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Even as global businesses step up the search for new and innovative ways to enhance 
their competitiveness and get ahead of the growth curve, a new generation of advanced 
technologies – social, mobility, analytics and cloud – has taken the centre-stage, 
promising to transform enterprises and help them do business better. 

Enterprises that embrace these technologies would be able to seamlessly redesign their 
business models, strategy, operations and processes to meet the new customer demands.
Enterprises are looking to get insights into customer preferences and behavior, which are 
]P[HS�MVY�I\PSKPUN�LɈLJ[P]L�NV�[V�THYRL[�Z[YH[LNPLZ��;OL`�^HU[�[V�LUNHNL�^P[O�[OL�RL`�
stakeholders – customers, suppliers, and employees – in a much more collaborative real 
[PTL�THUULY��SLHKPUN�[V�ZPNUPÄJHU[S`�OPNOLY�NYV^[O�HUK�WYVK\J[P]P[`�SL]LSZ��(UK�[OL`�^HU[�
[V�]HYPHIPSPaL�JVZ[Z�[V�LUOHUJL�NSVIHS�JVTWL[P[P]LULZZ��;LJOUVSVN`�HKVW[PVU��^P[OPU� 
LU[LYWYPZLZ�OHZ�TV]LK�IL`VUK�[OL�0;�M\UJ[PVU�^P[OPU�LU[LYWYPZLZ�HUK�I\ZPULZZ�KP]PZPVUZ�
HYL�HKVW[PUN�[OL�[LJOUVSVN`�^H]L�[V�ILZ[�Z\P[�[OLPY�YLX\PYLTLU[Z��;OPZ�MYHNTLU[LK�HKVW-
tion has thrown up new challenges on security, privacy, access and cost controls.

In keeping with these developments, this edition of WInsights directs attention on  
HK]HUJLK�[LJOUVSVN`�SLK�I\ZPULZZ�KPZY\W[PVU��;OL�LKP[PVU�MLH[\YLZ�HY[PJSLZ�I`�Z\IQLJ[�
L_WLY[Z��RL`�ÄUKPUNZ�MYVT�YLWVY[Z�VU�HUHS`[PJZ�HUK�JVUZ\TLYPaH[PVU�I`�;OL�,JVUVTPZ[�
0U[LSSPNLUJL�<UP[��;3.�HUK�H�WVSS�VM�KLSLNH[LZ�H[�+H]VZ��RL`�[HRLH^H`Z�MYVT�[OL�
-;�>PWYV�+PUULY�-VY\T�OLSK�H[�+H]VZ��HUK�HU�PUZPNO[�PU�[V�ZVJPHS�Z[YH[LNPLZ�MYVT�/)9�

I hope that you will derive great value from the articles presented in this edition, and I look 
forward to your feedback and suggestions.

/HWW`�YLHKPUN�
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&ORXG�3RWHQWLDO��$Q�2SSRUWXQLW\�WR�,QYHQW�
DQG�5HLQYHQW�EXVLQHVV
See how cloud is becoming integral to corporate strategy 
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Unleashing the Power of 
(K]HUJLK�;LJOUVSVNPLZ

)PN�=HS\L�PU�)PN�+H[H

;OL�*VUZ\TLY�0;�9L]VS\[PVU

;OL�+H[H�+PYLJ[P]L!�9LWVY[�:\TTHY`

0U[LNYH[LK�(UHS`[PJZ!�;OL�
>H`�-VY^HYK�PU�/LHS[OJHYL

0THNPUH[PVU�PZ�[OL�6US`�3PTP[

)\ZPULZZ�7\SZL

:VJPHS�:[YH[LNPLZ�;OH[�>VYR

;OL�-\[\YL�9LHK`�6YNHUPZH[PVU

:OHQP�-HYVVX��:LUPVY�=PJL�7YLZPKLU[�MVY�
(K]HUJLK�;LJOUVSVNPLZ�HUK�.V�;V�4HYRL[�
;YHUZMVYTH[PVU��>PWYV

;OL�YLHS�WV^LY�VM�HK]HUJLK�[LJOUVSVNPLZ�
can be experienced when you bring 
them together

*VUZ\TLYZ�^OV�^LYL�H[�[OL�YLJLP]PUN�LUK�
of technological breakthroughs are playing 
a key role in shaping the contours of new 
technologies

It is ironic that in a world of shrinking 
resources, the one plentiful thing we have 
– data – is threatening to smother many

:WLJ\SH[PVU�V]LY�[OL�PTWHJ[�VM�HSS�HZWLJ[Z�
of data, has become so frequent and 
V]LY�O`WLK�[OH[�P[�PZ�KPɉJ\S[�[V�ZLWHYH[L�
the signal from the noise 

While each player in the healthcare 
industry is facing a unique issue, integrated 
analytics may be the answer for all

4VYL�[OHU�H�IPSSPVU�WLVWSL�\ZL�ZVJPHS�
platforms. What’s the attraction? 

Enterprises are leveraging advanced 
technologies to discover unimagined 
ways to connect with consumers, 
producers and employees

(�>VYSK�,JVUVTPJ�-VY\T�7VSS�JVUK\J[LK�
I`�>PWYV�H[�+H]VZ�������PUKPJH[LZ�[OH[�
I\ZPULZZLZ�^PSS�[\YU�[V�(ZPHU�HUK�V[OLY�
emerging economies for growth, leading 
to  higher adoption of technology to drive 
business in uncertain markets.  

Preparing for the big data deluge & 
tomorrow’s new era workforce

29�:HUQP]��:LUPVY�=PJL�7YLZPKLU[�HUK�.SVIHS�
/LHK�VM�(UHS`[PJZ��0UMVYTH[PVU�4HUHNL-
TLU[�:LY]PJLZ��>PWYV

(�>PWYV�YLZLHYJO�PU�WHY[ULYZOPW�^P[O�;3.

 

:HUNP[H�:PUNO� :LUPVY�=PJL�7YLZPKLU[�HUK�.SVIHS�
)\ZPULZZ�/LHK���/LHS[OJHYL��3PMLZJPLUJLZ�HUK�
:LY]PJLZ�)\ZPULZZ��Wipro

(U�,JVUVTPZ[�0U[LSSPNLUJL�<UP[�YLWVY[�JVTTPZ-
sioned by Wipro

4PRVéHQ�1HU�7PZRVYZRP��7YVMLZZVY��/HY]HYK�
)\ZPULZZ�:JOVVS���*V\Y[LZ`�/)9���

-;�>PWYV�+H]VZ�+PUULY�YLWVY[�

(�+PWZ[PJR�:\Y]L`�VM�+LSLNH[LZ�H[�
+H]VZ�����

(UHUK�:HURHYHU��:LUPVY�=PJL�
7YLZPKLU[���>PWYV�0UMV[LJO�HUK�.SVIHS�
0UMYHZ[Y\J[\YL�:LY]PJLZ



*SV\K�JVTW\[PUN��TVIPSP[ �̀�KH[H�HUHS`[PJZ��ZVJPHS�HUK�ZLUZVYZ�HYL�
disrupting established business models and reshaping customer 
experience across industries. Working in concert, these advanced 
technologies are eroding barriers to entry, lowering costs of transac-
tions, and increasing speed-to-market. Fragmented user experiences 
HYL�ILJVTPUN�TVYL�PU[\P[P]L�HUK�ZLHTSLZZ��^P[O�ML^LY�OHUK�VɈZ�
and greater continuity across customer touch-points and channels. 
:OH^UKYH�/PSS��>OHY[VU�7YVMLZZVY�VM�6WLYH[PVUZ�HUK�0UMVYTH[PVU�
4HUHNLTLU[��HUK�:OHQP�-HYVVX��:LUPVY�=PJL�7YLZPKLU[�MVY�(K]HUJLK�
;LJOUVSVNPLZ�H[�>PWYV��^LPNO�[OL�VWWVY[\UP[PLZ�HUK�JOHSSLUNLZ�[OH[�
advanced technologies bring in this white paper produced by 
2UV^SLKNL'>OHY[VU�HUK�ZWVUZVYLK�I`�>PWYV�;LJOUVSVNPLZ�

Unleashing the 

Power of Advanced 

Technologies
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:LUPVY�=PJL�7YLZPKLU[�MVY�(K]HUJLK�
;LJOUVSVNPLZ�HUK�.V�;V�4HYRL[ 
;YHUZMVYTH[PVU��>PWYV

Shaji Farooq
P E R S P E C T I V E 



*SV\K� JVTW\[PUN�� TVIPSP[ �̀� KH[H� HUHS`[PJZ�� ZVJPHS� HUK�
ZLUZVYZ��YLMLYYLK�[V�HZ�(K]HUJLK�;LJOUVSVNPLZ��HYL�KPZ-
rupting existing business models, forcing organizations 
to reinvent them and transform the way they serve their 
J\Z[VTLYZ��;VNL[OLY��[OLZL�[LJOUVSVNPLZ�OH]L�[OL�WV^LY�
to erode entry barriers across industries and shift com-
WL[P[P]L�HK]HU[HNL�HZ�[OL`�KV�ZV��;OL�WHJL�VM�PUUV]H[PVU�
that these technologies drive is often frenetic, driven by 
the adoption of open source technologies that harness 
the collective brain power of development communities 
and through crowdsourcing.

¸(STVZ[�HU`[OPUN�PZ�WVZZPISL�^P[O�[OLZL�UL^LY�[LJOUVSV-
gies working in concert, and often the biggest constraint 
is the inability to think beyond the tried and tested; one 
has to be willing to suspend one’s sense of disbelief to 
[Y\S`�OHYULZZ�̂ OH[�[OLZL�[LJOUVSVNPLZ�JHU�VɈLY�¶�P[�PZ�SPRL�
THRPUN�H�ZJP�Ä�TV]PL��VUS �̀�[OPZ�[PTL�HYV\UK�P[�PZ�MVY�YLHS�¹�
ZH`Z�:OHQP�-HYVVX��:LUPVY�=PJL�7YLZPKLU[� MVY�(K]HUJLK�
;LJOUVSVNPLZ� H[� >PWYV�� -HYVVX� OLHKZ� [OL� JVTWHU`»Z�
NSVIHS� I\ZPULZZ� PU� (K]HUJLK� ;LJOUVSVNPLZ�� :[YH[LNPJ� 
(SSPHUJLZ�� HUK� HSZV� V]LYZLLZ� ¸.V�[V�4HYRL[¹� LUHISL-
TLU[��^OPJO�KLÄULZ�OPZ�JVTWHU`»Z�ZHSLZ�HUK�THYRL[PUN�
strategies. In addition, Farooq manages an advanced 
technology consulting group that advises clients on how 
to harness the power of these advanced technologies. 

¸;OL� YLHS� WV^LY� VM� [OLZL� HK]HUJLK� [LJOUVSVNPLZ� JHU�
IL� L_WLYPLUJLK� ^OLU� `V\� IYPUN� [OLT� [VNL[OLY�¹� ZH`Z� 
-HYVVX�� ¸;OL`� OH]L� [OL� WV^LY� [V� KPZY\W[� HSTVZ[� HU`�
WYVJLZZ��(UK�[OL�PTWHJ[�PZ�L_WVULU[PHS"�[OPUR�VM�[OPZ�HZ� 
(Impact) n – the more of these technologies you lever-
age, the greater the overall impact to your business.  
;VNL[OLY�� [OLZL� [LJOUVSVNPLZ�HSSV^�`V\�[V�ZOHYL�L]LY`-
[OPUN� �PUMVYTH[PVU�� PU[LSSPNLUJL�� PUZPNO[Z� HUK� VWPUPVUZ���
L]LY`^OLYL��HSS�[OL�[PTL�¹�

:OH^UKYH�/PSS��H�WYVMLZZVY�VM�VWLYH[PVUZ�HUK�PUMVYTH[PVU�
management at Wharton, and Farooq explain how these 
[LJOUVSVNPLZ�HYL�[YHUZMVYTPUN�I\ZPULZZLZ!
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“ The real power of  
these advanced technolo-
gies can be experienced 
when you bring them 
together ”

Seamless, intuitive experiences:�*\Z[VTLY�L_WLYPLUJL�
[VKH`� PZ� TVZ[S`� KPZQVPU[LK� HUK� MYHNTLU[LK�� HUK� [OLZL�
newer technologies present a tremendous opportunity 
to change that to a more seamless and intuitive experi-
ence. Over the last decade, advances in communication 
[LJOUVSVNPLZ� OH]L� LUHISLK� H� \UPÄLK� J\Z[VTLY� L_WLYP-
ence across all channels; information from one channel, 
like a physical store or customer service desk can seam-
SLZZS`�ÅV^�[V�HU�VUSPUL�VY�HU`�V[OLY�JOHUULS��

)\[� [OL� UL^LY� [LJOUVSVNPLZ� [OH[� LUHISL� JVSSHIVYH[PVU�
HUK�T\S[P�^H`�ÅV^�VM� PUMVYTH[PVU�JHU�OLSW�I\ZPULZZLZ�
discover unmet customer needs by understanding the 
context (where your customers are, what their historical 
ILOH]PVYZ�OH]L�ILLU��^OH[�[OLPY�YLJLU[�HJ[P]P[PLZ�PTWS`��
through real-time analysis of information, and provide 
customers targeted services they desire (rather than 
inundating them with unnecessary promotions and of-
MLYZ���-\Y[OLYTVYL�� [OL� PU[\P[P]L� PU[LYMHJLZ� MVY�J\Z[VTLY�
interaction enabled by these technologies make formal 
learning or training irrelevant, notes Farooq. 

;OL� MVSSV^PUN� L_HTWSL� PSS\Z[YH[LZ� OV^�\ZLY� L_WLYPLUJL�
^PSS�L]VS]L�HZ�[OLZL�UL^LY�[LJOUVSVNPLZ�[HRL�OVSK!�

:LUZVYZ� PU�JHYZ� [VKH`�ÅHZO�HSLY[Z�HIV\[�WYVISLTZ�[OH[�
need attention, such as a need for an oil change, or low 
Å\PK�SL]LSZ��;OLZL�HSLY[Z�\Z\HSS`�ÅHZO�^OLU�H�KYP]LY�PZ�H[�
the wheel, a time when it is least convenient to act on 
Z\JO�HSLY[Z��*VUZLX\LU[S �̀�[OL�KYP]LY�T\Z[�SH[LY�YLTLT-
ber to call a mechanic, explain the problem, arrange an 
HWWVPU[TLU[��HUK�KYVW�VɈ�OPZ�]LOPJSL�MVY�ZLY]PJL��>OLU�
the mechanic hooks up his computer to probe the vari-

ous sensors in a car to diagnose potential problems, he 
TH`�KPZJV]LY�V[OLY�[OPUNZ�[OH[�ULLK�[V�IL�YLWHPYLK��(UK�
often, the parts required for these repairs are not readily 
H]HPSHISL��YLX\PYPUN�H�ZLJVUK�]PZP[�[V�[OL�TLJOHUPJ��¸;OPZ�
PZ�^OH[� 0�TLHU�^OLU� 0� YLMLY� [V�H�KPZQVPU[LK�MYHNTLU[LK�
J\Z[VTLY�L_WLYPLUJL�¹�ZH`Z�-HYVVX�

*HYZ� PU� [OL� ]LY`� ULHY� M\[\YL� ^PSS� OH]L� H� T\S[P[\KL� VM� 
ZLUZVYZ�LTILKKLK�[V�KL[LJ[�WYVISLTZ��ÅHZO�HSLY[Z�KP-
rectly to a mechanic of choice, automatically schedule 
or suggest an appointment with a preferred repair shop, 
HUK�\WKH[L�`V\Y�JHSLUKHY��;OPZ�^PSS�HSSV^�[OL�TLJOHUPJ�
to pre-order required parts based on the comprehen-
sive diagnostic information that the sensors relay to 
OPT��ZH`Z�-HYVVX��;LJOUVSVNPLZ�Z\JO�HZ�JSV\K��TVIPSP[ �̀�
sensors, and analytics enable such timely communica-
tion and sharing of data across multiple parties involved 
in the process.  It is important to recognize that by  
working in the background, these technologies have elim-
PUH[LK�OHUKVɈZ��JYLH[PUN�H�ZLHTSLZZ�L_WLYPLUJL�MVY�[OL� 
customer. 

:PTPSHYS �̀� ZLUZVYZ� PU� HPYJYHM[� ^PSS� UV[� VUS`� ^HYU� WPSV[Z�
about imminent problems, but will also make it possible 
to optimize scheduled maintenance (location and time 
VM� YLWHPY��^P[O�TPUPTHS� ZLY]PJL� KPZY\W[PVU� HUK� YLK\JLK�
ZWHYL� WHY[� PU]LU[VYPLZ�� :LUZVYZ� I\PS[� PU[V�^PUKTPSSZ� VU�
windmill farms can be managed with minimal human 
intervention because of these technologies working  
together in the background – these self-modulated sen-
sor controlled windmills can cope with high winds by 
HKQ\Z[PUN�[OLPY�ISHKL�HUNSLZ��VY�ZOHRL�VɈ�PJL�I\PSK\W�I`�
accelerating and decelerating, he adds. Packages with 
intelligent sensors capable of two-way communication 
will allow re-routing of packages during transit by repro-
gramming destination information stored on the sensor. 
:LUZVYZ� ^PSS� ILJVTL� WLY]HZP]L�� HUK� LTILKKPUN� [OLT� 
HSTVZ[�HU`^OLYL�̂ PSS�ILJVTL�JVZ[�LɈLJ[P]L��;OL�WYPTHY`�
KYP]LYZ� MVY� [OPZ�¸ZLUZVY� YL]VS\[PVU¹�^PSS�IL� [OL�KYHTH[PJ�
reduction in the cost of manufacturing them, and the 
increasingly sophisticated sensor functionality that can 
ZPNUPÄJHU[S`�HS[LY�[OL�JVZ[�VM�WYVJLZZLZ�HUK�VWLYH[PVUZ�

:,16,*+76  Apr - Jun 2013



in almost any industry. 

:LUZVY� KH[H� JHU� IL� \ZLK� [V� WYLKPJ[� I\ZPULZZ� V\[-
comes for marketing, manufacturing, supply chains and 
MYH\K�KL[LJ[PVU��ZH`Z�/PSS��:OL�WVPU[Z�[V�[OL�L_HTWSL�VM� 
sensors being used to monitor health information in real-
[PTL�[V�VɈLY�WLYZVUHSPaLK�JHYL��:LUZVYZ�PU�ZTHY[�WOVULZ�
can “provide a huge opportunity to learn about human 
ILOH]PVY�PU�]HYPV\Z�^H`Z¹��/V^L]LY��JOHSSLUNLZ�WLYZPZ[��
especially with the sources and the usability of the data 
NH[OLYLK��;OLYL�PZ�H�ULLK�[V�ÄUK�UL^ methods to com-
IPUL�HUK�TPUL�KH[H�MYVT�KPɈLYLU[�ZV\YJLZ�HUK�HKKYLZZ�
privacy issues, she adds. 

/PSS�OHZ�\ZLK�ZLUZVY�KH[H�PU�H�]HYPL[`�VM�^H`Z�PU�OLY�YL-
ZLHYJO� [OH[� JHU� PTWHJ[� H� ÄYT»Z� IV[[VT�SPUL� HUK� HSZV�
LUOHUJL�JVUZ\TLY�L_WLYPLUJL��;OL`� YHUNL� MYVT�\ZPUN�
satellite data to predict drought in Ethiopia, call behavior 
to detect telecom fraud, and social media to measure 
[OL�LɈLJ[P]LULZZ�VM�HK]LY[PZLTLU[Z��¸;OL�\ZLZ�VM�[OLZL�
ZLUZVY�KH[H�HYL�THU �̀�HUK�^L�OH]L� Q\Z[�ZJYH[JOLK�[OL�
Z\YMHJL�¹�ZOL�ZH`Z�

9LKLÄUPUN� I\ZPULZZ� WYVJLZZLZ!� ;LJOUVSVN`� PZ� NL[-
ting increasingly standardized, compelling businesses to  
YL�L_HTPUL�^OH[� [OLPY�¸JVYL�WYVJLZZLZ¹�HYL�HUK�^OLYL�
[OL`�JV\SK�KLYP]L� JVTWL[P[P]L� HK]HU[HNL�� ;OL�WYVJLZZ�
[V�ZLJ\YL�H�OV\ZPUN�TVY[NHNL�SVHU�PU�[OL�<�:��PU]VS]LZ�
TVYL�[OHU�H�KVaLU�KPɈLYLU[�WHY[PLZ� PUJS\KPUN�H[[VYUL`Z�
for the bank, buyer and seller, inspection and credit  
rating agencies and real estate agents. Each works in a 
ZPSV��HUK�V]LY�ZVTL����KH`Z��[OL`�WYVK\JL�H�SHYNL�ZL[�VM�
documents. 

*SV\K�� TVIPSP[`� HUK� HUHS`[PJZ� JV\SK� HSSV^� HSS� [OVZL� 
parties in the loan origination process to work on a  
ZPUNSL�WSH[MVYT��;OH[�^V\SK�MVYJL�LHJO�WHY[`�[V�YLKLÄUL�
its competitive advantage, says Farooq. For example, 
the competitive advantage for a bank must stem from its 
\UKLY^YP[PUN�Z[HUKHYKZ��OL�L_WSHPUZ��;OL�0U[LYUL[��JSV\K�
and other technologies lower transaction costs, forcing 
businesses to rethink what activities they consider core 
HUK�^VY[O`�VM�YL[HPUPUN�PU�OV\ZL��OL�HKKZ��¸+H[H�Z[VYHNL�

and processing has become democratized, putting the 
WV^LY�[V�WLYMVYT�SHYNL�ZJHSL�KH[H�HUHS`ZPZ�H[�[OL�ÄUNLY�
tips of almost anyone with a great idea, the will to learn 
OV^�[V�HUHS`aL�SHYNL�KH[H�HUK�H�ZTHSS�I\KNL[�¹�ZH`Z�/PSS��
In fact, the availability of data mining tools help her and 
OLY�Z[\KLU[Z�^YHW�\W� SHYNL�WYVQLJ[Z�^P[OPU�H�ZLTLZ[LY��
-VY�JVTWHUPLZ��H�IPN�JOHSSLUNL�PU�KH[H�TPUPUN�PZ�[V�ÄUK�
talented people with both the technology and business 
expertise, she adds  

Crowdsourcing: Notions of core or proprietary strengths 
are also under attack from open source technologies. 
.VVNSL»Z� (UKYVPK� VWLYH[PUN� Z`Z[LT� MVY� ZTHY[WOVULZ�
HUK�[HISL[Z�PZ�H�JSHZZPJ�L_HTWSL��(IV\[���������(UKYVPK�
HWWSPJH[PVUZ�^LYL�H]HPSHISL�HZ�VM�6J[VILY�������¸4HU`�
ÄYTZ�OH]L�JOVZLU�[V�THYY`�[OLPY�M\[\YL�[V�VWLU�ZV\YJL�
[LJOUVSVNPLZ�¹�ZH`Z�-HYVVX��¸)`�KVPUN�ZV��`V\�H\[VTH[P-
cally become part of the constant innovation that will 
[HRL�WSHJL�PU�[OL�M\[\YL�¹

(UV[OLY�L_HTWSL�VM�JYV^KZV\YJPUN�-HYVVX�WVPU[Z� [V� PZ�
V+LZR��H�9LK^VVK�*P[ �̀�*HSPMVYUPH�IHZLK�VUSPUL�^VYR-
WSHJL�¸^OLYL�`V\�JHU�SP[LYHSS`�JYLH[L�H�WYVQLJ[�[LHT�VU�
[OL�Å`�^P[OV\[�OPYPUN�[OLT�WLYTHULU[S`�VU�`V\Y�WH`YVSS¹��
;LU�`LHY�VSK�V+LZR�OHZ�����TPSSPVU� YLNPZ[LYLK�JVU[YHJ-
[VYZ� HUK� TVYL� [OHU� �������� J\Z[VTLYZ� ^VYSK^PKL�� 0[�
HSSV^Z�\ZLYZ�[V�HZZLTISL�WLVWSL�^P[O�ZWLJPÄJ�ZRPSSZ�MVY�
limited periods of time, and get them to work in teams 
or individually. 

¸*YV^KZV\YJPUN� OLSWZ� \Z� [V� KV� ^VYR� JOLHWLY�� LHZPLY��
HUK� MHZ[LY�¹� ZH`Z�/PSS�� :OL� WVPU[Z� [V� P[Z�THU`� HWWSPJH-
tions, ranging from getting simple tasks done with an 
army of workers to voting on elections, stock outcomes 

.VVNSL»Z�(UKYVPK�VWLYH[PUN�Z`Z[LT�MVY�
smartphones and tablets is a classic 
L_HTWSL��(IV\[�700,000 Android applica-

tions�^LYL�H]HPSHISL�HZ�VM�6J[VILY�������
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and funding work at the micropayment level in the  
KL]LSVWPUN�^VYSK�� /V^L]LY�� JYV^KZV\YJPUN� OHZ� SPTP[H-
tions with respect to the quality of work generated and 
measuring it, and managing a large and diverse set of 
unskilled workers at scale, she adds.

/PSS� ^HZ� PU]VS]LK� PU� SH\UJOPUN� H� SHYNL� JYV^KZV\YJPUN�
JVTWL[P[PVU� JHSSLK� [OL� 4`/LHY[4HW� *OHSSLUNL� [V� NL[�
WLVWSL�PU�7OPSHKLSWOPH�[V�THW�H\[VTH[PJ�KLÄIYPSSH[VYZ�PU�
[OL�JP[ �̀�:OL�HSZV�\ZLK�Z[VJR�WPJRZ�MYVT�WHY[PJPWHU[Z�VU�
[OL�4V[SL`�-VVS�-PUHUJPHS�^LIZP[L�[V�WYLKPJ[�Z[VJR�WLY-
formance.

Peer advocacy power: *\Z[VTLYZ�^HU[� ¸[V� OLHY� HUK�
IL�OLHYK�¹�ZH`Z�-HYVVX��-YVT�[OH[�LTLYNLZ�[OL�WV^LY�VM�
¸WLLY�HK]VJHJ`¹�HUK�JYV^KZV\YJPUN�[V�L_[YHJ[�I\ZPULZZ�
]HS\L�� ¸*\Z[VTLYZ� [Y\Z[� VUL� HUV[OLY� TVYL� [OHU� [OL`�
trust the businesses they deal with, and also want their 
VWPUPVUZ�[V�IL�OLHYK�¹�OL�HKKZ��/L�WVPU[Z�[V�*V]LZ[VY��
H�Ä]L�`LHY�VSK�)VZ[VU��4(�IHZLK�VUSPUL�IYVRLYHNL�ÄYT�
that builds its business model on those maxims. With 
the permission of its clients, it validates and exposes the 
WVY[MVSPV� WLYMVYTHUJL� VM� ¸TVKLS� THUHNLYZ¹� [OH[� OH]L�
produced superior investment returns. Its investor cli-
ents could choose to mimic those model managers, who 
would get a percentage share of the returns for the ser-
vice that they provide. 

*\Z[VTLY� VWPUPVUZ� VU� ZVJPHS� TLKPH� OLSW� ÄYTZ� SLHYU�
about their performance, and customers learn about the  
quality of products and services from one another, says 
/PSS��WVPU[PUN�[V�VUL�HZWLJ[�VM�[OL�WV^LY�VM�WLLY�HK]V-
cacy. “Firms have the opportunity to craft and drive the 
message that they want consumers to discuss online 
HIV\[� [OLPY� WYVK\J[Z�¹� ZOL� HKKZ�� /V^L]LY�� ÄYTZ� HUK� 
consumers must be wary of shills, or fake reviews 
HUK� JVTTLU[Z� VUSPUL�� /PSS� OHZ� \ZLK� ZVJPHS� TLKPH� [V�
[YHJR�IYHUK�HK]LY[PZPUN�K\YPUN�THQVY�L]LU[Z�[V�TVUP[VY� 
responses to brands over time and by demographic  
category.

