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Respect!

D

EDITORIAL

Despite expanding significantly in size in recent years, the CIO commu-
nity remains as close-knit as ever. The trust and mutual respect for each 
other is exemplary for any community. 

For a community, whose core value is mutual respect, we thought, one of 
the best ways to celebrate the 20th year of our most visible annual engage-
ment with the community—the CIO&Leader Conference—is to honour 
some of the veteran members of the community. 

Once we decided that, we never had any doubt about who would choose 
them. It had to be the peers from the community, albeit those who are no 
longer serving in the role of CIOs—the erstwhile occupants of the posts. 

Even the nominations came from the community. We just set a basic set 
of criteria—they should have 30 years of professional experience, out of 
which at least five should have been as CIOs; and they must be serving 
and be based in India. 

From the longlist of 43, the jury panel—consisting of Rajiv Garg, ex ED 
of BHEL; Rajeev Seoni, former CIO of Grant Thornton; and TG Dhan-
dapani, former CIO of TVS Motors and Sunadaram Clayton—chose 10 
recipients. 

Since the jury members knew each of the nominees personally, it was 
not a challenge for them to choose. While doing so, they took into consid-
eration their leadership, professional achievement, and contribution to the 
community. 

Please join us in celebrating the Samman. 
To reiterate, this is not another set of awards. It is an honour for the 

visionary leaders—our way of showing them the respect they so much 
deserve 

For a community, whose core 
value is mutual respect, we 

thought, one of the best ways to 
celebrate the 20th year of our 

most visible annual engagement 
with the community—the 

CIO&Leader Conference—is 
to honour some of the veteran 

members of the community 

“Yadyadacharatisresthastat tad evetarojanah
sayatpramanamkurutelokas tad anuvartate”

(Whatever way a great man acts, common men do the 
same, Whatever standards he sets, the mankind follows)

– Gita, Chapter 3 (Karma Yoga), verse 21
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headset and upon looking down at his 
body would find it is that of a gorilla. 
Even as the subject watches, he 
receives a punch on the virtual body, 
but it is the subject’s real body that 
has been punched in the same place. 
The illusion is created and the subject 
feels ownership of the gorilla body, i.e., 
the virtual body. But this technique 
had limitations. 
The second breakthrough came 
in 2010. At that time, researchers 
discovered how to trigger the body 
ownership illusion using visual cues 
alone. This immediately makes the 
illusion easier to achieve. 
The question that has been teasing 
researchers since these experiments 
is can humans take extreme body 
shapes through these illusions? 
And yes, can they actually go warg 
“owning” the body of a spider, a fish, a 
table, etc? And, if such illusions can be 
triggered so easily, how widespread 
can it become?
Andrey Krekhov and his colleagues 
at the University of Duisburg-Essen in 
Germany have studied this and found 

Now ‘Warging’ 
Could Become A 
VR Illusion Reality 

If after  a heavy dose of GOT (Game 
of Thrones) you have developed an 
interest in ‘warging’ (entering the mind 
of animals and other human beings 
and perceiving the world through 
their senses and even controlling their 
actions); you could be closer to it than 
you guessed. The VR illusion could 
make that happen to you right at a 
dinner party or at any place sometime 
soon. 
You may have heard of the rubber 
hands illusion that persuades the 
subject to believe that it is actually 
theirs. The illusion is so rapid, 
dramatic, and convincing that you can 
actually feel the hand and experience 
others stroking it. It shows how easy 
it is to trick the human brain into feel-
ing ownership of even an inanimate 
object. 
The rubber hand illusion was first 
described in the 1990s, but since then 
researchers have succeeded in taking 
it much further. In the next generation 
of experiments, researchers used 
early forms of virtual reality. For 
example, the subject would wear a VR 

“Women 
in tech”

WHAT 
CIOs ARE 
TIRED OF 

HEARING... around
thetech
DIGITAL

some answers. They have compared 
the way humans take on ownership 
of human versus nonhuman bodies 
such as those of tigers, bats, and 
spiders and found that in certain 
situations, the experience of owning 
a nonhumanoid body is more 
convincing than that of owning a 
humanoid one. Their work focuses on 
three types of virtual bodies—a four-
legged animal in the form of a tiger, a 
flying animal in the form of a bat, and 
a creature with an entirely different 
exoskeleton in the form of a spider.
Krekhov and co say that humans 
are surprisingly good at adopting 
alien forms. They also discovered 
that some body types are better 
than humanoid ones in certain 
circumstances. For example, bat 
bodies are better at reproducing the 
sensation of flying than humanoid 
bodies. 
This interesting work has the potential 
for significant applications but the 
most obvious one is in the gaming 
world. It could also be used in 
educational and training applications. 
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makingheadlines 

gender 
bender 

BY THE BOOK 

Each disruptive phase of technology 
leaves us open mouthed at the frontiers 
breached. The glitz and glamour of the 
IT world blinds us to its underbelly 
or the darkness beyond it. We don’t 
know nor have much interest in know-
ing how the wheels of these huge tech 
corporations turn. It is this ignorance 
that has allowed Silicon Valley to build 
a new global underclass. Ghost Work 
provides a shocking peep into this 
world of soulless cogs that pull the IT 
machine in thrall of software and arti-
ficial intelligence. 
Authors Mary L. Gray and Siddharth 
Suri show us a dark and disturbing 
type of dehumanizing work that is 
emerging to enslave humans in the ser-
vice of the great machine. 
Backed by research and data, the book 
explores how giant technology cor-
porations have pushed their human 
workers further down the value chain.
It shatters the simplistic view that 
artificial intelligence is ‘replacing' 
workers. What Gray and Suri deftly 
demonstrate is that it is not the work 
that is disappearing, but the people, 
forced to become invisible. It shows us 
that AI would be nowhere without its 
human chips and opens a debate on 
how we can bring back dignity to these 
hapless souls. The first step begins by 
acknowledging this ghost world.

The question that is seizing the world right now is “Will the US break up the 
tech giants?” That of course time will tell. But for now, it seems the US Justice 
Department has decided to probe the affairs of the leading online platforms 
and find out whether they are indulging in restrictive trade practices. Though 
the DoJ has not named any firms, reports say companies like Facebook, 
Google, Amazon and Apple are on its radar. The probe is likely to be wide-
ranging probe and would investigate if these big corporations are engaged in 
unfairly restricting competition. The decision to investigate comes as there 
were "widespread concerns" about "search, social media, and some retail 
services online," the DoJ said. This is the latest scrutiny of tech firms' power 
over the US economy. The DoJ has the powers to probe firms suspected of 
breaching competition laws and break up those that it thinks are too powerful. 
Notably, the US Federal Trade Commission is already investigating similar 
concerns, and investigations are also taking place in the European Union. The 
latest decision comes on the heels of the news that the Justice Department was 
preparing to investigate Google. The search engine giant is suspected to have 
broken anti-trust law.

Mogul, a brainchild of entrepreneur Tiffany Pham is on 
a mission to correct the gender imbalance at the top of 
the corporate ladder. Founded in 2014, it has launched 
several initiatives in technology, community, and educa-
tion to provide the push to women of all ages. Mogul 
is both a software platform and a community network 
and boasts over 30 million users in 196 countries. On 
its board of advisors are stalwarts like Warner Brothers 
CEO, Ann Sarnoff, and Personal Finance Expert, Suze 
Orman and the platform connects professional women 
with top corporate clients like Amazon, IBM, Bain & 
Company, and Western Union. Mogul recently launched 
its Invitation Only initiative that seeks to disrupt and 
overcome the built-in limitations of traditional network-
ing. A subscription service model, it will be a bridge 
between Mogul’s comprehensive database of women 
currently holding senior executive positions at Fortune 
500 companies, and a network of 60,000 HR leaders 
from its corporate partners.
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AUTONOMOUS

Beware, Artificial Intelligence could be coming for your faces! Yes, 
faces generated by machine learning algorithms, can actually pass 
for real. Jevin West and Carl Bergstrom, professors at the University 
of Washington, have generated thousands of AI-made faces and cre-
ated an online game called Which Face Is Real? Players have to pair each 
virtual face with a photo of a real person. The challenge: It is picking 
out the true human! Players could identify the real faces nearly 60% of 
the time on average, in the first attempt. However, despite practice, the 
players’ performance peaked at around 75% accuracy. So far, nearly 6 
million rounds of the game have been played by half a million people. 
These counterfeit faces were made using a technique invented by 
researchers at Nvidia in 2018. Nvidia is a graphics processor company. 
Trained for a week on a massive data set of portraits, a neural network 
became capable of mimicking visual patterns and began creating 
striking images of non-existent people. Of course, the virtual faces 
aren’t flawless. The software doesn’t know the rules of human anat-

VITAL 
STATISTICS 

How Common 
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world?
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omy and struggles with backgrounds and earrings. 
The researchers meanwhile hope that studying how 
humans fall for inhuman humans may lead to tools to 
unmask the virtual fakes! 

