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“ Firms with a strong vision  
and mature processes for digital 
transformation were more   
profitable on average, had higher 
revenues, and achieved a bigger 
market valuation than competitors 
without a strong vision.”1

– Harvard Business Review

What Will Your Digital   
Transformation Look Like?

Buzz words like “modernization” and “digital transformation” have become more 
and more common over the past decade. But what do these terms actually 
mean? And, more importantly, how are they relevant to your business?

To answer this question, there are several broad technologies that warrant an 
introduction, as they are at the core of any successful digital transformation.
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The Cloud 

According to The 2016 State of the Cloud IT Report 2, at least 64% of businesses 
will be running their entire IT infrastructure in the cloud by 2026. To say that 
cloud technology is revolutionizing the way organizations do business would be 
an understatement, and it would not be hyperbolic to suggest that cloud tech-
nology represents the most significant technological advancement since the 
mobile device revolution. 

Understanding the different types of cloud technologies (public, private, hybrid) 
and how each fits within your current IT infrastructure is critical to successful 
digital transformation, and to staying ahead of your competition.

Cloud technology is also particularly important because of the role it plays in the 
other components of digital transformation.
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Optimizing for a Mobile-First World

From your customers to your employees to your business partners, mobile 
device use has become ubiquitous, and optimizing your business processes 
around this fact is no longer an option. This means finding a way to manage 
all device models (bring your own, corporately owned, choose your own, etc.) 
within your organization in a way that will allow you to drive productivity without 
sacrificing security or increasing costs.
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Predictive Analytics, Big Data, AI and Machine Learning

Artificially Intelligent (AI)-enabled predictive analytics are being woven into the 
decision-making processes of business owners. Customer relationship manage-
ment tools are helping businesses gain insight into customer behaviour patterns, 
enabling them to understand what their customers want before they ever have to 
ask. Marketing software is now able to aggregate massive amounts of consumer 
data, compiling it into actionable insights that let you get ahead of trends – and 
the competition.

AI and machine learning are also streamlining and accelerating certain opera-
tional processes, such as document creation and content database manage-
ment.
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“ The things you own, 
end up owning you.”4

– Chuck Palahniuk

The 4 Pillars of     
Digital Transformation

While the tools and technology described are fundamental to modernization, 
digital transformation requires purposeful intent and direction if it is expected to 
improve the bottom line for businesses. Without a framework in place, the cloud, 
mobile and analytic technologies that power modernization become, at best, 
tools that are only partially effective, and, at worst, a burden that you become 
beholden to that fails to produce positive change.

“ This transformation isn’t just about 
procuring a CRM, ERP, or office automation 
system. It requires building out what we 
refer to as systems of intelligence — 
digital feedback loops that help you better 
engage with your customers, empower your 
employees, optimize your operations, and 
reinvent products and business models. 
These  systems of intelligence encompass 
your people, processes and technology. 
And they will ultimately define your 
competitiveness and ability to change 
the landscape of the industries you 
participate in.”3 

– Satya Nadella, CEO Microsoft
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Enter the 4 Pillars of Digital Transformation. First outlined by Satya Nadella, CEO 
of Microsoft, The 4 Pillars detail the process of using digitization to re-envision 
your business model by leveraging the right tools for your business.  

The 4 Pillars are:

• Empower Your Employees

• Engage Your Customers

• Optimize Your Operations

• Transform Your Product

The 4 Pillars of Digital Transformation are designed to help organizations use 
technology to run their businesses better, without allowing that technology to run 
their business.
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Pillar 1 

Empower Your Employees

The first pillar of digital transformation is all about getting the most out of your 
team. Good people need good tools, and you need to make sure their tools work 
properly whether they’re in the office, at home, or sitting on a beach. 

A Mobile Workforce is a Productive Workforce

To fully enable a mobile workforce, you need to be able to securely manage your 
data on every endpoint. The most effective method for achieving this is through 
cloud-enabled Unified Endpoint Management (UEM). UEM has several advan-
tages for enterprises looking to enable an integrated, seamless experience. 
Whether they’re using a Windows 10 laptop or the latest iPhone, your team can 
access corporate data without storing it on their device. Enterprises control file 
and application access rights, and can change user privileges at a moment’s 
notice.

