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Duncan Wardle Four Powerful Innovation Tools for  has written '
Creative Thinking'. Duncan has worked for The Walt Disney 
Company for 25 years, most recently as the Vice President of 
Innovation & Creativity, now serves as an independent innovation 
and design thinking consultant, helping companies embed a 
culture of innovation and creativity across their entire 
organization. I got lucky when Duncan agreed for us to use his 
blog. He writes, 'In this digital world, no one is safe. In the past 
year alone, traditional retailers like Sears have experienced the 
full impact of digital transformation…” He writes 'what if' and 
'how might we', wonderful insights…

Dibin has written about building strong use cases in technology, 
by taking last week's Google feature launch as an example. In his 
article  he writes, Lessons to learn from Google I/O event, 'To a 
customer, a product's success is all about how it's packed to them 
than the complex technology underneath.’

Aninda Bose, our guest writer helps develop new models for mid-
tier and enterprise businesses with his analytical strength. I am 
personally in awe of his insights and the wonderful music he 
makes in his free time. He is great at building high impact teams 
across the U.S., Europe, and Asian countries, and a huge help to 
me with all the marketing work I am involved in. Aninda is very 
hands-on in executing and growing profitable business units. His 
interests include AI, Block Chain, ML, Deep Learning, Advanced 
Analytics, IoT and Robotics. In his article  he talks 'Toys R Not Us',
about the loss that is to so many people. He writes 'So many 
memories for so many people. The Times Square Ferris Wheel 
will not move anymore.’

Vignesh 'Digital Decentralization'. has written on  Technology 
transcends culture and trends across shopping, mobility, work, 
and even currencies. We have come to a time when communities 
can design their own forms of value exchange - Burger King has 
their 'WhopperCoin' and such.

Jayashree has written about the need for intelligent Quality in her 
article . She 'Keeping up with the 'DevOps'ians - Intelligent QA'
says QA needs to be smart and evolve to handle the fast delivery 
cycles.

Happy reading.

June, to me always comes packed with fun and meaning; we 
have a 'Donut day', 'say something nice day', 'go barefoot day', 
'leave the office earlier day', 'Post traumatic stress disorder 
awareness' month, 'cancer survivors day', 'Repeat Day', 'Hug 
your cat', 'Cognac Day', 'Running day', 'HIV Long-term 
survivors' day', 'Best friends day', the list includes something 
for everyone. Now if you are wondering what this means to 
GAVS, the spirit suits our culture, our reputation of being a 
'company with a purpose', and we continue doing our bit to 
make a difference to the world – you must read about the work 
we do in rural reconstruction to make rural India more self-
sufficient. Our work began in a small isolated village called 
Ramanwadi, with just a small 2.5-acre bit of irrigated land, the 
project slowly evolved into various supporting projects such as 
water conservation, education, health; organic farming and 
cattle breed conservation and development. Here's more - GAVS 
is the title sponsor of the 'GAVS Dream Runners Half Marathon 
(GAVS DRHM) - GAVS' marathon runners are particularly 
enthusiastic about this drive, and it is a hugely satisfying and 
treasured moment for GAVS to see the physically challenged do 
a 50m run in their new prosthetic limbs that is bought from the 
proceeds from the Marathon. Do keep checking our website for 
updates...

This edition features Sumit Puri, Chief Information Officer, Max 
Healthcare. Sumit previously served as Vice President, Regional 
Operations and IT, Prudential Corporation Asia, and as the Chief 
Information Officer, Prudential Indonesia and Senior Vice 
President ICICI Prudential. He joined the healthcare sector after 
over 2 decades in financial services and management 
consulting firms, and he thinks it was well worth the risk. We 
hope you enjoy his article - 'Building High performing teams 
across cultures and aligning millennials to team goals'.

Bill 'Divergent Styles can produce outstanding has written 
results', he points us to the fact how different circumstances or 
how polar opposite leadership styles can produce outstanding 
results and that one shoe does not fit all. From creating a work 
environment with happy, motivated employees, to meetings and 
productivity, to gross margins and EBITDA, to servant 
leadership, to leading with power and humility, Leaders need to 
be super-humans. Bill has taken two very different styles of 
leadership to discuss. 

Arup 'How Effective Is My Sales Approach? – A Self- has written  
Assessment', Measurements in place, processes in place, he 
ponders on the vital question 'how do I, the sales person in the 
field, assess my own effectiveness?'. Be what the approach is - 
Solutions Selling, The Buddy approach, Consultative selling 
and so on, it sure works different for each person. Arup says, 
'each sales person needs to do insight-based selling to 
differentiate their engagement with prospects and customers, 
rather than selling just on cost and fulfilment.’

By: Bindu Vijayan



Sumit Puri

Max Healthcare
Chief Information Officer

Sumit is a leading information technology professional 

with over 24 years experience in top multinational and 

consulting organizations in Asia. Sumit is currently 

working as Chief Information Officer for Max 

Healthcare, and has a proven track record of 

successfully leading enterprise digital strategy and 

process automation in various countries across Asia.

Sumit previously served as Vice President, Regional 

Operations and IT, Prudential Corporation Asia where 

he facilitated business process and infrastructure 

landscape transformation of key operational areas 

across various Prudential businesses in Asia.

Prior to this stint, as Chief Information Officer, 

Prudential Indonesia and Senior Vice President ICICI 

Prudential, he implemented several enterprise 

systems on web and mobile platforms to create a 

cohesive digital experience for customers and 

distribution channels. 

He has also worked as Global Digitization Leader 

(Enabling Functions) for GENPACT and as Senior 

Management Consultant in  PricewaterhouseCoopers 

implementing Oracle ERP supply chain modules.

Sumit has won several industry awards for technology 

innovation in Asia Pacific region based on his team's 

work primarily in India, Indonesia and Thailand 

markets. 

Sumit focuses on customer delight by effectively 

leveraging technology in the organization, and 

building high performance, agile and adaptable teams 

who can surmount challenges of a multi-cultural 

world.
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We got Sumit to talk about 
his life away from work, and 
here are some lovely 
insights on how he balances 
work and time away from 
work.

What are your hobbies?

About his other interests,
Sumit says;

What are your greatest strengths?

Describe yourself in three words?

What are you most proud of?

Who are your role models or
mentors?

What's the biggest risk you've
ever taken?

Tell us about your vision of
technology in Healthcare

“I enjoy playing racquet sports 

like Badminton, Tennis, watching 

various sports and movies.  I 

also, love to read and keep 

myself abreast of current affairs 

and technological trends. 