Share of respondents who said that they used or owned crypto currencies

@StatistaCharts
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Facebook’s announcement to launch 
Libra, a blockchain system, came after 
months of suspense. Post the launch, 
however, it is Libra coin, the cryptocur-
rency that will run on the new block-
chain, that is grabbing the eyeballs.
But something even more interesting 
was discovered tucked away in one of 
the documents Facebook published 
– the intention to use Libra to revolu-
tionize the concept of digital identity. 
Libra Association is the non-profit 
that Facebook created to manage the 
project. One of the major goals of this 
organization as revealed in the docu-
ment is to “develop and promote an 
open identity standard. We believe 
that decentralized and portable digital 
identity is a prerequisite to financial 
inclusion and competition.”

Facebook’s Libra Has 
More Than Just Coin 
Tucked In It

According to reports, “decentralized 
and portable digital identity” could 
provide ownership to internet users of 
their identity. They would not need to 
rely on Facebook or Google log-in tool 
to provide credentials to other web-
sites. This would also provide better 
protection from hackers and identity 
thieves, since our identity wouldn’t be 
stored on company servers. Major tech 
companies like Microsoft and IBM and 
a number of startups too have been 
working on decentralized identity 
applications.
Such a decentralized and portable 
identity could be a tool to help the bil-
lions of people around the world who 
do not have any kind of identifying cre-
dentials to access financial services.
As Facebook says in its Libra white 

paper, the new system is intended 
to “serve as an efficient medium of 
exchange for billions of people around 
the world” and “improve access to 
financial services.” It is perhaps 
because of this intent, that Libra’s 
developers call an open, portable iden-
tity standard a “prerequisite to finan-
cial inclusion.”
The uses of such a digital identity 
could go beyond finance, as sharing 
sensitive data, like personal health 
records, using a blockchain might 
require some form of automated ID 
check. 
While the intent is correct, it cannot be 
predicted how decentralized Libra’s 
new identity system would be, chiefly 
because Facebook hasn’t revealed any-
thing about its plan. For instance, will 
the digital identity only work inside 
the Libra network requiring permis-
sion to participate in? 
What Facebook seems to be convey-
ing with the launch of Libra and the 
Libra Association so far seems to be 
an answer to their critics on how it 
handled personal data. 
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2019

On the 20th anniversary of CIO&Leader Conference, we honour 
10 visionary IT leaders in India for their leadership, vision, 
professional excellence and contribution to the community.
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2019

C
IO&Leader, has never ‘bestowed awards’ 
on CIOs. And that continues. ITNEXT, its 
sister publication, does organize annual 
NEXT100 awards for the future CIOs or 

the next generation IT leaders. These awards, chosen 
by veteran CIOs, after a rigorous online psychometric 
test, were instituted to address a pressing need before 
the CIOs—to identify next IT leaders for smooth 
succession planning. After ten years, we can say in 
hindsight, that NEXT100 has been able to meet this 
need to a great extent. More than 20% of winners are 
already CIOs and many are waiting in the wings.

What you see here is not another set of awards. 
They are, on the occasion of the 20th annual confer-
ence of CIO&Leader, our way of acknowledging the 
role of some veteran CIOs for their leadership and 
contribution to the community. 

The ten eminent IT leaders who feature in this 
issue are recipients of CIO&Leader Samman 2019. 

Let us emphasize it a million times—it is honour, 
not award. We can only honour these visionary lead-
ers; never think of bestowing awards on them.

             The Idea

The idea of Samman came when we were look-
ing at celebrating the 20th anniversary of annual 
CIO&Leader Conference. Rather than making song 
and dance about ourselves and boasting about what 
we have done—we thought of acknowledging the peo-
ple who have made it possible, not just by being help-
ful and cooperative but also by actively guiding us, 
showing us the way whenever we have needed their 
advice. In the classic Indian way, we thought of show-
ing our humble respect to the veteran leaders among 
them. 

That explains why we chose a Sanskrit word, Sam-
man, for the honours. 

“The CIO&Leader Samman, as the name denotes, is 

an honour for the veteran CIOs for their contribution 
and achievements. It is not an award. We, as a commu-
nity cause facilitating platform, can only honour them 
with humility, not bestow awards on them,” says Kanak 
Ghosh, Publisher, CIO&Leader and Director, 9.9 Group.

             Methodology

Once the idea set in, the question was—who would 
select the honourees? We thought the best people to do 
that would be those from the same community, who 
have literally ‘been there, done that’. 

For the purpose, we requested three highly respect-
ed erstwhile CIOs to be part of a jury panel. The three 
jury members are:

•	 Rajeev	Seoni,	former	CIO,	Ernst	&	Young	India
•	 Rajiv	Garg,	former	Executive	Director	at	BHEL
•	 TG	Dhandapani,	former	CIO,	TVS	Motors	and	

Sundaram Clayton Group
We decided to follow the peer nomination route 

and asked the CIOs to nominate a maximum of three 
CIOs for the honour. 

But	before	that,	the	criteria	were	finalized	in	consul-
tation with the jury. To be considered for the Samman, 
the CIOs should meet the following basic criteria:

•	 He/she	should	have	a	minimum	of	30	years	of	
professional	experience.	Those	in	their	30th	
year would also be considered.

•	 Out	of	those	years,	at	least	five	should	have	been	
as a CIO.

•	 He/she	should	be	 serving	as	a	CIO	 in	 India	
currently. Those who have retired or are serving 
in a non-CIO role or are based outside India 
would not be considered.

For	all	these	considerations,	30	June	2019,	was	
taken as the reference date.

These criteria were publicized for the people who 
would nominate. Many CIOs came back with their 
nominations. 
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The Jury

Rajeev Seoni
former CIO, Ernst & 
Young India

Rajiv Garg
former Executive 
Director at BHEL

TG Dhandapani
former CIO, TVS Motors 
and Sundaram Clayton 
Group

While each of the valid nominations—those 
meeting the criteria—were considered by the 
jury for the honour, the number of nominations 
had	no	bearing	on	the	final	selection.	That	choice	
was completely the jury’s. 

The jury took into account the CIOs’ profes-
sional achievements, use of IT to maximize stra-
tegic values for businesses that they have been 
associated with, their leadership, and their con-
tribution to and participation in the community 
cause.

             The List

The jury members personally knew most of 
the	nominees,	43	in	number.	After	discussing	
among themselves, they came out with a list of 
ten recipients. The number of awards was also 
decided by the jury panel. 

The 10 recipients of the Samman, in alpha-
betical order, are:

•	 Annie Mathew, CIO, Mother Dairy Fruits 
&	Vegetables

•	 Arvind Sivaramakrishnan, CIO, Apollo 
Hospitals

•	 Parthasarathy VS, Group CIO & Group 
CFO, Mahindra Group

•	 Rajeev Jorapur,	Sr	Vice	President	&	CIO,	
Bajaj	Auto

•	 Rajesh Chopra,	Sr	Vice	President	 -	 IT,	
Oberoi	Hotels	&	Resorts

•	 Rajesh Uppal,	Sr	Executive	Director	-	HR	
& IT, Maruti Suzuki India

•	 Srinivas Tata, Group CIO, Kalpataru 
Group

•	 Suresh Kumar, CIO & Partner, Grant 
Thornton

•	 Umesh Mehta,	Global	CIO,	Jubilant	Life	
Sciences

•	 Vijay Sethi, 	 CIO,	 Head	 HR	 &	 Head	
Corporate	 Social	 Responsibility,	Hero	
MotoCorp

As can be seen, they are all highly respected 
members of the community. Most of them have 
spent	significant	time	(more	than	5	years)	in	the	
current organization. And all of them acknowl-
edge that the role of CIO is beyond technology. It 
is creating business value for the organization.

We present you the exclusive list of honourees 
– the recipients of the CIO&Leader Samman 2019.
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2019
The Samman Recipients

Annie Mathew
CIO, Mother Dairy Fruits & Vegetables

The only woman in the list of CIO&Leader Sam-
man recipients for 2019, Annie Mathew is among the 
CIOs who can be credited for setting the benchmark 
for an entire industry. Much before the phrase ‘digital 
transformation’ had become vogue, her organization, 
Mother	Diary	Fruits	&	Vegetables,	initiated	technol-
ogy-leveraged change in a business that was hitherto 
uninitiated to technology. A large part of the credit 
must go to Mathew. 

In a business where procurements are daily and 
distribution	happens	multiple	times	a	day,	efficiency	
and accuracy of business processes is what makes 
or mars the business. She ensured that the business 
always remained ahead of the curve—in each of the 
categories that the organization operates in. Whether 
it is through use of sensor technologies, mobile appli-
cations for connecting thousands of distributors or 
the latest payment technologies, she chose the right 
technology at the right time to maximize value for her 
organization.

Mathew started her career in enterprise IT, work-
ing	in	companies	like	NOCIL	and	Bharat	Shell	and	
then had a stint in the IT industry before returning to 
corporate IT, with her current organization, where she 
is	in	her	15th	year. Arvind Sivaramakrishnan,  

CIO, Apollo Hospitals

There are CIOs who are great implementors of 
technology; there are yet others who are great prob-
lem solvers. There are only a few who are strategic 
thinkers as well, thinking proactively about how 
emerging technology can create higher value for 
the business. 

