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I am a fan of Steve Jobs. He changed the face of technology 
more than anyone else in my view, and made it more accessible 
and customer centric through design; style; flair; attention to 
detail; and purpose. As a result, technology and computers 
became cool, and increasingly mainstream, and not just for 
geeks and an innovative minority. The technology was massively 
important but ultimately it was the customer outcomes that 
changed things. Apple has been and still is the fashionable 
choice and brand leader in mobile phones, watches, laptops, 
portables, keyboards, music players and screens. 

The mantras of Steve Jobs are still highly relevant and by 
applying them to Digital Transformation, the question we now 
ask is ‘What do the ‘crazy ones do now?’

The answer is they also need to listen to Bill Gates. 

They need to have the flair and attention to detail of Jobs, and 
the wisdom and application of Gates. Bill Gates in a much more 
pragmatic sense said:

“The first rule of any technology used in a business is that 
automation applied to an efficient operation will magnify the 
efficiency, and applied to an inefficient operation will magnify 
the inefficiency” and “it is fine to celebrate success, but it is 
more important to heed the lessons of failure”

At Glentaffe and Auditel our multiple experiences of technology 
transformation led us to believe that the two styles are 
inseparable, and rarely found in one person.  It is bit akin to Blair 
and Brown, Lennon and McCartney or in a digital sense you 
could say ‘Hardware’ and ‘Software’. 

DIGITAL TRANSFORMATION 

Digital Transformation or Digitalisation is often rebutted with 
‘Thank you but I am happy as I am, and actually I don’t want to 
be transformed digitally!’ or perhaps ‘Hopefully I can be replaced 
by an algorithm and have three copies uniquely for me!’ So, what 
is Digital Transformation? 

Digital Transformation is the adoption of technology to change 
services or businesses through replacing non-digital or manual 
processes, with digital or technology driven processes, or 
replacing older digital technology. COVID has accelerated the 
need for this, especially with the demands for hybrid working. 
In a survey published by Gartner, 82% of office workers prefer 
a hybrid model – saying that it also enables a better user and 
customer experience. 

(https://www.gartner.com/en/newsroom/press-releases/2020-07-14-

gartner-survey-reveals-82-percent-of-company-leaders-plan-to-allow-

employees-to-work-remotely-some-of-the-time)
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Therefore, the objectives and priorities in technology use by 
business are to:

• Harness the benefits of digitalisation
• Improve user and customer experience
• Make technology and the use of it more efficient
• Implement better selection and procurement
• Meet good practice, security and regulatory standards

Business and technology were once seen as distinct, but today 
they are deeply intertwined - in fact, the days of task-driven 
technology have vanished, meaning the use of technology is a 
vehicle for business growth in the future. IT departments are 
no longer a separate function of a business - they are a way 
of doing business! The best business’ not only build markets, 
they also continually improve their systems and processes to 
support that growth.

At Glentaffe and Auditel, we have gained valuable experience 
through our combined success, and gained vital insights 
through fixing the missteps of clients, and learning bitter 
lessons in the process. We can recall managing data room 
breaches; clients having to account for abandoned projects; 
IT functionality that was never turned on, rogue algorithms 
impacting on a business, the under-utilisation of server and 
storage capacity, the failure to buy necessary hardware, and 
even selection of effective software – Together we could go 
on and on – our collective experiences have heled expand our 
industry knowledge and insight.   

In the current economic climate, there are a variety of important 
strategic issues around returning remote workers to physical 
facilities, integrating new technologies into the business, 
acquiring (and retaining) the talent needed to execute digital 
strategies, and transitioning to a more agile workforce. 

Data has become a critical component of any healthy business. 
If a company loses its data, or if its data is compromised, it 
could significantly damage the business in terms of financial 
performance, brand reputation or loss of customers. Executives 
understand that data is an asset when it is transformed into 
insights that can bring value. The importance of valuable data is 
amplified as an enterprise undergoes digital transformation.