I am fond of non-fiction;  love 

books like 'Outliers', 'Blink' by 

Malcolm Gladwell and 'Re-

energising the corporation' and 

'Funky Business' from Jonas 

Ridderstrale. My favourite fiction 

authors are PG Wodehouse, HH 

Munro, Jeffrey Archer, Sydney 

Sheldon, and Irwing Wallace.”

Enable patients to access 

relevant medical information 

anytime, anywhere and use 

technology to enhance 

productivity and decision support 

for clinicians. Also, facilitate 

collaboration and multi 

disciplinary clinical co-ordination 

which will enhance joint decision 

making by clinicians and enable 

right personalized treatment to be 

offered to patients based on his 

overall condition.

Resilience, “can do” positive 

attitude, with strong analytical 

and execution skills

Pragmatic, customer-centric 

thought leader

Successfully creating high 

performing and collaborative 

team culture across geographies

My late father who was an 

epitome of integrity, humility and 

courage who taught me how to 

respect and serve others.

Joining healthcare sector after 

over 2 decades in financial 

services and management 

consulting firms.

“I am a fairly spiritual guy who 

believes in harbouring an attitude 

of gratitude towards all, and 

realizes that the only person you 

can truly change is yourself. 

I am a member of Bharat Soka 

Gakkai practicing Nichiren 

dasihonin's Buddhism on human 

revolution. I am also a member of 

spiritual organisations like 

Brahmakumaris and 

Jeevanmukta Foundation who 

propagate inculcation of 

teachings of 'The Geeta' in our 

daily lives and help educate 

needy children to prepare them 

for civil service.”

Would like to leverage technology 

to deliver an integrated 

healthcare ecosystem which 

offers holistic, seamless and 

connected care to patients both 

within and outside hospitals.
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Building High Performing
Teams Across Cultures and
Aligning Millennials
to Team Goals

By Sumit Puri

The fight for talent amongst the millennial workforce is 

heating up and the battle is fast moving to the CIO 

court. There is a growing onus on the CIO to attract and 

retain the free-spirited and independent millennial 

workforce as experimenting with new technologies 

becomes a key tactic to create that much needed 

stickiness. But, empowering the team and giving them 

freedom to fail is just one of the many tactics that CIOs 

are devising to keep their millennial employees 

energized and motivated.

In all my previous organizations like GE, Prudential and 

now Max healthcare, in order to create high performing 

teams, the essence is to keep the millennials and team 

members aligned to the larger vision of the 

organization. We need to help them find a sense of 
purpose which can give them satisfaction and help 
make a difference. Being from the Healthcare Industry, 
where the essence is saving lives, along with senior 
business leaders, we helped craft a larger goal like 
“Eager to Get you Home” for our patients to help the 
team find motivation.

As CIO, Prudential Indonesia and Global Digitization 

Leader for GENPACT for countries like Mexico, 

Hungary, China and the US, for me, the key was to 

understand the nuances of the country and culture and 

re-orient our approach accordingly in order to find the 

right balance and maximize synergies between 

individual and organizational goals.
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For example, in Indonesia, it was important to understand 

the virtue of patience and team work rather than stressing 

on individual achievements, unlike individualistic culture of 

countries like India and the US. Understanding of multi-

cultural differences and treating each individual culture 

with respect is imperative in order to bring out the best 

from your team members.

“Similarly, in Max Healthcare we have the vision for 

patients to be able to go home healthier and faster, and I 

have tried to connect our millennial employees to that 

vision by creating transparent and usable business metrics 

for faster admission, billing and discharge, which can be 

powered through technology. This helps us to collectively 

achieve the larger goal of contributing to making lives 

easier and safer.

To create user friendly systems and reduce patient wait 

times, we have deployed applications like online portal 

registration, patient mobile applications, appointment 

queuing systems like Practo and online operational 

discharge dashboards to ensure patient admission and 

discharge processes can be streamlined and 

inconveniences minimized. Similarly, we need to ensure 

the systems are 100% available so no patient loses their 

life because of a system failure, which is a really big goal 

to have, and can really inspire the  employees because 

they are able to actually make a difference in saving 

someone's life.

I believe the kind of value that one can create in the 

healthcare sector sometimes far exceeds what any other 

sector can probably give to employees. The possibilities it 

opens up are immense and one can get a lot of 

satisfaction out of doing something well.

For instance, introducing a good prevention mechanism 

using wearable devices or any other technology innovation 

could potentially transform the way healthcare is 

administered to millions of people in the country. This is 

something which can keep the millennials energized 

enough to find satisfaction in their workplace. The 

millennial employees are far more confident, aware and 

ambitious, and it requires touching upon their sense of 

achievement, empowering them and helping them make a 

difference to the society at large which will help them stay 

engaged at the workplace. 

The millennial employees are far more 
confident, aware and ambitious, and it 
requires touching upon their sense of 
achievement, empowering them and 
helping them make a difference to the 
society at large which will help them stay 
engaged at the workplace. 
We try to ensure that a more conducive work 

environment can be provided in the team and 

the employees are not constrained by the 

traditional business environment and 

bureaucratic processes for them to work 

effectively. For this we have enabled mobility 

tools and have been looking at new age 

collaboration technologies like Zoho, Facebook 

at Work, Office 365, etc., which would help 

keep the employees productive and engaged. 

Also, constantly experimenting with cutting 
edge POCs which truly impact patient 
safety has helped keep the motivation 
levels in the team fairly high, for e.g. we 

have recently launched Point of care 

diagnostics for Smart bike ambulances in NCR 

where we have enabled cloud enabled 

logistics management and automated some of 

the clinical command center protocols. The 

target is to help reach medical aid to patients 

within 15 minutes using bike ambulances 

anywhere within NCR and using point of care 

diagnostics, save patient lives while a critical 

patient is being transported from their homes 

to hospital.  Such innovative technologies give 

a huge sense of satisfaction to the employees 

engaged in such mission critical projects 

impacting patient safety.

The key is to remain flexible and embrace all 

cultures and new age perspectives of the 

millennials to remain relevant to both our 

customers and our employees. As the saying 

goes, in order to truly enable Customer First 

strategy in an organization, we first need to 

embrace an Employee First strategy so that 

we have super charged and motivated 

employees taking care of our customers. My 

goal and endeavor is to do just that which has 

been the mantra for me Ieading teams across 

geographies. 
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Over the years, many articles and books 

have been published regarding the 

management styles used by very successful 

Leaders in various walks of life to achieve 

spectacular results. It is apparent to me that 

one style does not yield the best outcomes, 

but rather, the circumstances and the 

audience to execute dictates the style that is 

most effective.