Cloud-based UEM can work using several technologies, but is most effective 
when built around virtualized data containers. Containers are encrypted areas 
of a device that are isolated from the rest of your data infrastructure and can be 
managed individually. Containerization provides an advantage over traditional 
virtualized desktop infrastructure in that, instead of using a VM for every appli-
cation deployment, isolated systems access a single kernel and run on a single 
control host.
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Cloud-Enabled Employees are as Productive as 
They are Adaptable

As with mobile, there is considerable research that 
suggests cloud technology for employee engagement 
is on the rise:

• A Pew Research Survey found that 46% of working 
adults feel more productive because of the internet, email 
and cell phones.6 

• The ability to collaborate on projects in the cloud represents a signif-
icant boost in employee productivity, allowing teams to work from home as 
well as remotely.

The first step in empowering your employees is to leverage the public cloud for 
productivity applications. For most organizations, this will mean using Microsoft 
Office 365 or Google Apps for Work. Both have advantages, and your choice 
will depend on your business needs and current productivity suite.

“ By 2020, a corporate ‘no-
cloud’ policy will be as rare as a 
‘no-Internet’ policy is today.”5

– Gartner Predicts 2016: Cloud 
Computing to Drive Digital Business
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Give Employees the Insight They Need

According to research from the BARC (Business Application Research 
Centre), “data discovery, self-service BI and master data/data quality manage-
ment are currently the top business intelligence trends for 2017.”7 This trend is 
the result of two realizations:

• The amount of useful data companies possess is growing exponentially.

• Companies cannot keep up with the manual management of all this data; it’s 
just too labour-intensive.

The result is employees who need the organizational analytics, like those 
provided by Power BI, that can help them discover information from across their 
business, coupled with the insight necessary to take effective action. 

“ By 2020, a corporate ‘no-
cloud’ policy will be as rare as 
a ‘no-Internet’ policy is today.”

– Gartner Predicts 2016: 
Cloud Computing to Drive 

Digital Business
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Cloud Adoption: Right Applications, Right Training

However you choose to use the cloud, your organization needs to make sure 
their employees are trained properly. New technology can be overwhelming; if 
you don’t train your team, they’ll gravitate towards the common denominator they 
know best. This means poor adoption, greater app churn and a poor ROI for 
application licensing and cloud migration fees.

Fortunately, the challenge of user adoption is mitigated by the fact that 
employees are finding themselves increasingly familiar with cloud business 
applications from the outset, due to exposure to consumer applications that 
deliver similar experiences. For example, employees already familiar with 
applications such as Facebook will more easily adopt Skype for Business and 
Yammer, and those who use Instagram will find the switch to applications such 
as Sway painless. 

But it’s about more than just one-to-one application comparisons; it’s about a 
way of thinking. Most millennials understand intuitively that it makes more sense 
to create documents online in Office 365 and to share them with OneDrive or 
SharePoint than to create them offline and email them to all parties involved, 
where different versions get created, emails are missed, and confusion ensues.



12

Case Study

Broadview Takes Fort 
Garry Industries to the 
Cloud for Rock-Solid 
Compliance  
Established in 1919 by Fred Sicinski as a modest tire repair shop, 
Fort Garry Industries has evolved into its present position as the 
leading supplier of truck and trailer parts for Western Canada’s 
transportation industry. Originally a small shop located between 
Fort St. and Garry St. in downtown Winnipeg, Fort Garry has grown 
into a multi-site operation consisting of three operating divisions: an 
aftermarket parts and service division, an original equipment divi-
sion and a remanufacturing division that rebuilds brakes and other 
components.

Given the size of their company, FGI became interested in doing 
a proof of concept (PoC) for SharePoint utilizing a simple work-
flow that could potentially span all branches and regions of their 
company where a proper paper-based procedure already existed 
and could be easily transferred to SharePoint. Incident Reporting 
was the perfect candidate. By moving it to SharePoint, they were 
able to reduce back-and-forth communication and spend less time 
filling in redundant required fields. They also experienced better 
reporting, sorting and filtering of documents. 



13

Broadview has implemented a company-wide SharePoint imple-
mentation in the cloud for FGI. Using mobile devices, users can 
enter information at the same location from which they gather it. 
Based on data entered into the form, the appropriate users can 
be assigned a task, and can either close or reassign the form 
back to the individual for any reasons. Once an incident report 
form is complete, it is maintained in SharePoint, which enables full 
indexing and search capabilities. The entire SharePoint implemen-
tation is integrated with Office 365, with all workflow steps deliv-
ered through email. 

Additionally, FGI contracted Broadview to implement and manage 
Office 365. Their staff is able to work from any device. This has 
enabled their employees to check emails at night, as well as 
collaborate more effectively when on the road. And because the 
Office 365 user experience so closely resembles that of Office 
Online, most of their employees required minimal training before 
adopting the new technology.