According to a study conducted by HIS Market, PSB Research, 
and The Wharton School, University of Pennsylvania, and 
commissioned by data firm Qlik - companies with pervasive 
data access and skills, coupled with a culture that empowers 
data-driven decision, are able to improve their enterprise value 
between 3-5%. Based on average organisation size in the study, 
this could account for up to £8.1bn enterprise value. Enterprises 
with higher data-literacy scores can increase their enterprise 
value by up to £406m. 

(https://www.telegraph.co.uk/business/data-literacy/examples-of-

companies-using-data-analytics/)

The Digital Age is forcing businesses to seek new ways to avoid 
falling behind and better serve their customers. Business agility 
enables organisations to respond quickly to market changes, 
and employee or customer demands, without compromising 
quality. Importantly it is not just about the technology, it is about 
the interface with the end consumer, the customer and how a 
business responds strategically, organisationally, people wise, 
and through process and performance management. It is very 
much a holistic approach for any business. 

IT STRATEGY 

Reform and change in IT has been traditionally viewed in terms 
of: IT efficiency; reduction in costs; improvement in quality of 
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service; delivery of business services that drive revenue growth; 
and providing capabilities to drive long term competitiveness. 
There should ideally be nine key elements involved in an IT 
strategy and digital transformation. These cover fundamentals 
to make sure:

1. Basics are in place;
2. Awareness of new technology and what it offers;
3. Orchestrated steps of strategy development;
4. High level business case and economic analysis;
5. Robust commercial approach to sourcing and procurement;
6. More detailed financial and cost of ownership appraisals

(according to related timescales);
7. Communicating with all stakeholders and project

operatives;
8. Digitalisation and tracking of implementation; and finally
9. Post project review that leads to the next cycle of change.

Please refer to the downloadable checklist of some of the key 
questions to ask as you move through these 9 stages of 
technological change.  

CONCLUSIONS

The key consideration here is that it is a holistic approach that 
keeps IT development and services local, and closer to the user. 

Low cost is assured by transforming how digital transformation 
happens and the strategy behind it. Good organisation, 
investment in people, processes and technology, are all 
designed and melded together to protect quality. 

This is where the so called ‘crazy ones’ like Steve Jobs can 
thrive and drive a business forward, whilst working with the 
pragmatists of the Bill Gates type. It requires a combination 
of marketing, efficiency and global ambition. Ultimately it will 
be championed by the ‘citizen’ developer who understands the 

external context, prioritising the customer experience and sales, 
enhancing productivity, reducing costs and meeting regulatory 
compliance. 

It requires drive and determination (and kindness) to be able 
to combine art, creativity, industry, enterprise, engineering, 
sustainability and aesthetics. A golden rule is never to sacrifice 
quality for low prices or cutting corners. That will only generate 
contempt and ‘cheap will indeed become expensive’. Digital 
transformation done well, will undoubtedly propel the business 
forward. 

OUR APPROACH

Our objective is to design a programme of digital change, 
train and transfer skills to the client so that they have a cadre 
of ‘citizen’ developers and IT specialists, who can take digital 
transformation forward. Our approach offers governance, 
project management, change management, methodology, 
training courses, and team selection, before moving through the 
9 stages outlined above 

NEXT STEPS

Are you involved in a business, where you see digitalisation 
differently to those around you? Are you ‘crazy enough’ and 
willing to take chances and create change for your organisation? 
Glentaffe and Auditel can help deliver genius for your company, 
and help you to navigate a digital transformation process.