Fresh View 
from the Top
In order to extract the gains of advanced 
technologies fully, top managements must 
realign organizational goals and perfor-
mance metrics to break silos, embrace 
collaboration and promote technology 
integration. “When there is collaboration, 
[OLYL�PZ�Z`ULYN �̀¹�ZH`Z�-HYVVX��;OL�QVI�VM�
[OL�*06�OHZ�[V�L]VS]L�[V�HKHW[�[V�[OL�YHWPK�
shift both in how technology is deployed 
and how it will be used – the focus has 
to shift from managing information and 
technology infrastructure to enabling busi-
ULZZ�^P[O�NYLH[LY�ZWLLK�HUK�HNPSP[ �̀�¸;OL�º0»�
PU�*06�^PSS�PU�[OL�M\[\YL�IL�H�SV^LY�JHZL�ºP»�
that emphasizes intelligence, insights and 
PUUV]H[PVU�¹�OL�HKKZ�

6UL�ZOV\SK�HSZV�HKK�¸PTHNPUH[PVU¹�[V�[OH[�
list, says Farooq. “Our greatest limitation 
is our inability to imagine what is possible, 
ILJH\ZL�[OL�[LJOUVSVN`�[V�KV�P[�PZ�[OLYL�¹�
he adds. “If you were to ask a kid on the 
��[O�ÅVVY�VM�H�I\PSKPUN�^OH[�PZ�[OL�MHZ[-
est way to get to the ground, he would 
WYVIHIS`�ZH �̀�º1\TWPUN�V\[�[OL�^PUKV �̂»�
)\[�PM�`V\�[LSS�OPT�[OH[�`V\�JV\SK�KPL�PM�`V\�
KPK�[OH[��OL�TPNO[�YLZWVUK��º5V[�YLHSS �̀�IL-
cause I have this magic suit that will take 
me down in a manner that will not kill me.’ 
;VKH �̀�P[�PZ�HSS�HIV\[�KHYPUN�[V�KYLHT�HIV\[�
[OH[�THNPJ�Z\P[�¹ 
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�PUZPZ[�[OH[�7YLKPJ[P]L�(UHS`[PJZ�^PSS�OH]L�
a very high impact on strategic 

decision making

�:V\YJL!�+PWZ[PJR�:\Y]L`�VM�+LSLNH[LZ�H[�+H]VZ�����

51%



The Consumer 

IT Revolution

���:KDW�,W�0HDQV�)RU�%XVLQHVV

>OH[�PZ�P[&�;OL�*VUZ\TLYPZH[PVU�VM�0;��*�0;��
describes the growing phenomenon of con-
sumers - and consumer technology - driving 

innovation in the corporate sector. Employees 
are taking the experience and insight drawn 
from their consumer use of hardware and 

mobile applications from their personal lives
to their professional lives.

R E S E A R C H  R E P O R T 



(Z�YLJLU[S`�HZ�[^V�KLJHKLZ�HNV��LTWSV`LLZ»�L_WVZ\YL��
and opportunity, to test ideas and innovate was limited. 
;LJOUVSVN`�̂ HZ�SHYNLS`�PU[YVK\JLK�HUK�\ZLK�PU�[OL�̂ VYR-
WSHJL��(Z�H�JVUZLX\LUJL��º^VYR�SPML�BKYV]LD�[OL�HKVW[PVU�
of technology into our personal lives’.�

;VKH �̀� LTWSV`LLZ� HYL� \ZPUN� [LJOUVSVN`� PU� [OLPY� WLY-
sonal lives that is increasingly more advanced than the 
technology they experience in the workplace. With the 
ever-increasing accessibility of smart-phones, social 
JVTW\[PUN� [VVSZ� HUK� ºZVJPHS»� [LJOUVSVN �̀� LTWSV`LLZ�
OH]L�ILJVTL�HJJ\Z[VTLK�[V�º[OL�WV^LY��JVU]LUPLUJL��
ÅL_PIPSP[ �̀�HUK�JVUULJ[LKULZZ�VM¯JVUZ\TLY�[LJOUVSVN`�
L_WLYPLUJLZ�BHUK�^HU[D�[OVZL�ZHTL�JHWHIPSP[PLZ�[V�OLSW�
B[OLTD�H[�^VYR»��

4VYL�ZWLJPÄJHSS �̀�HZ�WYVK\J[Z�HUK�HWWSPJH[PVUZ�ILJVTL�
more sophisticated, employees become more instru-
mental in driving an ever-greater level of innovation 
H[� ^VYR�� 6]LY� ���� VM� ZLUPVY� I\ZPULZZ� SLHKLYZ� WVSSLK� 
JP[LK� ºIL[[LY� PUUV]H[PVU»�HZ� [OL�TVZ[� [HUNPISL�JVTTLY-

JPHS�ILULÄ[�VM�*�0;��.H\YH]�+OHSS��.SVIHS�/LHK�VM�4VIPSP[`�
:VS\[PVUZ�H[�>PWYV��UV[LZ�[OH[�¸[OLYL�^PSS�IL�H� SV[�TVYL� 
PUUV]H[PVU¯�H�SV[�TVYL�LU[YLWYLUL\YPHS�KYP]L"�IV[O�MYVT�
H� [LJOUVSVN`� WLYZWLJ[P]L�� JYLH[PUN� UL^� [LJOUVSVN`¹��
and in the creation of new concepts.� 

/VSPZ[PJHSS �̀� [OPZ� [YLUK� YLWYLZLU[Z� H� WOLUVTLUVU� [OH[�
ZVTL�ZH`�THYRZ�H�ºI\`LY�SLK�YL]VS\[PVU»�PU�OV^�PUMVYTH-
tion technology is produced, applied and consumed.

>O`�PZ� P[� PTWVY[HU[&�;OL�*VUZ\TLYPaH[PVU�VM�0;� PZ�OH]-
ing a positive and profound impact on standard of liv-
ing, employee work life and collaboration, and corporate  
behavior. It is changing the way business operates 
and the role and expectations of stakeholders, both as  
JVUZ\TLYZ� HUK� LTWSV`LLZ�� 4VZ[� PTWVY[HU[S �̀� P[� PZ� 
driving higher levels of productivity, increased business 
HUK�LTWSV`LL�LɉJPLUJ �̀�HUK�J\Z[VTLY�LUNHNLTLU[�HUK�
satisfaction. 

;OPZ� WHWLY� JVUZPKLYZ� [OL� ILULÄ[Z� [V� I\ZPULZZ� MYVT� H�
technology and operations point of view, as well as a 

Predicting the Future Today

;̂ LU[`�`LHYZ�HNV�[LJOUVSVNP-
cal innovation was generated 
by business, shared in the 
work place, and brought 
OVTL�I`�LTWSV`LLZ��;VKH �̀�
business is witnessing a 
����KLNYLL�YL]LYZHS�VM�[OL�
traditional cycle of informa-
tion technology. In what 
OHZ�ILJVTL�RUV^U�HZ�º[OL�
*VUZ\TLYPZH[PVU�VM�0;»��*�0;���
employees – as consumers 

VU�VYPNPUHS�WVSSPUN�^P[O�*�:\P[L�
representatives from the UK, 
<:(��-YHUJL�HUK�0UKPH�[OL�
data highlights the economic 
power of mobile and social 
[LJOUVSVN`�¶�JVUÄYTPUN�[OH[�
*�0;�^PSS�JVU[PU\L�[V�YHWPKS`�
alter business models and 
sectors – and assuring us of 
H�]LY`�ZPTWSL�JVUJS\ZPVU!�The 

-\[\YL�PZ�4VIPSL�

– are bringing insights and 
experiences into the work 
place, sharing pioneering 
technology, and driving busi-
ness innovation.

;OPZ�YLWVY[�L_HTPULZ�[OPZ�
paradigm shift, looking at the 
PTWHJ[�VM�*�0;�VU�LJVUVTPJ�
productivity, and, in particu-
lar, exploring the future ben-
LÄ[Z�HUK�JOHSSLUNLZ�IHZLK�

��.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»
��4PJYVZVM[��KLÄUP[PVU�VM�*VUZ\TLY�0;�O[[W!��^^ �̂aKUL[�JVT�ISVN�TPJYVZVM[�[OL�JVUZ\TLYPaH[PVU�VM�P[�HUK�VM�TPJYVZVM[���� 
��.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»
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more strategic perspective. Part One considers the 
WYHJ[PJHS�ILULÄ[Z�HUK�PTWSPJH[PVUZ�MVY�I\ZPULZZ�HUK�JVU-
Z\TLYZ��7HY[�;̂ V�L_HTPULZ�[OL�KLÄUPUN�ILULÄ[!�WYVK\J-
[P]P[`�NHPUZ��-PUHSS �̀�7HY[�;OYLL�SVVRZ�H[�[YLUKZ�HUK�JOHS-
SLUNLZ��;OL�JVUJS\ZPVU�JVUZPKLYZ�[OL�PTWSPJH[PVU�VM�*�0;�
MVY�*HWP[HSPZT��

;OL� PUZPNO[Z�KYH^�VU�JVU]LYZH[PVUZ� MYVT� PU�KLW[O�Z\Y-
]L`Z�VM�ZLUPVY�L_LJ\[P]LZ�HJYVZZ�Ä]L�THYRL[Z��<:(��<2��
-YHUJL��0UKPH��HUK�(\Z[YHSPH��(For more information, see, 
Methodology)

;OL�)\ZPULZZ���*VUZ\TLY�)LULÄ[Z�

7HY[����;OL�-\[\YL�0Z�4VIPSL�
*�0;� PZ� M\UKHTLU[HSS`�JOHUNPUN�[OL�^H`�^L�^VYR��>P[O�
TVIPSL�� ZVJPHS� HUK� JSV\K� [LJOUVSVN`� H[� V\Y� ÄUNLY[PWZ�
– via smart phones and tablet devices – we can work 
^OLYL�^L�^HU[��^OLU�^L�^HU[��:V�ºTVIPSL»�TLHUZ�IV[O�
a way of working and the Internet platform that makes 
this work possible – inside and outside the workplace.

����VM�*�Z\P[L�L_LJ\[P]LZ�WVSSLK�OHPSLK�ºTVIPSL�KL]PJ-

LZ»�HZ�[OL�NYLH[LZ[�KYP]LY�VM�*�0;�PU�[OLPY�JVTWHU �̀�^P[O�
º^PYLSLZZ� PU[LYUL[»�JVTPUN� PU�H[�H�JSVZL�ZLJVUK��(Z� [OL�
two become increasingly integrated, the potential for in-
KP]PK\HSZ�[V�IL�TVYL�PUÅ\LU[PHS�PU�[OL�LJVUVT`�ILJVTLZ�
even greater. 

For business this means greater access to stakeholders 
and employees, stronger consumer relationships, and 
PUJYLHZLK� LɉJPLUJ �̀� WYVK\J[P]P[`� HUK� PUUV]H[PVU��*VU-
J\YYLU[S �̀� *�0;� LTWV^LYZ� JVUZ\TLYZ� HUK� LTWSV`LLZ��
NP]PUN�[OLT�HKKLK�ÅL_PIPSP[ �̀�NYLH[LY�JVU[YVS��HUK�H�SHYNLY�
presence at the stakeholder table. 

����*�0;�º-YVT�;OL�6\[ZPKL�0U»!�)\ZPULZZ�)LULÄ[Z
7VSSPUN�KH[H�ZOV^LK�ZL]LYHS�RL`�*�0;�KP]PKLUKZ�MVY�I\ZP-
ness, including greater innovation, lowered costs, stron-
ger customer relationships and increased productivity 
�^OPJO�^L�^PSS�KPZJ\ZZ�PU�KL[HPS�PU�WHY[����

Lowered Cost + Increased Innovation

;OL�¸WYPTHY`�KYP]LY�VM�HKVW[PUN�*�0;¹�PU�[OL�^VYRWSHJL��
¸BPZD�[OL�YLK\J[PVU�PU�JVZ[�VM�[OL�LX\PWTLU[��PUMYHZ[Y\J[\YL�

/PNOLY�7YVK\J[P]P[`

)L[[LY�PUUV]H[PVU

:[YVUNLY�[LHTZ�

No commercial value

)L[[LY�KLJPZPVU�THRPUN

:[YVUNLY�J\Z[VTLY�YLSH[PVUZ

3V^LYPUN�JVZ[Z

+VU»[�RUV^�

49%

46%

42%

31%

38%

29%

4%

3%

FIG 1: WHAT IS THE COMMERCIAL VALUE OF C.IT BENEFITS 

TO YOUR BUSINESS?
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HUK�KH[H¹��/LHK�VM�9+��<2���(Z�H�YLZ\S[�VM�[LJOUVSVNP-
JHS�HK]HUJLZ��NSVIHSPaH[PVU�HUK�*�0;��LTWSV`LLZ�HYL�MHY�
less reliant on employers for training, understanding and 
access to technology. 

4VUVSP[OPJ�JVYWVYH[L�I\ZPULZZ�Z`Z[LTZ�^OPJO�VUJL�YL-
quired special training are being replaced with stream-
lined Internet technologies, greatly reducing the cost 
VM�LTWSV`LL�[YHPUPUN�HUK�LK\JH[PVU��([� [OL�ZHTL�[PTL��
greater knowledge of new technologies means greater 
innovation in the work place.

(� YLJLU[� +LSS� Z\Y]L`� UV[LK� [OH[� ���� VM� NLULYH[PVU� @�
LTWSV`LLZ��HUK�����VM�����LTWSV`LLZ�\ZL�[LJOUVSVN`�
tools in their personal life that are more innovative and 
LɉJPLU[�[OHU�[OVZL�\ZLK�PU�[OLPY�^VYR�SPML�4 (JJVYKPUNS �̀�
an increasingly sophisticated workforce is leading to the 
YPZL�VM�[OL�ºPU[YLWYLUL\Y»!�JYLH[P]L�LTWSV`LLZ�PU�[OL�TPK-
KSL�YHURZ�VM�SHYNL�ZJHSL�I\ZPULZZLZ��;OPZ�JHU�TLHU�UV[�
only more streamlined processes, but also the produc-
tion of new concepts and services.

;OL� PUUV]H[PVU� KP]PKLUK� PZ� VUL� VM� [OL� TVZ[� JYP[PJHS� 
ILULÄ[Z� VM� *�0;� MVY� I\ZPULZZ�� ^P[O� V]LY� ���� VM� I\ZP-
ULZZ� SLHKLYZ�Z\Y]L`LK�Z\WWVY[PUN� [OPZ�JVUJS\ZPVU��;OL� 
combination of new technologies and new ways of work-
ing is unleashing positive competitive pressure into the 
market – generating new products and supply chains – and  
KYP]PUN� ZPNUPÄJHU[� PUUV]H[PVU� IV[O� PU� [OL� ^VYRWSHJL��
and in the production of consumer facing products and 
ZLY]PJLZ��<S[PTH[LS �̀�*�0;� PZ� ºPTWYV]PUN�[LJOUVSVN`»�HUK�
allowing businesses to serve customers, vendors and 
KLHSLYZ�PU�H�IL[[LY��PUUV]H[P]L�^H`»��*06��0UKPH��

Stronger customer relationships

)\ZPULZZ�SLHKLYZ�ZPUNSLK�V\[��¸[OL�WV[LU[PHS�[V�TLL[�[OL�
ULLKZ�VM�JVUZ\TLYZ¹��HZ�[OL�YLZ\S[�VM�*�0;�[OH[�OHZ�OHK�
the most impact on their own company, with almost two-
[OPYKZ�VM�I\ZPULZZ�SLHKLYZ��� ���THRPUN�[OPZ�VIZLY]H[PVU��
4VYLV]LY�� PUUV]H[P]L� TVIPSL� [LJOUVSVN`� PZ� ¸PUJYLHZPUN�
[OL�H]HPSHIPSP[`�HUK�YLHJOHISP[`�VM¯JVUZ\TLYZ¹��*�Z\P[L��
0UKPH���:V�^P[O�*�0;�� [OL�J\Z[VTLY� ºMLLKIHJR� SVVW»�NL[Z�
[PNO[LY��;OPZ�TLHUZ�[OH[�I\ZPULZZ�JHU�KL]LSVW�Z[YVUNLY�
relationships with their customers, reaching out to them 
on a variety of platforms and actively engaging them 
[OYV\NO�TVIPSL� [LJOUVSVN �̀�.YLH[LY� MLLKIHJR�HUK�JVS-
laboration means companies can build stronger brands, 
HUK�^P[O�TVIPSL�L�JVTTLYJL�ZL[�[V�HJJV\U[�MVY�����VM�
VUSPUL�ZHSLZ��PU�[OL�<:���PUJYLHZLK�HUK�TVYL�HJJLZZPISL�
methods of communicating with customers means big 
business opportunities.

����*�0;�º-YVT�;OL�0UZPKL�6\[»!�*VUZ\TLY�)LULÄ[Z
>OLU� ^L� [HSR� HIV\[� [OL� JVUZ\TLY� ILULÄ[Z� VM� *�0;��
.H\YH]�+OHSS�OPNOSPNO[Z�[OH[�^L�ZOV\SK�IL�[HSRPUN�HIV\[�
[^V� ZL[Z� VM� JVUZ\TLYZ!� PU[LYUHS� JVUZ\TLYZ�� ^OV� HYL� 
employees and external consumers, who are customers 
VM� [OL� LU[LYWYPZL�� )V[O� NYV\WZ� HYL� ZL[� [V� ZLL� NHPUZ� PU�
ÅL_PIPSP[`�HUK�SL]LSZ�VM�ZH[PZMHJ[PVU�

0U[LYUHS�*VUZ\TLYZ!�,TWSV`LL�)LULÄ[Z
*�0;�PZ�JOHUNPUN�HZZ\TW[PVUZ�HIV\[�[OL�^VYSK�VM�^VYR�

:VJPHS�4LKPH��5L[^VYRZ

+VU»[�RUV^

OthersWireless Internet

Personal mobile devices 

FIG 2: WHAT IS DRIVING C.IT IN YOUR 
COMPANY THE MOST?
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revolutionising the status quo, and transforming corpo-
YH[L�J\S[\YLZ�HUK�WLYMVYTHUJLZ��*�0;�ºNP]LZ�WLVWSL�[OL�

opportunity to work, where the work is required to be 
KVUL»��ºM\UKHTLU[HSS`�PUJYLHZPUN�[OL�X\HSP[`�VM�^VYR�SPML»�
MVY�LTWSV`LLZ��*06��(\Z[YHSPH��6 

/HSM�VM�I\ZPULZZ�SLHKLYZ�WVSSLK�ZHPK�[OH[�[OL�U\TILY�VUL�
JOHUNL�[V�[OLPY�I\ZPULZZ�TVKLS�HZ�H�YLZ\S[�VM�*�0;�^HZ�[V�
PU[YVK\JL�ÅL_PISL�HUK�TVIPSL�^VYRPUN�VWWVY[\UP[PLZ� MVY�
Z[HɈ�� 0UJYLHZLK�\ZL�VM�TVIPSL� [LJOUVSVN`� PU� [OL�^VYR-
place allows employees to access corporate systems 
and data on the go, on the train to and from work, or 
H[� OVTL�� +PZYLNHYKPUN� ^OH[� [OPZ�TLHUZ� MVY� WYVK\J[P]-
P[`� �^OPJO�^L�^PSS� KPZJ\ZZ� PU� [OL� UL_[� ZLJ[PVU��� NYLH[LY�
ÅL_PIPSP[`� JHU� TLHU� NYLH[LY� LTWSV`LL� ZH[PZMHJ[PVU�� 
,TWSV`LLZ��UV[LZ�+OHSS��^PSS�IL�HISL�[V�^VYR�¸PU�H�OHWWP-
er situation...from a device or technology of their choice, 
as opposed to them being buckled down on a seat in 
MYVU[�VM�H�JVTW\[LY¯¹��

;OPZ�TLHUZ�\UKLYZ[HUKPUN�[OH[�*�0;�MVY�[OL�ºPU[LYUHS�JVU-
Z\TLY»�PZ�UV[�HIV\[�960��I\[�HIV\[�[OL�ºIPN�PTWHJ[»�¶�[OL�

Enhanced ability to meet customer needs

9LK\J[PVU�PU�JVZ[Z

/PNOLY�7YVK\J[P]P[`

/PNOLY�ZLJ\YP[`�IYLHJO�YPZR

/PNOLY�YLW\[H[PVU�YPZR

59%

47%

46%

27%

19%

FIG 3: AS A RESULT OF C.IT, WHICH HAS THE MOST IMPACT 

ON YOUR BUSINESS?

ºLTWSV`LL�ZH[PZMHJ[PVU�PTWHJ[»�¶�HUK�[OL�ºV]LYHSS�PTWHJ[�
on the business’.��

(KKP[PVUHSS �̀� [OLYL� PZ� H� Z[YVUN� MLLSPUN� HTVUN� I\ZPULZZ�
leaders that communication between their colleagues 
PZ� PTWYV]PUN�ILJH\ZL�VM�*�0;��(Z�H�YLZ\S[�VM�JSV\K��TV-
bile HUK�WHY[PJ\SHYS`�ºZVJPHS»�[LJOUVSVN �̀�LTWSV`LLZ�UV^�
have better access to each other; resulting in “better 
\UKLYZ[HUKPUN�HTVUNZ[�LTWSV`LLZ¹��*�Z\P[L��<:(���HUK�
NYLH[LY�WVZP[P]L�LUNHNLTLU[��.YLH[LY�JVSSHIVYH[P]L�HIPS-
P[`�JHU�PUJYLHZL�LɉJPLUJ`�¶�ILULÄ[PUN�IV[O�[OL�^VYRLY�
and the business as a whole.  

,_[LYUHS�*VUZ\TLYZ!�*\Z[VTLY�)LULÄ[Z
*�0;� PZ�HSZV�NLULYH[PUN�THU`�WVZP[P]L�ILULÄ[Z� MVY�J\Z-
tomers, in terms of lowering prices, increasing customer 
service, and giving them a greater stake in their own 
economy. In particular, it “helps to maintain a balance 
IL[^LLU� [OL� BJ\Z[VTLY»ZD� L_WLJ[H[PVUZ� HUK� LU[LYWYPZL�
YLX\PYLTLU[Z¹� �*-6�� <:��� *�0;� LTWV^LYZ� ^VYRLYZ� HZ�
JVUZ\TLYZ��;OL�JVTIPUH[PVU�VM�UL^�[LJOUVSVN �̀�OHYK-
ware and software, as well as new, more mobile prod-

6�@V\.V]�7SJ�WVSSPUN�KH[H�MVY�;3.�HUK�>PWYV�
��.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»
��.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»





\J[Z�HUK�ZLY]PJLZ�NP]LZ�JVUZ\TLYZ�HKKLK�ÅL_PIPSP[`�HUK�
JVU[YVS�V]LY�]HY`PUN�HZWLJ[Z�VM�[OLPY�SP]LZ��MYVT�ÄUHUJPHS�
ZLY]PJLZ� [V� YL[HPS� HUK� SLPZ\YL��*VUZ\TLYZ»� HIPSP[`� [V� PU-
teract with businesses and brands when and how they 
want to means higher customer satisfaction and, as 
+OHSS�OPNOSPNO[Z��NLULYH[LZ�H�JSHZZPJ�º^PU�^PU»�ZJLUHYPV!�
¸¯�PM�JVUZ\TLYZ�NL[�PUMVYTH[PVU�HUK�HJJLZZ�[V�ZLY]PJLZ�
through mobile devices and they feel secure about it, 
HUK�[OL`»YL�HISL�[V�[YHUZHJ[�ºVU�[OL�NV»��H[�[OLPY�WHJL��H[�
a time they want to do it, their satisfaction is far higher 
HUK�I\ZPULZZLZ�NL[�PTTLUZL�ILULÄ[¹� 

(KKP[PVUHSS �̀�^P[O�I\ZPULZZ�PU[LNYH[PUN�LTWSV`LL�PUUV]H-
tion, the consumer is likely to see better service, more 

“...If consumers get information and access to services 
through mobile devices and they feel secure about it, 
HUK�[OL`»YL�HISL�[V�[YHUZHJ[�ºVU�[OL�NV»��H[�[OLPY�WHJL��H[�
a time they want to do it, their satisfaction is far higher 
HUK�I\ZPULZZLZ�NL[�PTTLUZL�ILULÄ[�¹�

3HJR�VM�\UKLYZ[HUKPUN�VM�*�0;

;OLYL�HYLU»[�HU`�YLZ[YHPU[Z

*HWP[HS�NHW�

Other

9LN\SH[VY`�IHYYPLY

:RPSSZ�NHW

+VU»[�RUV^

28%

23%

13%

17%

13%

5%

1%

FIG 3: WHAT WILL ACT AS THE BIGGEST RESTRAINT ON THE 

POSITIVE IMPACT OF C.IT?

specialised products and an increase in the value of their 
feedback on products and services. 

7HY[����:WLJPHS�-VJ\Z!�7YVK\J[P]P[`�.HPUZ
;OL� TVZ[� KVTPUHU[� [OLTL� LTLYNPUN� MYVT� ZLUPVY� 
I\ZPULZZ� SLHKLYZ� ^OLU� JVUZPKLYPUN� [OL� *VUZ\TLYPaH-
[PVU�VM�0;��*�0;��PZ�[OL�WVZP[P]L�PUÅ\LUJL�*�0;�PZ�OH]PUN�VU�
WYVK\J[P]P[ �̀�:VTL�����VM�I\ZPULZZ� SLHKLYZ�JSHPT�[OH[�
ºOPNOLY�WYVK\J[P]P[`»�PZ�UV[PJLHISL�PU�[OLPY�JVTWHUPLZ�HZ�
H�YLZ\S[�VM�*�0;��^P[O�H�M\Y[OLY�[OPYK�ILSPL]PUN�P[�^PSS�OH]L�H�
WVZP[P]L�PTWHJ[�PU�[OL�UL_[�������TVU[OZ��7LYOHWZ�TVZ[�
strikingly of all, our data shows that no business lead-
LYZ�PU�HU`�THYRL[�KV\I[�[OL�WYVK\J[P]P[`�ILULÄ[Z�VM�[OL�
*VUZ\TLYPZH[PVU�VM�0;�

;OL�PUÅ\LUJL�VM�*�0;�VU�WYVK\J[P]P[`�HWWLHYZ�[V�IL�T\S[P�
dimensional, with increases in productivity predicted to 
JVTL� [OYV\NO� H�� IL[[LY� JVVWLYH[PVU� HUK� JVSSHIVYH[PVU��
I��TVYL�LɉJPLU[�VWLYH[PVUZ�HUK�J��OLPNO[LULK�J\Z[VTLY�
responsiveness.

:LUPVY� I\ZPULZZ� SLHKLYZ� MYVT� KPɈLYLU[� THYRL[Z� HSZV� 

 �.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»



ZPUNSL� V\[� [OL� ILULÄ[Z� VM� NYLH[LY� ÅL_PIPSP[ �̀� ºVWLUULZZ»�
HUK� TVIPSP[`� MYVT� *�0;�� ¸;OL� *VUZ\TLYPZH[PVU� VM� 0;� 
allows greater accessibility and collaboration between 
LTWSV`LLZ¯� OLSWBPUND� [V� PTWYV]L� WYVK\J[P]P[`¹� �6W-
LYH[PVUZ� +PYLJ[VY�� <:��� 6UL�PU�[^V� I\ZPULZZ� SLHKLYZ� 
Z\Y]L`LK� YLJVNUPZL� [OPZ�HZ� [OL� SLHKPUN�ILULÄ[��IV[O� PU�
its own terms, and for building stronger collaborative  
working.