Then, there is Arvind Sivaramakrishnan, who 
does not just do all of the above but makes his orga-
nization champion the cause of technology-driven 
change in the entire industry that it operates in. If 
Apollo	Hospital	today	is	seen	as	the	harbinger	of	
tech-led change in healthcare in India—not just 
inside the organization—you cannot but acknowl-
edge the exemplary role played by CIO Sivaramak-
rishnan.	The	annual	Transforming	Healthcare	with	
IT	(THIT)	international	conference	that	Apollo	Hos-
pitals organizes successfully year after year could 
not have been possible without a technology lead-
er's, close involvement. 

It is not just championing causes and leading 
with thought leadership, though. Sivaramakrishan 
is a pioneer in applying emerging technologies to 
create business value. 

Sivaramakrishnan has worked extensively in 
IT industry, such as with CSC and Covansys before 
joining	Apollo	Hospitals	more	than	eight	years	
back.
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Rajeev Jorapur
Senior Vice President &

CIO, Bajaj Auto

While a lot	many	CIOs	in	India	do	report	to	CFOs,	VS	Par-
thasarathy handles both the roles for his organization—one of 
the	largest	diversified	business	groups	in	India,	more	impor-
tantly, one that is known for proactive use of emerging tech-
nologies—be it IoT or blockchain! 

He	is	also	one	CIO	who	has	had	the	distinction	of	running	a	
business	at	global	level.	He	headed	the	Global	Markets	(outside	
India)	business	of	Mahindra	Group.	The	overseas	revenues	of	
the	group	touched	USD	1	billion	during	his	stint.	He	has	also	
headed Strategy and M&A in the farm equipment sector for 
Mahindra Group, when the tractor sales of the group increased 
from	500	to	50,000	a	year.	But	beyond	these	formal	roles,	Par-
thasarathy is a leader in true sense, for he believes in creating 
more leaders. One testimony to that is the number of NEXT100 
awards IT managers from Mahindra Group win year over year. 

A thought leader, Parthasarathy is a great public speaker. 
While speaking in-depth on technology, business strategy, 
finance	issues	and	policy	matters,	he	seamlessly	relies	on	sym-
bols, metaphors, and inspirations from rich sources such as 
mythology and classic literature. Parthasarathy’s thought and 
vision of positive intervention extend much beyond his orga-
nization.	He	runs	marathons	for	girl	child	education	and	was	
acknowledged as a Change Agent in Mumbai Marathon 2019. 
For his exemplary leadership, Parthasarathy was elected the 
president	of	Bombay	Chamber	of	Commerce	&	Industry,	prob-
ably the only IT leader to occupy such an important industry 
association post.

In his long career, Parthasarathy has worked in only two 
organizations—Xerox and Mahindra Group. 

Rajeev Jorapur is the textbook case of a pragmatic 
CIO. 

His	thoughts,	his	style	and	his	priorities	as	a	CIO	
have an uncanny similarity with what experts now 
believe the CIO role is evolving into. In that sense, he 
is truly ahead of the curve. 

Talk to him about what should be the qualities 
of a great CIO, his unequivocal reply is—ability to 
reduce complexity and simpler ways of communi-
cating on IT with business people.

While many in his fraternity express concern 
about the growing shadow IT challenge, he com-
pletely	rejects	the	fear.	He	is	convinced	Corporate	
IT can still bring a lot of value by integrating these 
well and through good governance—yet another 
attribute that experts expect from CIOs of future. 
This also helps him to be a more effective collabora-
tor	with	business	managers.	But	his	collaborative	
ways extend beyond the organizational boundaries. 
Bajaj	Auto	is	among	the	very	few	large	corporates	
in India that have leveraged start-ups as a strategy. 
All this does not mean that technology per se takes 
a	backseat.	Bajaj	Auto	is	one	of	the	leading	users	in	
manufacturing industry of analytics, which it uses 
not just to take strategic market decisions but also to 
better manufacturing processes.  

In	his	long	career,	Jorapur	has	worked	in	Chemi-
cals and Appliances industries apart from spending 
two	decades	in	the	automotive	industry—first	with	
Mercedes-Benz	India	and	then	with	Bajaj	Auto,	his	
present organization. 

Parthasarathy VS
Group CIO & Group CFO,

Mahindra Group
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Rajesh Chopra
Sr Vice President - IT,

Oberoi Hotels & Resorts
Rajesh Chopra is a CIO who thinks like a business 
manager when it comes to his priorities and goals and 
thinks like an IT project manager when it comes to roll-
ing out technology. 

While he can effortlessly talk about guest experi-
ence, customer loyalty and the ways and means of 
making the guests comfortable, he can talk with equal 
ease about consolidating IT, using just the right tech-
nology	to	deliver	a	specific	experience—and	rolling	it	
into business metrics. 

Under	his	leadership,	Oberoi	Hotels	&	Resorts	has	
been a leader in using technology but ask him and he 
would probably say ‘leader in customer experience’ 
leveraging technology. The sequence is pretty clear in 
his mind. 

He	is	the	man	who	oversaw	the	entire	consolida-
tion	of	IT	systems	at	the	group—by	retiring	close	to	150	
disparate systems and making all of them centralized 
through the ERP. While getting the enterprise archi-
tecture right was the beginning, large to small technol-
ogy in all aspects of business have worked towards that 
single goal the group is known for—customer delight. 
So, it is not technology but the innovative application 
of it that sets his priorities. No wonder, his all-time 
favorite book is Good to Great,	by	Jim	Collins.	

In	his	career	spanning	more	than	30	years,	Chopra	
has worked in companies like Samsung and Montari 
before joining Oberoi Group, where he is heading the 
IT function for more than eight years.

Rajesh Uppal
Sr Executive Director - HR & IT,

Maruti Suzuki India

One of the few CIOs to be part of the board of a 
very large Indian company, Rajesh Uppal is a 
highly respected leader within the CIO commu-
nity. One can gauge that from the way even some 
senior CIOs scramble to shake hands and have a 
word with him in any CIO gathering. 

What gives Uppal this respectability is not just 
his status as a board member in a large company 
or that he handles responsibilities more than IT, 
but the way he articulates his thoughts and makes 
them sound so simple. And each of these thoughts 
come from his experience—been there, done that—
than best-selling management idea books. 

Ask him about the role of IT and the answers 
sound deceptively simple—sometimes, even cli-
chéd: Understand your business thoroughly, look 
proactively at tech landscape and look for innova-
tion	opportunities	and	create	value.	But	the	differ-
ence between other leaders and Uppal is that each 
of the word that comes from him has been put into 
practice.		His	priorities	too	sound	simple.	Give	cus-
tomer	choice.	Empathize.	Bring	about	change	pro-
actively. Collaborate. 

Uppal still strives to ‘be a better leader’ and ‘cre-
ate more and more leaders’ within the organiza-
tion.  In the recently reconstituted board of Maruti 
Suzuki, Uppal continues as an important member 
of the board.
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If there was an award for the most affable and 
warm CIO in the fraternity, Srinivas Tata, the 
Group CIO of Kalptaru Group, will be a serious 
claimant. Easy going, humble and friendly, Tata, 
commands respect from peers, partners and others 
associated with the community. 

Yet,	behind	this	humble	smiling	face,	lies	a	very	
clear and incisive mind about how he wants to use 
technology	to	create	value	for	the	business.	His	
understanding of the organizational business pri-
orities—both strategic and tactical—is extremely 
clear. It sounds even more credible considering 
that, unlike many in this honour list, he has been 
with his present company, for only three years. 
That said, he has been largely in the infrastructure 
business for some of his past assignments. 

With his kind of personality, collaboration with 
business comes quite naturally to him. Unlike in 
more	tech-mature	businesses	like	financial	servic-
es or IT services or retail, in infrastructure indus-
tries, the senior managers are not so tech savvy 
and they have to be convinced what is in it for them 
when	a	CIO	goes	with	a	new	solution.	Yet,	to	his	
credit, he has quite effectively been able to  sell new 
IT	solutions	to	them.	No	wonder,	Calestous	Juma’s	
Innovation and Its Enemies - Why People Resist New 
Technologies is his favorite book.  

A great believer in the power of data, he has, in 
the past, talked about data as the game changer for 
any business. And he has strived to put his belief 
into practice. 

Srinivas Tata
Group CIO, Kalpataru Group

Suresh Kumar
CIO & Partner, Grant Thornton

Suresh Kumar is a CIO who has traversed the 
typical IT professional’s path. Starting his career 
with public sector and then moving to other roles 
in the IT industry, he switched to the enterprise 
user side in 2001 and has spent close to two 
decades with the highly knowledge-intensive con-
sulting industry.