Leadership Styles have to be continuously 

modified to match the objectives, the 

resources available to you, and the criticality 

of the mission. Styles should also be fluid 

based on the maturity of an organization; ie; 

early stage or mature. Let me share with you 

two very divergent management styles that 

produced outstanding results.

Walter Wriston: Former Chairman and CEO 

of Citibank/Citicorp from 1967-1984.

Wriston was widely regarded as the most 

influential banker of his time. While at the 

helm of his behemoth organization, he 

exploded the credit card issuance business, 

introduced Automated Teller Machines to 

service clients, and spearheaded interstate 

banking across the United States; amongst 

other ground-breaking initiatives. His 
leadership style emphasized innovation 
and his philosophy was “ to let a thousand 
flowers bloom”. He allowed his 

management team to follow this philosophy, 

hoping that some flowers would blossom into 

big and transformative wins for the bank. 

Needless to say, the revenues were huge, 

thus allowing for a large sandbox to be built 

for experimentation.  

For most companies, this is not always the case as 

investment dollars to be used in this manner are often a 

scarce resource. Circumstances dictate how you lead. In 

the early or formative years of an organization, you usually 

stick to your knitting to reach your desired revenue 

objectives and only broaden out as the entity matures with 

the availability of increased capital and other resources. 

This permits more innovation/experimentation for 

achieving superior results while always being aware of the 

risks and rewards associated with this approach. A 
leadership style that allows for an open dialogue and 
recognizes that “No Idea is a Bad Idea” can yield solid 
gains; however, it is imperative that you prioritize the 
ideas that have the most potential and discretely agree 
on the ones that are less appropriate at this time. While 

pursing innovation, never lose sight of your core values 

and the product and services that keep the lights on day 

after day. Successful leaders need to consistently adjust 

their tactics or cut the cord when the desired results are in 

jeopardy of not producing the desired outcomes. Walter 

Wriston was a master of this.

Herbert Norman Schwarzkopf, Jr.: Former General in the 

United States Army who assumed Command of the U.S. 

Central Command, leading the U.S. air and ground 

offensive when the Iraq Army invaded Kuwait in 1990. 

Operation Desert Storm, under Schwarzkopf's leadership 

liberated Kuwait in early 1991. 

Divergent Styles Can Produce 
Outstanding Results
By William Aimetti
Senior Advisor at GAVS

No Idea
is a

Bad Idea

“
”
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In this situation, circumstances dictated the 

leadership style followed by the General.  His 

aggressive, no nonsense, and hot temper 

demeanor served him well to achieve the 

desired approach in a very short timeframe.

Needless to say, the circumstances 

encountered were 180 degrees different than 

what one encounters in corporate life but there 

is one thing that stands out to me.  Each and 

every day, regardless of the time of day or 

night, briefing meetings were held with the 

staff outlining what needed to be done 

immediately.

The meetings were stand up meetings without 

chairs, water, and coffee with Schwarzkopf 

and his direct reports.  Objectives were 

established, tasks assigned, and the meetings 

abruptly ended with little dialogue. Teamwork, 

effective communication, respect and 100% 

dedication for execution was always 

emphasized. 

The objectives were met with the air and 

ground forces under Schwarzkopf driving the 

Iraq Army out of Kuwait in only 100 hours; 

Mission Accomplished.

Individually, they possessed the skills and temperament to 

react to the circumstances presented to them to achieve 

their objectives.

Circumstances will always dictate the leadership style for 

each of us but one theme that always should be 

paramount in our chosen style is to “Inspect as well as 

Expect”. 

Never assume that what you communicate to others is 

understood. Instead use your own methods to ensure that 

the tactics are being followed to insure success. Never be 

complacent and satisfied with the way things are going. If 

we have this attitude we could be destined for major 

disappointment and failure.

Food for Thought!

Although Walter Wriston and Stormin Norman 

Schwarzkopf had two very different styles, they both 

assessed their situations and deployed the leadership 

styles required by them to achieve the desired results.

Never be complacent and satisfied with the
way things are going. If we have this attitude
we could be destined for major disappointment
and failure.

“

”
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Most companies that have a sales focus, have put 

in place elaborate set of processes and, 

parameters to measure efficiency of sales.

The measurements mostly include: 

Metrics to capture data relating to sales 

pipeline, probability of deal closure, timeline of 

deal closure, average deal size etc.

Processes to manage the sales funnel to be 

able to predict the lead behavior, at which 

stage are the deals being lost and why, what 

percentage of sales opportunities will translate 

to closure etc.

Various sources from where leads are coming 

from and efficacy of each source in generating 

future leads

Lead time for deal closure and profitability of 

deals

Customer speak and customer feedback etc.

How Effective Is My Sales Approach?

By Arup Gupta

Researching customer needs to align the 

sales process to address their challenges

Articulation of result (outcome) or the value to 

be delivered to the customer by company' 

products and solutions and how it will be 

delivered

Market segmentation and prioritization

Mapping the customer organization to identify 

the decision makers and the influencers

Developing stories and storytelling techniques 

for effective communication of company' 

products and solutions

Capturing customer feedback and reaction 

throughout the sales process

Negotiation techniques including creating 

urgency to improve the speed of decision 

making by the client

Risk identification and risk mitigation

Ability of sales people to win customer 

confidence and manage customer objections

The processes to ensure effective sales mostly 

include:
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Processes towards managing Product 

presentations, demos, PoCs/PoVs, Client 

visits etc

Increased focus on Account Mining, as mining 

an existing account is lot cheaper and easier 

than acquiring a new customer

Automation of sales processes to the extent 

possible without losing personal connections

Creating a transactional mindset in the new 

business sales team (Hunters)

Possibility of miscommunication between the 

implementation team (Farmers) and the 

Customer based on some commitments made 

by the new business team (Hunters) to the 

customer

Disparity of compensation and sales structure 

across the sales organization.

In addition to the measurements and processes to 

improve sales efficiency, several organizations 

have also developed specific roles and incentives 

for their sales people depending on the attributes 

of the individual sales person – Hunters Vs 

Farmers.

need to do so very carefully as otherwise it may 

create some significant discord within the 

organization relating to:

While most of the above measurements, processes 

and organization structures are developed by the 

management to monitor and improve sales 

effectiveness of the organization; how do I, the 
sales person in the field, assess my own 
effectiveness?