Social Productivity

+YP]PUN�[OPZ�PUJYLHZL�PU�JVSSHIVYH[PVU�PZ�ºZVJPHS»�[LJOUVS-
ogy that allows workers to build better relationships and 
JVUK\J[�I\ZPULZZ�̂ P[OPU�H�̂ PKLY�UL[^VYR��*�0;�̧ ZPTWSPÄLZ�
HJJLZZ�[V�PUMVYTH[PVU�HUK�MHJPSP[H[LZ�JVTT\UPJH[PVU¹�PU-
[LYUHSS`�HZ�^LSS�HZ�L_[LYUHSS`��*;6��-YHUJL���:VJPHS�TLKPH�
WSH[MVYTZ�HYL�JLU[YHS�ºMHJPSP[H[VYZ»�VM�JVTT\UPJH[PVU��HZ�
HYL�KPɈLYLU[�HZWLJ[Z�VM�[LJOUVSVN �̀�Z\JO�HZ�>P�-P��[OH[�
THRL� [OLZL� WSH[MVYTZ� WVZZPISL�� (S[OV\NO� +OHSS� UV[LZ�
[OH[� ¸ZVJPHS� PZ� UV[� M\SS`� HKVW[LK� PU� [OL�^VYRWSHJL�¹� OL�
PZ�JVUÄKLU[�[OH[�P[�^PSS�VUS`�PUJYLHZL�HZ�I\ZPULZZ�YLJVN-
nizes social’s power for driving greater collaboration. ��

*VTWV\UKPUN� [OL� WYVK\J[P]P[`� NHPUZ� Z[LTTPUN� MYVT�
social technology is the proliferation of smartphone use 
by employees – both in, and outside, the work place. 
:THY[WOVULZ� HYL� VUL� VM� [OL� RL`� KYP]LYZ� VM� IV[O� *�0;�
HUK� [OL� W\YZ\HU[� NHPUZ� PU� WYVK\J[P]P[ �̀� ^P[O� V]LY� ����
of workers using smartphones at work.���º4VIPSL�^VYR-
ers’ (those who actively use their smartphones to con-
K\J[�I\ZPULZZ��JHU�Z[H`�JVUULJ[LK�¶�HSSV^PUN� [OLT� [V�
^VYR�UVU�[YHKP[PVUHS�OV\YZ�PU�UVU�[YHKP[PVUHS�ZL[[PUNZ��(�
+LSS�Z\Y]L`�ÄUKZ�[OH[�ZTHY[WOVUL�KL]PJLZ�[OH[�HSSV^�MVY�
NYLH[LY�^VYR�TVIPSP[`�LUHISL�^VYRLYZ�[V�HKK����TPU\[LZ�
back to their workday����-VY�THU`�L_LJ\[P]LZ��������[OL�
\WSPM[� PU� WYVK\J[P]P[`� MYVT�*�0;� HUK� ZTHY[WOVUL� \ZL� PZ�
already feeding through into the workplace, as well as 
being a trend that will continue to grow stronger.

;OL�PUJYLHZLK�\ZL�VM�ZVJPHS��TVIPSL�HUK�JSV\K�[LJOUVSV-
N`�[OH[�OHZ�YLZ\S[LK�MYVT�*�0;�PZ�HSZV�KYP]PUN�\W��WYVK\J-
[P]P[`�I`�PUJYLHZPUN�LɉJPLUJ`�HUK�ZPTWSPM`PUN�HKTPUPZ[YH-

tive procedures. Executives polled noted that employees 
¸^PSS�^VYR�TVYL�LɉJPLU[S`� [OYV\NO�TVIPSL�KL]PJLZ�HUK�
[HISL[Z¹��*06��0UKPH���

0U�SHYNL�WHY[�ºKPNP[HS�UH[P]LZ»�¶�`V\UNLY�^VYRLYZ�MVY�^OVT�
technology has always been part of their daily life – are 
KYP]PUN� [OLZL� NHPUZ� PU� LɉJPLUJ �̀� (Z� ZTHY[WOVULZ� HUK�
HWWZ� ILJVTL� TVYL� ºTHPUZ[YLHT»� JVTWHUPLZ� ULLK� [V�
embrace the technological needs and likes of the young-
er generation workers in order to harness their skills. 
;OPZ�^PSS�HSZV�OLSW�JVTWHUPLZ�H[[YHJ[�H�MVY^HYK�SVVRPUN�
and engaged workforce, which can be a competitive  
advantage.

>OPSZ[� P[� PZ� UV[� WVZZPISL� [V� JVUÄKLU[S`� WYLKPJ[� HSS� 
LJVUVTPJ�HUK�ZVJPHS�V\[JVTLZ�VM�*�0;�� [OL�JVUZLUZ\Z�
is overwhelming that businesses will become more  
LɉJPLU[�^OPSL�NLULYH[PUN�WVZP[P]L�JVTTLYJPHS�HUK�ZVJPHS�
outcomes, ultimately demonstrating the value in early  
investment both in structures and people.

The increased use 
of social, mobile and 
cloud technology that 
has resulted from 
C.IT is also driving 
up productivity by 
increasing efficiency 
and simplifying 
administrative 
procedures 

���.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»
���0U[LS��¸*VUZ\TLYPaH[PVU!�>OH[�PZ�PU�:[VYL�MVY�0;&�0UZPNO[Z�HUK�4HYRL[�9LZLHYJO¹��1\S`�����
���-VYYLZ[LY��¸0UJYLHZL�7YVK\J[P]P[`�I`�7YV]PKPUN�5V[LIVVRZ�)L`VUK�9VHK�>HYYPVYZ¹��6J[������ 17



@LZ�PU�WPSV[�SH\UJO�WOHZL�

+VU»[�RUV^

@LZ��PU�WPSV[�SH\UJO�WOHZLNo, but we are planning

No, and not planning

FIG 4: DOES YOUR COMPANY HAVE A BYOD 
POLICY?

7(9;����;YLUKZ�HUK�*OHSSLUNLZ�VM�*�0;
;OYV\NO� V\Y� YLZLHYJO� ^P[O� I\ZPULZZ� SLHKLYZ� [^V� RL`�
JOHSSLUNLZ�VM�*�0;�ILJHTL�HWWHYLU["�SHJR�VM�RUV^SLKNL�
HUK�\UKLYZ[HUKPUN�VM�*�0;�HUK� PZZ\LZ�YLSH[PUN�[V�[LJO-
nology, ownership and security.

����:RPSSZ�HUK�[OL�>VYRWSHJL�
6]LY� H� X\HY[LY� VM� I\ZPULZZ� SLHKLYZ� ������ UHTLK� [OL�
SHJR�VM�\UKLYZ[HUKPUN�VM�*�0;�HZ�[OL�IPNNLZ[�YLZ[YHPU[�VU�
[OL� WVZP[P]L� PTWHJ[� VM� [OPZ� WOLUVTLUVU�� (KKP[PVUHSS �̀�
H�X\HY[LY�VM�YLZWVUKLU[Z�UV[LK�[OH[�[OL�IPNNLZ[�KLÄJP[�
VM�*�0;�YLSH[LK�ZRPSSZ�^HZ�MV\UK�PU�[OL�*06»Z�VɉJL��6\Y� 
research shows, however, that there is a desire among 
executives to know more about the concept and poten-
[PHS�VM�*�0;��;OLYL�PZ�HSZV�H�ZLUZL�HTVUN�I\ZPULZZ�SLHK-
LYZ� [OH[� [OL�*06»Z� [LHT� JV\SK� IL� KL]LSVWLK� HUK� [OH[�
their role will – and must – change in order to adapt and 
leverage new technologies 

-\Y[OLYTVYL��*�0;�JV\SK�WYLJPWP[H[L�H�ZOPM[� PU� [OL� M\UJ-
[PVU�VM�[OL�*06�[V�JVUJLU[YH[L�[V�H�NYLH[LY�L_[LU[��HUK�
KYP]L�NYLH[LY�LɉJPLUJPLZ�MYVT��Z`Z[LTZ�HUK�WYVJLZZLZ��
;OPZ� WYVJLZZ�^PSS� IL� JVTWV\UKLK� HZ� PUUV]H[PVU� PZ� UV�
SVUNLY� JVUÄULK� [V�H�KLWHY[TLU[�� HUK�HZ�TVYL� YHKPJHS� 
ºZ\YÄUN»� HWWYVHJOLZ� HYL� HKVW[LK�� >PWYV»Z� +OHSS� 
VIZLY]LZ�HUK�WYLKPJ[Z�[OH[��¸PUUV]H[PVU�PZ�TV]PUN¹�MYVT�
[LJOUVSVN`� [LHTZ� [V�HSS� ZLJ[VYZ�VM� [OL�I\ZPULZZ��*VU-
ZLX\LU[S �̀� JVTWHUPLZ� ^PSS� ºZTHY[� ZV\YJL»� HJYVZZ� [OLPY� 
various divisions for client solutions.

����;LJOUVSVN �̀�6^ULYZOPW�HUK�:LJ\YP[`
In keeping with innovation in other aspects of tech-
UVSVN �̀� [OLYL� HYL� ZLJ\YP[`� PZZ\LZ� HZZVJPH[LK�^P[O�*�0;��
While this is predictable, it “can hamper the positive in-
Å\LUJL� VM�*�0;¹� �-PUHUJL�+PYLJ[VY�� <2��� 0ZZ\LZ� HYV\UK�
security stem from a “fear of the unknown and a lack 
VM�Z[HUKHYKPaH[PVU¹��UV[LZ�+OHSS��� Often companies do 
not have tested technologies, nor do they have tested  
systems that exist to secure their technology. 

*?6»Z�L_WYLZZ�[OLPY�IPNNLZ[�JVUJLYU�HZ�ILPUN�[OL�[OYLH[�

[V�0U[LSSLJ[\HS�7YVWLY[`��HUK�H�YPZR�VM�OHJRPUN��HZ�H�YLZ\S[�
VM�*�0;��0U[LYLZ[PUNS �̀�YLZWVUKLU[Z�PU�[OL�<2�OPNOSPNO[LK�
ZLJ\YP[`�IYLHJOLZ�VM�ÄUHUJPHS�HJJV\U[Z�HZ�[OL�ZPUNSL�IPN-
NLZ[�ZLJ\YP[`�[OYLH[�MYVT�*�0;��0ZZ\LZ�VM�[OPZ�UH[\YL�JVTL�
into play when employees want to use their own devices 
(often more technologically advanced than those they 
TPNO[�IL�\ZPUN�H[�^VYR��[V�JVUK\J[�I\ZPULZZ�HUK�HJJLZZ�
corporate services. While the use of employee owned 
smartphones will reduce costs for businesses, legal  
restrictions must be placed on  the use and control of  
content on personal devices. While noting that each 
company must develop its own strategy to address this 
PZZ\LZ�� +OHSS� Z\NNLZ[Z� [OH[� LTWSV`LLZ� ZPNU� JVU[YHJ[Z�
with their employers “giving the company consent to take 
control of some part of the device or all of the device and 
^PWL�P[�JSLHU¹�PM�[OL�LTWSV`LL�SLH]LZ�[OL�JVTWHU �̀����;OPZ�
^H �̀�I\ZPULZZLZ�JHU�SL]LYHNL�[OL�LɉJPLUJ`�NHPUZ�LUZ\LK�
by using technologically advanced devices while also  
protecting their content.

���.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»
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more than 50%

almost 3 in 5 

more than 2 in 5 
named the ability to meet customer need 
as the biggest impact on business as a 
YLZ\S[�VM�*�0;

YLZWVUKLU[Z�MYVT�[OL�<:�ZHPK�[OH[�[OLPY�
JVTWHUPLZ�PU[YVK\JLK�ÅL_PISL��TVIPSL�
^VYRPUN�VWWVY[\UP[PLZ�HZ�H�YLZ\S[�VM�*�0;

respondents name higher productivity as 
the biggest impact on business as a result 
VM�JVUZ\TLYPaH[PVU�VM�*�0;

Consumerization of IT in numbers

>OL[OLY�VY�UV[�H�JVTWHU`�OHZ�H�)YPUN�@V\Y�6^U�+L-
]PJL��)@6+��WVSPJ`�PZ�H�JVTTVU�[OLTL�^OLU�KPZJ\ZZPUN�
ZLJ\YP[`�HUK�*�0;��:\YWYPZPUNS �̀�V]LY�H�[OPYK�VM�I\ZPULZZ�
leaders polled say that their companies don’t have a 
)@6+�WVSPJ`� HUK� HYL� UV[� WSHUUPUN� [V� HKVW[� VUL�� ;OPZ�
Z[H[PZ[PJ�YLÅLJ[Z�I\ZPULZZ�SLHKLYZ»�^HYPULZZ�VM�LUNHNPUN�
a policy that can be seen to pose challenges relating to 
JVYWVYH[L�JVU[LU[�\ZL�HUK�KL]PJL�V^ULYZOPW��4VYLV]LY��
for business leaders it is less important whether it’s an 
employee owned device or a company owned device, 
what matters are the legal issues around access, par-
ticularly ownership and the innovation it can facilitate 
and inspire.

9LZ[YPJ[PUN� [OL� \ZL� VM� WLYZVUHS� KL]PJLZ�TH`� KLJYLHZL� 
innovation, especially among younger workers. For 
ºKPNP[HS�UH[P]LZ»�^OV�OH]L�ILLU�\ZPUN�ZTHY[WOVULZ�HUK� 
devices for most of their adult lives, “pushing them back 
VU[V�7*Z�HUK�KLZR[VWZ¹�^PSS�YLZ\S[�PU�¸KPZZH[PZMHJ[PVU�H[�

ZVTL�Z[HNL�¹�UV[LZ�+OHSS��*VUZLX\LU[S �̀�P[�TH`�IL�PU�[OL�
I\ZPULZZ»�ILZ[�PU[LYLZ[�[V�LTIYHJL�[OL�¸TVIPSPZH[PVU¹�VM�
[OL�^VYR�MVYJL��ÄUKPUN�PUUV]H[P]L�TLHUZ�HUK�[LJOUVSV-
gies to protect corporate data and intellectual property. 

Conclusion

;OL� PTWHJ[� HUK� PTWSPJH[PVUZ� VM� [OL� *VUZ\TLYPZH[PVU�
VM� 0;� Z\NNLZ[� [OH[� [OLYL� PZ� H� WVZP[P]L� PTWHJ[� MVY� I\ZP-
ULZZ� �LTWSV`LYZ�� HUK� PU[LYUHS� JVUZ\TLYZ� �LTWSV`LLZ���
;OL� MVYTLY� PZ� THRPUN� WYVK\J[P]P[`� NHPUZ�� ;OL� SH[[LY� PZ� 
experiencing a higher quality of life through new tech-
UVSVNPLZ��HUK�OH]PUN�NYLH[LY�PUÅ\LUJL�HUK�VWWVY[\UP[`�PU�
[OL�LJVUVT �̀�LP[OLY�HZ�HU�LU[YLWYLUL\Y�VY�ºPU[YLWYLUL\Y»�

.H\YH]�+OHSS� H[�>PWYV� YLMLYZ� [V� [OL� ¸WLYMLJ[� Z[VYT¹�VM�
¸HUHS`[PJZ�� JSV\K�� TVIPSL� HUK� ZVJPHS¹� HZ� ILPUN� IV[O� H�
positive but unpredictable driver for profound changes 
in the way we work and live our lives.��

;OPZ� WVPU[Z� [V� H� WV[LU[PHSS`� TVYL� WYVMV\UK� LɈLJ[� HUK� 

>OH[�)\ZPULZZ�SLHKLYZ�[OPUR�

���.H\YH]�+OHSS��º0U[LY]PL^�^P[O�;3.»
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1 in 5   
respondents said that the lack of
\UKLYZ[HUKPUN�VM�*��0;�PZ�[OL�IPNNLZ[�
restrain on the positive impact of this trend



almost 73%   

2 in 5 over a third   

of respondents MYVT�-YHUJL�UHTLK�ºYPZR�
VM�OHJRPUN»�HZ�[OLPY�WYPTHY`�*�0;�YLSH[LK�
concern

YLZWVUKLU[Z�MYVT�[OL�<2�UHTLK�ºZLJ\YP[`�
IYLHJO�VM�ÄUHUJPHS�YLJVYKZ»�HZ�[OLPY�WYPTHY`�
*��0;�YLSH[LK�JVUJLYU

of respondents said that their company
KVLZU»[�OH]L�H�)@6+�WVSPJ`�HUK�PZ�UV[�
planning to adopt one

implication than higher rates of collaboration, innovation 
HUK�WYVK\J[P]P[ �̀� ;OL�*VUZ\TLYPZH[PVU�VM� 0;�JHU�THRL�
the market work better.

;V�W\[�P[�HUV[OLY�^H �̀�[OL�ºPU]PZPISL�OHUK»�PZ�T\S[PWS`PUN�
¸*VYWVYH[L�HJJV\U[HIPSP[`¹�^PSS� ILJVTL�Z[YVUNLY� �*;6��
<:(��� HUK� JVTWHUPLZ� HUK�THYRL[Z� ^PSS� ILJVTL�TVYL�
[YHUZWHYLU[�HZ�H�YLZ\S[�VM�*�0;�¶�H�NVVK�[OPUN�MVY�*HWP-
talism – with a corresponding positive impact upon  
JVTWL[P[P]LULZZ�� :V� *�0;� PZ� THRPUN� JVTWHUPLZ� ^VYR�
ZTHY[LY��0U�KVPUN�ZV�P[�PZ�THRPUN�*HWP[HSPZT�^VYR�IL[[LY�

([�H�[PTL�^OLU�[OLYL�PZ�WYLZZ\YL�VU�I\ZPULZZ�[V�YLI\PSK
stakeholder relationships – and demonstrate a great-
er commitment to society – the rise of mobile has the  
potential to deliver positive commercial and social  
outcomes. 

Methodology:�;OL�VWPUPVU�YLZLHYJO�HTVUN�ZLUPVY�I\ZPULZZ�SLHKLYZ�
^HZ�JVUK\J[LK�I`�@V\.V]�WSJ��@V\.V]�Z\Y]L`LK�V]LY�VUL�O\UKYLK�
*?6Z�PU�Ä]L�JV\U[YPLZ��MYVT�[OL�<:(��<2��-YHUJL��0UKPH�HUK�(\Z[YHSPH�

;OL�YLZWVUKLU[Z�JHTL�MYVT�WYP]H[L�ZLJ[VY�JVTWHUPLZ"�IV[O�WYP]H[LS`�
owned and publicly listed, with operations in more than one country 
HUK�^P[O�H�[\YUV]LY�VM�TVYL�[OHU������TPSSPVU�

(SS�VM�[OL�YLZWVUKLU[Z�^LYL�LP[OLY�IHZLK�H[�[OL�JVTWHU`�OLHKX\HY[LYZ�
VY�H[�[OL�THPU�VWLYH[PVUHS�VɉJL�VM�[OL�JVTWHU �̀

;OL�PU[LY]PL^Z�^LYL�JVUK\J[LK�VɊPUL�I`�[LSLWOVUL��K\YPUN�1\S`�
(\N\Z[������

more than 50%   
respondents said that their companies put 
in place advanced security standards as a 
YLZ\S[�VM�*�0;



 will support business applications on 
WLYZVUHS�TVIPSL�KL]PJLZ�I`�����

�������������:V\YJL!�.HY[ULY�JVT

organizations

 90% of
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Big Value 

in Big Data

@V\�^V\SK�PTHNPUL�[OLYL�^V\SK�IL�KLSPNO[�H[�[OL�ÅVVK�VM�U\TILYZ�
^L�HYL�^P[ULZZPUN��;OH[»Z�H�ÅH^LK�UV[PVU��0[�PZ�PYVUPJ�[OH[�PU�H�^VYSK�
of shrinking resources, the one plentiful thing we have – data – is 
threatening to smother many

In my interactions with global businesses, I get the feel-
PUN�[OH[�0;�MVSRZ�HYL�ILPUN�V]LY^OLSTLK�I`�[OL�Z[YLHT�VM�
KH[H�[OL`�HYL�UV^�ILPUN�Z\IQLJ[LK�[V��;OL`�KVU»[�RUV^�
^OLYL�[V�SVVR�MVY�]HS\L�PU�)PN�+H[H��>OH[�[OL`�HYL�ZH`PUN�
PZ��¸*HU�`V\�[\YU�X\HU[P[`�PU[V�X\HSP[`&¹�>OH[�[OL`�TLHU�
PZ��¸/LSW�TL�ÄUK�I\ZPULZZ�\ZL�MVY�[OPZ�]HZ[�TV\U[HPU�VM�
KH[H�^L�JHW[\YL¹��

;OL�RL`� [V�LɈLJ[P]LS`� SL]LYHNL�KH[H� PZ� [V�ÄYZ[�JYLH[L�H�
Z[YVUN�I\ZPULZZ�JHZL!�OV^�T\JO�TVUL`�JHU�P[�ZH]L�TL&�
/V^�T\JO�[PTL�JHU�P[�ZH]L�TL&�>OH[�PZ�[OL�]HS\L�VM�[OH[�

:LUPVY�=PJL�7YLZPKLU[�HUK�.SVIHS�
/LHK���(UHS`[PJZ��0UMVYTH[PVU�
4HUHNLTLU[�:LY]PJLZ��>PWYV

KR Sanjiv 

[PTL&�/V^�T\JO�JHU�0�J\[�IHJR�VU�YLZV\YJLZ�PM�0�\ZL�)PN�
+H[H�HUK�HUHS`[PJZ&�>OH[�PUZPNO[Z�JHU�P[�SLHK�[V�[OH[�JYLH[L�
additional business, result in new products, help address 
new markets, or ensure we stay ahead of competition? 
*HU�P[�OLSW�JYLH[L�J\Z[VTLY�KLSPNO[&�>OH[�PZ�[OH[�J\Z[VTLY� 
KLSPNO[�^VY[O&�;OL�VKK� [OPUN� PZ� [OH[�THU`�I\ZPULZZLZ�
think they need to tap fresh or additional data sources 
PU�VYKLY�[V�\USVJR�[OH[�]HS\L��(KTP[[LKS �̀�[OPZ�PZ�VM[LU�[OL�
JHZL��)\[�LX\HSS`�VM[LU�^L�OH]L�ZLLU�[OH[�YLHSP[`�JHU�IL�
surprisingly – and pleasantly – simple. 
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Instead of more data, what could be missing are factors 
Z\JO�HZ�[OL�H]HPSHIPSP[`�VM�JYP[PJHS�KH[H�PU�YLHS�[PTL��;HRL�
the case of a manufacturer of heavy mining equipment. 
;OL�THU\MHJ[\YLY�^HU[LK� [V� JOHYNL� MVY� LX\PWTLU[� VU�
WLY�TPSL�IHZPZ�HNHPUZ[�Z[YPUNLU[�:3(Z�(�ML^�`LHYZ�HNV��
that would have been a simple service to devise; it would 
have more or less meant that the manufacturer divide the 
cost of the equipment and maintenance by the expected 
average lifetime of the equipment. Using this method, 
HKTP[[LKS`�V]LY�ZPTWSPÄLK�OLYL��[OL�THU\MHJ[\YLY�^V\SK�
have had to bring a vast amount of backup equipment to 
LUZ\YL�:3(Z�̂ LYL�TL[��;OPZ�̂ V\SK�Z\IZ[HU[PHSS`�PUJYLHZL�
the cost of the service, making it unviable. Not anymore.

;OL�THU\MHJ[\YLY�PZ�V\Y�J\Z[VTLY��>L�LUHISLK�[OPZ�ZLY-
vice for the customer by monitoring assets in real time, 
predicting failure and ensuring the equipment is ser-
]PJLK�ILMVYL�P[�IYLHRZ�KV^U�¶�TLL[PUN�KLTHUKPUN�:3(Z�� 

3L]LYHNPUN� KH[H� HUK� HUHS`[PJZ� PU� YLHS� [PTL� OHZ� OLSWLK�
[OLT�JYLH[L�HU�HS[LYUH[P]L�YL]LU\L�Z[YLHT��;OL�MHJ[�[OH[�
[OL`� JHU� TLL[� [OVZL� Z[YPUNLU[� :3(Z� HSZV� TLHUZ� [OH[�
their customers are happy.

In this instance, the quantity of data did go up substan-
[PHSS �̀�)\[�[OH[�^HZ�UV[�HKLX\H[L�PU�P[ZLSM��>L�OHK�[V�ZPM[�
[OYV\NO�[OL�LU[PYL�KH[H�JOHPU�PU�YLHS�[PTL!�MYVT�JHW[\YL��
augmentation, cleansing and analysis to action. We were 
not trying to bridge a gap in understanding what was 
OHWWLUPUN�[V�[OL�KYPSSPUN�LX\PWTLU[�PU�[OL�ÄLSK��;OL�KH[H�
on equipment performance was always there for the 
asking. It could have been accessed as a historic data 
dump anytime. Instead, we had to turn to real time man-
agement of the data as well as the analytics. 

<ZL�JHZLZ� MVY�)PN�+H[H� JHU�IL� U\TLYV\Z�� 0U� LHJO� PU-
Z[HUJL��VYNHUPaH[PVUZ�T\Z[� ÄYZ[� HNYLL�VU� [OL�I\ZPULZZ�
value that can be mined from data. Only then should they 

(UHS`[PJZ�JHU�OLSW�WYV]PKL�H�����
degree view of the customer, 
driving extreme personalization; 
VɈLY�JVTWL[P[P]L�WYPJPUN�[V�ZLSLJ[�
groups of customers; improve 
brand loyalty; and drive consump-
[PVU�[OYV\NO�[HYNL[LK�VɈLYZ�HUK�
campaigns

3L]LYHNPUN�THJOPUL�HUK�
device data can help 
prevent failures and save 
precious dollars from 
reduced downtimes

Improving 
customer 
insights

Driving 
machine 
data insights
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Fraud prevention by 
correlating data from 
multiple sources like 
ÄUHUJPHS�[YHUZHJ[PVUZ�
*+9Z�HUK�TVYL

Preventing
fraud

Size of digital universe 2011

Predicted growth 2009-2020

1.8 zettabytes

35 zettabytes/yr

embark on how to explore data to extract that value.  

;\YUPUN�)PN�+H[H� PU[V�H�TPUL�VM�HJ[PVUHISL� PU[LSSPNLUJL�
requires an adept team. It needs appliances to handle 
and massage the data. In-memory computing, pattern 
hubs and the ability to harness data in motion are the 
UL^�^LHWVUZ�[V�[HTL�[OL�)PN�+H[H�WYVISLT�

;OPZ�PZ�HSZV�^OLYL�\UJLY[HPU[`�ILNPUZ�[V�OH\U[�0;�[LHTZ!�
;OL� YLZV\YJLZ� YLX\PYLK�� [OL� [VVS� RP[� [OH[� ^PSS� OLSW� ZPM[�
through the chaos of numbers, the people, the pitfalls 
HUK�[OL�JVZ[Z�PU]VS]LK�HYL�UV[�JSLHY�J\YYLU[S �̀�3L]LYHN-
PUN�)PN�+H[H�HUK�HUHS`[PJZ�PU�`V\Y�I\ZPULZZ�PZ�PUL]P[HISL��
)\PSK�H�\ZL�JHZL�MVY�P[��,]LY`[OPUN�LSZL�^PSS�ILNPU�[V�MHSS�PU�
WSHJL��(�Z[YVUN�\ZL�JHZL�PZ�\Z\HSS`�H�NVVK�Z[HY[PUN�WVPU[�
because it lets you look for quality rather than get lost in 
quantity.

:LNYLNYH[PUN�KH[H�� 
storage based on the 
type and importance of 
KH[H"�3L]LYHNPUN�SV^�
JVZ[�KH[HIHZLZ��)PN�
+H[H�WSH[MVYTZ�6WLU�
:V\YJL�WSH[MVYTZ  

Reducing
cost of IT
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*VTWHUPLZ�[OH[�PUQLJ[�IPN�KH[H�HUK�HUHS`[PJZ�
into their operations show productivity rates 
HUK�WYVÄ[HIPSP[`�[OH[�HYL������OPNOLY�[OHU�

those of their peers.

��:V\YJL!�(UKYL^�4J(MLL�HUK�,YPR�)Y`UQVSMZZVU��VM�40;

5-6% higher 



The Data 

Directive:

Report 

Summary

+PZJ\ZZPVUZ�HIV\[�[OL�
transformational power of data 
have been hard to miss in recent 
years. Indeed, speculation over 
the impact of all aspects of 
data, including what is called 
¸)PN�+H[H¹��OHZ�ILJVTL�ZV� 
frequent and over-hyped that it  
PZ�KPɉJ\S[�[V�ZLWHYH[L�[OL�ZPNUHS�
from the noise. 