Benefit Summary:

• All company documents, emails and resources are available 
24/7, from anywhere

• No time-consuming manual tracking: all workflows and updates 
are automated

• Excel spreadsheet report of all logged incidents

• Required fields are enforced, aiding compliance

• Automated approval and resubmission process

• All created accident reports are now stored centrally and are 
fully indexed for searching
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Pillar 2 

Engage Your Customers

The results of an Aberdeen Group study, Next-Generation CRM: Moving from a 
System of Record to a System of Engagement, highlights the need for improved 
customer engagement. When asked what the top challenge of adapting to the 
age of the empowered customer, participants responded:9 

• 44% listed the fact that customers are more empowered with insights into 
many competitive products/services.

• 38% stated the rising cost of customer acquisition as the top challenge.

• 29% found the top challenge to be customers’ expectations of a consistent 
experience across all channels.

“ Empowered customers are shaping 
business strategy. Simply put, customers 
expect consistent and high-value in-person 
and digital experiences. They don’t care 
if building these experiences is hard or 
requires a complex, multifunction approach 
from across your business. They want 
immediate value and will go elsewhere if 
you can’t provide it”8

– Forrester Research, 
“Lead the customer-obsessed transformation”
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In the age of the empowered customer, it’s not enough to give your customers 
what they ask for; you need to anticipate their needs, giving them what they want 
before they know they want it. To do this, you need to equip yourself with the 
CRM software that provides your sales team with a combination of predictive 
analytics, social insights and automation. This lets you:

• Gain deep insight into your customers and build personalized campaigns.

• Find where on the Internet your customers interact, and converse with them 
in a way that is comfortable and natural for them.

• Create customized offers that adapt automatically based on customer 
behaviour patterns.

• Build content and context that creates lifetime customer loyalty.

• Provide one-on-one, personalized communication.

• Deliver personalized, contextual content that drives conversion.

• Set custom notifications for customer emails and document access, allowing 
you to respond to opportunities as they arise.

• Create intuitive, customizable customer workflows.

With advanced analytics, data provides intelligent predictions that can be 
instantly turned into powerful customer experiences.

A strategic starting point for any organization looking to enable effective 
customer engagement is Microsoft Dynamics 365. Dynamics 365 includes the 
same features as Dynamics CRM, as well as financial and ERP software. It is 
also fully cloud- and mobile-enabled, ensuring you empower you employees, as 
well as your customers.
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Pillar 3

Optimize Your Operations

When optimizing your operations, there are two overarching considerations: 
getting the most out of your data infrastructure, and creating repeatable, auto-
mated processes.  

Transforming Your Data Infrastructure

With the rise of the Internet of Things and digitalization, every company is a data 
company. But it’s one thing to collect data; the challenge is in knowing how to 
use it. Organizations need to centralize and integrate current and past data to 
enable trend indicators for the future, and they need to accomplish this without 
the need for data scientists.
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The solution? A cloud architecture that provides 
easy access to data, and combines information 
from previously disparate silos of information for 
actionable insights and total control over your 
operations. The right cloud solution will let you 
make strategic decisions based on data, not 
guesswork, and will provide easily interpretable 
performance metrics for improved optimization 
against KPIs. 

When considering the cloud, the best solution 
usually involves combining the two into a hybrid 
cloud, where some workloads are kept on-premises 
while others are moved to the public cloud. Implementing a 
hybrid cloud infrastructure requires a thorough understanding 
of your current data infrastructure, server infrastructure, application 
modernization and industry regulatory requirements. It is highly recom-
mended that you consult an experienced cloud solution provider, as imple-
menting a hybrid cloud infrastructure is not as simple as understanding which 
application workloads need to remain on-premises and which can go to the 
public cloud.

Do Your Best, Automate the Rest

How much unnecessary work do your employees do in a day? How much of 
your time is wasted doing things that could be done by someone else, or by a 
machine? These are the questions that you should begin asking when looking to 
implement repeatability and automation in your execution strategy. 

The simplest way to begin to build an automated, repeatable process is to 
review your last 10 projects. Did you use similar processes throughout execu-
tion? Once you can pinpoint the underlying processes, evaluate, redesign and 
document the ideal execution strategy, and train your teams accordingly. 