Before we try to answer the question on one's own 

self-assessment, let's briefly review how the sales 

environment has changed over the last few years 

and how should the sales people align themselves 

to this changing scenario.

When I was leading a large team of sales people in 

early 2000, the focus was to first do an in-depth 

research on the customer and discover what they 

need prior to proposing a solution to the customer. 

This approach was effective, because the 

customers did not have access to all the information 

around them, both business and technology, and to 

the tools to analyse all this information to identify 

what should be their best strategy for them going 

forward.

Today, however, we have an entirely separate set of 

customers – one that have both expertise and tools 

to conduct in-depth online research supported by 

highly competent procurement specialists and 

specialist buying consultants. 

Hunters are independent and are focused on quick 

client acquisitions and big deals. They usually are 

risk takers, solution driven and demonstrate 

greater ability in networking and putting in place 

new sales initiatives and pounce on new 

opportunities.

Farmers, on the other hand, focus more on 

building long term customer relationships and 

cultivating strong customer loyalty. They are 

usually patient ones, happy working with a few 

customers but demonstrating long term impact and 

big on working collaboratively to develop 

opportunities.

The organizations that embrace the Hunter-Farmer 

framework, however, 

VS

0512



With such clear understanding of their needs as 

well as potentially available solutions, the 

customers today are almost 60 - 90% thru their 

purchasing process before they even contact a 

vendor and the vendors are often left with just to 

compete on price and solution delivery, not a very 

desirable situation for the sales people.

We, therefore, need to do our self-assessment as 

an effective sales person in this background where 

each sales person needs to do insight-based 

selling to differentiate their engagement with 

prospects and customers, rather than selling just 

on cost and fulfilment. Each sales person, in today' 

environment, needs to:

Let us now discuss briefly what we mean by a 

“Compelling Value Proposition” and “Insight 
Based Sales”.

A Value Proposition is NOT a glowing description 

of our Company' Products and Services, nor is it 

our passion for excellence or leading-edge 

technology. A Value Proposition is really the sum 
of Offerings and Experiences that our customer 

gets or expects to get, including the outcome, 

during all their interaction with not only the sales 

people but our entire organization.

Thus, a Value Proposition needs to be created at 

the Company level (or, for very large companies at 

the Business Unit level),

to put in place a Design Framework of how we 

want our customer to engage with our company 

and experience its offerings. The effectiveness with 

which we can put this Design Framework for Value 

Proposition in place, needs to be a critical element 

of our Self-Assessment.

Once a Value Proposition has been developed at 

the Company level, the Sales person then needs to 

create “Sales Insight” at the Product, Service and 

Customer level for the specific opportunity on hand. 

The Sales Insight needs to not only enlighten the 

customer on the specific business issue at hand, 

but also satisfy the customer with the implications 

of changing or not changing as proposed by the 

sales person and clearly bring out how our 

company can help in this journey. 

The level to which the Sales Insight meets the 

following criteria should also be a critical element of 

our self-assessment:

Find customers who are looking for change 

and who can take quick decision towards this 

change. This number, by no means, is small 

given today' business competitive 

environment where everyone is trying to get a 

competitive edge over its competitors.

Identify one or more needs for the customer 

that they do not know they have.

Offer a compelling value proposition and 

insight on how to address the above needs.

Does it Surprise the customer by stating 

something that the customer didn't know?

Does it have a strategic relevance to what the 

customer is trying to achieve?

Does it motivate the customer to embrace the 

proposed change?

Is it doable?

Does it leverage the products and services 

that we want to sell?

And finally, is it scalable?
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Four Powerful Innovation Tools for 
Creative Thinking

By Duncan Wardle

Airbnb, Uber, Netflix, Facebook, Instagram and many other disruptive 

companies are redefining industries and driving legacy companies to 

extinction.

In this digital world, no one is 

safe. In the past year alone, 

traditional retailers like Sears 

have experienced the full impact 

of digital transformation. And 

today, other industries like 

financial services, healthcare, real 

estate, travel, and energy are 

beginning to worry about their 

future survival.

A recent study produced by 

consulting firm Innosight predicts 

that nearly 50% of the current 

S&P 500 companies will be 

replaced over the next 10 years.

With all the challenges companies 

are facing from digitization and 

automation, it is safe to say that 

thinking and acting more 

audaciously and coming up with 

innovative ideas has become the 

key to success.

The following tools will guide you 

on how to foster innovation within 

your company and help you get 

the most out of your talented and 

creative employees:

Naive Experts – Invite a naive 

expert into the next ideation 

session you are hosting. A naive 

expert is someone who has no 

idea what you are working on. He 

or she will rarely, if ever, solve the 

challenge for you, but they will get 

you out of your “River of Thinking” 

(your own expertise) and help you 

think differently.

They will ask the questions you 

are too embarrassed to ask or 

throw out audacious ideas, both 

of which will help get you to a 

different state of mind than you 

can reach by yourself.

Where Else? This tool involves 

asking where in the world 

someone or some company has 

solved a similar challenge and 

then applies the underlying 

principle to the challenge at hand. 

In 1996, the U.S Olympic 

Swimming Team challenged 

Speedo to help their swimmers 

move quicker through the water. 

At Speedo, employees asked 

themselves: Where in the world 

has someone already solved this 

challenge? They thought of 

speedboats, torpedos, and 

sharks. 
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They conducted bio-mimicry on a 

shark’s skin and found it has 

thousands of microscopic sharp 

pimples that help trap air bubbles 

that the shark can expands when 

it wishes to slow down or contract 

and reduce surface friction when 

it wants to move more quickly 

through the water. Speedo 

applied the same idea to the one-

piece suits the U.S. swimming 

team wore to the Sydney Olympic 

Games, where they broke 

multiple world records.

What If? – This is one of my 

favorite tools. It allows you to slay 

some sacred cows within your 

organization by asking “What If 

those rules didn't exist?” It's an 

easy-to-use tool and one Walt 

Disney perfected.

Start by listing the rules of your 

challenge. Take one rule you want 

to break and ask “What If that rule 

didn't exist?” 

Start developing, among your 

team, a bunch of provocative 

questions and innovative ideas 

and then imagine a world where 

that idea could come to fruition. 

Walt Disney got tired of showing 

his movies in old, tired movie 

houses. 