We welcome readers who are interested in the content of 
this article to get in touch. So for more details please contact 
Andrew Smith on andrew.smith@glentaffecapital.com or call 
directly on either 020 8176 8800 or 07531 359 341. Glentaffe 
and Auditel will be happy to help you change your business for 
the better, and make the process an enjoyable and empowering 
experience.
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"HERE'S TO THE CRAZY ONES, THE MISFITS, THE REBELS, 

THE TROUBLEMAKERS, THE ROUND PEGS IN THE SQUARE 

HOLES ... THE ONES WHO SEE THINGS DIFFERENTLY 

-- THEY'RE NOT FOND OF RULES, AND THEY HAVE NO 

RESPECT FOR THE STATUS QUO. ... YOU CAN QUOTE THEM, 

DISAGREE WITH THEM, GLORIFY OR VILIFY THEM, BUT THE 

ONLY THING YOU CAN'T DO IS IGNORE THEM BECAUSE 

THEY CHANGE THINGS. ... THEY PUSH THE HUMAN RACE 

FORWARD, AND WHILE SOME MAY SEE THEM AS THE CRAZY 

ONES, WE SEE GENIUS, BECAUSE THE PEOPLE WHO ARE 

CRAZY ENOUGH TO THINK THAT THEY CAN CHANGE THE 

WORLD, ARE THE ONES WHO DO."

FOR MORE INFORMATION, PLEASE CONTACT:

Andrew Smith
T: 0208 176 8800   M: 07531 359341   E: andrew.smith@glentaffecapital.com
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ACCORDING TO THE 9 STAGES OF IT DEVELOPMENT 

1) Basics in Place

• Is a customer perspective always taken (within IT)?

• Is the right team in place? What are the strengths and weaknesses? 

• What training or recruitment needs exist? 

• Does the business use the full capabilities of the hardware and 

software in place?

• Do the users know how to use it? Have they been fully trained and 

assessed?

• How widespread is the use of EXCEL? To what extent is it relied on for 

decision making?

• Are the linkages with business processes documented and assessed? 

• Have the hardware and software been fully mapped so all interfaces 

are known?

• Is the business supported by a helpline? Are lessons learnt and 

actions arising implemented as continuous improvement?

2) Awareness of New Technology

• How is the business made aware of technology developments? 

• How is technology reflected in customer interactions?

• Are evolving technology needs captured?

• Are there regular seminars and updates?

• What do competitors use?

• Are online sales being maximised?

• Is best use being made of social media?

• What are the implications of net zero?

• How is hybrid working changing needs?

• How good is cyber security? Is there a need for insurance ? 

• How reliable, secure and accessible is the Wi Fi ? 

• How effective is procurement of Office 365 for users  ? 

3) Strategy 

• What is the process to produce an IT strategy? Who leads it?

• What are the external pressures on IT and how it is used in the 

business? Political, Economic, Social, Technology, and Economics?

• What is the Business Strategy? How is it reflected in the IT Strategy? 

How important is digital influence?

• What are the strengths and weaknesses of the existing IT 

arrangements?

• What are the customer, supplier and user requirements? How are 

online activities reflected?

• What does good practice look like in your industry? How does it 

influence competitive advantage?

• How are the latest developments in technology assessed and built in? 

What are the risks and opportunities? 

• What are the pitfalls of AI? How could it help the business?

• How widespread should Robotic Process Automation be?

• Would the use of Blockchain provide benefits to your business? 

How?

• How are sustainability, carbon reduction and circular economic 

strategy incorporated?

4) Business Case 

• What is the current situation of IT in the business in terms of 

people process and technology? Is it being utilised to fully enable 

the business?

• What is the proposed situation of IT in the business in terms of 

people process and technology? Will it be utilised to fully enable 

the business?

• What are the benefits in qualitative terms for users, customers, 

suppliers and the business as a whole? 

• What capital and operating cost investment will be required? How 

is it split between hardware and software? 

• What are the likely benefits in terms of revenue enhancement and 

cost saving? How is any cost saving split over people and non-

people costs? Are severance or other implementation costs (e.g. 

contract cancellation, consultancy) expected? 

• What is the proposed timescale for the changes? Can these be 

estimated not only in months but years?

