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ON A TECH HIGH

India is expected to become a $5 trillion economy by 2025 and a lot
of that will be driven by new-age digital technology. A panel of
experts deliberates on success mantras for a digital economy

Pallavi.Chakravorty
@timesgroup.com

day, any organisation
that is clued in to the real
world understands that

economy ~ though some people
feelitis an i Much

solve problems rather than just
be a technologist”

of that optimism comes from the
speed at which the technologies
and digital companies are
growing in the country.

digitally delighti
customers and winning them
over is the key to success.
Putting customer experience on
priority may seem obvious, but
making it a reality requires a
strategic approach to ensure
strong, consistent execution. A
symposium on ‘Winning in the
Digital Economy’ organised by
ET and DXC Technology threw
up several interesting and

DXC has
been at the
refront
providing
integrated
N digital
solutions
to our
clients. And we wish to help
more companies in their
journey of digital
transformation
~— Bhushan Sharma,

MD India, DXC Technology

important facts-to-remember
particularly for companies in the
transitional phase.

What exactly is a digital
economy and how much of it is
maried to or divorced from the
Indian economy is still in the
process of being found out. Itis
being speculated that by 2025,
India will be a $5-trillion

New technologies such as
Artificial Intelligence (Al),
Machine Learning (ML) and
Internet of Things (loT) are still
at a nascent stage in India and
their actual potential to
spearhead the Indian economy
is still to be ascertained.

The event was centered
around talks by each panellist
followed by a panel discussion
on how companies can win in
the digital economy, and how
the role of ClOs has changed in
the last five years. Our
esteemed panellists Sourav
Sinha, CIO, Indigo Airlines;

Rajesh Uppal, CIO and CHRO,
Maruti Suzuki; KV. Dipu, Head-
Operations and Customer
Service, Bajaj Allianz General
Insurance; Sumit Puri, CIO and
Director-IT, Max Healthcare;
Sharad Agarwal, Head-IT, JK
Tyres and Daniel Angelucci,
CTO-Asia, DXC Technology
deliberated on the various
expectations that a CIO faces
and his role gaining more
importance in today’s times.

Uppal, who adoms the dual
role of an HR head and a CIO
spearheaded the discussion
with his thoughts. “Expectations
are changing in a big way and a
ClO is now more like an enabler
rather than a supporter. He has
to understand the business and

But how can we do that? “Our
role has gradually shifted to the
business understanding of the
technology team. My job in
leadership meetings is to
understand where the problems
are and extend my support to
concerned teams,” said Sinha.

DXC's Angelucci expressed his
delight in the fact that there is
increasing interest surrounding a
CIO's role and how it is better to
be more involved particularly in
times of rapid change.

The bigger question is how
many companies even
understand what they need to
do in a digital economy. “Taking
the customer experience to the
next level is winning in the
digital economy,” said Dipu.

What about healthcare, one of
the most customer-centric
sectors? “There are areas
requiring low touch and high

The panel deliberated on the topic ‘Winning in the Digital Economy’

touch; low touch areas may be
where technology can do better.
High touch possibly wil still
require human intervention,”
Puri said. “Al may transform the
sector. It has immense
possibilities.”

K Tyres' Agarwal had an
interesting take. “Everyone other
than the CIO knows technology.
Everyone is informed. So, there

is a little more pressure these
days”" He also talked about how
a ClO has to constantly upgrade
and be on top of things.

The experts also deliberated
on innovation and its
importance. They agreed that
innovations help to keep the bar
high, and also help the
organisation to constantly
reinvent itself. All in all, the panel
opined that the new-age CIO
has one of the most important
and tough jobs going around.

The audience also got to
interact with the experts and
were encouraged to outline their
views on digital matters. How
can vendors better serve clients?
How can a legacy IT structure be
transformed into a digitally

Sourav Sinha, CIO, Indigo

RISE WITH THE TIDE

= Cost structure is crucial for us,
so technologies that help us
reduce that are always on our
radar

. is key in a digital

enabled IT i ? How
can this relationship work in lieu
of scarce skill-sets available? It
was a good exchange of views
wherein everyone went back
with several learnings.

Rajesh Uppal, CIO & CHRO,
Maruti Suzuki

UNDERSTAND YOUR NEED

= |t is important to understand
which technology you really
need and not go after the hype.
One should be proactive and
build an ecosystem that
supports digital transformation

= We created a separate IT team
for innovations wherein we
shifted some existing staff from
the IT department and also
engaged young graduates who
joined us from B-schools

Sharad Aal. Head-T, JK Tyres
KEEPING PACE WITH
CHANGE

= Using technology per se is
progressive but enabling one
which is easy to be used within
the company and by the
employees is more important

= Our JK mobility solutions allows
customers to ‘pay per km'
instead of requiring them to buy
tyres upfront. We handle the
entire lifecycle management of
the tyre using loT solutions

Daniel Angelucci, CTO-Asia,
DXC Technology

AS DISRUPTIVE AS IT GETS

= Trying to mould legacy systems
into new models is a recipe for
disaster, so technology has to
be disruptive

= We provide automated IT
services at scale with Bionix, a
digital-generation services
delivery model that promises to
provide a comprehensive
approach o intelligent
automation at the scale required
by the world’s top companies

K.V. Dipu, Head-Operations &
Customer Service, Bajaj Allianz
Ceneral Insurance

SECURITY TOP PRIORITY

= Data security is critical for us,
s before opting for any
technology, checking that is our
top priority. The technology has
To fit the problem and not the
other way round

= We need to educate the entire
organisation in terms of
technology so that the digital

quotient of the organisation on a

whole is increased

economy — collaboration
across various entities within an
organisation. In case of an
aviation company, they are the
airport, the aircraft, the
organisation and the customer

Sumit Puri, CIO and Director-IT,
Max Healthcare

CUSTOMER IS KING

= We base technological
advancement on clinical
outcomes and customer
experience. Integrated
workflows and aid in knowledge
solutions helps us achieve that

= We maintain a single view of
patient records for doctors,
which helps in case a person
has muttiple issues and needs
1o be treated by more than one
specialist