As a partner and CIO at Grant Thornton, he 
gets to learn from the experience of customers 
and is completely focused on where he wants to 
take his company. Working to completely migrate 
the business to cloud, he is working on multiple 
emerging technologies, focusing on maximizing 
value for business from those investments. The 
new technologies include mobile applications, 
analytics,	artificial	intelligence,	not	to	forget	secu-
rity, which is very critical for a high-on-intellectu-
al-property business like his.

A thorough technology hand, Kumar, howev-
er, considers the CIOs’ belief that just technology 
depth	will	give	them	the	edge	as	a	myth.	He	con-
tinuously strives to better understand the needs 
of the customers and tries to think of technology 
that will effectively serve those needs.

Kumar’s plan is to turn an entrepreneur and 
one book on the subject that he really likes is Ron-
nie Screwvala’s Dream with Your Eyes Open - An 
Entrepreneurial Journey.

Kumar has worked in Ramco, NIIT, and 
KPMG before joining Grant Thornton as the CIO 
and Partner.
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Rarely do leadership, strategic thinking and detail 
orientation come together. Umesh Mehta, Global CIO 
of	Jubilant	Life	Sciences	is	one	rare	example	of	such	a	
leader who combines all three. 

In addition to this, Mehta’s empathy and tact make 
him	a	great	people	person.	It	is	difficult	to	find	a	senior	
IT leader in India who does not know Mehta or is not 
known	to	him.	His	commitment	to	the	cause	of	com-
munity is extraordinary. For more than three years, 
he served as the president of CIO Klub Delhi chap-
ter while for last two years, he has been serving as 
the	president	of	its	governing	body.		His	high	level	of	
energy, calmness, great tact and negotiation skills and 
a solid understanding of not just the current technolo-
gies, but also the emerging tech landscape make him 
an all round leader. 

Always available for community causes, Mehta has 
also served as a member of NEXT100 jury for multiple 
years. While known outside for his contribution to the 
community, Mehta internally is respected as an astute 
IT	leader	who	effectively	supported	Jubilant’s	migra-
tion	from	B2B	to	B2C	by	smartly	creating	a	seamless	
tech	platform	for	the	field	workforce.

Mehta	has	worked	in	Mother	Dairy	Fruits	&	Veg-
etables,	JBM	Group,	Asia	Motor	Works,	Case	New	Hol-
land	(Fiat)	India	before	joining	his	present	organiza-
tion where he has been leading IT function for more 
than eight years.

Umesh Mehta
Global CIO, Jubilant Life Sciences

Vijay Sethi
Head HR & Head Corporate Social 

Responsibility, Hero MotoCorp

A hugely respected	IT	leader,	Vijay	Sethi	is	one	of	
the few IT leaders to be on the board of a large com-
pany	in	India.	Apart	from	IT,	he	handles	HR	as	well	as	
Corporate	Social	Responsibility	for	Hero	MotoCorp.	
He	particularly	enjoys	the	role	around	CSR	a	lot.

Sethi is a leader, who leads from the front, gets into 
details when necessary but gives a lot of free hand 
to his team members and is always there to support 
them. 

Large manufacturing is now looking beyond the 
typical efficiency enhancements and better supply 
chains. As it embraces the Fourth Industrial Revolu-
tion—where physical, digital and cognitive combine 
to create significant business value—many forward 
looking companies are traversing the path of digital 
transformation. In automotive, which is simultane-
ously shedding its heavy manufacturing-orientation 
to become more customer focused, dimension of that 
change is multi-pronged. It is to the credit of Sethi 
that	he	has	led	this	process	of	transformation	at	Hero	
MotoCorp from the front. This approach comes from 
Sethi’s high emphasis on experimentation; failure is 
just another way of learning, he says.

Senior IT leaders in many organizations turn to 
Sethi	for	advice.	He	has	worked	in	organizations	like	
Ranbaxy	and	TCS	before	 joining	Hero	MotoCorp	
more than a decade back.
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“Future 
CIOs Should 
Prepare For A 
Journey Full 
Of Paradoxes”
In a conversation with Sohini Bagchi, Mushtaq 
Ahmad, SVP and Chief Information Officer at CSS 
Corp—one of the rare cases of a frontline business 
executive taking over as CIO—explains how the role 
is changing, the challenges in the industry and the 
technologies that he has invested in

INTERVIEW

What foreseeable change 
do you see in the CIO role 

in the next 2-3 years? 
I believe, in the last couple of years, 
a CIO’s role has transformed from a 
support function to a more complex 
and agile, core business function. The 
role will become even more multi-
dimensional and challenging on all 
fronts. CIOs will be working more 
closely with other business functions 
across all levels of the organization 
to innovate on smarter technologies 
and identify newer ways to create 
impactful business outcomes. With 
technology being at the core of all 
new age organizations, more CIOs 
are likely to secure a place in the 
boardroom. A CIO will also hold more 
important responsibilities in data 
management functions going forward. 

this, there is also a keen focus on 
quantum computing. We will also 
see a shift towards an integrated 
automation approach. This approach 
will take intelligent automation, from 
desktop automation of disparate 
tasks, to the next level of business 
process transformation by effectively 
bringing together technology, talent, 
organizational change, and leadership.

What kind of technologies 
has your organization 

invested in recently? What 
technologies you intend to 
explore in the future? 
We have invested heavily into 
technology and continue to invest 
in the emerging and niche areas. At 
CSS Corp, we build outcome-based 
services using cognitive technologies 
to help organizations integrate our 
solutions into their environments in a 
hassle-free and risk-free way. In terms 
of advanced technology adoption, 
we are investing significantly in our 
innovation lab, where we have built 
over 25 digital solutions that accelerate 
technology adoption and drive 
business results. These solutions are 

What are some of the key 
tech trends you foresee in 

the IT industry?
Adoption of emerging technologies 
will continue to exponentially grow 
in the future. This includes cognitive 
technologies, such as open stack, 
artificial intelligence and machine 
learning. I strongly believe that these 
trends will fuel newer possibilities 
in specific areas like ambient 
computing and augmented reality. 
From an economic infrastructure 
point of view, 5G, cloud and SDX 
are likely to be the key trends that 
will open endless opportunities for 
organizations to bring their innovative 
ideas to life. In parallel, stackable 
technologies are also gaining more 
importance for its potential to 
supercharge the digitization efforts 
across organizations. Apart from 
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With 
technology 
improving 
and catching 
up with 
bad actor 
techniques, 
the focus is 
shifting...

implemented for our customers and 
have yielded great results. 
We are also evolving our cognitive 
customer experience suite to not only 
transform the customer experience 
but also drive system efficiency 
and boost engineer experience. By 
leveraging AI technology, we aim 
to augment agents’ experience in 
contact centers and improve their 
productivity. On the other hand, 
we are constantly upgrading our 
cognitive analytics capabilities with 
emerging data sources and platforms. 
Additionally, we have built a 
robust intelligent automation suite 
for monitoring and managing IT 
operations for our customers. Another 
area of focus for us is advanced 
location analytics and insights, 
which have become essential for 
organizations to provide personalized 
services to their customers.

What are some of the 
biggest challenges you 

face, in your industry?
A key challenge we face lies at two 
extremes of a spectrum− either it’s 
lack of trust in technology to deliver 
any results or expecting technology 
to be the magic bullet to all problems. 
To overcome this, we spend ample 
time to understand our customer’s 
apprehensions and business 
objectives, and work with them to craft 
a pragmatic solution that delivers on 
the promise. 
The other challenge is more tangible 
in nature. The exponential growth 
of digitalization has posed huge 
cybersecurity threats like phishing, 
DDoS attacks, crypto mining and 
botnets. It is becoming a challenge 
for CIOs to keep organizations safe 
with teams lacking specialized 
cybersecurity professionals and 
the ever-increasing cyber incidents 
gathering under their belt every year. 
Data privacy regulations and end-user 
awareness is another critical area. 
We need to understand that IT alone 
cannot solve all problems through 

A continuous learning mind-set, 
hunger and passion can help employees 
scale-up to meet the requirements in 
hand. We have also built high value 
learning and development frameworks 
that facilitates faster on-boarding and 
better understanding of technologies, 
customer products and environments. 
An engineer joining our customer 
experience team today, can resolve 
issues 2-3 times faster when compared 
to his/her resolution rate few years ago. 
This is largely due to their increased 
aptitude to understand applicability 
of emerging technologies and AI in 
support processes, and application of 
knowledge management in business 
operations. In some of the recent 
engagements, our AI solutions have 
decreased the new-hire learning from 
90 days to 25-30 days. 

What is your advice for 
future technology 

leaders?
Future technology leaders and CIOs 
should prepare for a journey full of 
paradoxes, with steep and sky-high 
targets with limited means to achieve 
them. CIOs and technology leaders 
should lead technology strategy and 
adoption by being a transformation 
and change agent. 
I would advise new-age technology 
leaders to constantly invest in 
themselves and their peers when 
it comes to continual learning and 
upgrading skills. Leaders of tomorrow 
should also build effective partnerships 
that are outcome-based, revenue 
generating and customer-centric. 
They should learn the art of getting 
into consulting or advisory roles as 
organizations will increasingly rely on 
them to guide with their technology 
strategies.  
Aspiring technologists should also be 
up-to-date with the latest and greatest 
trends in the technology world. They 
should be open to learn from different 
sources and invest in peer learning, 
while remaining agile and responsive 
to the demands of the market. 