0U�1\S`��  ��1LɈ�)LaVZ��H�MVYTLY�OLKNL�M\UK�L_LJ\[P]L��
launched a website that aimed to upend the traditional 
way of selling consumer goods, starting with books but 
ZVVU� L_WHUKPUN� PU[V� H� KP]LYZL� HYYH`� VM� WYVK\J[Z�� (T-
azon.com went on to disrupt the way people typically 
shop and the book publishing industry itself, en route 
[V�ILJVTPUN� [OL�^VYSK»Z� SHYNLZ[�VUSPUL� YL[HPSLY��)HJR� PU�
[OL� �  �Z�� [OL�KPZY\W[P]L� [LJOUVSVN`�^HZ� [OL� 0U[LYUL[��
but today, the myriad forms of data emerging from an 
Internet-enabled digital world promise to have an equally 
dramatic impact. 

-YVT�ILLY� JVTWHUPLZ� SPRL�(UOL\ZLY�)\ZJO�\ZPUN�KH[H�
to understand where, how and when to place its prod-
ucts to optimize sales, through to businesses like Uni-
]LYZHS�4\ZPJ�\ZPUN�KH[H�[V�IL[[LY�PKLU[PM`�\W�HUK�JVTPUN� 
HY[PZ[Z�� [OL� KH[H� YL]VS\[PVU� PZ� VUS`� Q\Z[� JH[JOPUN� VU�� 
9LJLU[� YLZLHYJO� I`� [OL� ,JVUVTPZ[� 0U[LSSPNLUJL� <UP[�
�,0<���JVTTPZZPVULK�I`�>PWYV��OPNOSPNO[Z�[OLZL�[YLUKZ��
while uncovering how much work remains to be done. 

+PZJ\ZZPVUZ� HIV\[� [OL� [YHUZMVYTH[PVUHS� WV^LY� VM� KH[H�
have been hard to miss in recent years. Indeed, specu-
lation over the impact of all aspects of data, including 
^OH[�PZ�JHSSLK�¸)PN�+H[H¹��OHZ�ILJVTL�ZV�MYLX\LU[�HUK�
V]LY�O`WLK�[OH[�P[�PZ�KPɉJ\S[�[V�ZLWHYH[L�[OL�ZPNUHS�MYVT�
[OL�UVPZL��;OPZ� PZ�UV[� [V�Z\NNLZ[� [OH[� [OL� PZZ\L�VM�KH[H�
PZ� UV[� H� WYPVYP[`� PU� IVHYKYVVT� KPZJ\ZZPVUZ� [VKH �̀� ;OL�
,0<»Z� Z\Y]L`�VM� V]LY� ����*�Z\P[L� L_LJ\[P]LZ�� ZWHUUPUN�
a range of industries and functions, suggests that only 
a tiny fraction are not currently prioritizing the collec-
[PVU�VM�KH[H��(�OPNO�WYVWVY[PVU�VM�JVTWHUPLZ�HYL�Z[VYPUN� 
increasing amounts of data in the belief that it will be of 
value to them. 

;OLYL�HYL�THU`�L_HTWSLZ�VM�JVTWHUPLZ�[OH[�OH]L�THKL�
data the core of their business models and that couldn’t 
L_PZ[�^P[OV\[�P[��;OLZL�ÄYTZ�HYL�WYLKVTPUHU[S`�^P[OPU�[OL�
OPNO�[LJO�ZLJ[VY�HUK�ÄUHUJPHS�ZLY]PJLZ�ZLJ[VY·^OL[OLY�
.VVNSL��(THaVU��VY�VUL�VM�THU`�OLKNL�M\UKZ�[OH[�JVT-
pete on their ability to uncover insights from informa-

R E S E A R C H  R E P O R T 

$Q�(FRQRPLVW�
,QWHOOLJHQFH�8QLW�UHSRUW�
FRPPLVVLRQHG�E\�:LSUR
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tion. Overall, a small core of businesses are genuinely 
rethinking what data means for them, and how to organ-
PZL�[OLTZLS]LZ�HYV\UK�P[��)\[�MVY�THU`�JVTWHUPLZ�[VKH �̀�
[OL�YLHS�KH[H�YL]VS\[PVU�Z[PSS�SPLZ�HOLHK��;OLYL�PZ�MHY�SLZZ�
evidence that corporate leaders are systematically using 
data to strategically transform their companies or busi-
ness models. 

The organizational data leaders 

>OPSL�P[�PZ�KPɉJ\S[�[V�ÄUK�L_HTWSLZ�VM�KH[H�[OH[�JVTWH-
nies do not seek to squirrel away for possible use, the 
function that stands out as the single largest successful 
\ZLY�VM�KH[H�HWWLHYZ� [V�IL� [OL�JOPLM�THYRL[PUN�VɉJLY��
While marketing is currently the most immediately vis-
ible user of data, other functions in business are making 
wide-ranging use of data to support myriad initiatives. 
(Z�I\ZPULZZLZ�NSVIHSPZL��MVY�L_HTWSL��KH[H�OHZ�THKL�H�
JSLHY� WVZP[P]L�KPɈLYLUJL� [V�*,6Z� PU� OV^� [OL`�WSHU� MVY�
geographic expansion. 

;̂ V� [OPUNZ� Z[HUK� V\[� PU� HU� HUHS`ZPZ� VM� [OL� ÄUKPUNZ� VM�
[OPZ� Z\Y]L �̀� ;OL� ÄYZ[� PZ� [OH[� MVY� H� JVOVY[� VM� [`WPJHSS`� 
JVUÄKLU[� HUK� I\SSPZO� L_LJ\[P]LZ�� [VKH`»Z� SLHKLYZ� HYL� 
\U\Z\HSS`� O\TISL� HIV\[� [OLPY� NYHZW� VM� KH[H�� ;OL� ZLJ-
ond, more important point that stands out, and which 
PZ� JVUÄYTLK� I`� PU[LY]PL^Z� MVY� [OL� YLWVY[�� PZ� [OH[� [OL�
use of data today often centres on optimising existing  
processes and tactics, rather than driving genuine  
strategic transformation. 

Data-driven industries 

(S[OV\NO�P[�PZ�UV[�KPɉJ\S[�[V�ÄUK�L_HTWSLZ�VM�KH[H�JLU[YPJ�
companies in nearly any industry, it is also obvious that 
some sectors have embraced data more rapidly than 
V[OLYZ�� ;OL�TVZ[� OPNO�WYVÄSL� HYL�:PSPJVU�=HSSL`»Z� OPNO�
[LJO�JVTWHUPLZ��)\[�[OL`�HYL�UV[�HSVUL��(Z�[OL�Z\Y]L`�
OPNOSPNO[Z��THU`�JVTWHUPLZ�̂ P[OPU�ÄUHUJPHS�ZLY]PJLZ�HUK�
WYVMLZZPVUHS�ZLY]PJLZ�HYL�OPNOS`�WYVÄJPLU[�PU�THRPUN�\ZL�
of data. Overall, these three sectors are the most likely to 
OH]L�JYLH[LK�H�^LSS�KLÄULK�KH[H�THUHNLTLU[�Z[YH[LN �̀�
or are marshalling resources toward this. 

)`� JVU[YHZ[�� V[OLY� ZLJ[VYZ� HYL� UV[� `L[� JVUZPZ[LU[S`� 

prioritising data-led initiatives or skills. For example, the 
survey shows that while both the manufacturing sector 
and the retail and consumer goods sector collect large 
volumes of data, they more often admit to not consis-
tently maximising use of this resource than their peers 
PU� ÄUHUJL� VY� OPNO�[LJO��(JYVZZ� H� YHUNL� VM� KH[H� [`WLZ��
barring some exceptions, these sectors routinely collect 
information less often; and when they do, they analyse 
it for insight less frequently. Not all of this is due to a 
SHJR�VM�KLZPYL��I\[� P[�HSZV�YLÅLJ[Z� [OL� MHJ[� [OH[�JYLH[PUN�
a leading data competency requires investment in both 
technology and skills, which lower-margin sectors will 
ÄUK�TVYL�JOHSSLUNPUN��

The data challenges 
;OL�SPZ[�VM�JOHSSLUNLZ�[V�JVTWHUPLZ�ZLLRPUN�[V�ILJVTL�
more data-centric is long, but leading it is the abil-
ity to determine which data are truly useful. In many  
JVU]LYZH[PVUZ� ^P[O� *�Z\P[L� L_LJ\[P]LZ�� H� JLU[YHS� PZZ\L�
[OH[�LTLYNLK�^HZ�OV^� [V�\ZL�KH[H� [V�ÄUK� [OL�WYV]LY-
IPHS� ULLKSLZ� PU� [OL� OH`Z[HJR·\UJV]LYPUN� [OL� ]HS\HISL�
insights that no one else had spotted.

;OL� ZOPM[� [V� H� KH[H�JLU[YPJ� ^VYSK� PZ� VWLUPUN� \W� UL^� 
VWWVY[\UP[PLZ�HSS� [OL� [PTL��)\[� [OPZ�KVLZ�UV[�TLHU� P[� PZ�
an easy task for companies to take advantage of them. 
<UJLY[HPU[`�V]LY� [OL� M\[\YL�HUK�KPɉJ\S[`� PU�ÄS[LYPUN�[OL�
signal from the noise; immature tools; limited skills and 
expertise in this domain; the challenges of dealing with 
0;·HSS�Z\JO�JVUJLYUZ�JVTL�PU[V�WSH �̀�Q\Z[�HZ�[OL`�KPK�H[�
the dawn of the Internet era.

4VZ[�JVTWHUPLZ�HYL�UV^�YLHSPZPUN� [OH[� [OL�LYH�VM�KH[H�
JV\SK�WYV]L� Q\Z[� HZ� ZPNUPÄJHU[� HZ� [OL� ZOPM[� [V� 0U[LYUL[�
LUHISLK� I\ZPULZZ�� (� NYV^PUN� WYVWVY[PVU� YLJVNUPZLZ�
the transformational power of data for their business,  
although this group also admits to being humble about 
the learning curve ahead. 

;OL�KH`�PZ�UV[�MHY�VɈ�^OLU�JVTWHUPLZ�^PSS�YLJVNUPZL�[OL�
value of data and report it as an asset in their balance 
sheets.
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Key Findings

��;OLYL�PZ�H�Z[YVUN�JVYYLSH[PVU�
between earnings growth and 
Z[YH[LNPJ�\ZL�VM�KH[H��(S[OV\NO�
correlation does not suggest 
JH\ZHSP[ �̀�[OPZ�Z[\K`�ÄUKZ�ZOHYW�
KPɈLYLUJLZ�IL[^LLU�¸OPNO�
NYV^[O¹�ÄYTZ��IHZLK�VU�[OLPY�
,)0;+(�WLYMVYTHUJL�V]LY�[OL�
past three years, as compared to 
[OLPY�¸UV�NYV^[O¹�WLLYZ��

��(SS�*�Z\P[L�M\UJ[PVUZ�HYL�ÄUKPUN�
uses for data, but so far data has 
proved most valuable for market-
ing leaders. From better ways to 
segment the customer base, to 
rethinking the ideal product mix 
in a retail store, marketing lead-
LYZ�HYL�ÄUKPUN�^PKL�YHUNPUN�\ZLZ�
for their data to help improve 
how they market their company’s 
wares. 

��;OL�ÄUHUJPHS�ZLY]PJLZ�ZLJ[VY��
technology companies, and pro-
MLZZPVUHS�ZLY]PJLZ�ÄYTZ�HYL�TVZ[�
prepared for the data age. 

��;OL�THQVYP[`�VM�JVTWHUPLZ�
have yet to uncover any data-
fuelled strategic transformation 
within their business, with most 
LɈVY[Z�[VKH`�JLU[YLK�VU�VW[PTP-
sation. 

��)\ZPULZZLZ�HYL�Z[VJRWPSPUN�HU�
ever-growing range of data and 
expect data gathering to con-
tinue to expand rapidly.   

��>OL[OLY�ZVJPHS�TLKPH�ZLU[P-
ment, machine-generated data 
]PH�ZLUZVYZ��Z[HɈ�LTHPSZ��THYRL[�
KH[H�VY�V[OLY^PZL��ÄYTZ�VM�HSS�
shapes and sizes are now 
collecting more information than 
ever before. 

��9LJVNUP[PVU�VM�[OL�]HS\L�VM�
data is high, but companies still 
struggle to extract strategically 
useful insights.  

��>VYRPUN�V\[�^OPJO�KH[H�TH[-
ters most is the top challenge for 
ÄYTZ��I\[�[OLYL�HYL�^PKL�YHUNPUN�
PZZ\LZ�[V�V]LYJVTL��*SHYP[`�VU�
which data matters most, amidst 
the data stockpiling now under 
way, is what tops the list of 
barriers. 

��;OVZL�JVTWHUPLZ�[OH[�JSHPT�
to be best at extracting insights 
from data are not necessarily 
SVVRPUN�[V�[OLPY�*06Z�[V�SLHK�VU�
[OPZ�PUP[PH[P]L��;OLYL�PZ�H�ZWPRL�
[V�WYLMLYLUJL�[V^HYKZ�[OL�*,6�
HUK�V[OLY�*�Z\P[L�SLHKLYZ�HTVUN�
those companies best at extract-
ing strategic insights from data.

You can download the full report 
at O[[W!��^^ �̂THUHNLTLU[-
[OPURPUN�LP\�JVT�KH[H�
KPYLJ[P]L�O[TS
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�HYL�\ZPUN�+H[H�[V�OLSW�PKLU[PM`�UL^�YL]LU\L�
streams or markets or business models 

�:V\YJL!�Economist Intelligence Unit report 

Z[YH[LN`�VɉJLYZ
     32% of chief



:LUPVY�=PJL�7YLZPKLU[�HUK�.SVIHS�)\ZPULZZ�
/LHK���/LHS[OJHYL��3PMLZJPLUJLZ�HUK�:LY]PJLZ�
)\ZPULZZ��>PWYV

Sangita Singh 

Integrated 

Analytics: The 

>H`�-VY^HYK�PU�
Healthcare

;OL�OLHS[OJHYL�PUK\Z[Y`�PZ�PU�[\YTVPS��
Pharmaceutical companies face expiring 
patents on blockbuster drugs and attack 
from cheaper generics; medical device 
makers need to lower costs and innovate 
for emerging markets; hospitals are 
struggling to contain overhead and care 
for the uninsured and insurers must 
provide near-universal coverage.

:,16,*+76  Apr - Jun 2013
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;OL� OLHS[OJHYL� PUK\Z[Y`� PZ� PU� [\YTVPS�� 7OHYTHJL\[PJHS�
companies face expiring patents on blockbuster drugs 
and attack from cheaper generics; medical device  
makers need to lower costs and innovate for emerging 
markets; hospitals are struggling to contain overhead 
and care for the uninsured and insurers must provide 
near-universal coverage. Under regulatory, political and 
public scrutiny in the light of recent scandals involv-
ing drug recalls, inaccurate regulatory reporting and  
concerns over the pricing of drugs, how to provide cost-
LɈLJ[P]L�� OPNO�X\HSP[`� JHYL� [OH[� PZ� HSZV� WH[PLU[�JLU[YPJ�
is a question every stakeholder in the global healthcare  
industry is asking. 

While each player is each facing a unique issue, inte-
NYH[LK�HUHS`[PJZ�TH`�IL�[OL�HUZ^LY�MVY�HSS��:L]LYHS�PU�[OL� 
PUK\Z[Y`�HYL�HSYLHK`�\ZPUN�[OPZ�HWWYVHJO��.,�/LHS[OJHYL»Z�
4LKPJHS� 8\HSP[`� 0TWYV]LTLU[� *VUZVY[P\T�� WV^LYLK�
I`� 0U[LS�� HUHS`ZLZ� ���� IPSSPVU� KVJ\TLU[Z� YLWYLZLU[PUN�
���TPSSPVU�KL�PKLU[PÄLK�WH[PLU[� YLJVYKZ�HUK��� �TPSSPVU� 
VɉJL� ]PZP[Z�� OLSWPUN� WHY[PJPWH[PUN� WYV]PKLYZ� KLSP]LY� [OL�
ILZ[�JHYL�TVZ[�LɈLJ[P]LS �̀�;OL�<UP]LYZP[`�VM�7P[[ZI\YNO�
4LKPJHS� *LU[LY� �<74*�� PZ� SVVRPUN� [V� JVUZVSPKH[L� HUK� 
HUHS`aL� JSPUPJHS�� NLUVTPJ�� HKTPUPZ[YH[P]L� HUK� ÄUHUJPHS�
KH[H� MYVT� HJYVZZ� <74*»Z� UL[^VYR� VM� ���� PUKP]PK\HS� 
KLWHY[TLU[Z��)\ZPULZZ�HUHS`[PJZ�PZ�HSYLHK`�OLSWPUN�WOHY-
maceutical companies make wiser decisions on which 
products they should sell where, when and at what price 
WVPU[Z�� PUJS\KPUN�VɈLYPUN�Z\NNLZ[PVUZ� MVY�KLHSLY� PUJLU-
[P]LZ�� Z[VJR� SL]LSZ� HUK� WYVTV[PVU� Z[YH[LNPLZ�� )PVWOHY-
THJL\[PJHS� NPHU[� (Z[YHALULJH� OHZ� QVPULK� OHUKZ� ^P[O�
>LSS7VPU[�� HU� PUZ\YHUJL� HUK� OLHS[O� ILULÄ[Z� WYV]PKLY��
to understand which treatments give the best value for 
money. Philips is experimenting with remote patient 
monitoring where its devices are linked with patients 
who are connected with paramedics and doctors at its 
IHJR�VɉJLZ��

From the above instances, it is evident that players are 
YLJVNUPaPUN� [OL� PTWVY[HUJL�VM�KH[H��*SPUPJHS�KH[H� PZ��VM�
JV\YZL�� Q\Z[� VUL� ZPKL� VM� [OL� KH[H� WHYHKPNT�� 0THNPUL�
the opportunities that open up when clinical data is  

combined with claims and cost data, pharmaceutical  
research and development data, and patient behav-
PVY� HUK� ZLU[PTLU[� KH[H�� +LSP]LYPUN� [Y\S`� WH[PLU[�JLU[YPJ�
care requires predictive analytics and modeling, where  
historical data is used to identify risks and opportuni-
[PLZ�� ;OPZ� ^V\SK� HSZV� YLX\PYL� H� IS\YYPUN� VM� [OL� SPULZ� 
between the traditionally separate positioning of those that  
provide care and those that pay for it. 

;OL�RL`�ULLK�PZ�[V�PU[LNYH[L�OPZ[VYPJHS�WH[PLU[�KH[H�MYVT�
payers and real time clinical data from providers to  
PTWYV]L�[OL�V\[JVTL�HUK�X\HSP[`�VM�JHYL��*VUZPKLY�JSV\K�
platforms where data sit on remote servers, accessible 
to multiple users, connecting hospitals, physicians and 
WH[PLU[Z��:\JO�JVSSHIVYH[PVU�^PSS�OLSW�IYPUN�KV^U�JVZ[Z��
deliver better care and create intuitive reimbursement 
models based on outcomes. 

;OL�IPNNLZ[�JOHSSLUNLZ�^PSS�IL�JVTWSL_P[ �̀�OL[LYVNLULP[`�
HUK�]VS\TL�VM�KH[H�� ;OL�HIPSP[`� [V� JVTIPUL�� UVYTHSPaL�
and harmonize this information from multiple stakehold-
ers will be the key to success.
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�)PN�KH[H�HUHS`[PJZ�[VVSZ�HSVUN�^P[O�WH[PLU[�
lifestyle changes can help save the health 

JHYL�PUK\Z[Y`�\W�[V������IPSSPVU

����������:V\YJL!�4J2PUZL`��*V�

�����IPSSPVU
     



)\ZPULZZLZ�[OH[�[OYP]L�VU�
ZVJPHS�WSH[MVYTZ�KVU»[�Q\Z[�ZLSS�
Z[\Ɉ·[OL`�HSZV�OLSW�WLVWSL�
connect.

4VYL�[OHU�H�IPSSPVU�WLVWSL�\ZL�ZVJPHS�WSH[MVYTZ�Z\JO�HZ�
-HJLIVVR��L/HYTVU �̀�9LUYLU�HUK�3PURLK0U��>OH[»Z�[OL�
H[[YHJ[PVU&�;OL`�ZH[PZM`�[^V�IHZPJ�O\THU�ULLKZ!�[V�TLL[�
new people and to strengthen existing relationships. 
Fee-based dating websites, which collectively grossed 
���IPSSPVU�PU������I`�JVUULJ[PUN�Z[YHUNLYZ��UV^�HJJV\U[�
for an estimated one in six new marriages. Facebook, 
^OPJO� MVY[PÄLZ� MYPLUKZOPWZ�� IVHZ[Z� H� Z[HNNLYPUN� ���� 
TPSSPVU�\ZLYZ�HUK�H�]HS\H[PVU�PU�L_JLZZ�VM������IPSSPVU��

Numbers like those attract traditional companies, 
^OPJO�OH]L� SH\UJOLK�-HJLIVVR� MHU�WHNLZ� HUK� ;̂ P[[LY� 
HJJV\U[Z�PU�OVWLZ�VM�ÄUKPUN�UL^�J\Z[VTLYZ�HUK�LUNHN-
PUN�L_PZ[PUN�VULZ��)\[�ML^�VM�[OVZL�JVTWHUPLZ�Z\JJLLK�
PU�NLULYH[PUN�WYVÄ[Z�VU�ZVJPHS�WSH[MVYTZ��KLZWP[L�
JVSSLJ[PUN�SV[Z�VM�¸MYPLUKZ¹�HUK�¸MVSSV^LYZ�¹�

;V�ÄUK�V\[�^O`�ZVTL�ÄYTZ�MHPS�^OPSL�V[OLYZ�Z\JJLLK�PU�
[OLZL�]LU\LZ��0�Z[\KPLK�TVYL�[OHU����JVTWHUPLZ�HJYVZZ�
industries ranging from manufacturing to consumer 
WHJRHNLK�NVVKZ�[V�ÄUHUJPHS�ZLY]PJLZ�HZ�[OL`�]LU[\YLK�
into online social realms. What the poorly performing 
companies shared was that they merely imported their 
digital strategies into social environments by broad-
casting commercial messages or seeking customer  

Social 

Strategies 

;OH[�>VYR

Associate Professor in the Strategy 
Unit at Harvard Business School

4PRVéHQ�1HU�7PZRVYZRP
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MLLKIHJR�� *\Z[VTLYZ� YLQLJ[� Z\JO� V]LY[\YLZ� ILJH\ZL�
their main goal on the platforms is to connect with oth-
LY� WLVWSL�� UV[� JVTWHUPLZ�� ;OH[� ILOH]PVY� PZU»[� OHYK� [V� 
understand. Imagine sitting at a dinner table with friends 
^OLU�H�Z[YHUNLY�W\SSZ�\W�H�JOHPY�HUK�ZH`Z��¸/L`��*HU�0�
ZLSS�`V\�ZVTL[OPUN&¹�@V\»K�WYVIHIS`�ZH`�UV��WYLMLYYPUN�
your friends’ conversation over corporate advances. 
4HU`�JVTWHUPLZ�OH]L�SLHYULK�[OH[�SLZZVU�[OL�OHYK�^H �̀�
0U�JVU[YHZ[��[OL�JVTWHUPLZ�[OH[�MV\UK�ZPNUPÄJHU[�YL[\YUZ�
devised social strategies that help people create or  
LUOHUJL� YLSH[PVUZOPWZ�� ;OLZL� ^VYR� ILJH\ZL� [OL`»YL� 
consistent with users’ expectations and behavior on so-
JPHS�WSH[MVYTZ��;V�YL[\YU�[V�V\Y�KPUULY�HUHSVN �̀�H�JVTWH-
U`�^P[O�H�ZVJPHS�Z[YH[LN`�ZP[Z�H[�[OL�[HISL�HUK�HZRZ��¸4H`�
I introduce you to someone or help you develop better 
MYPLUKZOPWZ&¹�;OH[�HWWYVHJO�NL[Z�H�SV[�TVYL�[HRLYZ��(See 
the exhibit “Digital Strategy vs. Social Strategy.”)

@V\�ZJYH[JO�T`�IHJR¯
;V� L_WSHPU� Z\JJLZZM\S� ZVJPHS� Z[YH[LNPLZ�� 0� ÄUK� P[� \ZLM\S�
to characterize them in a simple statement with three 
JVTWVULU[Z�[OH[�HSS�[OL�Z[YH[LNPLZ�ZOHYL!�
:\JJLZZM\S�ZVJPHS�Z[YH[LNPLZ�����YLK\JL�JVZ[Z�VY�PUJYLHZL�
J\Z[VTLYZ»�^PSSPUNULZZ�[V�WH`�����I`�OLSWPUN�WLVWSL�LZ-
[HISPZO�VY�Z[YLUN[OLU�YLSH[PVUZOPWZ�����PM�[OL`�KV�MYLL�̂ VYR�
VU�H�JVTWHU`»Z�ILOHSM��;OPZ�KLÄUP[PVU�`PLSKZ�MV\Y�[`WLZ�

VM�Z\JJLZZM\S�ZVJPHS�Z[YH[LNPLZ�[OH[�ÄYTZ�JHU�W\YZ\L (see 
the table) “Four Ways to Pursue Social Strategies”

��9LK\JL�JVZ[Z�I`�OLSWPUN�WLVWSL�TLL[
��0UJYLHZL�^PSSPUNULZZ�[V�WH`�I`�OLSWPUN�WLVWSL�TLL[
��9LK\JL�JVZ[Z�I`�OLSWPUN�WLVWSL�Z[YLUN[OLU�YLSH[PVU���
   ships
��0UJYLHZL�^PSSPUNULZZ�[V�WH`�I`�OLSWPUN�WLVWSL�Z[YLUN[O�
   en relationships

;OL�^VYR�WLVWSL�KV�VU�H�JVTWHU`»Z�ILOHSM�JHU�PUJS\KL�
J\Z[VTLY�HJX\PZP[PVU��Z\WWS`PUN�PUW\[Z�Z\JO�HZ�9+�HUK�
web content, and selling the company’s products or ser-
vices.

;V� ZLL� OV^� [OL� Z[YH[LN`� VM� YLK\JPUN� JVZ[Z� I`� OLSWPUN�
WLVWSL�Z[YLUN[OLU�YLSH[PVUZOPWZ�^VYRZ��JVUZPKLY�A`UNH��
a three-year-old company whose free social games,  
PUJS\KPUN�-HYT=PSSL�HUK�*P[`=PSSL��HYL�VU�[YHJR�[V�NLULYH[L�

People’s main goal 
on social platforms 
is to connect with 
other people — not 
companies.
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Idea in Brief
4VZ[�JVTWHUPLZ�KVU»[�Z\JJLLK�VU�VUSPUL�ZVJPHS�WSH[MVYTZ

;OH[»Z�ILJH\ZL�[OL`�TLYLS`
import their digital strategies 
[V�[OLZL�]LU\LZ��)\[
commercial messages and
feedback opportunities
are not what customers
WYPTHYPS`�ZLLR��;OL`�^HU[
to connect with people, not
companies.

)\ZPULZZLZ�[OH[�^PU�PU
this arena adopt a social
Z[YH[LN`�[OH[�����YLK\JLZ
costs or increases custom-
LYZ»�^PSSPUNULZZ�[V�WH`�����I`�
helping people establish or 
Z[YLUN[OLU�YLSH[PVUZOPWZ�����PM�
they do free work on the com-
pany’s behalf.

:\JJLZZM\S�ZVJPHS�Z[YH[LNPLZ
have all three components.
;OL`»YL�I\PS[��IP[�I`�KPNP[HS
bit, through helping people
with the social challenges of
connecting and interacting
with friends and strangers.