He listed all the rules of showing 

his movies in a movie theater and 

chose one to break, the 

environment. He asked himself 

“What If I could control the 

environment?” Well, clearly he 

couldn't control the environment 

inside the movie theater, so Walt 

asked “What If I took my movies 

out of the theater?”, which led to 

“Imagine a world where I could 

make this happen?” This thinking 

process gave birth to the idea of 

Disneyland!

How Might We? This is a really 

great tool to push yourself and 

your team to think differently, to 

get out of your River of Thinking, 

and to develop new creative 

ideas. 

Imagine if I asked you to help me 

think of what I could put inside a 

new car wash? You might think of 

water, brushes, a vacuum, a 

dryer, etc. 

But what if I asked you to help me 

think about what I could put in my 

new “auto spa”? You might throw 

out ideas such as masseuse, 

barista, manicure, robes, etc. This 

will immediately get you to 

another, very different idea. 

Disney Parks have Cast 

Members, not employees.

They wear a costume not a 

uniform. They work onstage or 

backstage but, in either case, 

they are cast for a role in the 

show. That simple re-expression 

of their role has created one of 

the most famous guest service 

cultures in the world.
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If you are one of those people who 

loves technology or happen to have 

friends who are crazy about 

technology, I'm pretty sure, you might 

have come across such 

conversations. 

We have been hearing this a lot 

among the public especially since the 

inception of smartphones and I think 

we can all agree that the recent 

Google I/O event just added more fuel 

the interest. 

With all our social media feeds loaded 

with blogs and videos of people going 

gaga about the new 

features available with 

Android P and other 

google products in the 

Google I/O event, I 

thought I would give my 

comments about 

something which we as 

Technology providers 

should inherit from 

Google. 

In case you missed 

what they showcased, you can have a 

look at those features in this video 

link: 

https://www.youtube.com/watch?v=og

fYd705cRs 

Got hyped already? Now let's discuss 

what's in them.

What if I told you, that some of these 

are not actually ground-breaking 

Machine Learning/AI algorithms like 

the way it was portrayed? 

I know. I know. I'm fully aware that by 

just uttering this sentence, I might have 

already offended a whole lot of people. 

But let's just agree to disagree for now.

To start with, let's take Smart 
Compose as an example. According 

to Google, Smart compose, is an auto 

completing feature which will be made 

available for their signature product 

Gmail. 

But what is this Auto completing 

feature? 

When you type something, it prompts 

the next word that you might use in the 

conversation. Brilliant right? 

But what if I told you that we are 

already using this technology every 

day in our lives and just didn't realise 

yet. 

Lessons to Learn from 
Google I/O Event
By Dibin Dixit

Wow! That face 
recognition 
technology was 
so cool!  ”

AI is really 
catching up!  ”

Did you see 
iPhone X? Love 
the all-new notch 
display!”

Google is so 
innovative, they 
can do duplex 
calls now using 
their AI”

“

“

“

“
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Rings a Bell?

If not, let me explain - every time 

you type something using your 

Google Keyboard in your android 

phone, it prompts the next word 

you might use, to fill in the 

sentence for you. Noticed before? 

If not, grab an Android phone and 

please be free to test it yourself. 

These algorithms run as a part of 

your android system and learns 

as you type. All the predictions 

made are then synced with the 

associated google account to 

save it for later purpose. Isn't this 

the same feature which they 

recently introduced as Smart 

Compose? Yes, it is!

So, what's new here?  Nothing, 

you now just get the same feature 

in Gmail by using the Tab key.

“What about Suggested Actions 
for Google Photos, that's purely a 
new tech, right? Your photo 
application detecting all your 
friends' faces and giving an 
option to share. How cool is 
that?”

It is cool! I 

don't deny 

that. But didnt 

we have face 

recognition as 

a part of our 

Google 

photos 

earlier? If you 

don't believe 

me, try 

opening your 

Google 

Photos and 

see the people tagged in your 

photos. How did that happen?

Simple! If your friends have a 

google account and if they are in 

your friends list, Google 

automatically tags them. 

So, what's new in this? Again, 

nothing much, if your friends 

happen to take group pics in their 

phones and feel lazy to share it 

via Mail, Whatsapp or ShareIt, 

they can now share it using 

Google Photos with a click of the 

button, and you don't have to run 

behind them for the pics 

anymore, LOL!

"What about character 
recognition using Google Lens 
app? There must have been a lot 
of work done on the ML side to 
detect such things”

"Okay. Google Assistant can now 
do Continued Conversations, 
how cool is that? You can talk to 
the application without saying Ok 
Google every time and google 
will remember all your 
conversations. That's new, right?" 

Didn't we have that as a feature 

when we developed skill sets for 

Google Assistant using their bot 

framework/NLP engine called 

"Dialogflow"? You can keep the 

microphone on till you want, and 

you don't need to say 'Ok google' 

every time you talk to the 

Assistant. You can also configure 

the intents for contextual 

conversations using Context 

feature in Dialogflow. 

So, what's new? They have made 

the same feature available across 

public skillsets developed by 

google.

"What about the politeness 
feature available in Google 
Assistant? Isn't that a feature 
unique to Google Assistant now?"

Not denying that as well. But isn't 

that OCR (Object Character 

Recognition)? An open-source 

algorithm available for more than 

a decade? 

To be specific, It has been used 

by most banks across the world 

as a part of their RPA process to 

recognize the characters in your 

application forms, signatures in 

your cheques and so on. So why 

does it appear as a new 

technology now?
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True, I agree. But throwing a 

customized reply (like - Thank you 
for being so kind!) based on 

appropriate Intent recognition with 

Entities is a basic feature with all 

the NLP engines available for bot 

frameworks. It would probably 

take 30 mins to bring this feature 

to your existing skillset, 

irrespective of their channel 

(Cortana, Google Assistant, 

Alexa).

Again, what's new here? They 

added that to their public skills 

now.

"Let's talk about Google Duplex! 
I'm sure you don't have anything 
to say on this. This is the most 
complex AI we have seen so far!"

If you would ask me, this was one 

of the most innovative feature I 

have seen so far. But how new is 

the technology? Probably as old 

as the inception of Chatbots 

since the 1950s. 

"So, what's underneath Google's 
Duplex. Why do you think it's not 
as new as they claim to be?"