• What is the expected return in terms of payback, NPV and IRR? Is 

any additional equity or debt needed to finance the investment? 

• Have all options been evaluated? What is the final choice?

5) Procurement 

• How effective and efficient is strategic sourcing? Does it drive 

innovation? Is there a sourcing tool in place? 

• How does the IT spend the proposed link back to the hardware and 

software maps?

• What are the direct and indirect cost categories? 

• Which ones relate to operating costs and which to capital?

• Who are the existing suppliers? What other suppliers are in the 

market?

• How all encompassing and verified is the supplier base 

information?

• How is spend broken down by cost and supplier? Are qualitative 

improvements and cost saving available? What contracts are in 

place? 

• Can a ledger print by IT supplier be obtained, then analysed and 

benchmarked for cost savings by category experts?

• To what extent is the carbon footprint of IT and its supplier 

reviewed, calculated and actively reduced?

CHECKLIST
Some of the questions to ask
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• How do the proposed supplier changes impact users and 

customers? 

• Are any contract staff for IT seconded to the company?

• Can the PTP process be improved by RPA?

6) Financial

• How do the high level numbers in 4) translate into projects and 

cost centre information? With and without the project so that 

incremental impact is shown?

• How are these projects prioritised? 

• What difference will more efficient and effective procurement make 

to the cost of investment in capital and operating costs?

• What is the impact on direct and indirect people and non-people 

costs?

• Are there any EIS, SEIS or other grants available from a business or 

innovation perspective? If so, what are they?

• How will the incremental impact affect depreciation, taxation and 

financing?

• What budgetary constraints are there? Do they limit any of the 

projects?

• How does all this accumulate into the income statement, the 

balance sheet and cashflow? What are the 5 year implications? Can 

the results be broken by a month at least one year ahead?

• How will the costs and benefits be monitored through detailed 

planning through implementation to realisation and monetisation?

7) Change and Communication

• Who are ones ‘crazy enough to change things’? Who are the citizen 

developers? 

• Who are the target audience and stakeholders? Has a stakeholder 

survey been conducted? Who are the advocates, detractors and 

indifferent ones?

• How are customers, users and suppliers being addressed? What 

about the senior management team? What about shareholders?

• What medium of communications are being used? Project kick off 

meetings, board presentations, project meetings, user groups, town 

halls, newsletters, posters, video calls,  feedback and ideas groups, 

milestone celebrations and project finales?

• How frequent should communications be? What cadence, style and 

length? 

• How ‘two-way’ is the communication? How are issues and risks 

dealt with? How is feedback captured? Is learning captured and 

action oriented?

8) Digitalisation Implementation

• What is the governance? Who is the programme sponsor? Who is 

on the programme board?

• Who is the programme director? Who is the programme manager? 

How does this cascade into individual projects and teams?

• What is the overall plan? What are the key activities and 

milestones? What are the timescales? What effort and resources 

are needed? Can it be obtained?

• Does the project plan ensure sufficient involvement of users as well 

as the technicians? Have all people, process and technology angles 

been covered? 

• How is technical, unit user acceptance testing done? How are 

changes in requirements dealt with?

• What are the issues and future risks? How will they be mitigated 

and managed? How are matters that affect quality, timescale and 

cost escalated?

• Is there a disaster recovery plan? Will it change through the project 

lifecycle?

• How will ‘quick wins’ be captured and acted upon?

• Is there a balanced set of metrics according to the 9 stages of IT 

development?

9) Post-Project Review

• How is this built into the programme and array of projects? Will this 

be done by a project manager or an independent resource?

• How will success or failure be assessed in terms of quality, 

timescale and cost of delivery? How will morale be maintained?

• How will learning be captured and converted into corrective action? 

What went well and what went not so well? Has this been looked at 

from a people, process and technology aspect? 

• How does this feed through into the next cycle of digitalisation and 

change? What new requirements have been identified?

• What else needs to be acknowledged or has been missed? 