���IPSSPVU�PU�YL]LU\L�PU�������;OL�NHTLZ�Y\U�PUZPKL�[OL�
Facebook environment and have attracted more than 
���� TPSSPVU� \ZLYZ� �[OL� [`WPJHS� WSH`LY� PZ� H� TPKKSL�HNLK�
^VTHU��� ;OL� -HJLIVVR� WSH[MVYT� HSSV^Z� [OL� NHTLZ� [V�
access the demographic data of players and lists of their 
¸MYPLUKZ�¹�HZ�^LSS�HZ� [V�WVZ[�Z[H[\Z�\WKH[LZ� [OH[� [OVZL�
MYPLUKZ�JHU�ZLL��0U�*P[`=PSSL��WSH`LYZ�WSHU[�ZLLKZ�VU�H�]PY-
tual plot, cultivate the land, harvest crops, and sell them 
[V�SVJHS�]PY[\HS�I\ZPULZZLZ��;OL`�[OLU�\ZL�[OL�WYVÄ[Z�[V�
buy more seeds, build businesses, or expand the city.

;OL� NHTL� WYLZLU[Z� WSH`LYZ� ^P[O� VIZ[HJSLZ� Z\JO� HZ�
limits on the number of plots or businesses they can 
WVZZLZZ�� ;V� PUJYLHZL� [OL� SPTP[�� WSH`LYZ� JHU� WH`� ^P[O�
]PY[\HS� NVVKZ� [OL`� I\`� MYVT� A`UNH·H� THQVY� ZV\YJL�
VM� [OL�ÄYT»Z� YL]LU\LZ��6Y�� [V� [OL� ZVJPHS�Z[YH[LN`�WVPU[��
they can enlist friends, via Facebook status updates 
VY� A`UNH»Z� TLZZHNPUN� Z`Z[LT�� [V� OLSW�� (UK� [OL`� JHU�
return the favor by sending virtual gifts to friends and  
by visiting their plots.

;OL� WVZP[P]L� PTWHJ[� [OH[� A`UNH»Z� NHTLZ� OH]L� VU 
WSH`LYZ»� ZVJPHS� SP]LZ� PZ� JSLHY�� (JJVYKPUN� [V� H� Z\Y]L`-

KVUL� I`� 0UMVYTH[PVU� :VS\[PVUZ� .YV\W�� HSTVZ[� H� [OPYK� 
of the players reported that the games helped them  
connect with family and current friends; another third 
said games facilitated connections with old friends; and 
H�[OPYK�\ZLK�[OL�NHTLZ�[V�THRL�UL^�MYPLUKZ��4`�PU[LY-
]PL^Z�̂ P[O�KVaLUZ�VM�WSH`LYZ�YL]LHSLK�OV �̂�4HU`�\ZL�[OL�
VWWVY[\UP[`�HZ�HU�L_J\ZL�[V�JVUULJ[��(�^VTHU�^P[O�[^V�
children told me, “When I am done with work and kids, 
I want to reach out to my friends, but it’s too late to call. 
:V�0�NV�[V�WSH �̀�HUK�ZLL�PM�0�JHU�OLSW�[OLT�V\[�^P[O�ZVTL-
[OPUN�� ;OL`� UV[PJL� P[��^OPJO� OLSWZ� \Z� Z[H`� JVUULJ[LK�¹�
Others consider posting a game-status update on Face-
IVVR�HZ�HU� PU]P[H[PVU�[V�JVU[HJ[�[OLT��(�`V\UNLY�THSL�
player said, “I am not going to post on Facebook that I 
had a bad day, but I might mention something about it, 
^OLU�0�WVZ[��[OH[�0�ULLK�ZVTL[OPUN�PU�H�NHTL��4`�MYPLUKZ�
^PSS�ZLL�P[�HUK�VM[LU�ZVTLVUL�^PSS�JHSS�VY�L�THPS�¹

;V� VI[HPU� [OLZL� ZVJPHS� ILULÄ[Z�� WLVWSL� \UKLY[HRL� 
HJ[PVUZ�[OH[�OLSW�A`UNH��0U�L_JOHUNL�MVY�HU�VWWVY[\UP[`�
to re-establish and maintain contact with friends, play-
LYZ�LUJV\YHNL�V[OLYZ�[V�QVPU�VY�YL[\YU�[V�A`UNH»Z�NHTLZ��
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)`� T`� LZ[PTH[LZ�� [OVZL� ZVJPHS� TLJOHUPZTZ� ZSHZO� 
A`UNH»Z�J\Z[VTLY�HJX\PZP[PVU�HUK�YL[LU[PVU�JVZ[Z�I`�OHSM�� 
PTWYV]PUN� P[Z�WYVÄ[HIPSP[`�I`�HWWYV_PTH[LS`����WLYJLU[-
HNL�WVPU[Z��/LUJL��A`UNH»Z�ZVJPHS� Z[YH[LN`� ���� YLK\JLZ�
P[Z�HJX\PZP[PVU�HUK�YL[LU[PVU�JVZ[Z�����I`�HSSV^PUN�WLVWSL�
[V�YLJVUULJ[�^P[O�MYPLUKZ�����PM�[OL`�PU]P[L�[OLT�[V�YL[\YU�
to the game.

;OL� YL]PL^PUN� ZP[L� @LSW� \ZLZ� H� KPɈLYLU[� [`WL� VM� ZVJPHS�
Z[YH[LN`!�0[�YLK\JLZ�JVZ[Z�I`�HJX\PYPUN�P[Z�TVZ[�]HS\HISL�
JVU[LU[� MVY� MYLL� I`� OLSWPUN� WLVWSL� TLL[�� (K]LY[PZLYZ� 
WYV]PKL� @LSW»Z� YL]LU\LZ�� I\[� P[Z� JVU[LU[·��� TPSSPVU� 
YL]PL^Z�VM�SVJHS�LZ[HISPZOTLU[Z�ZV�MHY·PZ�^YP[[LU�I`�HU�
LK\JH[LK� JHKYL� VM� ]VS\U[LLYZ�� JHSSLK� @LSWLYZ�� TVZ[S`�
PU� [OLPY� [^LU[PLZ� HUK� [OPY[PLZ�� ;OL� ZP[L� [YHɉJ�� HIV\[� ���
million visitors a month, attests to the usefulness of the 
YL]PL^Z"� P[»Z� [OL� JVTWHU`»Z� ZVJPHS� Z[YH[LN`� [OH[� ZPNUPÄ-
cantly accounts for that quality.

;OL�TVZ[�WHZZPVUH[L�HUK�WYVSPÄJ�@LSWLYZ�TH`�IL�PU]P[LK�
[V�QVPU�[OL�,SP[L�:X\HK��H�ZLSLJ[�[PLY�PU�[OL�@LSW�JVTT\-
UP[ �̀�:X\HK�TLTILYZOPW�NP]LZ�[OLT�HJJLZZ�[V�L_JS\ZP]L�
@LSW�OVZ[LK�L]LU[Z�[OH[�YHUNL�MYVT�[OL�YLÄULK��Z\JO�HZ�
JVJR[HPS�WHY[PLZ�H[�T\ZL\TZ��[V�[OL�YV^K �̀�SPRL�H�4HYKP�
.YHZ¶[OLTLK� IHJJOHUHSPH� H[� :HU� -YHUJPZJV»Z� )\IISL�
3V\UNL��^OPJO�H[[YHJ[LK�O\UKYLKZ�VM� YL]LSLYZ� PU���� ��
:\JO� L]LU[Z� JVTTVUS`� WYVK\JL� UL^� MYPLUKZOPWZ� HUK�
V[OLY�YLSH[PVUZOPWZ�[OH[�JVU[PU\L�IL`VUK�[OL�JVUÄULZ�VM�
@LSW��

;V�THPU[HPU�[OLZL�ZVJPHS�ILULÄ[Z��:X\HK�TLTILYZ�T\Z[�
continue to produce reviews, as the elite status is re-
UL^LK·VY� UV[·L]LY`� `LHY�� 4`� PU[LY]PL^Z� ^P[O� LSP[L�
@LSWLYZ�PUKPJH[L�[OH[�[OL`�^PSS�JVU[PU\L�[V�^YP[L�YL]PL^Z�
ZWLJPÄJHSS`�[V�THPU[HPU�[OLPY�Z[H[\Z��;OL�LɈLJ[Z�MVY�@LSW»Z�
I\ZPULZZ� HYL� Z\IZ[HU[PHS�� 4`� YLZLHYJO� ZOV^Z� [OH[� HU� 
H]LYHNL�LSP[L�@LSWLY�^PSS�^YP[L�YL]PL^Z�H[�H�JVUZ[HU[�YH[L�
for nearly two years, whereas otherwise identical non 
LSP[L� @LSWLYZ� ^P[OV\[� Z\JO� ZVJPHS� ILULÄ[Z� ^PSS� YLK\JL�
[OLPY�JVU[YPI\[PVUZ�HM[LY�HIV\[�ZP_�TVU[OZ��;OLYLMVYL�[OL� 
H]LYHNL�LSP[L�@LSWLY�̂ PSS�WYVK\JL�HIV\[�����TVYL�YL]PL^Z�
[OHU�H�UVU�LSP[L"�^P[OV\[�[OLZL�LSP[L�JVU[YPI\[PVUZ��@LSW»Z�
YL]PL^� Z[YLHT� ^V\SK� MHSS� I`� HIV\[� ����� ;O\Z�� @LSW»Z� 

ZVJPHS�Z[YH[LN`�����OLSWZ�P[�VI[HPU�X\HSP[`�JVU[LU[�MVY�MYLL�
����I`�HSSV^PUN�[OL�ILZ[�JVU[YPI\[VYZ�[V�TLL[�SPRL�TPUKLK�
WLVWSL�����PM�[OL`�^YP[L�YL]PL^Z�

Business and pleasure

)LJH\ZL�A`UNH�HUK�@LSW�HYL�VUSPUL�Z[HY[\WZ�^P[O�PUOLY-
ently social products, devising their social strategies is 
YLSH[P]LS`�Z[YHPNO[MVY^HYK��)\[�JVTWHUPLZ� PU�]LY`�KPɈLY-
ent sectors are developing social strategies as well.

*VUZPKLY�L)H`»Z�.YV\W�.PM[Z�VUSPUL�HWWSPJH[PVU��SH\UJOLK�
PU�SH[L�������^OPJO�WLVWSL�\ZL�[V�WVVS�M\UKZ�[V�I\`�NPM[Z�
MVY�[OLPY�MYPLUKZ��(�NYV\W�VYNHUPaLY�SVNZ�VU�[V�L)H`�HUK�
names a gift recipient, either directly or by picking the 
UHTL� MYVT� H� SPZ[� VM� OLY� -HJLIVVR� MYPLUKZ�� L)H`� [OLU� 
VɈLYZ�H�ZL[�VM�NLULYHS�NPM[Z��VY�[OL�VYNHUPaLY�JHU�H\[OV-
YPaL�HU�L)H`�HWWSPJH[PVU�[V�HJJLZZ�[OL�YLJPWPLU[»Z�-HJL-
IVVR�¸HIV\[�TL¹�WYVÄSL�HUK�IHZL�H�NPM[� YLJVTTLUKH-
[PVU�VU�[OH[��;OL�VYNHUPaLY�[OLU�ZLSLJ[Z�H�NPM[�HUK�PZZ\LZ�
an invitation to other contributors by posting a request 
[V� JVU[YPI\[L� VU� OLY� -HJLIVVR� WHNL�� ;OL� PU]P[H[PVU� 
JVU[HPUZ� H� SPUR� [V� [OL� L)H`� NPM[� WHNL��^OLYL� JVU[YPI\-
tors can contribute and write a note to the recipient. 
>OLU�[OL�NPM[�WYPJL�PZ�YLHJOLK��L)H`�ZLUKZ�[OL�NPM[�HUK�
^LSS�^PZOLYZ»�UV[LZ��;OL�ZVJPHS�ILULÄ[Z�HYL�JSLHY!�.YV\W�
.PM[Z�OLSWZ�WLVWSL�W\YJOHZL�IL[[LY�[HYNL[LK�HUK�TVYL�
L_WLUZP]L�NPM[Z�[OHU�[OL`�TPNO[�V[OLY^PZL��;OH[�UV[�VUS`�
strengthens relationships with the recipient but also can 
OLSW�LUOHUJL� YLSH[PVUZOPWZ�HTVUN� [OL� QVPU[�NPM[� NP]LYZ��
(Z�VUL� PU[LY]PL^LL�ZHPK��¸0M� P[�^HZU»[� MVY� [OL�-HJLIVVR�
update, I would never know about the farewell gift for 
[OPZ�N\ �̀�HUK�UV�VUL�HZRLK�TL�[V�JVU[YPI\[L��)\[�0�ZH^�
[OPZ�HUK�JOPWWLK�PU��HUK�Q\Z[�`LZ[LYKH`�0�NV[�H�[OHUR�`V\�
UV[L�¯0�[OPUR�P[�^PSS�IL�LHZPLY�[V�Z[H`�PU�[V\JO�^P[O�OPT�¹

;V� VI[HPU� Z\JO� ZVJPHS� ILULÄ[Z�� WLVWSL� T\Z[� HK]LY[PZL�
.YV\W�.PM[Z�[V�[OLPY�MYPLUKZ�HUK�YLZWVUK�[V�[OLPY�MYPLUKZ»�
HK]LY[PZLTLU[Z��:\JO�MYPLUK�[V�MYPLUK�HK]LY[PZPUN�NLULY-
H[LZ�KYHTH[PJ�YLZ\S[Z!�(�[OPYK�VM�.YV\W�.PM[Z�WHY[PJPWHU[Z�
sign up for new PayPal accounts, and a third return to 
L)H`� ^P[OPU� H�TVU[O� [V� W\YJOHZL� V[OLY� P[LTZ��>OH[»Z�
TVYL�� [OL� H]LYHNL� WYPJL� VM� .YV\W� .PM[Z� NVVKZ� PZ� Ä]L�
[PTLZ�OPNOLY� [OHU� [OH[� VM� HU� H]LYHNL� L)H`� ZHSL�� ;O\Z��
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L)H`»Z� ZVJPHS� Z[YH[LN`� ���� PUJYLHZLZ�^PSSPUNULZZ� [V� WH`�
���� I`� HSSV^PUN� WLVWSL� [V� Z[YLUN[OLU� [OLPY� MYPLUKZOPWZ�
[OYV\NO�NPM[�NP]PUN�����PM�[OL`�HZR�[OLPY�MYPLUKZ�[V�I\`�MYVT�
L)H �̀

:VJPHS� Z[YH[LNPLZ� JHU� HSZV� IL� [HPSVYLK� [V� HKKYLZZ� [OL�
challenges of meeting people for professional purpos-
LZ��(TLYPJHU�,_WYLZZ�KL]LSVWLK�Z\JO�H�Z[YH[LN`�MVY�P[Z�
OPEN credit cards, which target small business owners. 
*\Z[VTLY�JO\YU� PZ�H�JOHSSLUNL� PU� [OL�JYLKP[�JHYK�I\ZP-
ULZZ��ZV�(T,_�ZL[�HIV\[�THRPUN�67,5�JHYKZ�Z[PJRPLY��
Initially, the company hosted conferences focused on 
small business management for card members and then 
launched an online platform, called OPEN Forum, to 
ZOV^JHZL�JVUMLYLUJL�JVU[LU[��;OL�MVY\T�ZP[L�^HZ�H�OP[��
attracting more than a million visitors a month. 

4HUHNLTLU[�VIZLY]LK�[OH[�JHYKOVSKLYZ�^LYL�JVUULJ[-
ing with one another through the content and launched 
H� TLTILYZ�VUS`� ZVJPHS� UL[^VYR� JHSSLK� *VUULJ[VKL_��
^OPJO� HSSV^Z� \ZLYZ� [V� WVZ[� WYVÄSLZ�� SPZ[� ZLY]PJLZ� [OL`�
VɈLY� HUK�ULLK�� HUK� MYLLS`� JVUULJ[� MVY� I\ZPULZZ��4VYL�
[OHU��������ZTHSS�I\ZPULZZLZ�OH]L�QVPULK�[OL�UL[^VYR�� 
(S[OV\NO� TLTILYZ� JV\SK� \ZL� V[OLY� WYVMLZZPVUHS� 
UL[^VYRZ�Z\JO�HZ�3PURLK0U��[OL`�YLWVY[�WYLMLYYPUN�*VU-
nectodex, as small businesses with which they interact 
HYL�HSYLHK`�]L[[LK�I`�(T,_��(�-VYYLZ[LY�9LZLHYJO�Z[\K`�
JVUÄYTLK� [OPZ� ULLK� ^OLU� P[� MV\UK� [OH[� ULHYS`� OHSM� VM�
V^ULYZ�VM�ZTHSS�I\ZPULZZLZ�^P[O�TVYL�[OHU����������PU�

revenues say they wanted to learn from other owners. 

;V� YLHW� ZVJPHS� HUK� UL[^VYRPUN� ILULÄ[Z� MYVT� *VUULJ-
todex, small business owners must obtain or continue 
OVSKPUN� HU� (T,_�67,5� JHYK�� (Z� H� YLZ\S[�� [OL� ZLY]PJL�
OHZ�LɈLJ[P]LS`� YLK\JLK�J\Z[VTLY�JO\YU�HUK� PUJYLHZLK� 
^PSSPUNULZZ� [V� WH`� MVY� [OL� JHYK�� ([� [OL� ZHTL� [PTL�� 
platform users’ net promoter scores (a gauge of their 
SPRLSPOVVK�VM� YLJVTTLUKPUN� [OL�JHYK��UV^�ZPNUPÄJHU[S`�
Z\YWHZZ�UVU\ZLYZ»�ZJVYLZ��;O\Z��[OL�(TLYPJHU�,_WYLZZ�
ZVJPHS� Z[YH[LN`� ���� PUJYLHZLZ� ^PSSPUNULZZ� [V� WH`� ���� I`�
OLSWPUN�WYVMLZZPVUHSZ�[V�TLL[�V[OLYZ�SPRL�[OLT�����PM�[OL`�
maintain their card membership.

/V^�[V�I\PSK�H�ZVJPHS�Z[YH[LN`
I have observed many companies seek to build social 
Z[YH[LNPLZ�� ^P[O� ]HZ[S`� KPɈLYLU[� V\[JVTLZ�� ;OVZL� [OH[�
MHPSLK� PU�[OL�LɈVY[�MVJ\ZLK�VU�[OLPY�I\ZPULZZ�NVHSZ�HUK�
paid less attention to customers’ unmet social needs. 
;OLZL� Z[YH[LNPLZ� KPKU»[� LɈLJ[P]LS`� OLSW� WLVWSL� ^P[O� 
YLSH[PVUZOPWZ�� ZV� [OL`� ^LYL� \U^PSSPUN� [V� KV� QVIZ� MVY�
the company. In contrast, companies with successful  
Z[YH[LNPLZ� ÄYZ[� [OV\NO[� [OYV\NO�OV^� [V�HKKYLZZ�\UTL[�
social needs and then connected the proposed solu-
[PVUZ�[V�I\ZPULZZ�NVHSZ��)LJH\ZL�[OL�WYVJLZZ�VM�PKLU[PM`-
ing unmet social needs is often hard, I recommend that 
ÄYTZ�MVJ\Z�VU�OLSWPUN�WLVWSL�^P[O�MV\Y�[`WLZ�VM�ZVJPHS�
JOHSSLUNLZ!� JVUULJ[PUN�^P[O� Z[YHUNLYZ�� PU[LYHJ[PUN�^P[O�
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Digital Strategy

Social Strategy

helps broadcast com-
mercial messages 
and seek customer 
feedback in order to 
facilitate marketing 
and sell goods and 
services

;OL�WYPTHY`�HK]HU[HNL�VM�H�ZVJPHS�Z[YH[LN`�V]LY�H�W\YLS`�
digital one is in tapping into how people really want to 
JVUULJ[·^P[O�V[OLY�WLVWSL��UV[�^P[O�H�JVTWHU �̀�

helps people improve 
existing relationships 
or build new ones if 
they do free work on 
the company’s behalf

strangers, reconnecting with friends, and interacting 
with friends. 

3L[»Z� SVVR�H[�OV^�H�THQVY�JYLKP[�JHYK�JVTWHU`� 0»SS� JHSS�
?*HYK� KL]PZLK� HUK� [LZ[LK� H� ZVJPHS� Z[YH[LN`� �[OL� JVT-
WHU`�YLX\LZ[LK� [OH[� P[Z�UHTL�IL�KPZN\PZLK���;OL�*46�
assembled an eight-person team that included members 
MYVT�THYRL[PUN��WYVK\J[�KL]LSVWTLU[��HUK�0;·WS\Z�JVU-
Z\S[HU[Z��T`ZLSM�PUJS\KLK��;OL�NYV\W�\S[PTH[LS`�YLWVY[LK�
KPYLJ[S`� [V� [OL� *,6�� >L� SLK� [OL� [LHT� PU� H� Z[Y\J[\YLK�
strategy-development process in which team members 
devised at least one strategy for each of the four types of 
social challenges that card members may face. In each 
case, the goal was to increase card-member spending 
or retention, or acquire new customers, in exchange for 
solutions to those challenges. Each of the four social 
Z[YH[LNPLZ��VM�JV\YZL��HKOLYLK�[V�[OL�JVYL�WYPUJPWSL!�;OL`�
reduced costs or increased customers’ willingness to 
pay by helping people establish or strengthen relation-
ships if they did free work on the company’s behalf.

Social challenge A: 9LJVUULJ[PUN�^P[O�HJX\HPU[HUJLZ�
and friends outside a core group can be awkward.

Social strategy A: /LSW� WLVWSL� YLJVUULJ[� [OYV\NO�
ZOVWWPUN�^P[O�MYPLUKZ��;OL�[LHT�KL]PZLK�H�WYVNYHT�[OH[�
would give cardholders an excuse to reconnect by invit-
ing others who already had the card or who had agreed 
[V�ZPNU�\W�MVY�VUL�[V�QVPU�[OLT�MVY�ZOVWWPUN��:OVWWPUN�
together at the same retailer at the same time would 
yield additional reward points.

Social challenge B: People need help interacting with 
acquaintances and friends outside a core group.

Social strategy B:�/LSW�WLVWSL�PU[LYHJ[�[OYV\NO�NPM[�NP]-
PUN��;OL�?*HYK�[LHT�LU]PZPVULK�H�NPM[�WYVNYHT�PU�^OPJO��
\WVU�YLX\LZ[��?*HYK�^V\SK�L_HTPUL�HUV[OLY�TLTILY»Z�
purchases or purchase locations (only if they had opted 
PU[V�[OL�WYVNYHT��HUK�YLJVTTLUK�NPM[Z�[HYNL[LK�[V�[OLPY�
W\YJOHZL�WYVÄSL��;OL�WYVNYHT�^V\SK�NP]L�TLTILYZ�HU�
PUJLU[P]L�[V�\ZL�?*HYK�TVYL�PU�VYKLY�[V�I\PSK�HU�HJJ\YH[L�
purchase history, resulting in well-targeted recommen-
dations for friends.

+PNP[HS�Z[YH[LN`�]Z��
Social strategy

:,16,*+76  Apr - Jun 2013



Social challenge C: Finding strangers with whom you 
have something in common isn’t easy.

Social strategy C: *VUULJ[�L_LJ\[P]L�^VTLU�^OV�OH]L�
?*HYK»Z�OPNO�LUK�JOHYNL�JHYK��4HU`�VM� [OLZL�J\Z[VT-
ers travel frequently and have few opportunities to so-
JPHSPaL�^P[O�^VTLU� SPRL� [OLTZLS]LZ��;OL� [LHT�KL]PZLK�
PU]P[H[PVU�VUS`�L]LU[Z�H[�L_JS\ZP]L�OV[LSZ�PU�THQVY�JP[PLZ�
to convene these cardholders when they traveled.

Social challenge D:�7LVWSL�ÄUK�P[�\UJVTMVY[HISL[V� PU-
[LYHJ[�^P[O�Z[YHUNLYZ�^P[OV\[�ÄYZ[�RUV^PUN�TVYL�HIV\[�
them.

Social strategy D: /LSW�TVTZ�^P[O�`V\UN�JOPSKYLU�SLHYU�
ZVTL[OPUN�HIV\[�VUL�HUV[OLY��;OLZL�J\Z[VTLYZ�OH]L�HU�
appetite for information about child care products, but 
ZVTL�OH]L�KPɉJ\S[`�ÄUKPUN�[Y\Z[LK�HK]PJL�HIV\[�[OLT��
;OL� [LHT� JVUJLP]LK� H� IYHUKLK� JHYK� [OH[�^V\SK� HSSV^�
moms to access a dedicated social platform, search for 
other card holding moms who had bought a particular 
product, and connect to them. Only moms who made 
themselves searchable and continued to make purchas-
es with the card would be allowed to search. 

Theory into practice

/H]PUN�PKLU[PÄLK�ZL]LYHS�WV[LU[PHS�Z[YH[LNPLZ�MVY�OLSWPUN�
people create or improve relationships, the team evalu-
ated them using three tests.

