmert

Ways to fast track Digital Checklist of common
Articulates key attributes required in each critical area Enablement without itfalls to minimise the
for effective Digital Enablement significant upfront capital P

outlay and lower risk risk of failed digital efforts

PLCT GUIDEBOOK 4: Being Digitally Enabled



Bringing to Life Guidebee 4

Throughout the Guidebook, comprehensive supplemental content and resources have also
been included to support and enable implementation efforts.

Useful links, references & practice aids provide further Video interviews with digital leaders sharing points of
reading and guidance for implementation view from their own digital implementation efforts

on gl Transtormatin Changes How Comparies Creste Valwe

Digital Transformation
Changes How Companies
Create Value

by Marshall W. Van Alstyne and Geoffrey G. Parker

behaviors, creating a
more tailored shopping
experience’

Case studies and examples showcasing success Scholarly articles, statistics and videos that provide
stories and lessons learnt from local and global further illustrations and insights to support

companies propositions in the guidebook

PLCT GUIDEBOOK 4: Being Digitally Enabled 10


https://www.youtube.com/watch?v=jU9br5C-wqI
https://www.youtube.com/watch?v=jU9br5C-wqI
https://hbr.org/2021/12/digital-transformation-changes-how-companies-create-value?ab=hero-subleft-1

A Call to Action

This guidebook provides pertinent areas to be considered by PLCs in their efforts to harness the
benefits from Digital Enablement. The principles, examples, case studies and calls to actions, as well
as the various links and enabling practice aids in this guidebook have been provided with the intent
of accelerating digital transformation efforts by PLCs.

#digitalisaboutbusiness

It is clear that adopting Digital Enablement has become table stakes for
companies to survive in this digital age.

#digitalisaboutpeople
To ensure success and sustainability of Digital Enablement efforts, a
people-centric view must be adopted at all times

#digitalisabouttechnology

The impact of technology must not be downplayed, companies will need
to keep abreast of changes in technology and business landscape and be
ready to course-correct where required.

With the series of Guidebooks that have been launched, PLCs can take action to improve performance as
well as elevate its growth and market competitiveness.

- A
2

Guidebook 1 . Guidebook 2
Creating Purpose & Sustainable, Socially
Performance Driven . Responsible & Ethical .

PLCs . PLCs

PLCT GUIDEBOOK 4: Being Digitally Enabled
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Guidebook 3

Strengthening
Stakeholder
Management &
Investor Relations

g

Guidebook 4
Being Digitally
Enabled

P
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Guidebook 5

Contributing Towards

Nation Building
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