An NLP engine loaded with 

Utterances, Intents and 

entities specific to the use 

case - technology available 

since the 1950s

Set of dialog workflows - 

technology available since the 

1950s

A telephony service like Twilio 

with VOIP APIs - available 

since 2010. 

If you try to dissect Google 

duplex, you will find three major 

things:

And talking about things from the 

past, did you happen to see the 

Augmented reality feature to be 

made available for Google Maps 

Street View, where you could see 

the application giving directions 

as an overlay over your camera 

input?

All this can be done using their 

Dialogflow engine, or Microsoft's 

Bot Framework and LUIS within a 

day or two and get it up and 

running, making some real calls. 

What's the big deal? � 

"I loved the "Shush" feature. 
What about that?"

Like making your phone go to 

DND mode when you flip the 

screen to ground? LOL � Have 

already seen that in HTC One and 

Desire series phones, 7 years 

back. Nothing new here!

If I'm not wrong, Nokia introduced 

this feature to their Windows 

phone Maps and named it 

LiveSight back in 2013. So that's 

not new either. 

So, what did Google really do new 

for this event? 

I know, with all the criticism, by 

now you might be thinking that I 

hate Google and everything they 

launched in the event. 

But the answer to that is NO!
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I loved every single feature 
introduced, and I'm a big fan of 
google and their products since I 
knew them as a search engine.

And to make things clear, in this 

article, my intention was not to 

blame Google at all. You see, 

Google never really developed an 

entirely new technology for all the 

features showcased, but only 

made strong use cases/features 

out of existing technologies. 

Sometimes, dusting old 

technologies with new brushes 

also works in a big way rather 

than creating a new one, and 

Google has setup a classic 

example with this event.

This was even the same thought 

proposed by Steve Jobs in 1997 

during one of the events: "You 
have to start with the customer 
experience and work backwards 
to the technology, not the other 
way around"

To a customer, a product's 
success is all about how it's 
packed to them than the 
complex technology 
underneath. Many companies 

come and go, but only the 

products which have touched the 

customers stayed on.

Even in this event, when the CEO 

of Google, Sundar Pichai, 

launched John Legend's (R&B 

singer) voice as one of the new 

voices available for the Google 

Assistant, you should have heard 

the crowd going crazy.

Was that a big technical 

achievement? No. In fact, 

technically anyone can add their 

own voice to their skillsets, but 

what's more important here is 

how they packaged the whole 

product with something trendy 

and 

catchy. 

Nobody 

would go 

'Wow' if it 

was 

another 

Lisa, Or 

Sophia 

doing the 

voice 

over. 

Making 

John 

Legend 

speak to 

you 

through your Google Assistant, is 

a special touch for all his fans 

and majority of teenagers, that's 

customer success! 

This article is dedicated to all 
the IT product companies, who 
thrive to make a mark with their 
products and solutions!
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Was this preventable? Could they 

have done a Minority Report?

Was it like some people who 

react to their bodies when it says 

I'm not able to push anymore? 

Was the wake-me-up alarm too 

late?

There can be hundreds of 

excuses that can be given but my 

outside hypothesis is that their 

analytics adoption may have 

been less than desirable.

I come from a country where I 

have heard my grandmother 

nurture deep beliefs that are not 

driven by facts (read data), they 

wait for things to happen and if 

there comes misery, they blame it 

on fate and sometimes the good 

God.

Toys R "Not" Us
- An Outsider View 

he iconic company and brand 'Toys R Us' is going out of 

business. This is there 70th year of operation.

Liquidators and Private Equities must have sharpened their pencils, but 

it would possibly be a point of no-return. Their parent organizations are 

some of the smartest companies in real-estate and private equity (read 

Vornado and KKR) – must have been very, very tough.

People I know are reluctant to buy the deep discounted toys from the 

brick and mortars which Toys R Us still have. No returns being one of 

the criteria and to top all these - employees are leaving before the 

curtains officially come down.

So many memories for so many people. The Times Square Ferris 

Wheel will not move any more. 

Memories of your child gazing at the Barbie house and you going back 

to your childhood days will not be repeated. Thousands of job losses 

and indirectly so many more. So many back-end manufacturers who 

were suppliers like the major toy manufacturer Hasbro must be 

sweating.
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Organizations like a human body has thousands of 

moving parts, today's deep analytics industry can 

provide unparalleled insights on where we are, 

where we are going and what can happen.

Depart from the past or perish is a culture that must 

be imbibed. Why do this? And if we are doing this, 

will we bleed? If we bleed, for how long? All those 

questions can be answered in today's world that 

enjoys high confidence levels.

Course correction?

As a consumer of 'Toys R Us' goods, the legendary 

giraffe, there brand ambassador, Geoffrey started 

sending my child's birthday updates at wrong 

intervals. The web prices were not competitive. No 

deep social media presence. No incentive to stay 

loyal in today's Digital age – Why can't we learn 

from Amazon and/or from so many great 

companies?

Market penetration going south and the new age of 

e-commerce companies working on “priced to 

perfection” – did it take a lot to understand that 

Digital is the new normal.

Andrew Grove's 'Only the Paranoids Survive' is one 

my most favorite books – was there a person in 

their leadership who would stand in the boardroom 

and say – we are sinking and fast, we need data 

now, like right now.

I wish some Midas touch happens and Geoffrey 

gets saved. Pretty sure, my grandma would have 

possibly blamed management agility instead of 

“God's doing” in this case!

'Toys R Us' was more than a company, it was an 

emotion and even if you're working with a 

competitor of theirs you would have an uh-oh! And 

at the same time possibly say – hang on! Are we …

Deep analytics is like fuel, adoption at every 
level is a must.

By Aninda Bose
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Keeping up with the ‘DevOps’ians - 
Intelligent QA

By Jayashree

     S Subramanian

In the past two decades, the canvas of the global market has undergone 

several major disruptions. The significance of technology has always been 

great, across industry verticals and the organizations that utilized technology 

the best, emerged as leaders. 

In this era, the significance has 

shifted to digital technology. The 

organizations that utilize digital 

technology the best have toppled 

the toppers and become leaders. 

Amazon became serious trouble 

not only for Barnes & Nobles but 

also for Walmart.

Travel aggregation apps made 

agencies insignificant and now, 

google could make all those apps 

insignificant. Google competes 

with search engines like Yahoo, 

handheld mobile device makers 

like Blackberry, virtual assistants 

like Alexa, aggregator websites, 

even automobile makers.