Social utility test: Will the strategy help customers 
solve a social challenge they can’t easily address on 
[OLPY�V^U&�;OPZ�[LZ[�YLX\PYLZ�[OH[�`V\�MVJ\Z�VU�HU�PTWVY-
[HU[·I\[�\UTL[·ZVJPHS�JOHSSLUNL�MVY�[OL�[HYNL[�NYV\W��
People doing such analyses often assume that if they 
don’t personally experience a given social challenge, 
V[OLYZ�KVU»[�LP[OLY��;OH[� PZ�\Z\HSS`�^YVUN��:VJPHS�Z[YH[-
LN`�KL]LSVWTLU[� YLX\PYLZ� HU�\UWYLQ\KPJLK� SVVR� H[� [OL�
[HYNL[�NYV\W»Z�ZVJPHS�ULLKZ��;OL�ZOVWWPUN�^P[O�MYPLUKZ��
executive-women, and moms strategies passed the 
test’s requirement to address an important, unmet social 
ULLK��;OPZ�L]HS\H[PVU�YLX\PYLK�YLZLHYJOPUN�[OL�KLTHUK�
MVY�ZVJPHS�ZVS\[PVUZ�PU�LHJO�NYV\W·MVY�L_HTWSL��L_LJ\-
[P]L�^VTLU»Z� PU[LYLZ[� PU� UL[^VYRPUN� VWWVY[\UP[PLZ�� ;OL�

research revealed that although networking groups are 
plentiful, invitation-only events for executive women that 
JHWP[HSPaL�VU� [OLPY� OLH]`� [YH]LS� ZJOLK\SLZ�HYL�UV[�� ;OL�
[LHT�HSZV�JVUÄYTLK�[OH[�TVTZ�̂ HU[�[V�ÄUK�V[OLY�TVTZ�
^OV�OH]L�IV\NO[�H�ZWLJPÄJ�WYVK\J[�HUK�[OH[�UV�L_PZ[-
PUN�[VVSZ�HSSV^LK�[OLT�[V�KV�ZV��:PTPSHYS �̀�[OL�YLZLHYJO�
revealed a substantial appetite for shopping with friends. 
/V^L]LY��[OL�[LHT�MV\UK�[OH[�WLVWSL�^V\SK�OLZP[H[L�[V�
use a program that, by making gift recommendations 
IHZLK�VU�[OLPY�W\YJOHZL�WH[[LYUZ��PU�LɈLJ[�YL]LHSLK�[OLPY�
purchase preferences to others. For that reason, the 
[LHT�KPZX\HSPÄLK�[OL�NPM[�NP]PUN�Z[YH[LN �̀�

Social solution test:�>PSS�[OL�Z[YH[LN`�SL]LYHNL�[OL�ÄYT»Z�
\UPX\L�YLZV\YJLZ�HUK�WYV]PKL�H�KPɈLYLU[PH[LK��OHYK�[V�
JVW`�ZVJPHS�ZVS\[PVU&�;OL�[LHT�YLHSPaLK�[OH[�[OL�JHYK»Z�
leadership in an exclusive segment and its superior re-
^HYKZ�WYVNYHT�^LYL�KPZ[PUJ[P]L��;OVZL� YLZV\YJLZ�JVU-
ferred a hard-to-replicate advantage for the executive-
^VTLU� Z[YH[LN`� HUK� VɈLYLK� H� IL[[LY�[OHU�HS[LYUH[P]LZ�
VW[PVU�MVY�[OH[�ZLNTLU[��3PRL^PZL�[OL�ZOVW�^P[O�MYPLUKZ�
strategy continued to look promising, primarily because 
P[� SL]LYHNLK� [OL� JHYK»Z� Z\WLYPVY� YL^HYKZ� WYVNYHT�� ;OL�
moms strategy didn’t fare as well in this analysis because 
[OL�ÄYT�SHJRLK�[OL�KL[HPSLK�[YHUZHJ[PVU�KH[H�ULLKLK�[V�
create a service that competitors couldn’t readily repli-
JH[L� VY� L]LU� V\[WLYMVYT��*VUJLYUZ� HSZV� Z\YMHJLK� [OH[�
SHYNL� YL[HPSLYZ�VM�JOPSKYLU»Z�WYVK\J[Z��Z\JO�HZ�;V`Z�¸9¹�
<Z�VY�>HSTHY[��JV\SK�JYLH[L�H�TVYL�LɈLJ[P]L�WSH[MVYT��
;OL�[LHT�ZV\NO[�[V�HKKYLZZ�[OPZ�JVUJLYU��I\[�\S[PTH[LS`�
[OL�TVTZ�Z[YH[LN`�^HZ�KPZX\HSPÄLK��

Business value test: Will the social solution directly 
SLHK�[V�PTWYV]LK�WYVÄ[HIPSP[`&�;OPZ�[LZ[�YLX\PYLZ�[OH[�[OL�
strategy directly lower costs or increase willingness to 
WH �̀� ;OL� L_LJ\[P]L�^VTLU� Z[YH[LN`� [OH[� OHK� [O\Z� MHY� 
survived stumbled here because of the small size of 
[OL� [HYNL[� NYV\W·VUS`� ����� VM� JHYKOVSKLYZ�� (S[OV\NO� 
reducing defection among this small but dispropor-
[PVUH[LS`� WYVÄ[HISL� ZLNTLU[� JV\SK� OH]L� H� TLHZ\YHISL� 
bottom-line impact, the team determined that it was not 
HZ�SHYNL�HZ�[OH[�VɈLYLK�I`�[OL�ZOVW�^P[O�MYPLUKZ�VW[PVU��
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 First think through how to 
address customers’ unmet social needs; 

then connect the proposed
solutions to business goals 
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)LMVYL� WPSV[PUN� [OPZ� VW[PVU�� [OL� [LHT� JOLJRLK� [OH[� [OL 
activities intended to improve relationships were directly 
YLSH[LK�[V�QVIZ�[OH[�OLSW�[OL�JVTWHU`�SV^LY�JVZ[Z�VY�PU-
JYLHZL�^PSSPUNULZZ� [V�WH �̀� ;OH[�^HZ� [Y\L�� MVY� L_HTWSL��
PU� [OL� A`UNH� HUK� L)H`� .YV\W� .PM[Z� Z[YH[LNPLZ�� ^OPJO�
allowed people to connect only if they posted status 
updates advertising the product. Indeed, the shop-with-
friends strategy tightly aligned social and economic ben-
LÄ[Z!�;OL�ZVJPHS�HJ[�VM�PU]P[PUN�H�MYPLUK�[V�ZOVW�PZ�[OL�]LY`�
HJ[�[OH[�`PLSKZ�WYVÄ[Z��I`�NLULYH[PUN�MLLZ�PM�[OL�MYPLUK�IL-
comes a new card member, makes a purchase with the 
JHYK��VY�IV[O��)LJH\ZL�LHJO�UL^�J\Z[VTLY�YLJY\P[LK��MVY�
free, by a card member roughly halves customer-acqui-
sition costs, the team calculated that the strategy had 
NYLH[�LJVUVTPJ�WV[LU[PHS��(Z�[OPZ�Z[YH[LN`�WLYMVYTLK�[OL�
best on all three tests, the team chose it as the one to 
pilot. 

;OL�WPSV[�[HRLZ�VɈ�
)`� L�THPS�� ?*HYK� PU]P[LK� ������� J\Z[VTLYZ� PU� VUL�
metropolitan area to receive a pilot Facebook shop-
^P[O�MYPLUKZ� HWWSPJH[PVU�� (STVZ[� ���� VM� YLJPWPLU[Z�
checked out the application; half of that subgroup 
ZPNULK� \W�� :PNUH[VYPLZ� ^LYL� YLX\PYLK� [V� LU[LY� [OLPY�
credit card number for validation and then were  
HZRLK�[V�WPJR�H�[PTL�[V�NV�ZOVWWPUN�^P[O�MYPLUKZ��:\IZL-
quently, they were prompted to post a Facebook status 
update announcing when they would like to shop and  
informing others that all involved would receive  
HKKP[PVUHS�?*HYK�YL^HYKZ�MVY�JVZOVWWPUN��

Yelp

acquires valuable 
content by helping 
people meet if they 
write reviews

American 

Express

helps professionals to 
meet others like them 
if they maintain their 
card membership

Zynga

helps friends stay in 
touch if they recruit 
new players and retain 
existing ones maintain 
their card membership

,IH`
allows people to 
strengthen friendships 
through gift giving if 
they ask friends to buy 
MYVT�L)H`

/LYL»Z�OV^�MV\Y�JVTWHUPLZ�
have successfully imple-
mented their social strate-
NPLZ��,HJO�ÄYT�YLK\JLZ�
costs or increases custom-
ers’ willingness to pay by 
helping people establish 
or strengthen relationships 
if they do free work on the 
company’s behalf.
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When friends clicked on the update, they were returned 
to the application, where they could sign up for an 
?*HYK� VY� YLNPZ[LY� [OLPY� L_PZ[PUN� JHYK� HUK� JVUÄYT� [OLPY�
H[[LUKHUJL��+\YPUN�[OL�[^V�TVU[O�WPSV[��H�ÄM[O�VM�[OVZL�
who had signed up posted a status update, of whom 
three-quarters received at least one response (some  
YLJLP]LK� HZ�THU`� HZ� ZP_� YLZWVUZLZ��� (� [OPYK� VM� [OVZL�
^OV� YLZWVUKLK� ILJHTL� UL^� JHYKOVSKLYZ�� HUK� ���� 
of invitations to shop together resulted in purchases. 
7SLHZLK� ^P[O� [OL� YLZ\S[Z�� [OL� *,6� HUK� *46� NYLLU�
SPNO[LK�[OL�ZVJPHS�Z[YH[LN`�MVY�H�M\SS�YVSSV\[�PU�������>P[O�
changing corporate priorities and increased focus on 
the exclusive cards, the executive team also asked 
[OL�NYV\W�[V�WPSV[�[OL�L_LJ\[P]L�^VTLU�Z[YH[LN �̀�4VZ[� 
important, the company established a permanent so-
JPHS�Z[YH[LN`�\UP[�[OH[�YLWVY[Z�[V�[OL�*46�HUK�PZ�[HZRLK�
with developing and testing new social strategies.

(Z�TVZ[�I\ZPULZZLZ�HYL�HJJ\Z[VTLK�[V�OLSWPUN�WLVWSL�
meet their economic rather than their social needs,  
creating social strategies will require fundamental 
changes in the way companies approach strategy  
KL]LSVWTLU[�� (Z� ZVJPHS� WSH[MVYTZ� ILJVTL� L]LU�TVYL�
JLU[YHS�[V�JVUZ\TLYZ»�SP]LZ��JVTWHUPLZ�[OH[�KVU»[�ÄN\YL�
out how to appropriate their value and create true social 
Z[YH[LNPLZ�^PSS�ÄUK�P[�OHYKLY�HUK�OHYKLY�[V�JVTWL[L�^P[O�
[OVZL�[OH[�KV��:[HY[PUN�[OPZ�WYVJLZZ�ZVVU��L]LU�PU�ZTHSS�
Z[LWZ��PZ�IV[O�H�JYP[PJHS�KLMLUZP]L�HUK�VɈLUZP]L�TV]L�

4PRVéHQ�1HU�7PZRVYZRP��^OV�VM[LU�NVLZ�I`�4PZPLR��PZ�
HU�HZZVJPH[L�WYVMLZZVY�PU�[OL�Z[YH[LN`�\UP[�H[�/HY]HYK�
)\ZPULZZ�:JOVVS��/PZ�MVY[OJVTPUN�IVVR�PZ�*VUULJ[!�
>O`�:VJPHS�7SH[MVYTZ�>VYR�HUK�/V^�[V�3L]LYHNL�
;OLT�MVY�:\JJLZZ��7YPUJL[VU�<UP]LYZP[`�7YLZZ���������
;̂ P[[LY!�'TWPZRVYZRP



7KH�)XWXUH�LV�0RELOH 
We are witnessing a consumer led IT revolution. Find 

out how it challenges organizations to relook at existing 

business practices and continuously reinvent themselves.
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Enterprises are leveraging advanced technologies to discover 
unimagined ways to connect with consumers, producers and 
employees operating in a highly networked, hyperconnected world

��0THNPUL��(�Z[\KLU[�SP]PUN�PU�H�YLTV[L�WHY[�VM�(\Z[YHSPH�
teleconferences with a math teacher in India at a mu-
tually convenient time to clear doubts raised by fellow 
ºKPNP[HS� UH[P]LZ»� SVJH[LK� PU� KPɈLYLU[� JV\U[YPLZ�� ^OV� HYL�
HSS�WYLWHYPUN�MVY�[OLPY�ÄUHS�HZZLZZTLU[�\UKLY�H�KPZ[HUJL�
SLHYUPUN�WYVNYHT�VɈLYLK�I`�H�<:�\UP]LYZP[ �̀�;LJOUVSVN`�
has made it possible for these students to engage in ex-
treme teamwork and experiential activities.

��0THNPUL��(�ZWLJPHSPZ[�KVJ[VY�WYHJ[PJPUN�PU�9PV�KL�1HULP-
ro video conferences with a local health provider located 

:LUPVY�=PJL�7YLZPKLU[���>PWYV�
0UMV[LJO�HUK�.SVIHS�0UMYHZ[Y\J[\YL�
:LY]PJLZ

(UHUK�:HURHYHU���

PU�[OL�)YHaPSPHU�(THaVU�[V�HJJ\YH[LS`�KPHNUVZL�HUK�[YLH[�
patients in the remote location. Using advanced remote 
technologies, doctors are able to personalize drugs for 
WH[PLU[Z� SP]PUN� PU� MHY� VɈ� WSHJLZ�� MHJPSP[H[L� WHYH�TLKPJHS�
support where needed, and even grow new cells for the 
OLHY[��;LSLTLKPJPUL�OHZ�YL]VS\[PVUPaLK�NSVIHS�OLHS[OJHYL�
delivery systems.         

��0THNPUL��(�IHUR�̂ P[O�UV�IYHUJOLZ�VY�(;4Z��9HWPK�TV-
IPSL�WLUL[YH[PVU� PU� [OL� Y\YHS�HYLHZ�VM�(ZPH�HUK�(MYPJH� PZ�
LUHISPUN�IHURZ�[V�HKK�OP[OLY[V�º\UIHURLK�WLVWSL»�

Imagination is 

;OL�6US`�3PTP[
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as customers, and deliver to them customized micro-
ÄUHUJL� HUK� TPJYV�PUZ\YHUJL� WYVK\J[Z� [OYV\NO� [OL� 
TVIPSL��;OLZL�IYHUJO�SLZZ�IHURZ�HYL�ZL[[PUN�VɈ�H�UL^�
wave of mobile banking that will eventually spread out to 
metros, cities and towns around the world. 

;LJOUVSVN`� PZ�VTUPWYLZLU[� PU�WLVWSL»Z� SP]LZ�� PTWHJ[PUN�
everything from communication to entertainment and 
medicine to convenience. Enterprises – big and small are 
constantly in search of new technologies and practices 
that enable them to deliver high quality products and 
services to consumers, on time, at competitive costs. 
(UK� UV �̂� HZ� ºNYLLU� NYV^[O»� ILJVTLZ� H� NSVIHS� TV]L-
ment, customers also expect enterprises to adopt green 
WYHJ[PJLZ��(SS�VM�[OLZL�JOHSSLUNLZ�JVTL�[V�[OL�MVYL�^OLU�
VYNHUPaH[PVUZ�THRL�[OLPY�JOVPJLZ�YLNHYKPUN�0;�PUMYHZ[Y\J-
ture.

0;� PUMYHZ[Y\J[\YL� P[ZLSM� PZ� L]VS]PUN� YHWPKS �̀� 0U� [OL� WHZ[�� 
enterprises that had the wherewithal to buy advanced 
0;� PUMYHZ[Y\J[\YL�^V\SK� SPILYHSS`� WH`� HUK� HJX\PYL� [OVZL� 
HZZL[Z�� )\[� [VKH`� [OL`� ZLLR� TVYL� VW[PVUZ� ILMVYL� 
deciding upon the infrastructure that should support their 
I\ZPULZZ��4VYL�YLJLU[S �̀�[OL�VW[PVUZ�OH]L�PUJYLHZLK�^P[O�
0;� PUMYHZ[Y\J[\YL� ILPUN�THKL� H]HPSHISL� HZ� H� ZLY]PJL� I`�
specialist vendors. Following from this, more enterprises 
UV^�WYLMLY� [V�]HYPHIPSPaL� [OLPY� 0;�JVZ[Z�I`�VW[PUN� MVY� 0;�
infrastructure services instead of making huge capital 
PU]LZ[TLU[Z�PU�0;�HZZL[Z�[OH[�HYL�[V�IL�KLWSV`LK�VU�ZP[L�

+YP]PUN�KPɈLYLU[PH[PVU
;OL�JOVPJL�VM� 0;� PUMYHZ[Y\J[\YL�HSZV�KL[LYTPULZ�OV^�HU�
LU[LYWYPZL� KPɈLYLU[PH[LZ� P[ZLSM� PU� [OL�THYRL[� ¶� PU� [LYTZ�
VM� JVZ[� LɉJPLUJ �̀� .V�[V�4HYRL[� Z[YH[LN �̀� X\HSP[`� VM�
WYVK\J[Z�HUK�ZLY]PJLZ�HUK�L]LU�NYLLU�WYHJ[PJLZ��(�ML^� 
L_HTWSLZ�HYL!

��Real-time data collection:� ;HRL� [OL� JHZL�VM� JHY� PU-
Z\YHUJL� JVTWHUPLZ� PU� [OL� <:� HUK� <2� [OH[� UV^� \ZL�
.7:� KL]PJLZ� HUK� ZLUZVYZ� MVY� YLHS�[PTL� KH[H� JVSSLJ-
tion on parameters like the speed of cars which serves 
as an input for claims settlement in the event of an  
HJJPKLU[�� 3PRL^PZL�� THU\MHJ[\YPUN� JVTWHUPLZ� HYL� \Z-

PUN� YHKPV� MYLX\LUJ`� PKLU[PÄJH[PVU�KL]PJL� �9-0+�� [HNZ� [V� 
obtain real-time insights on how their goods move 
[OYV\NO�[OL�Z\WWS`�JOHPU��;OPZ�OLSWZ�[OLT�YLK\JL�PU]LU-
tory levels and respond dynamically to market trends.

��(UHS`[PJZ�KYP]LU�KLJPZPVU�THRPUN! Using advanced 
[LJOUVSVNPLZ�SPRL�)PN�+H[H�HUHS`[PJZ��LU[LYWYPZLZ�NHPU�RL`�
customer insights that serve as actionable inputs for de-
veloping winning products, solutions and services. For 
PUZ[HUJL��WOHYTHJL\[PJHS�HUK�OLHS[OJHYL�ÄYTZ�HYL�\ZPUN�
a variety of patient data and analytics to develop and 
test drugs and to improve healthcare delivery systems.

��>PKLY�THYRL[�YLHJO!�0;�PUMYHZ[Y\J[\YL�PZ�UV^�LUHISPUN�
enterprises to cater to markets across geographies with-
out having to establish a large physical presence in all 
THYRL[Z��.SVIHS�YL[HPS�THQVYZ�HYL�PUJYLHZPUNS`�[HRPUN�[OL�
e-commerce route to connect with consumers world-
^PKL�� ;OPZ� ^H �̀� [OL`� ULLK� SLZZ� WO`ZPJHS� ZWHJL� [V� KV�
business, as well as assess consumer expectations and 
behavior more closely.

��:WLLK�[V�THYRL[!�*VTWHUPLZ�HYL�SL]LYHNPUN�UL^�NLU-
LYH[PVU�0;�PUMYHZ[Y\J[\YL�[V�HJJLSLYH[L�[OLPY�ZWLLK�[V�THY-
RL[��5V^�[OL`�JHU�ZL[�\W�ZHSLZ�VɉJLZ�PU�YHWPKS`�NYV^PUN�
[LYYP[VYPLZ�X\PJRS �̀�[V�NP]L�J\Z[VTLYZ�Z[YVUN�VɈ�ZP[L�Z\W-
port for their initiatives, or to meet demand for services 
^OLU� VUSPUL� PU[LYHJ[PVUZ� Z\YNL�� (U� LTLYNPUN� [LSLJVT�
WSH`LY�PU�(ZPH�ZL[�\W�P[Z�LU[PYL�0;�Z`Z[LT�PU�YLJVYK�[PTL�
\ZPUN� TVK\SHY�� ZJHSHISL� 0;� PUMYHZ[Y\J[\YL� [V� LU[LY� [OL�
market in the shortest possible time.

�� Superior customer experience: Enterprises are  
using advanced technologies like mobility and social  
TLKPH� [V� KLSP]LY� Z\WLYPVY� J\Z[VTLY� L_WLYPLUJLZ�� ;V�
get the customer experience right, companies should 
IL�HISL�[V�Z^P[JO�HUK�YV\[L�J\Z[VTLYZ�HJYVZZ�KPɈLYLU[�
[`WLZ�VM�UL[^VYRZ�ÅL_PIS �̀�:WVY[Z�LX\PWTLU[�YL[HPSLY�.P-
antnerd has created a unique social network called Wiki-
Nerdia that encourages social buyers to share their ex-
periences with potential customers who are researching 
on the company website, and also address their
queries.
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storage and network elements that support the analytics 
M\UJ[PVU�� (�^LSS�HYJOP[LJ[LK� PUMYHZ[Y\J[\YL� PZ� ULJLZZHY`�
[V� LUZ\YL� [OL� HUHS`[PJZ� HWWSPJH[PVUZ� Y\U� LɉJPLU[S`� HUK�
economically. It should also guarantee foolproof data 
security. 

4VIPSP[`!� Ubiquitous connectivity through mobility is 
helping organizations do business anytime, anywhere. 
.HY[ULY�OHZ�WYLKPJ[LK�[OH[�I`�������TVYL�[OHU�����IPS-
lion smart mobile devices will be sold, two-thirds of the 
^VYRMVYJL�^PSS�V^U�H�ZTHY[WOVUL��HUK����WLYJLU[�VM�[OL�
^VYRMVYJL� ^PSS� IL� TVIPSL�� 4VIPSL� ^PSS� JOHUNL� HWWSPJH-
tions and how they are delivered. Users will increasingly 
expect personalized and context-award experiences 
HUK�.HY[ULY�L_WLJ[Z�TVYL�[OHU�����IPSSPVU�HWWZ�^PSS�IL�
downloaded each year. 

�� ¸;OL� 0U[LYUL[� VM� L]LY`[OPUN¹� ^PSS� HSZV� W\[� ZTHY[� 
KL]PJLZ�H[�[OL�JLU[LY�VM�KH[H�JVSSLJ[PVU��)`�[OL�LUK�VM�[OL� 
KLJHKL�� .HY[ULY� L_WLJ[Z� [OH[� TVYL� [OHU� ��� IPSSPVU� 
KL]PJLZ�^PSS�IL�WLYTHULU[S`�JVUULJ[LK�HUK�����IPSSPVU�
will be occasionally connected. It will soon cost more not 
to monitor devices than to monitor them.

Social technologies:� ;OPZ� WYVTV[LZ� L_[YLTL� JVSSHIV-
YH[PVU� IL[^LLU� [OL� KPɈLYLU[� Z[HRLOVSKLYZ�� SLHKPUN� [V�
NYLH[LY�PUUV]H[PVUZ�H[�[OL�^VYRWSHJL��:VJPHS�JVTW\[PUN�
is transitioning from being on the outside of business to 
being the core of business management, changing orga-
UPaH[PVUZ�MYVT�OPLYHYJOPJHS�Z[Y\J[\YLZ�HUK�KLÄULK�[LHTZ�
to communities of interest. 

��0U�[OYLL�`LHYZ��H[�SLHZ[����VYNHUPaH[PVUZ�^PSS�ZWLUK����
IPSSPVU� VY� TVYL� VU� ZVJPHS� TLKPH�� WYLKPJ[Z� .HY[ULY�� )\[�
THU`�VM�[OL�WVZ[Z�^PSS�IL�WHPK�VY�H\[VTH[LK��:[PSS��ZVJPHS�
data is important for understanding and reaching cus-
tomers, and even employees. 

Cloud technologies!� *SV\K� Z[VYLZ� PUMVYTH[PVU� HUK� 
ensures its ubiquity. It enables delivery of information 
HUK� M\UJ[PVUHSP[`� [V� \ZLYZ� HUK� Z`Z[LTZ�� *SV\K�IHZLK� 
infrastructure services are looming large. 

�� *SV\K� ZLY]PJLZ� SPRL� PUMYHZ[Y\J[\YL�HZ�H�ZLY]PJL� �0HH:��
HYL�ÄUKPUN�H�NYV^PUN�THYRL[�I\[�TVZ[�VM�[OLT�HYL�YLU

��Higher productivity:�4VYL�LTWSV`LLZ�UV^�WYLMLY� [V�
^VYR� PU� H�)YPUN�@V\Y�6^U�+L]PJL� �)@6+��LU]PYVUTLU[�
[OH[�OHZ�H�JHZJHKPUN�ILULÄJPHS�PTWHJ[�VU�[OLPY�WYVK\J-
[P]P[ �̀�,U[LYWYPZLZ�ULLK�[V�OH]L�[OL�0;�PUMYHZ[Y\J[\YL�[OH[�
Z\WWVY[Z� [OL� )@6+� J\S[\YL�� ^P[O� Z\ɉJPLU[� I\S^HYRZ�
against data loss and infringement of data secrecy. New 
NLULYH[PVU� 0;� PUMYHZ[Y\J[\YL� HSZV� OLSWZ� LTWSV`LLZ� [V�
work anywhere, anytime using their personal devices.

��6ɈZOVYPUN�VWWVY[\UP[`!�;VKH`»Z�HZZL[�SPNO[�V\[ZV\YJ-
PUN� [YHUZHJ[PVUZ� LUHISL� VɈZOVYL� Z\WWSPLYZ� [V� JVTWL[L�
TVYL�LɉJPLU[S`�MVY�TVYL�KLHSZ��

Advanced technologies: shaping future IT infrastruc-

ture

In this era of hyper-connectivity, extreme collaboration 
HUK�\IPX\P[V\Z�LU[LYWYPZLZ�� 0;� PUMYHZ[Y\J[\YL� PZ�I\PS[� VU�
four key pillars – analytics, mobility, social technology 
HUK�JSV\K��.HY[ULY�JHSS�[OLZL�[OL�¸5L_\Z�VM�-VYJLZ¹��6Y�
^L�TH`�KLZJYPIL�[OLT�HZ�¸;OL�(^LZVTL�-V\YZVTL�VM�
5L_[�.LU�;LJOUVSVN`¹!

��Analytics: Enterprises that adopt analytics to leverage 
an exponentially increasing volume, velocity and variety 
of data to identify current and future market behavior 
would have to make the right choice of computational, 
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dered as private cloud solutions meant for single clients. 
;VKH �̀� [OLYL� HYL� ML^� PUMYHZ[Y\J[\YL� ZLY]PJL� WYV]PKLYZ� 
VɈLYPUN�YLHS�W\ISPJ�JSV\K�ZVS\[PVUZ�^P[O�OPNO�ÅL_PIPSP[`�VM�
changing baselines and pay-what-you-use pricing mod-
els. Nonetheless, most infrastructure providers have  
YLJVNUPaLK�[OL�VWWVY[\UP[`�[V�VɈLY�JVUZ\S[PUN�ZVS\[PVUZ�
to customers for their cloud-readiness and cloud inte-
gration and assessments.

�� 4HU`� PUMYHZ[Y\J[\YL� WYV]PKLYZ� HYL� HSYLHK`� VɈLYPUN� 
infrastructure managed services including public cloud 
ZVS\[PVUZ�VM�[OPYK�WHY[PLZ�SPRL�(THaVU�VY�.VVNSL��>OPSL�0;�
infrastructure management and cloud solutions are still 
largely separate, they are converging rapidly.

Innovation & disruption

;OLZL� [LJOUVSVNPLZ� HYL� PUUV]H[P]L� HUK� KPZY\W[P]L� HUK�
will increasingly combine to revolutionize business and 
society, disrupt old business models and create new 
I\ZPULZZ� PJVUZ�HUK� SLHKLYZ��;HRL�[OL�JHZL�VM� [OL�YL[HPS�
PUK\Z[Y �̀�(�WVY[HISL�KL]PJL� PU� [OL�WVJRL[�JHU�UH]PNH[L�
a customer into a retail store at one moment, and redi-
YLJ[�OPZ���OLY�ÄUHS�ZHSL�[V�[OL�JVTWL[P[PVU�[OL�]LY`�UL_[� 
moment, because of a friend’s recommendation on 
Facebook.

:HSLZ�VYNHUPaH[PVUZ�PU�WHY[PJ\SHY�HYL�WYVHJ[P]LS`�HKVW[PUN�
these technologies to keep their salespeople perenni-
HSS`�V\[�PU�[OL�ÄLSK��[HSRPUN�[V�JSPLU[Z�HUK�JYHJRPUN�KLHSZ� 
\ZPUN� WYLZLU[H[PVUZ� �PUMVYTH[PVU�� JYLH[LK� [OYV\NO� JVS-
SHIVYH[P]L� WSH[MVYTZ� �ZVJPHS�� OVZ[LK� VU� [OL� JVTWHU`»Z�
ZLY]LY� �JSV\K�� HUK� HJJLZZPISL� VU� PUKP]PK\HS� WOVULZ� VY�
laptops.

4VIPSP[`�HUK�ZVJPHS�[LJOUVSVN`�HYL�HSZV�OLSWPUN�H�NHT-
\[� VM� IHURPUN� HUK� ÄUHUJPHS� ZLY]PJLZ� VYNHUPaH[PVUZ� [V�
broadbase their digital services and create compelling  
J\Z[VTLY� L_WLYPLUJLZ�� 9HWPKS`� PUJYLHZPUN� U\TILY� VM�
tablets in the hands of consumers is facilitating this 
JOHUNL�� -VYYLZ[LY� MVYLJHZ[Z� [OH[� I`� ������ ���� TPSSPVU�
WLVWSL�PU�[OL�ZL]LU�THQVY�>LZ[LYU�,\YVWLHU�JV\U[YPLZ�
^PSS�V^U�H�[HISL[��^OPSL�TVYL�[OHU�����TPSSPVU�WLVWSL�^PSS�
V^U�VUL�PU�[OL�<:�

IT infrastructure – for greater future-readiness

¸;OL�(^LZVTL�-V\YZVTL�VM�5L_[�.LU�;LJOUVSVN`¹�HYL�
OLYL� [V� Z[H �̀� /LUJL�� PU� Z[YLUN[OLUPUN� [OL� M\[\YL�YLHKP-
ness of your enterprise, develop an integrated strategy 
[V�NL[� [OL�ILZ[�V\[�VM� [OL� ¸(^LZVTL�-V\YZVTL¹�� ;OPZ�
^V\SK�LU[HPS�[OL�MVSSV^PUN!