Most importantly, analyze each process for opportunities to automate part or all 
of the processes you are performing manually. This comes back to cloud-based 
tools, which have the potential to automate a myriad of processes, from content 
database management to document creation.
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Pillar 4

Transform Your Product

Any product can benefit from digital transformation. Emerging technologies 
enable organizations to implement support features that use predictive analysis 
to get ahead of technical issues, providing a proactive support infrastructure. 
The same analytics can be used to transform data into business assets, creating 
revenue streams that would have been impossible even a few years ago. These 
assets are what will help you stay ahead of digital native competitors.

Below are two ways in which any organization can transform their products using 
digital strategies.

“ More than ever we are at a point 
in history where technology is not just 
adding capability, but it is changing 
business models dramatically. We are 
transforming products and services at 
an unprecedented pace of innovation 
and strive to help our customers realize 
the benefits of digital transformation.”10

– Jean-Philippe Courtois, Global Sales, 
Marketing and Operations, Microsoft
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Your Product and the Internet of Things

The fourth pillar can be both the most challenging and the most profound form of 
transformation for businesses. Unless you are primarily an ITcompany, you may 
be wondering how you can transform your product using technology. The good 
news (if you’ve come this far, you may have already guessed it) is that in 2017, 
every company is a technology company. It doesn’t matter what your product is; 
with the right vision and the right technology, you can transform your product. 

For example, integrating the Internet of Things (IoT) into your product has 
become commonplace with products ranging from cars to refrigerators to wrist 
watches. This isn’t just true of physical products. IoT-enabled companies like 
Uber are replacing traditional taxi services, and many people are using Airbnb 
instead of traditional hotels when they travel. 

Digital transformation can – and should – be leveraged by every company, not 
just traditional IT businesses, for product transformation. 
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Increase Agility for a Better Product at a Reduced Cost

With predictive analytics, you can gain a better understanding of the market for 
your product, quicker. This gives you an advantage over your competitors by 
beating them to market with products that are better tailored to the needs of your 
customers. This ties in with the idea of knowing what your customers want before 
they do, as discussed in Pillar 2. When coupled with IoT integration, devices 
already in the hands of consumers can provide your team with user feedback, 
increasing their ability to iterate and innovate at an accelerated pace.

Further driving agility is the ability to use technology such as 3D printing for 
accelerated innovation. By being able to manufacture prototypes in-house 
quickly, previously risky concepts can be developed in a low-cost fashion, 
enabling an enhanced ideation process and the ability to scale more effectively.
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Putting it All Together 

4 Steps to Effective   
Digital Transformation

Now that you understand the components of effective digital transformation, you 
need a strategy for implementing them. Every business has unique needs, and 
what works for one organization will not necessarily work for another.

At Broadview Networks, we take all our customers through a four-step engage-
ment process, ensuring that every client leverages each of the 4 Pillars to their 
fullest potential.

1. Cloud Assessment: We begin by looking at your current cloud infrastructure 
(if any) and defining your cloud readiness. This involves assessing which 
workloads are best suited for the cloud, which applications may require 
modernization, and which workloads should remain on-premises. 

2. Cloud Vision: Having assessed where you currently stand in the cloud, we 
move to build a strategic cloud vision. This begins with implementing the right 
components of Microsoft Azure and Office 365 for your business, striking a 

balance between providing the most value as soon as possible and 
not overwhelming employees, which can lead to poor adoption 

and app churn. It is in this phase where we help you outline 
realistic, attainable goals for modernization, and lay the 

foundation for achieving them.



22

3. Cloud Adoption: Next, we work directly with your team to train and onboard 
them into your modernized infrastructure. As discussed previously, this 
component is crucial, as without human-assisted onboarding, employees are 
far more likely to eschew new applications in favour of the ones they already 
know. Our IT instructors work with the technologies they teach in real world 
deployment and support scenarios, and can apply classroom theory to the 
needs of your environment.

4. Test, Review and Revise: Finally, we test the effectiveness of your digital 
transformation and cloud migration. Did employees adopt new applications 
and processes? Have these processes led to more operational efficiencies 
and better customer relationships? What’s working, and what requires further 
optimization? This final step will be repeated for as long as necessary.

The four steps described here represent the starting point for beginning the 
journey to fully-realized digital transformation. To find out more about how Broad-
view Networks can help your organization fully leverage the digital tools available 
to them, contact us today by email at solutions@broadviewnetworks.ca or 
by phone: 1.866.500.5455. 

http://www.broadviewnetworks.ca/broadview-networks-contact.html
mailto:solutions@broadviewnetworks.ca
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