–Mushtaq Ahmad 
SVP and Chief Information 
Officer at CSS Corp

technology adoption. With technology 
improving and catching up with bad 
actor techniques, the focus is shifting 
towards exploiting the end-users 
to collect information. Therefore, 
end-user awareness, mandatory 
certifications about various 
regulations and social engineering 
techniques are crucial to secure data 
storage and transaction. 

What’s your digital 
agenda? Do you find the 

right talent to meet your 
organization’s digital needs?’
Our digital agenda is a convergent 
approach. We strive to hire 
professionals with the right attitude 
apart from the digital know how. Since 
technology and various stacks are 
getting converged, there is a greater 
need for various skills to be combined 
accordingly as well. This is the shift 
and the demand we are receiving 
today from the market. Therefore, we 
are investing deeply in technology 
training, upskilling and infusing 
emerging technologies/skills to our 
employees. 
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For companies feeling the pressure to meet rising 
customer expectations while keeping costs down, 
uberized supply chains could bring much-needed 
relief. Uberization, the business paradigm that dis-
rupted the taxicab industry, is about to transform 
supply chains everywhere as companies increas-
ingly rely on the supply chain capabilities and 
services of external platform-based ecosystems 
instead of building their own. 

Both sides—the company in need of supply chain 
services and the one providing them—stand to ben-
efit. In the consumer-packaged-goods (CPG) indus-
try, companies that leverage AI platforms at scale 
can improve their demand forecasting accuracy by 
20% to 30%, while reducing FTEs by 15% to 30%. 
Similarly, a digital logistics brokerage whose trucks 
are not filled to capacity can use an AI platform to 
identify companies looking to ship partial loads 
and get 10% to 20% more asset utilization. 

Three Types of Supply Chain 
Platforms 
Over the next decade, three chief types of platforms 
are likely to become dominant. Each has a unique 

source of value creation—as well as a unique set of 
challenges.

Marketplace platforms match supply with 
demand, providing companies with access to assets 
whenever they want it. Companies like Ware2Go 
and Flexe offer on-demand warehousing, which 
allows a company to rent warehouse space during 
its busy season or launch rapid, same-day delivery 
pilots near large urban centers. 

To scale marketplace platforms successfully, 
make sure that it’s easy for customers to take part 
and that the transaction costs are low. When work-
ing with a leading parcel delivery company to 
design an on-demand warehousing platform, we 
found ways to integrate customer order manage-
ment systems and make the customer experience 
seamless. We also enabled cloud-based reserva-
tions and payment processing to reduce participa-
tion friction. 

Capability platforms provide flexible, pay-as-
you-go access to a strategic capability. They’re use-
ful for companies that would rather access learning 
externally than develop it internally. 

Capability platforms often require large-scale and 

By Michael Hu

COLUMN

Supercharging 
Supply Chains 
With Uber 
Platforms
Uber-like platforms will soon provide 
on-demand fulfillment, warehouse, and 
logistics services everywhere. Are you 
ready? 
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the need to turn a profit. 
Another type of asset grid platform 

is likely to emerge--one based on 3D 
printing. It’s only a matter of time 
before on-demand print farms are 
doing 3D printing of parts and acces-
sories. Logistics companies like FedEx 
could use these printers to print and 
deliver on demand.

To build and such a platform one 
successfully, the platform owner 
must have deep pockets and invest in 
infrastructure upfront. Moreover, the 
company must be seen as an objective 
third-party orchestrator. 

Fulfillment by Amazon, a service 
that provides warehouse fulfillment 
and last-mile delivery, is perhaps the 
most successful example of an asset 
grid platform to date. 

Preparing for Uberized 
Supply Chains 
To anticipate, participate in, and even 
shape the supply chain platforms of 
the future, start getting ahead of the 
curve today. A company that excels at 
a particular function can even contem-
plate becoming a platform provider. 

But moving to a platform-based 
model isn’t easy. It requires companies 
to develop a whole new set of compe-

continuous learning and training data. 
The more data the platform company 
collects, the better its machine-learning 
algorithms get at providing the know-
how its customers are looking for. Blue 
Yonder, for example, offers AI-powered 
plug-and-play capabilities like demand 
planning and forecasting. 

The key challenge for companies 
that wish to build large-scale capa-
bility learning platforms is getting 
customers to share often proprietary 
data in a way that protects their confi-
dentiality while allowing other firms 
to benefit from it. 

Asset grid platforms provide flex-
ible access to assets or infrastructure. 
These platforms are especially useful 
for companies lacking the funds or 
time needed to build such infrastruc-
ture themselves. 

A leading CPG wholesaler client 
built a shared-asset platform for store 
deliveries. Customers that normally 
shipped product to their own ware-
house instead shipped directly to 
the wholesaler’s warehouse, which 
then shipped the product to its stores. 
When rolling out the platform, the 
company had to balance the need to 
subsidize early adopters, which were 
essential for gaining momentum, with 

tencies. We recommend that you: 
•	 Understand	trigger	points.	Deter-

mine the parameters for using a 
platform service instead of a tradi-
tional service. Platforms may not 
be your default, but for scenarios 
such as holiday seasons, they 
may be preferable to cloud-based 
warehousing. They may also be 
preferable if your per unit cost 
goes below a certain amount or if 
your e-commerce volume reaches 
a certain point. 

•	 Monitor	emerging	platform	play-
ers. Keep a pulse check on the 
evolution of various platforms 
across the supply chain so you 
can leverage them if and when the 
time comes. 

•	 Start	piloting	platform	capa-
bilities relevant to your business. 
That’s the only way to know if it 
will be a good business concept 
and whether you should scale it. 

There’s little doubt that uberization 
will have a substantial impact on your 
supply chain in the years ahead. Even 
if you’re not cut out to be a platform 
owner, don’t stand still. As the need 
for agile and resilient supply chains 
grows, harnessing the power of plat-
forms will be key to success. 
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Chief Integration 
Officer!
More technology dependence and cloud model mean business 
managers are taking tactical technology decisions independent 
of corporate IT. The role of IT leaders will increasingly be to 
integrate these tactical solutions meaningfully to maximize 
value for the enterprise. For NexGen IT leaders, the time  
to get ready is now.
By Sohini Bagchi
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Today’s enterprise IT managers know 
very well that it is critical to under-
stand business expectations and the 
language of business to be able to effec-
tively carry out their responsibilities. 
Ask any CIO or next-level IT manager 
about how the CIO’s role is changing, 
and the answer you are most likely to 
get would have a heavy dose of under-
standing business needs, dynamics of 
business, language of business, busi-
ness alignment, partnering with busi-
ness and so on. 

The fact is: Today’s new enterprise 
IT professionals are not just aware 
of these needs but are more than 
convinced about their need to move 
beyond technology and understand 
business. 

But just when the idea was sinking 
in and the IT leaders were beginning to 
find their new ‘well-defined’ role, it got 
disrupted again. This time, it was to do 
with their home turf – technology. 

A few years back, Gartner came 
out with a sensational statement that 

Chief Marketing Officers would soon 
spend more than CIOs on IT. That was 
a futuristic assessment based on fore-
casts, which some took seriously and 
some did not. But three years back, in 
2016, the research firm came with a far 
more definite statement, quoting actual 
spend data to suggest that, indeed 
CMOs would spend more than CIOs 
on technology by 2017.

Of course, as it has been clarified  
now, the spend Gartner was referring 
to was what it called business IT—that 
excludes the large spends on infra-
structure. But even then, it was quite 
disruptive as a news. 

But Gartner’s forecast about CMOs 
tech spending is not an isolated obser-
vation. 

Changing Tech Decision 
Equation
Four trends have changed the technol-
ogy decision-making equation in enter-
prises. These phenomena are only too 
familiar to us. 

First is what is called consumeriza-
tion of technology—more aware users 
demanding what they want in terms of 
devices and applications. They were no 
longer willing to comply by everything 
that the corporate IT ‘thrusts upon’ 
them. But in isolation, this trend was 

initially restricted to mostly end-user 
devices and front-end applications. In 
any case, that was not the prime worry 
for CIOs in organizations with a more 
mature IT. 

The second big driver was large-scale 
adoption of cloud—especially SaaS—
which provided a far bigger disrup-
tion. It is not that business users did 
not want specific applications earlier. 
But to get that, they had to ensure that 
the infrastructure is in place. The busi-
ness managers neither had the where-
withal to manage that IT infra nor had 
the authority to take capital expendi-
ture decisions. 

SaaS changed all that. It turned the 
purchase to a pure opex purchase. 
All functional/LOB managers were 
empowered to make those purchases. 
And they did not have to worry about 
managing the underlying tech, which 
was done by the service provider.