�� 4V]L� IL`VUK� HSPNUTLU[!� 0U� ZLSLJ[PUN� [OL� YPNO[� 0;� 
infrastructure for your enterprise, you would do well to 
look at the future needs of your business and draw a 
plan to embrace advance technologies – such as social 
media, mobility, and cloud initiatives – that drive positive 
business change. 

�� :[HUKHYKPaL� [OL� JVYL!� @V\� ZOV\SK� SVVR� [V� JYLH[L� H�
standardized platform that can support open or indus-
try accepted norms. Niche applications and services will 
Y\SL� PU� [OPZ� LTLYNPUN� LU]PYVUTLU[�� :[HUKHYKPaH[PVU�^PSS�
also enable convergence and consolidation.

(�JVU]LYNLK�UL[^VYR�[OH[�Z\WWVY[Z�\UPÄLK�JVTT\UPJH-
tions and the cloud will provide a robust platform for ad-
vanced capabilities and next-generation services. 

�� ,TIYHJL� UL^� JVUZ\TLY� [LJOUVSVN`� [YLUKZ!� ;V-
day, it is the smartphone and tab that is revolutionizing  
I\ZPULZZ�� ;VTVYYV �̂� P[� ^PSS� IL� ^H[JOLZ�� ZOVLZ� HUK� 
goggles. Embrace these technologies, learn from them 
HUK� I\PSK� H�TVYL� UPTISL� HUK� LɉJPLU[� 0;� VYNHUPaH[PVU��
;OPZ�PZ�LZWLJPHSS`�[Y\L�MVY�TVIPSL�KL]PJLZ�HUK�ZVJPHS�UL[-
working tools. 

�� )\PSK� HUHS`[PJZ� PU[V� L]LY`[OPUN!� (S[OV\NO� HUHS`[PJZ�
isn’t a replacement for human thinking, it can uncover 
patterns and point out emerging opportunities – whether 
derived from a traditional database, social media stream 
VY� V[OLY� ZV\YJL�� 0[� ^PSS� HSZV� OLSW� HU� 0;� VYNHUPaH[PVU� [V�
automate incident management, network-management 
and provision services based on usage data captured, 
analyzed. 

�� 9L[OPUR� ZLJ\YP[`!� +H[H� PZ� PUJYLHZPUNS`� KL]PJL� HN-
UVZ[PJ�� (S[OV\NO� P[� PZ� ^PZL� [V� I\PSK� IHZPJ� ZLJ\YP[`� PU[V� 
systems and devices, the focus must be on data security 
throughout its entire lifecycle. 
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)\ZPULZZ� HZ� \Z\HS� PZ� WHZZt�� 9H[OLY�� I\ZPULZZLZ� VM�
the future will be governed by shorter cycles, greater  
WYVK\J[P]P[`� HUK� LɉJPLUJ`� KLTHUKZ�� YPZL� VM� UL^� 
markets, hyper-networking, extreme collaborations, and 
L]LY�YPZPUN�J\Z[VTLY�L_WLJ[H[PVUZ��(K]HUJLK�[LJOUVSV-
gies like analytics, mobility, social and cloud are con-
stantly evolving to keep up with the emerging business 
KLTHUKZ��;OL�LU[LYWYPZL�[LJOUVSVN`�VM�[OL�M\[\YL�^PSS�IL�
designed to help enterprises meet customer demands 
[OYV\NO� LɈLJ[P]L�� PUUV]H[P]L�� JYLH[P]L� HUK� PTHNPUH[P]L�
ways. It is time to go back to the drawing board and 
imagine the future of business.
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7KH�'DWD�'LUHFWLYH��$Q�(FRQRPLVW�,QWHOOLJHQFH�
8QLW�UHSRUW�FRPPLVVLRQHG�E\�:LSUR 
Watch this video to know 300+ global CXOs’ views on how data 

is driving corporate strategy - and what still lies ahead
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(�>VYSK�,JVUVTPJ�-VY\T�7VSS�JVUK\J[LK�I`�>PWYV�H[�+H]VZ�
������PUKPJH[LZ�[OH[�I\ZPULZZLZ�^PSS�[\YU�[V�(ZPHU�HUK�V[OLY�
emerging economies for growth, leading to higher adoption 
VM�[LJOUVSVN`�[V�KYP]L�I\ZPULZZ�PU�\UJLY[HPU�THYRL[Z��;OL�

poll was taken by some of the world’s top business leaders. 
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,*6564@
;OL�ZPNUZ�[OH[�SHYNL�WHY[Z�VM�[OL�^VYSK�HYL�WVPZLK�[V�NV�
[OYV\NO�LJVUVTPJ�Z[HNÅH[PVU�HYL�ILJVTPUN�YLHSP[ �̀�;OL�
,\YV�AVUL�WYLZLU[Z�H�SLHKPUN�PUKPJH[VY�VM�[OL�IP[[LY�HUK�
SVUN�YVHK�[V�YLJV]LY`�HOLHK�VM�\Z��;OL�,\YV�AVUL»Z�.+7�
PZ�SPRLS`�[V�NYV^�I`�HU�PUÄUP[LZPTHS�HTV\U[�PU�������;OL�
,\YVWLHU�*LU[YHS�)HUR��,*)��MVYLJHZ[Z�P[�[V�IL�IL[^LLU�
TPU\Z��� ��HUK�WS\Z�������;OPZ�TLHUZ�.YLLJL�^PSS�YL-
THPU�PU�YLJLZZPVU��[OL�LJVUVTPLZ�VM�:WHPU�HUK�7VY[\NHS�
^PSS� ZOYPUR� M\Y[OLY�HUK�-YHUJL�HUK�.LYTHU`�^PSS�IHYLS`�
NYV �̂� +VLZ� [OPZ� OLYHSK� H� IYLHR�\W� VM� [OL� ,\YV� AVUL��
driving the region into an advanced state of depression 
[OH[�^PSS� PTWHJ[�KLTHUK�HUK�HɈLJ[�I\ZPULZZLZ�HJYVZZ�
[OL�^VYSK&�9LZWVUKLU[Z�VM�[OL�>PWYV�>VYSK�,JVUVTPJ�
-VY\T�7VSS�H[�+H]VZ��1HU\HY`�������^LYL�TPSKS`�VW[PTPZ-
tic that the break-up would not happen. Of the poll re-
ZWVUKLU[Z������MLS[�[OL�IYLHR�\W�TH`�UV[�OHWWLU�HUK�
[OL�ZPUNSL�J\YYLUJ`�aVUL�^V\SK�Z[H`�\UPÄLK��ZLL�8����(�
ZTHSS�WVY[PVU�������MLS[�[OH[�[OL�KVTPUHU[�WSH`LYZ�PU�[OL�
,\YV�AVUL�Z[VY`�^LYL�HJ[P]LS`�^VYRPUN�[V^HYKZ�H�YL]P]HS�
�ZLL�8����I\[�[OL�WLYJLU[HNL�SVVRZ�NYPT�^P[O�����[OPUR-
PUN� [OH[�UV[�LUV\NO�^HZ�ILPUN�KVUL��;OPZ�JV\SK�Z[LT�
MYVT�[OL�^VYY`�[OH[�[OL�YLZJ\L�WSHU�JYLH[LK�I`�[OL�,*)�
[VNL[OLY�^P[O�[OL�YLN\SH[VYZ�^PSS�UV[�ÄUK�Z\WWVY["�VY�[OH[�
NV]LYUTLU[Z�PU�[OL�,\YV�AVUL�^PSS�MHPS�[V�[HRL�[OL�OHYK�
Z[LWZ�ULJLZZHY`�[V^HYKZ�LJVUVTPJ�YLMVYT��;OH[�ZLU[P-
TLU[�VM�\UJLY[HPU[`�MV\UK�YLÅLJ[PVU�PU�[OL�WVSS������YL-
ZWVUKLU[Z�ZHPK�P[�PZ�¸]LY`�WVZZPISL¹�MVY�[OL�,\YV�AVUL�[V�
IYLHR�\W��ZLL�8�����

)\[�[OLYL�PZ�H�NSPTTLY�VM�OVWL��4HU`�I\ZPULZZ�SLHKLYZ�
believe that the lowered demand from crisis-ridden Eu-
rope – and perhaps other parts of the world, including 
[OL�<:�¶�^PSS�IL�KLIPSP[H[PUN��I\[�UV[�KL]HZ[H[PUN��(ZPHU�
economies will come to the rescue. 

6\Y�WVSS�ZOV^Z�����YLZWVUKLU[Z�HYL�IL[[PUN�VU�(ZPHU�
economies to compensate in the short-term for the 
Z[HNÅH[PVU��HUV[OLY�����ZHPK�¸4H`IL¹�PUKPJH[PUN�[OLYL�
^HZ�H�KPZ[PUJ[�WVZZPIPSP[`�VM�(ZPHU�LJVUVTPLZ� YPZPUN� [V�
IVVZ[�KLTHUK�¶�ZLL�8����;OPZ�PZ�JVU[YHY`�[V�Z[\KPLZ�[OH[�
PUKPJH[L�KLJLSLYH[PVU�VM�NYV^[O�PU�*OPUH��H�^LHRLUPUN�PU�

/PNOS`�WVZZPISL��7% 
Not possible at all  6%

Neutral  26%  
4H`�UV[�OHWWLU��34%  

=LY`�WVZZPISL��27%

Q1. With Euro Zone countries facing high 
fiscal deficits & low GDPs, how likely is 
a Euro Zone Fallout (countries breaking 
away from the Euro Zone)?

Q3. Can Asian economies assist in the 
short term to compensate for the near 
stagflation in the other economies?

Q2. Are the dominant players in Euro 
Zone doing enough to help revive the 15+ 
EU nations that are going through reces-
sion?

+VU»[�RUV^��3%

4H`IL��26%  
@LZ��37%  

No  34%

5V��[OL�KYVW�PU�.+7�PU�
India and slowdown in 
*OPUH�^PSS�IL�H�KL[LYYLU[
46%

+VU»[�RUV^��1%

@LZ��21%  

4H`IL��32%
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Q4. Where do you see unemployment 
rates heading by 2013-14?

Q6. What is the single most important 
lever that will drive business in the next 
few years?

Q5. Do the high unemployment rates in 
the US and reports of around 3.6 million 
unfulfilled jobs point to a partnership 
opportunity with countries that can 
bridge the skills gap?

,HZ[LYU�HUK�>LZ[LYU�(ZPH�HUK�H[�ILZ[�TVKLYH[L�NYV^[O�
PU�:V\[O�(ZPH�� 0[�TH`�ZLLT� [OH[�I\ZPULZZLZ�HYL�UL]LY-
theless depending on the purchasing power of emerg-
ing and developing economies more than they are on 
[OVZL�VM� [OL�KL]LSVWLK�^VYSK��;OPZ�JV\SK� PUKPJH[L� [OH[�
global businesses will have to pay closer attention to 
[OLPY�(ZPHU�THYRL[Z�[OHU�[OL`�HYL�HSYLHK`�KVPUN��0[�JV\SK�
ZWLSS� H� KLTHUKPUN� ¶� VY� PUUV]H[P]L� ¶� WLYPVK� MVY� THU`!�
(ZPHU�THYRL[Z�OH]L�[YHKP[PVUHSS`�ILLU�KPɉJ\S[�[V�\UKLY-
stand, penetrate and dominate; they are price sensitive 
and driven by volumes, not margins. One predictable fall 
out of this will be global businesses shopping for local 
partners who have demonstrated success and depth of 
experience. 

:6*0(3��,4736@4,5;
Poll respondents didn’t appear to be unusually per-
turbed by the low growth rates forecasted for Europe (or 
[OL�<:�HUK�V[OLY�WHY[Z�VM� [OL�^VYSK��� 0M� HU`[OPUN�� [OL`�
saw unemployment rates being positively impacted – 
����VM�[OL�YLZWVUKLU[Z�ZHPK�[OH[�\ULTWSV`TLU[�YH[LZ�
^V\SK�NV�KV^U��;OPZ�TH`�HWWLHY�\U\Z\HS�HUK�YLTHYR-
HIS`�VW[PTPZ[PJ��I\[�HU�HSTVZ[�LX\HS�U\TILY�������ZHPK�
\ULTWSV`TLU[�YH[LZ�^V\SK�NV�\W��ZLL�8�����

;OL� HU[PKV[L� [V� \ULTWSV`TLU[� ����� MLS[� [OLYL� ^V\SK�
IL�¸5V�JOHUNL¹� PU� [OL�\ULTWSV`TLU[�YH[LZ�¶�ZLL�8����
P[�^V\SK�HWWLHY��JV\SK�IL�PU�IYPKNPUN�[OL�ZRPSS�NHWZ��(Z�
THU`�HZ�����VM�[OL�WVSS� YLZWVUKLU[Z�MLS[� [OH[�ZRPSSZ� [V�
HKKYLZZ� [OL� ���� TPSSPVU� \UM\SÄSSLK� QVIZ� PU� [OL� <:� [OH[�
were impacting productivity could be sourced through 
NSVIHS�WHY[ULYZOPWZ��ZLL�8����;OL�TVYL�PTWVY[HU[�VWPU-
PVU�[V�LTLYNL�^HZ�[OH[�HUV[OLY�����MLS[�[OH[�[OPZ�JV\SK�
IL�H�WVZZPISL�ZVS\[PVU�HUK�^LYL�UV[�^PSSPUN�[V�^YP[L�P[�VɈ�
�PUKPJH[LK�I`�[OL�º4H`IL»�PU�[OLPY�YLZWVUZL�[V�8���

;,*/5636.@
While solutions to global demand, talent supply and ful-
ÄSTLU[�LTLYNL��^OH[�PZ�[OL�YVSL�[LJOUVSVN`�JHU�WSH`�[V�
PTWYV]L� LɉJPLUJPLZ� HUK� HKKYLZZ� UL^� THYRL[Z&� /V^�
can technology make it easier for business to transition 

+VU»[�RUV^��3%

.V�\W��30%  

.V�KV^U��36%  

No change  31%

Operating costs  12%

None of these  6%

New products  15%  

;LJOUVSVNPJHS�
advancement  35% 

*\Z[VTLY�L_WLYPLUJL� 32%

+VU»[�RUV^��4%

No  18%  

@LZ��44%  

4H`IL��34%  
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from markets they understand and have shaped over the 
last century to markets that are economically, culturally 
HUK�KLTVNYHWOPJHSS`�KPɈLYLU[�HUK�KPɉJ\S[�[V�WYLKPJ[&�(Z�
THU`�HZ�����VM�[OL�WVSS�YLZWVUKLU[Z�MLS[�[LJOUVSVNPJHS�
advancements would have a role to play in driving busi-
ULZZ�V]LY�[OL�UL_[�ML^�`LHYZ��ZLL�8����(UV[OLY�����MLS[�
that customer experience was going to be equally pivot-
HS�PU�RLLWPUN�I\ZPULZZLZ�PU�[OL�Y\UUPUN��;OPZ��VM�JV\YZL��
PZ�[Y\L�MVY�I\ZPULZZLZ�NSVIHSS �̀�/V^L]LY��V\Y�WVSS�YLZ\S[Z�
indicate that this may need to be applied more closely 
[V�(ZPHU�THYRL[Z��PM�I\ZPULZZLZ�^HU[�JVU[PU\LK�NYV^[O��

0[�JVTLZ�HZ�UV�Z\YWYPZL� [OH[�7YLKPJ[P]L�(UHS`[PJZ�KVT-
PUH[LZ� HZ� H� Z[YH[LNPJ� [VVS� �0+*� L_WLJ[Z� H� ������JVT-
pound annual growth rate in the analytics market every 
`LHY� \U[PS� ������� 6M� [OL� YLZWVUKLU[Z�� ���� ZHPK� [OH[�
7YLKPJ[P]L� (UHS`[PJZ� ^V\SK� OH]L� H� ¸=LY`� OPNO� PTWHJ[¹�
HUK�HUV[OLY�� ��ZHPK�P[�^V\SK�OH]L�HU�¸,_[YLTLS`�OPNO�
PTWHJ[¹�VU�[OLPY�KLJPZPVU�THRPUN��ZLL�8����;OPZ�PZ�JVU-
sistent with the fact that markets across the world are 
JOHUNPUN� YHWPKS �̀�THYRL[�ZPNUHSZ�HYL�ILJVTPUN�KPɉJ\S[�
to decipher and the windows of opportunity are shrink-
PUN��)\ZPULZZLZ�ULLK�[V�Z[H`�HOLHK�VM�[OL�J\Y]L�PU�[LYTZ�
of understanding what their customers’ need, when they 
need it and where they need it; how competition is alter-
ing the landscape; how regulatory changes can be lev-
eraged to stay ahead of competition and how market 
dynamics impact internal organization structures. 

(Z� I\ZPULZZLZ� PUJYLHZL� [OLPY� [LJOUVSVN`� PUW\[Z� [V� HK-
dress uncertainty, the focus on keeping costs predict-
HISL� HUK� JVU[HPULK� ^PSS� PU[LUZPM �̀� (Z� H� JVUZLX\LUJL��
HTVUNZ[� [OL� [LJOUVSVNPLZ� [OH[� ^PSS� ÄUK� PUJYLHZPUN� YLS-
evance will be cloud, enabling organizations to scale 
[OLPY�0;�VU�KLTHUK�PU�H�WH`�HZ�`V\�NV�TVKLS��YLK\JPUN�
\WMYVU[� PU]LZ[TLU[Z� HUK�*(7,?� HZ�^LSS� HZ� WYV[LJ[PUN�
[OLT�MYVT�[LJOUVSVNPJHS�VIZVSLZJLUJL��;OL�L_JP[LTLU[�
around cloud however could be dampened by the lack 
of regulations to securitize data and address privacy 
JVUJLYUZ�� (Z� THU`� HZ� ���� VM� [OL� YLZWVUKLU[Z� ZHPK�
that regulations to do with privacy management around 
*SV\K�^LYL�UV[�TH[\YL��ZLL�8����;OPZ�PZ�JVUZPZ[LU[�^P[O�

Q7. How much of an impact do you think 
Predictive Analytics will have on 
strategic decision making?

Q9. What are the key attributes that 
define today’s workforce?

Q8. Accelerated cloud adoption is raising 
security concerns. Are current regula-
tions mature enough to prevent privacy 
infringement?

3V^�PTWHJ[��2%

Extremely high impact  
29%

=LY`�OPNO�PTWHJ[��51%

Neutral  18%

@LZ�13%

4H`IL�28%

No  41%

+VU»[�RUV^��18%

5VUL�VM�[OLZL���%

*OHUNPUN�^VYR�Z[`SL��
mobile, tech savvy, 
JVSSHIVYH[P]L���3%

*OHUNPUN�ILOH]PVY��ZV-
cial, global, connected  
51%

*OHUNPUN�KLTVNYHWO-
ics- younger, diverse and 
inclusive 24%
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*65*3<:065 

;OL�V]LY�HYJOPUN�YLZ\S[Z�VM�[OL�WVSS�PUKPJH[L�[OH[�VYNHUPaH[PVUZ�
T\Z[�HKVW[�7YLKPJ[P]L�(UHS`[PJZ�[V�HJJ\YH[LS`�MVYLJHZ[�YHWPKS`�
JOHUNPUN�THYRL[Z�HUK�Z\WWVY[�NYV^[O��;OL`�ULLK�[V�\YNLU[S`�
consider cloud technologies after due deliberation on privacy 
requirements, to keep costs under control so that they can 
YLTHPU�JVTWL[P[P]L�PU�WYPJL�ZLUZP[P]L�(ZPHU�THYRL[Z��0U�HKKP-
tion if they are to build a future-ready organization they must 
JVUZJPV\ZS`� PTWYV]L� [OLPY� JOHUNL� X\V[PLU[� [V� Z[H`� ÅL_PISL��
agile and adaptable.

Q10. What is that one key attribute 
necessary for an organization to be 
future ready?

Q11. What steps are you taking to 
differentiate your business and make 
it more relevant for customers?

None of these  2%

4VYL�HJJLZZPISL�I\ZP-
ness models - social, 
local, mobile  27%  

)\ZPULZZ�PUZPNO[Z�MYVT�
analytics for better 
customer experience  
35%

*VSSHIVYH[P]L�WYVK\J[�
service development 
based on customer 
inputs  36%

:[HIPSP[`�[V�TLL[�LJV-
nomic pressures 3%

Insights to pre-empt 
J\Z[VTLY�ULLKZ��3%

Flexibility to adapt to 
changing business land-
scape  51%

(NPSP[`�[V�YLZWVUK�MHZ[LY�
to customer needs  33%
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H� ]HYPL[`� VM� YLZLHYJO� ÄUKPUNZ�� PUJS\KPUN� [OVZL� YLJLU[S`�
WYLZLU[LK�I`�[OL�0;<�X\V[PUN�Z[\KPLZ�KVUL�I`�7L^�0U[LY-
UL[�HUK�(TLYPJHU�3PML�7YVQLJ[�Z\NNLZ[PUN�[OH[�YLN\SH[VY`�
compliance continues to be among the top security con-
JLYUZ�MVY�*06Z��;OPZ�SHJ\UH�JHSSZ�MVY�\YNLU[�PU[LY]LU[PVU��
;LJOUVSVN`� WYV]PKLYZ�T\Z[� [HRL� [OLPY� J\L� MYVT� [OPZ� [V�
ensure that their cloud platforms are secure and future-
ready, going well beyond existing privacy requirements.

)<:05,::
,]LY`[OPUN� PZ�JOHUNPUN�� MYVT�[OL�^VYRMVYJL��ZLL�8 ��[V�
[OL� LJVUVT �̀� ZVJPL[`� HUK� [LJOUVSVN �̀� ;OPZ� WYLZLU[Z� H�
/LYJ\SLHU�JOHSSLUNL�ILMVYL�TVKLYU� SLHKLYZ�^HU[PUN�[V�
steer their organizations to become future ready. For 
[OLT��[OL�X\LZ[PVU�PZ!�¸*HU�^L�ILUK�[OL�I\ZPULZZ�SHUK-
ZJHWL�ILMVYL�P[�ILUKZ�\Z&¹�;OL�HUZ^LY�PZ�[V�YL�LUNPULLY�
WYVJLZZLZ�HUK�THRL� [OLT�TVYL�HKHW[HISL��;OL� SHYNLY�
YLZWVUZL��HZ�YLÅLJ[LK�H[�[OL�:\TTLY�+H]VZ�PU�(ZPH�SHZ[�
`LHY�� PZ� [OH[� ¸:JPLUJL� HUK� [LJOUVSVN`� OVSK� VUL� VM� [OL�
keys to managing the complexity to maintain entirely 
JVU[YHKPJ[VY`�]PL^Z�VM�YLHSP[ �̀�3LHKLYZ�ULLK�TPUKZ�[OH[�
can accommodate these more complicated truths they 
UV^�JVUMYVU[�¹

6M� V\Y� WVSS� YLZWVUKLU[Z�� ���� MLS[� [OH[� I\ZPULZZLZ�
ULLKLK� [V� IL� ÅL_PISL� PU� VYKLY� [V� IL� M\[\YL� YLHK`� �ZLL�
8����� ;OL� ULLK� MVY� ÅL_PIPSP[`� PZ� [OL� V\[JVTL�VM� \UJLY-
[HPU[ �̀� JVUÄYTLK� I`� [OL� ���� VM� YLZWVUKLU[Z�^OV� MLS[�
that agility to respond faster to customer needs would 
KLÄUL�M\[\YL�YLHK`�VYNHUPaH[PVUZ��;OPZ�HSZV�\UKLYSPLZ�[OL�
LTLYNPUN� KLTHUK� MVY� 7YLKPJ[P]L� (UHS`[PJZ� ¶� ���� ZHPK�
that they were creating business insights from analytics 
MVY�H�IL[[LY�J\Z[VTLY�L_WLYPLUJL�PU�VYKLY�[V�KPɈLYLU[PH[L�
[OLPY�I\ZPULZZ��ZLL�8�����



7YLWHYPUN�MVY�[OL�)PN�+H[H�KLS\NL�
tomorrow’s new era workforce

;\LZKH`���UK�1HU\HY �̀�����
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*OHPYLK�I`!�.PSSPHU�;L[[��4HYRL[Z�HUK�
-PUHUJL�,KP[VY��-PUHUJPHS�;PTLZ�
Panel: Sir Martin Sorrell, *,6��>77
TK Kurien,�*,6��0;�)\ZPULZZ��,_LJ\-
[P]L�+PYLJ[VY��>PWYV�3PTP[LK
+PJR�6S]LY��*OHPYTHU��)(,�:`Z[LTZ

0U�[OL�ZLJVUK�OHSM�VM�[OL���[O�JLU[\-
ry, the world saw more change than 
in the millennium that preceded it; 
and the highway to the future is lit-
tered with companies that failed to 
see what was coming (Kodak is one 
VM�[OL�TVZ[�OPNO�WYVÄSL�JHZ\HS[PLZ�PU�
YLJLU[� `LHYZ���>P[O� [OL� M\[\YL� OHW-
pening faster than ever, a company 
needs resilience and strategic agility 
to succeed, and it will need to keep 
P[Z�L`L�ÄYTS`�VU�[OL�HK]HUJPUN�OV-
rizon.