The digital era has given birth to 

millennial billionaires and internet 

celebrities and technology 

unicorns. And technology is 

creeping into every industry, 

including sports with clubs turning 

to analytics and AI to come up 

with a winning strategy. The 

scope of IT and the extent to 

which it supports business has 

also gone from a mere supporting 

role to an enabling and 

empowering role.

Today, technology carries the 

weight of the world in its 

shoulders and promises 

revolutions. Hence, the demand 

for technology has soared 

manifold in the past couple of 

decades. With soaring 

expectations, the way software 

was conceptualized, developed 

and delivered also had to change. 

Enter agile and then DevOps. The 

time to market – the time from 

conceptualization of an 

application to production has 

thinned from many months to a 

couple of weeks. 

With DevOps, when a piece of 

code is written, it can be unit 

tested, black box tested and 

committed and moved to the test 

environment; There, functionality 

and non-functionality tests can be 

executed. The requirements, 

design and deliverables have 

been broken into smaller pieces 

with shorter delivery cycle times. 

The DevOps set up, also enables 

continuous feedback loops in 

various stages, so that the output 

can be enhanced further.

The expectations on software 

development has changed, the 

pace, method and tools in the 

development and delivery space 

has changed. What hasn't 

changed that much, is the way we 

test our software. Software 

Quality Assurance, even though a 

part of the DevOps cycle, still lags 

behind software delivery. And this 

lag is proving itself a very costly 

affair.

Quality assurance forms 

anywhere from 30-75% of the 

total cost of a product release¹. 

Even then, the cost of rework and 

additional regression testing when 

bugs are detected is high. 

Depending on the stage of the 

DevOps cycle in which the bugs 

were found, the time for re-

engineering and re-testing 

increases, and hence pushes the 

delivery timeline. A small delay in 

finding bugs could have a big 

cascading effect on the delivery 

pipeline.
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The need of the hour, therefore, 
is a quality assurance 
mechanism, that augments 
rapid delivery and aids superior 
quality software. 

Intelligent QA, a Quality 

Assurance mechanism, that is 

powered by Artificial Intelligence 

and analytics, incorporating new 

paradigms like continuous 

inspection, all integrated into a 

single user-friendly platform. Let 

us explore some of the guiding 

tenets of what we believe is the 

future of SQA.

Continuous Inspection (CI)
CI is one of the important aspects 

of superior software quality. The 

CI paradigm aims at finding out 

bug and vulnerabilities as early as 

possible, thereby minimizing the 

cascading effect that was 

discussed earlier. Not just that, CI 

also monitors code quality and 

aims to make the code cleaner 

with each stage in the delivery 

cycle, rather than just fix leaks 

and bugs.

CI aims at eliminating the causes 

of technical debt like code smell, 

non-adherence to coding 

standards, potential bugs, 

vulnerabilities, redundancy, code 

complexity etc., thereby 

producing high quality software. 

Finding technical debt at the 

earliest possible stage, also helps 

accelerate the delivery cycle.

Holistic approach
Instead of translating 

requirements and functionalities 

into test cases and reports, this 

approach recommends organizing 

SQA into abilities, goals, activities, 

the metrics of measurement and 

verification. This way, SQA will be 

a single process encompassing 

the entire SDLC. Thus, the goal of 

SQA would be the same as the 

business and as the development 

team. By closely integrating SQA 

with the business requirements 

and the development process, the 

way QA professionals and teams 

function changes drastically, for 

the better.

QA should be able to absorb the 

constant changes in the 

requirements, risk pools, reforms, 

technologies (like IoT), 

interoperability requirements etc., 

The platform should be flexible to 

adapt new paradigms, integrate 

new tools and absorb new 

functions. 

AI based
To help the SQA platform achieve 

the kind of flexibility discussed 

above, Artificial Intelligence 

algorithms based in machine 

learning and deep learning come 

into the picture. The insights 

gained from the continuous 

learning of the IT landscape and 

the DevOps cycle, will be used to 

monitor the test assets and make 

decisions on relevance of test 

data, risk pools, ranking of test 

cases by priority. 

AI enables the system to 

proactively seek the right test 

data to accomplish authentic end-

to-end testing.

Flexibility
As the industry changes, so do 

the requirements and hence the 

delivery. 

This will in turn increase the QA 

velocity and drive down the cost 

of operations, while the quality of 

delivery keeps increasing.

QA must go beyond
just meeting the
functional and
non-functional
requirements and
aim at superior code
quality with minimal
technical debt .”

“
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AI can help the QA platform adapt 

to the changes needed based on 

regulatory changes as well. 

AI can also be leveraged to 

determine the optimal code 

coverage and test coverage 

percentage. Maximum code 

coverage is not the best strategy, 

as there is always a trade-off 

between code coverage and 

performance. As the software 

matures through the cycles, the 

priorities of test cases change, 

the optimal code coverage 

percentage changes. AI can help 

determine these variables and 

also the monitor the metrics and 

adjust based on outcomes. 

Automation of automation
An integral part of an intelligent 

QA is the automatic script 

generator. As new code and new 

test cases are added, the script 

generator generates test 

automation scripts by itself. This 

is then analyzed by the AI engine, 

which determines the priority of 

the test cases, if not given 

manually. 

With an intelligent QA platform, 

when a new piece of code is 

added, it is detected, and a series 

of events are triggered. The script 

generator generates test scripts 

and feeds it to the AI engine, 

which then determines the priority, 

associated risk, dependent test 

cases or modules, related test 

cases etc., And then forms a new 

set of test cases to be run. It then 

makes any changes necessary to 

code coverage and test coverage 

and runs both the code coverage 

and testing modules. The platform 

then sends any generated reports 

to the stakeholders and the 

platform executes the pre-

determined tasks based on 

whether the outcome is a success 

or a failure.

The order of execution and the 

tasks that need to be automated 

can be defined, leaving the rest to 

be executed on manual 

intervention and input.

A single platform runs through the 

entire QA cycle, making it the only 

necessary point of interaction for 

the QA team, increasing the ease 

of use. Use of dashboards and 

reports make it easier to monitor 

metrics and the overall status.

Intelligent QA thus adds value not 

only to the QA cycle but also to 

the entire software lifecycle. 

Moreover, intelligent QA can keep 

pace and evolve with the DevOps 

and DevSecOps cycles.