That was a big power shift. While 
some of the big purchase decisions 
found roadblocks when there was 
need to connect them to enterprise IT 
systems—in order to extract their true 
value—many of the tactical point solu-
tions continued to be purchased by 
the LOB managers. Corporate IT got 
bypassed for many such decisions. 

While this changed the equation 

T

The changing tech decision equation 
calls for a drastic change in the mindset 
of the CIO. The time to plough the lonely 
furrow is definitely over. To succeed in 
this new scenario, the CIO must have 
strong collaborations with the C-suite.
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quite in favor of line managers, it still 
was not big enough as most large pur-
chases were still going through corpo-
rate IT. 

The third lever was the wave of digi-
tal transformation. Many businesses 
wanted to transform themselves, mov-
ing beyond just incremental efficiency 
enhancements. This necessitated a 
need for Chief Digital Officers. Ini-
tially, CIOs and CMOs got into almost 
a duel on who was a better fit to take 
that position. But today, in hindsight, 
one can easily say that it is neither the 
CMO and CIOs but the core business 
managers who dominate the CDO 
landscape. Even organizations that did 
not have a designated CDO gave a lot 
of technology decisions formally to the 
businesses, so interwoven was tech-
nology now with business!

So far, this had impacted largely the 
services components of a business—
sales, marketing, line businesses, HR, 
finance, customer service and so on. In 
2016, World Economic Forum (WEF) 
Founder, Klaus Schwab, pronounced 
the arrival of the Fourth Industrial 
Revolution—it was all about digitiza-
tion of manufacturing, leveraging 
emerging technologies like IoT. Every 
piece of manufacturing equipment was 
now more and more digital. This was 
the fourth big trend.

To be fair, this was never a CIO’s area. 
But with more IT going in, the expecta-
tion was that enterprise IT would have 
a role in managing some of it. Thanks 
to the completely different dynamics in 
which manufacturing OEMs operate, 
corporate IT, by and large is out of it. 

All these changes did a few things to 
CIO’s role. 

One, it shrunk the IT budget that cor-
porate IT handled. Cloud only acceler-
ated that.

Two, it further aligned corporate IT 
from business IT—the more transfor-
mational IT, going by Gartner’s bimod-
al IT classification.

However, it never freed the CIO from 
these responsibilities. CIO was still 
the go-to man (okay, woman too) for 

anything that did not go right. Security 
and compliance were becoming big 
issues. Cyber security risk is one of 
the top five risks in the world today, 
according to WEF. 

Also, as organizations started to 
think of complete transformation, 
those that did not have a full-time 
CDO—and such organizations were 
large in number—expected that the 
CIOs would provide a path. At least, 
CIO was 
the first person with which the top 
management started that discussion.

The CIO is now expected to play a 
more important role in organizational 
transformation. At the same time, his 
control over budgets and technology 
decisions was most definitely on the 
wane. 

It is time for transformation for the 
CIO’s mind. One of the things that is 
immediately required is to manage the 
changing situation in enterprise. And 
that is by collaborating well with the 
other business managers.

The Collaboration 
Imperative
To succeed in this new role, the CIO 
needs to have a strong collaboration 
with other C-suite members (CFO, 
CMO, CISOs, COO) as well as with 
heads of operational technology (OT) 
and line of business managers. For 
example, in today’s customer-centric 
economy, CMO and CIO must collabo-

rate and push their business forward, 
rather than work independently. As 
Kathleen Schaub, IDC Vice President 
- Research & CMO - Advisory Service, 
mentions, “No CMO today can be a 
good marketer unless they become a 
good technologist.”

Today’s marketers are harnessing 
the power of technology to reach out 
to potential prospects, increase brand 
awareness, and market new products. 
It is predicted that by 2025, the overall 
spend will grow to 10% of the USD 1.2 
trillion total marketing spend com-
pared to just 1% today, which is a colos-
sal jump. 

The changes are also becoming 
clearly visible. From companies 
implementing Customer Relationship 
Management (CRM) software to use of 
marketing automation software and 
digital marketing tools, marketers are 
constantly engaging consumers in new 
and innovative ways on various digital 
platforms. The interpretation of statis-
tics, insights and intricate silos of data 
are essential in today’s fast-paced digi-
tal world is bringing marketing and 
IT together, shows a new IBM survey, 
which mentions, one of today’s top pri-
orities is to inject data-driven insights 
into every marketing decision.

The use of technologies, such as 
augmented reality and virtual reality, 
sensors, real-time social listening and 
several such tech-based marketing 
decisions are further making the CMO 

Many businesses wanted to 
transform themselves, moving 
beyond just incremental efficiency 
enhancements. This necessitated 
a need for Chief Digital Officers. 
Initially, CIOs and CMOs got into 
almost a duel on who was a better 
fit to take that position...
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and the CIO collaboration even more 
potent. 

Another very important relationship 
in the C-suite is IT’s alignment with 
finance, which is often seen as siloed 
and disjointed. Several studies have 
shown CFOs often do not “speak the 
same language” with their CIOs and 
IT peers and they struggle to aggregate 
data across siloed systems beyond 
their direct financial management 
tools. As a recent research shows that 
part of the problem again is incompat-
ible team cultures that are likely to 
hinder understanding and communi-
cation.

Successful organizations have 
managed to bridge the gap between 
the two roles. As Deloitte Consult-
ing’s Principal, Matt Schwenderman 
observes, “The CFOs that I consider 
being progressive and innovative, look 
to the CIO for ways to improve their 
own function, and are using the CIO to 
bring knowledge and skills that can be 
leveraged by finance.”

CFOs are increasingly valuing the 
potential that CIO and his IT team 
brings, in the form of enhanced data 
analytics and technology adoption, 
just as CIOs need to develop greater 
influencing skills in order to deliver 
the change their business requires, 
believes Sunny Gupta, CEO at Apptio. 

He opines, “CIO and CFO need to 

accelerate new delivery models, such 
as AI, cloud and agile, optimize tech-
nology spend to fund new innovation, 
and boost financial agility to make 
resource decisions that are aligned 
with the speed of business.” 

A close working relationship 
between leaders in IT and operational 
technology (OT) is being driven by 
digitalization. It is an important factor 
for improving the trust and confidence 
of supply chain partners.

While digitalization demands con-
vergence, a report by the Ponemon 
Institute released in February 2019 
shows, executives often see conver-
gence as a challenge that cannot be 
achieved without support from the 
company’s CIO and other C-level 
executives. 

Conflicts created by turf and silo 
issues are also significant organiza-
tional barriers to successful conver-
gence. In this context, the creation of 
a cross-functional team to manage 
cyber risk across IT and OT systems 
will help eliminate this problem. A 
good understanding of third-party risk 
management, compliance with regu-
lations and standards, and privacy 
program management can be a game 
changer, suggest experts.

Another change accompanying digi-
tal transformation is the shift in tech-
nology spending from IT to the Line of 

Business (LOB). A 2018 IDC forecast 
emphasizes that technology spending 
by line of business decision makers 
will overtake technology spending 
by the IT department by 2019-end. 
Roughly half of that spending will 
come from the IT budget while the 
other half will come from technology 
buyers outside of IT funded by LOB 
buyers and “shadow IT” without IT 
involvement.

Eileen Smith, Program Director - 
Customer Insights & Analysis believes 
that cloud technologies, especially, 
SaaS, have been a key enabler for this 
transition. LOB managers are going 
for cloud based services, to deliver new 
services (because of speed and conve-
nience), whether or not they are offi-
cially sanctioned by the IT department. 

Cloud services will continue to play 
a large part in making the CIO more 
efficient. Cloud computing also brings 
standardization of functions and ser-
vices, which in turn enables automa-
tion and in turn, less time and more 
productivity. For example, outsourcing 
infrastructure maintenance and opera-
tions to the cloud frees up time, and so 
allows CIOs to focus more on the stra-
tegic needs of the business.

In practice, this means spending 
more time with LOB managers and 
with C-level executives, and less time 
overseeing operational matters. 

Chris McGugan, a senior manager 
with Avaya, believes that the problem 
that exists is, while IT is focused on 
siloed technology developments, LOB 
is working to drive company-wide 
modernization. “Companies cannot 
have a siloed approach. Collaboration 
must increase between IT and LOB, 
whether that means IT having more 
involvement in LOB technology pur-
chases or CIOs being more consulta-
tive to understand the problems that 
different business units face,” men-
tions McGugan in her official blog. 

The Way Forward
Collaboration is the starting point for 
next-generation IT managers, which 

Another very important 
relationship in the C-suite is IT’s 
alignment with finance, which 
is often seen as siloed and 
disjointed. Several studies have 
shown CFOs often do not “speak 
the same language” with their 
CIOs and IT peers...
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helps them in understanding not just 
needs from an external perspective 
but the way these functional managers 
think. 

But what exactly is the CIO role 
evolving into? The jury is still out on 
that one but here are some pointers:
1.  As organizations go for technology-

leveraged strategic transformation, 
they expect technology to help 
them maximize business value, as 
an organization. This is different 
from better decision-making or 
operational efficiency or a specific 
new capability at a functional level. 
The whole value accrued to the 
organization must be more than 
the sum of parts. Someone needs to 
drive that. 