;OL� -;� ,_LJ\[P]L� +PUULY� -VY\T��
which took place on the eve of the 
>VYSK� ,JVUVTPJ� -VY\T� PU� +H]VZ��
VU�;\LZKH �̀���UK�1HU\HY �̀�������ZL[�
its sights on two important changes 
HZ�[OL`�JVTL�V]LY�[OH[�OVYPaVU!�[OL�
increasing volumes of data that are 
precipitating a massive shake-up of 
business priorities, as well as pro-
ducing, entirely new ways of doing 
business; and the new era work-
force – a workforce that is more mo-
bile, includes more women, is get-

ting smaller, and brings with it a very 
KPɈLYLU[� ZL[� VM� L_WLJ[H[PVUZ� [V� [OL�
workplace.
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.PSSPHU�;L[[

Sir Martin Sorrell

.PSSPHU�;L[[�PZ�4HYRL[Z�HUK�-PUHUJL�*VTTLU[H[VY�HUK�HU�(ZZPZ[HU[�,KP[VY�VM�[OL�-PUHUJPHS�
;PTLZ��0U�OLY�WYL]PV\Z�YVSLZ��ZOL�^HZ�<:�4HUHNPUN�,KP[VY�HUK�V]LYZH^�NSVIHS�JV]LYHNL�
VM�[OL�ÄUHUJPHS�THYRL[Z��0U�4HYJO���� ��ZOL�^HZ�1V\YUHSPZ[�VM�[OL�@LHY�H[�[OL�)YP[PZO�7YLZZ�
(^HYKZ��0U�1\UL���� ��OLY�IVVR�-VVS»Z�.VSK�^VU�-PUHUJPHS�)VVR�VM�[OL�@LHY�H[�[OL�PUH\N\-
YHS�:WLHY»Z�)VVR�(^HYKZ��0U�������ZOL�^HZ�H^HYKLK�[OL�>PUJV[[�WYPaL��[OL�WYLTPLY�)YP[PZO�
H^HYK�MVY�ÄUHUJPHS�QV\YUHSPZT��MVY�OLY�JHWP[HS�THYRL[Z�JV]LYHNL��:OL�^HZ�)YP[PZO�)\ZPULZZ�
1V\YUHSPZ[�VM�[OL�@LHY�PU�������:OL�QVPULK�[OL�-;�PU��  ��HUK�^VYRLK�PU�[OL�MVYTLY�:V]PL[�
<UPVU�HUK�,\YVWL��HUK�PU�[OL�,JVUVTPJZ�[LHT��0U��  ���ZOL�^HZ�WVZ[LK�[V�;VR`V�^OLYL�
ZOL�ILJHTL�[OL�)\YLH\�*OPLM��ILMVYL�YL[\YUPUN�PU������[V�ILJVTL�+LW\[`�/LHK�VM�[OL�
3L_�JVS\TU�

:PY�4HY[PU�:VYYLSS� MV\UKLK�>77�� [OL�^VYSK»Z� SHYNLZ[�HK]LY[PZPUN�HUK�THYRL[PUN�ZLY]PJLZ�
NYV\W�PU�� ���HUK�OHZ�ILLU�JOPLM�L_LJ\[P]L�[OYV\NOV\[��>77�JVTWHUPLZ��^OPJO�PUJS\KL�
some of the most eminent agencies in the business, provide clients with advertising, 
TLKPH� PU]LZ[TLU[� THUHNLTLU[�� JVUZ\TLY� PUZPNO[�� W\ISPJ� YLSH[PVUZ� HUK� W\ISPJ� HɈHPYZ��
branding and identity, healthcare communications, direct, interactive and internet market-
PUN�� HUK� ZWLJPHSPZ[� JVTT\UPJH[PVUZ� ZLY]PJLZ��*VSSLJ[P]LS �̀�>77� LTWSV`Z� V]LY� ��������
WLVWSL��PUJS\KPUN�HZZVJPH[LZ��PU�V]LY�������VɉJLZ�PU�����JV\U[YPLZ��;OL�.YV\W»Z�^VYSK-
^PKL�JVTWHUPLZ�PUJS\KL�1>;��6NPS]`��4H[OLY�(K]LY[PZPUN��@9��.YL �̀�4PUKZOHYL��4,*��
4LKPH*VT��2HU[HY��PUJS\KPUN�4PSS^HYK�)YV^U�HUK�;5:���>\UKLYTHU��)\YZVU�4HYZ[LSSLY��
/PSS�2UV^S[VU�:[YH[LNPLZ�� 3HUKVY��;OL�)YHUK�<UPVU��.���-P[JO��;OL�7HY[ULYZ�HUK�>77�
+PNP[HS� �PUJS\KPUN������4LKPH���*SPLU[Z� PUJS\KL�����VM�[OL�-VY[\UL�.SVIHS���������VM�[OL�
5(:+(8�����HUK����VM�[OL�-VY[\UL�L�����0U�������>77�OHK�YL]LU\LZ�VM�������IPSSPVU�HUK�
IPSSPUNZ�VM�������IPSSPVU��

:PY�4HY[PU�HJ[P]LS`�Z\WWVY[Z�[OL�HK]HUJLTLU[�VM�PU[LYUH[PVUHS�I\ZPULZZ�ZJOVVSZ�¶�HK]PZPUN�
/HY]HYK��0,:,��[OL�0UKPHU�:JOVVS�VM�)\ZPULZZ�HUK�[OL�*OPUH�,\YVWL�0U[LYUH[PVUHS�)\ZPULZZ�
:JOVVS��/L�OHZ�ILLU�W\ISPJS`�YLJVNUPZLK�^P[O�H�U\TILY�VM�H^HYKZ�PUJS\KPUN�[OL�/HY]HYK�
)\ZPULZZ�:JOVVS�(S\TUP�(JOPL]LTLU[�(^HYK��/L�YLJLP]LK�H�RUPNO[OVVK�PU�1HU\HY`������

4HYRL[Z�HUK�-PUHUJL�*VTTLU[H[VY��
(ZZPZ[HU[�,KP[VY�VM�[OL�-PUHUJPHS�;PTLZ

*OPLM�,_LJ\[P]L��>77
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;�2��2\YPLU

:PY�4HY[PU�JVU[YPI\[LZ� [V�THU`� PTWVY[HU[�VYNHUPZH[PVUZ�HUK�JOHYP[PLZ�� 0U�������OL�^HZ�
HWWVPU[LK�H�UVU�L_LJ\[P]L�KPYLJ[VY�VM�(SWOH�;VWJV��[OL�-VYT\SH���JVTWHU �̀�0U�������OL�
^HZ�HWWVPU[LK�I`�;OL�,UNSPZO�-VV[IHSS�(ZZVJPH[PVU�[V�[OL�)VHYK�VM�[OL�IPK�[V�Z[HNL�[OL�
�����-0-(�>VYSK�*\W��/L�PZ�VU�[OL�,_LJ\[P]L�*VTTP[[LL�VM�[OL�>VYSK�,JVUVTPJ�-VY\T�
0U[LYUH[PVUHS�)\ZPULZZ�*V\UJPS�HUK�H�TLTILY�VM�[OL�)\ZPULZZ�*V\UJPS�PU�[OL�<:��/L�PZ�H�
;Y\Z[LL�VM�[OL�)YP[PZO�4\ZL\T��H�TLTILY�VM�[OL�JVYWVYH[L�(K]PZVY`�.YV\W�VM�[OL�;H[L�.HS-
SLY �̀�HUK�VU�[OL�0U[LYUH[PVUHS�(K]PZVY`�)VHYK�VM�;OL�9\ZZPHU�4\ZL\T�PU�:[��7L[LYZI\YN��
0U�������OL�^HZ�HWWVPU[LK�[V�[OL�)VHYK�VM�+PYLJ[VYZ�VM�[OL�)SVVTILYN�-HTPS`�-V\UKH[PVU��
/L�PZ�]PJL�JOHPYTHU�VM�0)3(*�������/L�PZ�H�UVU�L_LJ\[P]L�KPYLJ[VY�VM�:VYYLSS�*HWP[HS��0U�
������OL�^HZ�HWWVPU[LK�H�TLTILY�VM�[OL�(K]PZVY`�)VHYK�VM�:[HUOVWL�*HWP[HS��0U�������
OL�^HZ�HWWVPU[LK�H�UVU�L_LJ\[P]L�KPYLJ[VY�VM�(SJVH�

;�2�2\YPLU��;2��PZ�[OL�*OPLM�,_LJ\[P]L�6ɉJLY�VM�0;�)\ZPULZZ�HUK�,_LJ\[P]L�+PYLJ[VY��>PWYV�
3PTP[LK��;2�PZ�HSZV�H�TLTILY�VM�[OL�>PWYV�*VYWVYH[L�,_LJ\[P]L�*V\UJPS��

>P[O�V]LY����`LHYZ�VM�NSVIHS��KP]LYZPÄLK�L_WLYPLUJL��^OPJO�PUJS\KLZ�[OL����`LHYZ�OL�OHZ�
ILLU�^P[O�>PWYV��;2�OHZ�ILLU�PUZ[Y\TLU[HS�PU�I\PSKPUN�HUK�ZJHSPUN�THU`�VM�>PWYV»Z�I\ZP-
ULZZLZ�Z\JJLZZM\SS �̀�/L�OHZ�H�[YHJR�YLJVYK�MVY�J\Z[VTLY�JLU[YPJP[ �̀�WHZZPVU�MVY�L_JLSSLUJL�
HUK�YPNVY�PU�L_LJ\[PVU��/L�OHZ�WYV]LU�[V�IL�H�[YHUZMVYTH[PVUHS�SLHKLY�HUK�OHZ�ILLU�PUZ[Y\-
mental in turning around the various businesses that he has spearheaded within Wipro 
PUJS\KPUN�[OL�)76��4LKPH��;LSLJVT�HUK�*VUZ\S[PUN�I\ZPULZZLZ��;2�PZ�HSZV�JYLKP[LK�^P[O�
building global leadership for some of Wipro’s business units he led across the world. 

7YPVY�[V�[HRPUN�V]LY�[OL�YVSL�HZ�*,6�VM�0;�)\ZPULZZ��PU�-LIY\HY`�������;2�^HZ�7YLZPKLU[�VM�
>PWYV»Z�YLJLU[S`�SH\UJOLK�,JV�,ULYN`�I\ZPULZZ��0U�1\UL�������OL�[VVR�VU�[OL�YLZWVUZPIPS-
P[`�VM�OLHKPUN�>PWYV»Z�*VUZ\S[PUN�HYT��>*:�>>��>PWYV�*VUZ\S[PUN�:LY]PJLZ���HUK�ZWLHY-
headed its growth, establishing it as a dis[PUJ[�VɈLYPUN�I`�>PWYV��-YVT������[V�������;2�
OLHKLK�>PWYV�)76��K\YPUN�^OPJO�[PTL�OL�[\YULK�[OL�I\ZPULZZ�HYV\UK�[V�HJOPL]L�THYRL[�
SLHKLYZOPW��ILZ[�PU�JSHZZ�WYVÄ[HIPSP[`�HUK� YL]LU\L�NYV^[O��/L�^HZ�H^HYKLK� [OL�.SVIHS�
)76�0UK\Z[Y`�3LHKLY�H^HYK�I`�087*��0U[LYUH[PVUHS�8\HSP[`��7YVK\J[P]P[`�*LU[LY��PU������
MVY�[OL�L_JLW[PVUHS�WLYMVYTHUJL�VM�>PWYV�)76��0U�-LIY\HY`�������OL�ILJHTL�[OL�*OPLM�
,_LJ\[P]L�VM�>PWYV»Z�/LHS[OJHYL��3PML�:JPLUJLZ��[OL�UL^�

*,6��0;�)\ZPULZZ��,_LJ\[P]L�+PYLJ[VY��>PWYV�3PTP[LK
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+PJR�6S]LY
*OHPYTHU��)(,�:`Z[LTZ

(WWVPU[LK�*OHPYTHU�VM�)(,�:`Z[LTZ�WSJ� PU�1\S`�������+PJR� QVPULK�)7� PU�� ����^P[O�H�
^PKL�]HYPL[`�VM�WVZP[PVUZ�PU�[OL�\WZ[YLHT�6PS�HUK�.HZ�I\ZPULZZ��HZ�^LSS�HZ�Z[YH[LN`�HUK�
WSHUUPUN��WS\Z�[OL�MVSSV^PUN�WVZP[PVUZ!�+LW\[`�*OHPYTHU�VM�;52�)7"�+LW\[`�.YV\W�*OPLM�
,_LJ\[P]L�VM�)7�7SJ"�HUK�*OPLM�,_LJ\[P]L��,_WSVYH[PVU�HUK�7YVK\J[PVU�

/L�PZ�H�*OHY[LYLK�,UNPULLY�^P[O�H�-PYZ[�*SHZZ�/VUV\YZ�KLNYLL�PU�*P]PS�,UNPULLYPUN"�-LSSV^�
VM�[OL�0UZ[P[\[PVU�VM�*P]PS�,UNPULLYZ"�/VUVYHY`�+VJ[VYH[L�PU�:JPLUJL�MYVT�*P[`�<UP]LYZP[ �̀�
3VUKVU"�-LSSV^�VM�[OL�9V`HS�(JHKLT`�VM�,UNPULLYPUN"�/VUVYHY`�+VJ[VYH[L�PU�:JPLUJL�MYVT�
*YHUÄLSK�<UP]LYZP[ �̀�)LKMVYKZOPYL"�HUK�-LSSV^�VM�[OL�*P[`�HUK�.\PSKZ�VM�3VUKVU�0UZ[P[\[L��

+PJR�PZ�H�TLTILY�VM�[OL�7YPTL�4PUPZ[LY»Z�)\ZPULZZ�(K]PZVY`�.YV\W��/L�PZ�HSZV�H�<2�)\ZP-
ULZZ�(TIHZZHKVY��H�TLTILY�VM�[OL�;YPSH[LYHS�*VTTPZZPVU�HUK�H�TLTILY�VM�[OL�.SVIHS�
3LHKLYZOPW�-V\UKH[PVU�

I\ZPULZZ�ZLNTLU[�VM�>PWYV�3[K��-VYTLK�PU�(WYPS������[V�HKKYLZZ�[OL�THYRL[�VWWVY[\UP-
[PLZ�PU�/LHS[OJHYL�HUK�3PML�:JPLUJL�0;��0U�OPZ�LHYS`�`LHYZ�H[�>PWYV��;2�Z[HY[LK�[OL�;LSLJVT�
0U[LYUL[�:LY]PJL�7YV]PKLY�I\ZPULZZ��MVY�^OPJO�OL�THUHNLK�[V�JYLH[L�H�ZPNUPÄJHU[�PTWHJ[�
I`�HJJLSLYH[PUN�YL]LU\L�NYV^[O��)LMVYL�QVPUPUN�>PWYV��;2�ZLY]LK�HZ�[OL�4HUHNPUN�+PYLJ-
[VY�VM�.,�?�9H`�MYVT�6J[VILY��  ��[V�1HU\HY`������HUK�WYPVY�[V�[OH[�^HZ�[OL�*-6�VM�.,�
4LKPJHS�:`Z[LTZ��:V\[O�(ZPH���

;2�PZ�H�*OHY[LYLK�(JJV\U[HU[�I`�X\HSPÄJH[PVU��/L�ZWLUKZ�OPZ�ZWHYL�[PTL�YLHKPUN�IVVRZ�
on history and strategy.
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      S U M M A RY  R E P O R T

“it’s a bit like the 
spaghetti at the 
back of the 
television set.”

-VY� :PY�4HY[PU� :VYYYLSS�� *,6� VM� [OL�
JVTT\UPJH[PVUZ� ÄYT�� >77�� I\ZP-
ness has changed dramatically 
since the martini-swilling days 
^OLU�[OL�JVTWHU`�^HZ�MV\UKLK����
years ago. In response to the surge 
in data and the application of new 
technologies, the company has 
NVUL�MYVT�º4HK�4LU�[V�4H[O�4LU»��
OL�X\PWWLK��*YHM[� PZ�Z[PSS� PTWVY[HU[��
but increasingly, WPP’s business is 
about the application of technology, 
both within WPP, and, he said, in cli-
LU[�JVTWHUPLZ��¸;YHKP[PVUHSS`�^L»]L�
ILLU�[HYNL[LK�H[�[OL�*46"�[VKH`�̂ L�
HYL�[HYNL[LK�T\JO�TVYL�H[�[OL�*06�

VY�*;6�¹�OL�VIZLY]LK��

)LJH\ZL� VM� [OL� NYV^PUN� LTWOHZPZ�
VU� WYVJ\YLTLU[�� ÄUHUJL� HUK� JVZ[��
companies are looking harder at uni-
M`PUN�[OLPY�U\TLYV\Z�WSH[MVYTZ��;OL�
YVSL�VM�[OL�*06�HUK�*;6�PZ�ILJVT-
ing more prominent as they have to 
deal with a tangled technological 
PUMYHZ[Y\J[\YL�� ^OPJO� :PY�4HY[PU� KL-
scribes as “a bit like the spaghetti at 
[OL�IHJR�VM� [OL� [LSL]PZPVU�ZL[�¹�;OL�
*46�� TLHU^OPSL�� ¸NL[Z� [V� WSH`� [V�
their heart’s content at the front end. 
¸;OL�YLZ\S[�PZ�[OH[�>77»Z�V^U�^VYR-
force is made up of more software 
engineers and greater proportion of 
technological scientists than ever 
before. 

/H]PUN�NYV^U�V]LY�[OL�`LHYZ�WYPTHY-
ily through acquisitions, the result-
ing organisational structure at WPP 
inevitably looks very vertical, and 

getting “people to play together 
and to work together, leveraging all 
[OH[� RUV^SLKNL�¹� PZ�� OL� ZHPK�� VUL�
VM� [OLPY� RL`� JOHSSLUNLZ��(UK� P[� PZ� H�
THQVY�WYVISLT� [OH[� [OL`�ZLL� PU�JSP-
LU[� JVTWHUPLZ� ¶� ¸;OPZ� SHJR� VM� JV�
VYKPUH[PVU¯PU�[OL�NLVNYHWOPJHS�ZPSV��
[OL�M\UJ[PVUHS�ZPSV��HUK�[OL�LNV�ZPSV�¹�
and, unfortunately, “the better the 
people are, the more individualis-
[PJ�[OL`�HYL��[OL�SLZZ�JVSSHIVYH[P]L�¹�
/L�YLTHYRLK�VU�[OL�PYVU`�[OH[�^OH[�
clients want, of course, from their 
service providers are the best minds 
and the best talent, working collab-
VYH[P]LS`� [VNL[OLY��¸;OL`�KVU»[�JHYL�
^OH[�]LY[PJHS�[OL`�JVTL�MYVT�¹

“...in the tie-dyed 
corner.”

.PSSPHU� ;L[[�� 4HYRL[Z� HUK� -PUHUJL�
,KP[VY� H[� [OL� -PUHUJPHS� ;PTLZ��
launched the evening’s discussion 
with a recollection that at university, 
where she studied social science, 

the social anthropologists were a bit 
scared of the data geeks – “they in-
habited one corner of the university, 
and we inhabited the other – the 
[PL�K`LK�JVYULY�¹�;OL�L_[YHVYKPUHY`�
thing, she said, is that the data ex-
plosion of the last couple of years 
PZ� ¸JYLH[PUN� UV[� VUS`�TVYL� QVIZ� MVY�
the data geeks, but for the social 

HU[OYVWVSVNPZ[Z�[VV�¹�HZ�JVTWHUPLZ�
struggle to unlock the meaning hid-
den in the big data they accumu-
SH[L�� :V� Q\Z[� OV^� ZPNUPÄJHU[� PZ� [OPZ�
data revolution, how is it changing 
workforce demographics – and how 
should companies respond?
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+PJR� 6S]LY�� *OHPYTHU� VM� )(,� :`Z-
tems, among the world’s largest 
defence contractors, focused his 
remarks on the changes that a fu-

ture-ready organisation needs to 
THRL�^P[OPU�P[Z�^VYRMVYJL��)(,�OHZ�
H�̂ VYRMVYJL�VM�HSTVZ[���������̂ VYR-
PUN� PU� HSTVZ[� ���� JV\U[YPLZ�� HUK�
V]LY�OHSM�VM�[OLT��OL�ZHPK��̧ HYL�7O+Z�
or engineers, and the other half are 
TVZ[S`� [LJOUVSVNPZ[Z�¹�¸;V�^PU�¹�OL�
said, “you need the right people, in 
the right place, at the right time, with 
the right skills, the right value sets, 
HUK�[OL�YPNO[�L[OPJZ�¹

;LJOUVSVN`� HUK� H� UL^� NLULYH[PVU�
VM� LTWSV`LLZ�� ^P[O� H� KPɈLYLU[� ZL[�
of expectations around how, why, 
where – and even when – to work, is 

radically changing the global work-
MVYJL��OL�ZH`Z��(UK�JVTWHUPLZ�ULLK�
[V� Z[H`� VU� [VW� VM� [OPZ�� ;OL� IHI`�
boomers are going to have to make 
^H`�MVY�.LULYH[PVU�?��@��VY�H[�[OL�
very least learn to work with them, 
and, if they can’t they’ll need to “get 
V\[�VM�[OL�RP[JOLU�¹�/L�HSZV�Z[YLZZLK�
the importance of diversity within 
[OL�^VYRMVYJL"�UV[�Q\Z[�TVYL�^VTLU�
in senior roles, but being careful to 
nurture, acknowledge and cham-
pion the technician’s creative side. 

“It is important in education, as 
well, that we emphasize the design 

“more knowledge 
exists outside the 
enterprise, now, 
than exists
within it.”

;�2�� 2\YPLU�� *,6� VM�>PWYV�� VUL� VM�
[OL� SHYNLZ[�NSVIHS� 0;�ZLY]PJLZ��I\ZP-
ness process outsourcing and prod-
uct engineering companies, said 
that the technology already exists 
to solve most big data problems 
[OH[� H� JVTWHU`� TPNO[� MHJL�� ¸;OL�
JOHSSLUNL� MVY� \Z�¹� OL�VIZLY]LK�� ¸PZ�
to understand the behavior from a 
J\Z[VTLY�WLYZWLJ[P]L�¹�;OL�[LYT�OL�
OHZ�JVPULK�MVY�[OPZ�PZ�[OL�º\ZL�JHZL»�

(�JOHYHJ[LYPZ[PJ�VM� [OL� M\[\YL�YLHK`�
company is, he says, “getting peo-

ple to collaborate at the edge. When 
)PN�+H[H�HUK�[OL�\ZL�JHZL�TLL[Z�H[�
the edge – that’s where we believe 
YLHS�ZVS\[PVUZ�^PSS�ILNPU�[V�OHWWLU�¹�

4Y�2\YPLU�LJOVLK�:PY�4HY[PU»Z�JVT-
ments that workforce demograph-
ics are changing in response to new 
[LJOUVSVNPLZ� HUK� [OL� YPZL� PU� )PN�
+H[H��>PWYV�HYL��PU�MHJ[��HJ[P]LS`�VY-
chestrating these changes within its 
V^U�^VYR� MVYJL�� )\[�� ^OPSL�TP_PUN�
HY[�HUK� ºZVM[»�ZJPLUJL�IHJRNYV\UKZ�
with technology backgrounds will 
be an essential characteristic of the 
future workforce, it isn’t an easy 
IHSHUJL�[V�Z[YPRL��¸;OL�PZZ\L�[OH[�^L�
have is how do we keep those arts 
background people within the com-
pany, which is made up predomi-
nantly of engineers, and how do we 
help them thrive? 

;V� OLSW� YLTVSK� [OL� ^VYRMVYJL� PU�
H� ^H`� [OH[� ^PSS� THRL� P[� M\[\YL� Ä[��
>PWYV� OH]L� YLKLÄULK� [OL� ]HS\LZ�
and measures on which employees 
HYL�WYVTV[LK��;OL�>PWYV�^VYRMVYJL�
now rises through the ranks based, 
among other things, on its ability 
to handle ambiguity, and on how 
speedily they are able to execute a 
UL^�PKLH�¶�HUK�W\SS�P[�PM�P[»Z�MHPSPUN��(�
JV\WSL�VM�`LHYZ�HNV�¸������VM�V\Y�
folks could actually handle ambigu-
ity well enough, as rated by their 
WLLYZ�»�ZHPK�;2�2\YPLU��(Z�H�YLZ\S[��
Wipro’s employees are keen, these 
days, he said, to exhibit the behav-
iours that will help them grow within 
[OL� VYNHUPZH[PVU�� ¸)\[� ^L»YL� UV[�
X\P[L�[OLYL�`L[¹�OL�HKTP[[LK�

“we need to make 
sure that our 
companies have a 
value set and a busi-
ness methodology 
that jives with the 
value sets of young 
people today.”
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aspects as well as the pure ana-
S`[PJHS�HUK�LUNPULLYPUN�HZWLJ[Z�¹�OL�
stressed, pointing out that a compa-
U`�SPRL�)(,�:`Z[LTZ�Z\Y]P]LZ�VU�PU-

           O R G A N I S E R S

novation and speed. “We get given 
WYVISLTZ�[OH[�ULLK�Ä_PUN�PU�UV�[PTL�
ÅH[�� [OH[� YLX\PYL� O\NL� PUUV]H[PVU��
design and engineering, and speed 

PU� NL[[PUN� [OLT�V\[� PU[V� [OL� ÄLSK� – 
because people are getting killed. 
;OH[»Z� [OL� ZVY[� VM� VYNHUPZH[PVU� [OH[�
VUL�YLHSS`�ULLKZ�¹

Financial Times Live, the global 
conferences and events arm of 
[OL� -PUHUJPHS� ;PTLZ� UL^ZWHWLY�� 
gathers pre-eminent public and 
private sector decision-makers, vi-
sionaries and strategists from the 
world’s most important economies 
and industries for a wide range of 
interactive, agenda-setting pro-
grammes that combine the power of 
on-site discussion and networking 
^P[O� [OL� ÅL_PIPSP[`� VM� SP]L� Z[YLHTLK�
broadcasting. 

*OHPYLK� I`� ZLUPVY� QV\YUHSPZ[Z� MYVT�
[OL� -PUHUJPHS� ;PTLZ�� [OL� ^VYSK»Z�
leading business newspaper, the 
summits, conferences and strate-
gic forums organised by Financial 
;PTLZ� 3P]L� WYV]PKL� H\KPLUJLZ� H[-
tending either in person or remotely 
with the opportunity to listen to and 
interact with speakers of the high-
est calibre in lively and stimulating 
debates that cover the key issues of 
our time.
www.ft-live.com 

The Financial Times (FT), one of 
the world’s leading business news 

VM� ¸)\ZPULZZ� [OYV\NO� ;LJOUVSVN`¹�
– helping clients create successful 
and adaptive businesses. 

(� JVTWHU`� YLJVNUPaLK� NSVIHSS`�
for its comprehensive portfolio of  
services, a practitioner’s approach 
to delivering innovation and an 
organization-wide commitment to 
Z\Z[HPUHIPSP[ �̀� >PWYV� ;LJOUVSVNPLZ�
OHZ� V]LY� �������� LTWSV`LLZ� ZLY]-
PUN� ����JSPLU[Z�PU����JV\U[YPLZ�
www.wipro.com

organisations, is recognised inter-
nationally for its authority, integrity 
and accuracy. Providing essential 
news, comment, data and analysis 
for the global business community, 
[OL� -;� OHZ� H� JVTIPULK� WHPK� WYPU[�
HUK� KPNP[HS� JPYJ\SH[PVU� VM� ��������
�+LSVP[[L� HZZ\YLK�� 8�� ������ HUK� H�
combined print and online aver-
HNL� KHPS`� YLHKLYZOPW� VM� ���� TPSSPVU� 
WLVWSL� ^VYSK^PKL� �7^*� HZZ\YLK��
4H`��������

-;�JVT�OHZ�TVYL�[OHU���TPSSPVU�YLN-
PZ[LYLK�\ZLYZ�HUK�V]LY���������WH`-
PUN�KPNP[HS�Z\IZJYPILYZ��;OL�UL^ZWH-
per has a global print circulation of 
����� ���()*Z��:LW[LTILY��������
www.ft.com

>PWYV� ;LJOUVSVNPLZ, the glob-
HS� 0;� I\ZPULZZ� VM� >PWYV� 3PTP[LK�
�5@:,!>0;�� PZ� H� SLHKPUN� 0UMVYTH-
[PVU� ;LJOUVSVN �̀� *VUZ\S[PUN� HUK�
Outsourcing company, that deliv-
ers solutions to enable its clients 
KV�I\ZPULZZ�IL[[LY��>PWYV�;LJUVSV-
gies delivers winning business out-
comes through its deep industry 
L_WLYPLUJL�HUK�H� ����KLNYLL� ]PL^�
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>L�OVWL�`V\�LUQV`LK�YLHKPUN�¸>05:0./;:¹

If you would like to read more, please visit our website  
^^ �̂^PWYV�JVT�PUZPNO[Z�I\ZPULZZ�YLZLHYJO��·�^OLYL�^L�
regularly publish our viewpoints and perspectives that can 
help companies sustain competitive advantage.

We would love to hear your thoughts and suggestions 
[OH[�JV\SK�NV�H�SVUN�^H`�PU�THRPUN�[OPZ�QV\YUHS�H�]HS\HISL�
knowledge-sharing tool for senior executives like yourself. 
Please write to us at wipro.insights@wipro.com

)LZ[�>PZOLZ� 
>PWYV�*V\UJPS�MVY�0UK\Z[Y`�9LZLHYJO

>PWYV�;LJOUVSVNPLZ��[OL�NSVIHS�0;�I\ZPULZZ�VM�>PWYV�3PTP[LK�
�5@:,!>0;��PZ�H�SLHKPUN�0UMVYTH[PVU�;LJOUVSVN �̀�*VUZ\S[PUN�
and Outsourcing company, that delivers solutions to 
LUHISL�P[Z�JSPLU[Z�KV�I\ZPULZZ�IL[[LY���>PWYV�;LJOUVSVNPLZ�
delivers winning business outcomes through its deep 
PUK\Z[Y`�L_WLYPLUJL�HUK�H�����KLNYLL�]PL^�VM��¸)\ZPULZZ�
[OYV\NO�;LJOUVSVN`¹�¶�OLSWPUN�JSPLU[Z�JYLH[L�Z\JJLZZM\S�HUK�
HKHW[P]L�I\ZPULZZLZ���(�JVTWHU`�YLJVNUPZLK�NSVIHSS`�MVY�P[Z�
comprehensive portfolio of services, a practitioner’s approach 
to delivering innovation and an organization-wide commitment 
[V�Z\Z[HPUHIPSP[ �̀�>PWYV�;LJOUVSVNPLZ�OHZ���������LTWSV`LLZ�
and clients across 54 countries.

For more information, please visit www.wipro.com

About Wipro Technologies

.P]L�\Z�`V\Y�MLLKIHJR�VUSPUL