The intelligent platform can 
accommodate other tools and 
can make room for other forms 
of testing like API testing, big 
data testing, cloud testing etc., 
The future holds interesting 

possibilities for intelligent SQA 

platforms.
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When you are working in an organization that has a number of 

departments with diversified nature of  operations, there should 

definitely be some kind of a transparency between them so that 

they can function effectively and efficiently. The best example is 

that there should be a free flow of information between the IT 

Team and the company's finance team so that many activities 

like procurement of their necessities can be performed to fulfill 

the requirements.

This process may seem very simple on paper but with the kind of 

complexity and the information security policies that the 

standards have laid, it is highly tedious to maintain the 

transparency throughout, amongst every department within an 

organization.

How does Digital Centralization solve the purpose?

Digital Centralization or IT Centralization is the process of 

consolidation of a company's entire Technological resources and 

information such that all the other departments can get their 

access to Centralization. When implemented correctly in an 

organization digital centralization helps with the following 

purposes:

Crypto-Currency:

Whenever people talk about Digital Centralization, I'm always 

reminded of the concept of crypto currency that is now 

considered to be the latest cool. If Digital Centralization is going 

to improve exponentially, the data that is shared amongst people 

also increases.

As we all know that the concept of 

crypto currency relies majorly on the 

value of the resources that are shared 

and not just on any numbers or any 

standard currency, it would be easy for 

people to use them as digital 

Centralization accentuates a better 

sharing experience of the data 

amongst people.

As I write this, I felt really excited when 

I heard that there are currently 6000 

digital currencies that are used by 

people in the world. The most 

astonishing fact here is that this 

number is more than the number of 

conventional currency systems that 

are available in the world. With Data 

Centralization, this number is only 

going to increase and the usage is 

going to peak. I won't be surprised 

even if the crypto currency system 

replaces the present conventional 

money systems down the line.

Communication and Transportation:

With the advent of Android mobile 

Operating Systems, several new apps 

that can help the users to live a 

comfortable and super-cool life have 

already made their way into the 

markets . Now with the advent of Data 

Centralization, the various apps in the 

app store that are installed in your 

mobile can share the data amongst 

them and can aid with a better and  

sophisticated user experience.

Digital Centralization
By Vignesh N

Simplify administrative tasks

Improve security

Make data management 

easier

Saves the company money
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The best example is the peak 

spotting system that helps the 

users with a better experience 

while using the public train 

systems.

Virtual and Mixed Realities and 

their influences :

The Virtual and Mixed Realities 

have already started their 

invasion in the markets and as 

they get a warm welcome, they 

just only see themselves getting 

updated with various features that 

are aimed to satisfy the users with 

the best experience.

The latest news is that Google 

has incorporated some more 

features in their Google Earth App 

which utilizes Mixed Reality to 

use the camera in the mobile 

phone while using the Google 

earth application and take a 

picture of a nearby place to 

decipher the correct direction that 

you need to follow in order to 

reach the destination. This is 

basically a brain child of Data 

Centralization as the data in the 

camera app in the mobile phone 

is shared by the Google Earth 

Application. 

Now this data will also be saved 

in your Google account with 

which you have signed into the 

application. This data also can be 

used as a feeder for the account 

of another person who also wants 

to reach the same place. By this 

way, the overall user satisfaction 

increases at a better rate.

Data Centralization- A deep dive

Data Centralization in an office 

can be implemented in three 

different models:

Decentralized:

It is the most primitive and 

conservative way  wherein each 

department in the company is self 

sustained and that they share 

data amongst themselves. This is 

a quite tedious process as every 

department has to manage its 

own budget, metrics, resources 

and administration. This can be 

very handy when the organization 

is very small. But this model 

decreases chances of a single 

point of failure and the processes 

gets tougher as the company 

expands and grows. This is not 

suitable for larger companies.

It is easily suitable for companies 

with large number of employees 

since the data generated will be 

very huge and the number of 

users in each department are also 

high.

Centralized:

The whole process is governed 

only by the management and they 

create rules and change the 

policies according to the needs. 

They create a central core team 

which is responsible for all the 

activities that are carried out in 

the organization and they are 

accountable for budget, resources 

and external partnerships.

Let us analyze the following 

models of Digital Centralization 

that are developed by people for 

specific kind of organization and 

that have proved worthy enough.

DISTRIBUTED DIGITAL 

CENTRALIZATION MODEL

These options are selected by the 

finance companies  if they prefer 

their digital strategy and 

execution to be tied to

Each BU takes care of its own 

digital strategy and delivers digital 

activities separately, with very 

less information being exchange 

between them.

Federated:

There will be a central core team 

which governs the data from the 

various departments and share it 

with the other team and also 

maintains the security of the data. 

The Central Core team also 

enforces rules and also maintain 

them. They also can change their 

policies with justification and 

according to the situation.

Business units should be 

established individually,

Complexity between 

departments is relatively 

minimal.

Very close to the individual 

business unit's or function's 

needs.
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The only disadvantage is that 

this methodology is Very 

costly.

It is very difficult to make 

developments here as the 

policies have a higher rate 

Digital strategy remains close 

to the business unit's needs.

They are very cost efficient 

compared to the distributed 

model.

The success is dependent on 

the effective collaborations 

between the two 

organizations.

Shared Services Model

Here the BU manages all the 

digital operations and priorities. 

This model shared services that 

are IT-driven, and focus on the 

execution. The digital marketing 

services and digital technology 

investments are limited to 

business units.

Improved consistency by 

adopting best practices across 

business units.

IT and business alignment 

improved due to access of 

digital skills and delivery in a 

centralized way.

Dual reporting may limit 

business unit control.

Drives business agility, growth, 

cost reductions and 

innovation.

Provides a dedicated focus of 

resources and mandate to 

execute digital across the 

organization.

No dedicated focus and 

attention of larger business 

units.

Center Of Excellence (CoE)

A CoE provides central access to 

digital skills and delivery, 

combined with close links to other 

business units. The CoE offers a 

range of digital business services 

and marketing campaigns across 

business units.

The organization must have 

moved to a standard digital 

platform, which allows rapid and 

cost-effective implementation of 

new digital campaigns and 

tactics. The digital channels are 

designed by marketing 

communications. Those channels 

are then deployed

Thus, as the Digital Centralization 

helps organization to make sure 

only specific data is shared and 

that the data that is shared is 

secured and adhere to the 

policies that are laid down by the 

management.

Centralized Model

In this model, digital products and 

services are well integrated 

across channels. The IT platform 

and business services are 

centralized. Thus, a dedicated 

team takes responsibility for 

digital strategy and execution.

Requires heavy governance.
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