 That someone, for a very few select-
ed organizations, is a dedicated 
Chief Digital Officer. But more than 
95% of organizations do not have 
a CDO role; most of them do not 
intend to have one. Yet, they still 
need someone to put all the pieces 
together to create organizational 
value.

 That integration has to be done by 
someone who thoroughly under-
stands technology and its direction 
as well as business. In most orga-
nizations, CIO is the best person to 
drive that role. 

 The reason why it has not hap-
pened so widely is not as much 
because the top management has 
doubt over CIOs’ capability as it 

is because the CIOs are not ready 
to move on from nuts and bolts 
because that may mean giving up 
control over a big chunk of budget 
on IT infrastructure. The moment 
IT leaders are ready to let that go, 
they will present themselves as the 
best available—if not perfect—can-
didate for this new integration role. 
So, are CIOs ready to be Chief Inte-
gration Officers?

2.  Governance is becoming a major 
requirement at large companies. It 
requires a complete visibility as well 
as technology understanding today 
to be able to ensure effective gover-
nance. This is another role that CIOs 
are naturally suited to take up.

3.  However, the most important CIO 
role is in helping to decide on and 
roll out technology for the organi-
zation’s strategic goals and priori-
ties. Today, technology impacts all 
the three planes—product, pro-
cess and strategy. The individual 
business units mostly decide on 
the product-process related 
technologies. The organizational 
strategy—such as leveraging data 
or switching to platform model or 
helping create organizational eco-
system (not any subcomponent of 
it) are still the work of CEO’s office. 
These changes need to leverage the 
emerging technology today. That is 
a role only an enterprise-level tech-
nology manager can play. No marks 
for guessing who that is. 

NexGen Managers: Are You 
Ready?
It is clear that the next-generation IT 
leaders who are likely to take over 
as CIO in the next 2-5 years need to 
be well prepared to take up this new 
expectation from the CIOs. 

While today’s IT managers are well-
aware of the need to upgrade their 
skills, the big change required here is 
in attitude, not skills. 

Here are a few specific changes 
required:
a.  They must start thinking them-

selves as strategic value creators 
than drawing their power from big 
budget and control.

b.  Since collaboration is becoming 
a must in any major transforma-
tional exercise, just understanding 
business needs is not enough. Suc-
cessful IT managers of tomorrow 
must be great in relationships and 
leveraging those relationships.

c.  They should try to look at things 
from an external perspective—an 
outside-in view. Only that will 
help them find disruptive changes 
that can add significant value to 
business. Internal-focused busi-
ness need understanding, however 
strong it is, can only create solu-
tions for already created problem. 
It cannot pre-empt a challenge. 

d.  Governance is one area that every 
IT leaders should thoroughly 
understand.

e.  Finally, every IT leader should fig-
ure out how to integrate. The inte-
gration skills will be their survival 
skills tomorrow. 

In short, the tech to business trans-
formation of CIO is necessary, not 
sufficient. A good CIO must be able to 
work with everyone and integrate to 
create value that is more than sum of 
parts of the values brought in by tech-
nology to individual units. 

It is becoming a core strategic role. 
But they have to give up what gives 
them a false sense of power—large 
technology purchase decisions. 

Conflicts created by turf and 
silo issues are also significant 
organizational barriers to successful 
convergence. In this context, the 
creation of a cross-functional team 
to manage cyber risk across IT and 
OT systems will help...
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How Can CIOs 
Build Modern 
Workspaces?
Organizations should focus on privacy, security and 
compliance when offering digital services to customers
By Ankur Goel

Gone are the days when workplaces were associated 
with traditional, desk-bound 9 to 5 jobs. Today, busi-
nesses are increasingly shifting towards new ways of 
getting work done, which gives more importance to 
employee flexibility and autonomy.

Businesses are more globalized, and workplaces 
often consist of employees and partner ecosystems 
from all over. It is now very common to see rows 
of people working in coffee shops with their head-
phones in and a steaming cup next to them or an 
employee who prefers to work remotely or from a cli-
ent’s location.

The workplace as we know it is changing and 
technology is playing a huge role in influencing both 

where we work and how we interact.
Companies that want to attract and retain top talent 

in today’s app economy need to adapt their culture 
and technology to accommodate this shift in atti-
tudes.

Challenges while building modern 
workplaces:
However, companies are faced with many challenges 
while building and maintaining modern workplaces. 
Examples include:
•	 Managing	a	diverse	workforce.	The workforce 

today is more diverse than ever before. Millenni-
als now make up the majority of the workforce 

I
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and are maturing into leadership 
positions. Generation Z is joining 
the workforce. Baby Boomers are 
returning to work as consultants or 
temporary workers. It is not uncom-
mon for a company's workforce to 
be comprised of as many as five gen-
erations of workers. Organizations 
are in a tough position today as they 
are required to manage the expecta-
tions of this diverse workforce and 
ensure that they provide technology 
and facilities that cater to this varied 
audience.

•	 Demand	for	flexibility. Due to traf-
fic conditions in our cities and the 
need from the workforce to maintain 
a better work-life balance, employees 
prefer to work with organizations 
that allow them to work when and 
how they want. In the modern work-
place, flexibility plays a crucial role. 
If companies do not encourage the 
flexible working culture, they are at 
the risk of losing out on top talent.

•	 Distractions	in	open	office. Due 
to rising real estate costs in India, 
many companies today opt for open 
offices. However, most employees 
can’t escape the noise and interrup-
tions coming from their co-workers. 
According to a recent survey by Poly, 
workers in India spend the least time 
at their primary workspace com-
pared to other countries and spend 
the highest amount of time working 
with others. Not surprisingly then, 
India was the country with the high-
est number of people reporting being 
“always” distracted at work.

How can CIOs manage the 
expectations?
CIOs play a critical role in creating 
modern offices as they are the experts 
on key workplace technology. They 
have a significant role in making sure 
that they offer the best employee expe-
rience. In order to create modern work-
places, it is important for CIOs to work 
closely with company leaders and 
human resources to build an energized 
and collaborative workforce.

A few tips for CIOs to build the mod-
ern workplace include:

Greater choice & control 
over collaborative spaces
Today’s workers increasingly depend 
on technology to achieve high levels 
of productivity.  They expect to con-
nect instantly, work smarter, produce 
outcomes and drive results quicker. 
Technology-enabled huddle rooms 
satisfy this need for real-time, produc-
tive collaboration and are now, more 
than ever, an important component in 
an organization’s digital transforma-
tion journey. Huddle rooms are ideal 
for today’s workspaces for teams who 
want to be mobile, connected and high-
ly collaborative. 

CIOs should work on creating stra-
tegically placed small meeting spaces 
that are designed to empower people 
to meet quickly and easily. A huddle 
room must be equipped with:
•	 Powerful	video	collaboration,	so	

employees can get the most out of 
their meetings

•	 High	quality	audio,	content,	and	
video

•	 Easy	to	use	technology

Technologies that support 
anywhere working & open 
workspaces
With the build of high-speed broad-
band networks across Asia Pacific and 
increased 4G penetration in India, 
technology can now give people the 
freedom to work the way they want. 
Regardless of their location, today’s 
multi-generational workforce wants 
the ability to work and collaborate in a 
very human way that gets the job done 
and employers need to provide flexible 
working policies to attract and retain 
their best talent. CIOs must imple-
ment collaboration technologies such 
as video conferencing which supports 
this culture.

Also, the workplace itself has moved 
away from rows of cubicles to more 
open workspaces and offering employ-
ees flexible work arrangements. CIOs 

must embrace solutions that support 
new technology innovations, like noise 
cancellation, lighting adjustments and 
digital white-boarding.

Allowing more technology 
choice within workplace
Employees expect to be able to use 
their personal phones, tablets, even 
some wearables, and experience the 
same performance in the workplace 
as they do at home. They want a single 
platform to run both their work and 
personal lives. Smooth integration of 
these devices with enterprise applica-
tions is a must, and it must happen 
without compromising data security 
or network function. The latest cloud 
collaboration systems operate across 
devices and platforms, giving IT lead-
ers the ability to connect employees 
while retaining control of company 
systems. CIOs can navigate these 
changes if they have the right collabo-
ration tools at their fingertips.

Key Takeaways
The way we think and feel about work 
has changed drastically over the past 
10 years, and will continue to shift over 
the next 10. Ultimately the changing 
expectations of the worker and their 
impact on enterprise IT deployments 
can be summarized under three busi-
ness pillars: Workspace, experience 
and workflow. It’s the desire to col-
laborate anywhere, in a natural way 
and with impact. Workers don’t just 
want unified communications, they are 
demanding high quality mobile and 
cloud solutions that are woven into 
their business functions.

The CIO is at the center of significant 
technological and marketplace shifts 
and must take the lead in ensuring 
senior leaders understand how the 
world is changing and the role that 
collaboration technologies will play in 
strengthening customer loyalty, opti-
mizing resources and driving innova-
tion. 

The author is Managing Director for Poly 
India & SAARC
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How CIO And Digital 
Leaders Can Reduce 
Consumer Trust Gap
Organizations should focus on privacy, security and 
compliance when offering digital services to customers
By Sohini Bagchi

Trust is critical for organizations to succeed in this 
digital world as consumers overwhelmingly prefer 
to transact with a trusted digital platform. However, 
a new study jointly conducted by Microsoft and IDC 
reveals that only 41% consumers in India trust orga-
nizations that offer digital services to protect their 
personal data. Experts believe that CIO/CTO and 
other digital leaders can play a credible role to reduce 
this trust gap.

The study conducted amongst 6,400 consumers 
and senior leaders across 14 markets in India asked 

respondents to provide their opinions on certain ele-
ments of trust, including: privacy, security, reliability, 
ethics, and compliance – when using digital services.

The study revealed that consumers feel that all 
these elements of trust are almost equally important 
to them. Specifically, security (86%), privacy (85%) 
and compliance (82%) emerged as the top three most 
important elements. Consumers also have the highest 
expectations of trust from financial services institu-
tions, followed by education institutions and retailers, 
finds the study.

T
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Trusted platform, a priority
The study states that establishing a 
trusted platform needs to be a priority 
in organizations’ strategy for digital 
services. Close to half of the consumers 
(46%) in India have had their trust com-
promised when using digital services.  

More than half (51%) of the respon-
dents indicated that they would switch 
to another organization and one-third 
of consumers would stop using the digi-
tal service altogether. Another interest-
ing finding is that despite Indian con-
sumers are known to be price-sensitive, 
close to 73% consumers highlighted 
that they would recommend a trusted 
digital service to others even if the cost 
is higher.

"The upside for organizations with a 
trusted digital platform is tremendous 
as India is one of the largest and fast-
est growing digital services markets 
in Asia Pacific where almost all of the 
transactions and interactions here 
would be digital in the near future,” 
Keshav Dhakad, Group Head & Assis-
tant General Counsel – Corporate, 
External & Legal Affairs, Microsoft 
India, opines.

Highlighting the need for CIO/
CTO/CDOs in digital services firms 
to address the trust gap, Dhakad says, 
“Most consumers still do not perceive 
organizations to be trusted data stew-
ards. It is clear that businesses need to 
do a lot more to understand what drives 
consumer trust and focus on how 
they can build trust and make it a key 
competitive advantage for their digital 
services.”

The study shows CIOs and digital 
leaders should focus on two things 
when they deal with consumer trust 
issues. One, trust should be the founda-
tion of digital transformation plans and 
second security and privacy are the two 
most trust elements

Using AI as a tool
The Microsoft-IDC study deduces 
that technologies such as artificial 
intelligence (AI) can play a key role in 
reducing trust gap, and digital leaders 

including can establish a trusted frame-
work in order to do so. Consumers in 
India have the highest trust in financial 
services institutions, education institu-
tions and automotive companies to har-
ness AI to improve their lives.

According to a study conducted by 
IBM’s Institute for Business Value in 
2018, eight out of 10 high-performing 
enterprises are now considering or 
moving ahead with AI adoption. CIOs 
of those firms assert their organization’s 
ability to drive revenues, improve cus-
tomer service, lower costs, and manage 
risk. However, although they realize the 
huge benefits of this technology, 60% 
percent of those companies fear liability 
issues and an equal number say they 
lack the skills to harness AI’s potential, 
according to the same study.

Italian computer scientist and pro-
fessor, Francesca Rossi, who has done 
extensive research in artificial intel-
ligence, writes in her blog, “Trust in the 
technology should be complemented by 
trust in those producing the technology. 
Yet such trust can only be gained if com-
panies are transparent about their data 
usage policies and the design choices 
made while designing and developing 
new products.”

She continues, “If data are needed 
to help AI make better decisions, it is 
important that the human providing 
the data is aware of how his/her data 
are handled, where they are stored, and 
how they are used.”

Likewise, Dhakad believes, for the 
development and usage of AI and tech-
nology in general, we must first consid-
er its impact on individuals, businesses 
and society.

Tech collaboration with 
government
Dialogue between technology compa-
nies and governments and also other 
industry stakeholders are necessary. 
Consumers in India feel that technology 
companies (46%) followed by govern-
ments (34%) should be responsible for 
building trust, indicating the need for a 
stronger partnership between the pri-

vate and public sector.
In other words, the study suggests 

that not just organizations provid-
ing digital services, but the broader 
industry, including institutions which 
set rules and regulations, should be 
responsible for building trust.  It is 
through meaningful collaboration that 
digital leaders can build an ecosystem 
that value trust.

Regulations such as the General 
Data Protection Regulation (GDPR) in 
Europe and India’s draft Data Protec-
tion Bill provide some fundamental 
rights over personal data.  For instance, 
GDPR mentions, besides performance 
and accuracy, bias definition and detec-
tion and mitigation methods should 
also be communicated clearly and made 
accessible to all users.

Dhakad opines, “This would require 
a broader debate on ethics, policy and 
regulation that involves the appropri-
ate stakeholders, including the gov-
ernment and technology companies. 
These dialogues would need to be 
backed by actions, including forging 
closer partnerships and facilitating 
greater knowledge exchange and 
industry best practices. These are all 
necessary steps that will enable us to 
collectively establish a well-balanced, 
holistic baseline for trust for the entire 
industry,” he states. 

“As most consumers still do not 
perceive organizations to be trusted 
data stewards, it is clear that CIOs and 
digital leaders need to do a lot more to 
understand what drives consumer trust 
and focus on how they can build trust 
and make it a key competitive advan-
tage for their digital services,” states 
Ranganath Sadasiva, Director – Enter-
prise Solutions, IDC India. 

“As competition between digital ser-
vices becomes more intense and global 
in nature, advocacy through word of 
mouth can be a strong differentiator for 
the organization and a shot in the arm 
for the brand,” he says adding that only 
a holistic, multi-disciplinary, and multi-
stakeholder approach can build such a 
system of trust. 
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Are CIOs Losing 
The Cyber Security 
Battle?
Nine out of 10 CIOs in a recent survey believe staying up-to-date 
with cybersecurity technology is a challenge
By CIO&Leader
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C
CIOs and security teams spend a good 
number of their work hours managing 
security. Yet they are challenged with 
issues, such as a lack of expertise, bud-
get and up-to-date technology. And as 
a result of which they are struggling to 
plug all the security gaps, according to 
a new report.

In a recent research report by 
Sophos, titled ‘The Impossible Puzzle 
of Cybersecurity’, conducted through 
a survey by Vanson Bourne, research-
ers polled 3,100 IT managers across 
12 countries including India. The 
respondents, mainly CIO, CISO and 
security professionals, who worked for 
organizations between 100 and 5,000 
users, reported difficulties in protect-
ing their infrastructures, leading to a 
large number of successful hacks.

IT low on expertise, budget 
and technology
As per the survey, globally, two out 
of three organizations (68%) suffered 
a cyber attack in 2018 that they were 
unable to prevent from entering their 
network. Nine out of 10 (91%) said they 
were running up-to-date cybersecurity 
protection at the time.

Coming specifically to Indian busi-
nesses, the survey, Indian CIOs and IT 
managers reported that 32% of their 
team’s time is spent managing security, 
on average. Yet, only 8% believe they 
have strong team in place to detect, 
investigate and respond to security 
incidents.

“Staying on top of where threats are 

“Good cybersecurity demands defense 
in depth and proper risk assessment 
so that you can protect your weakest 
spots from attack first,” says the report.

The survey also revealed that com-
panies are facing attacks via multiple 
channels, including email (33%) and 
web (30%) among others. Software 
vulnerabilities and unauthorized USB 
sticks or other external devices were 
also common attack vectors. Perhaps 
even more worrying is that 20% of 
CIOs didn’t know how their networks 
were compromised.

With cyber threats coming from 
supply chain attacks, phishing emails, 
software exploits, vulnerabilities, 
insecure wireless networks, and much 
more, businesses need a security solu-
tion that helps them eliminate gaps 
and better identify previously unseen 
threats.

“If organizations can adopt a secu-
rity system with products that work 
together to share intelligence and auto-
matically react to threats, then IT secu-
rity teams can avoid the trap of per-
petually catching up after yesterday’s 
attack and better defend against what’s 
going to happen tomorrow,” explains 
Wisniewski.

He believes that having a security 
‘system’ in place helps alleviate the 
security skills gap CIOs are facing. 
“It’s much more time and cost effective 
for businesses to grow their security 
maturity with simple to use tools that 
coordinate with each other across an 
entire estate,” he concludes. 

coming from takes dedicated expertise, 
but IT managers often have a hard 
time finding the right talent or don’t 
have a proper security system in place 
that allows them to respond quickly 
and efficiently to attacks,” says Chester 
Wisniewski, principal research scien-
tist at Sophos.

Regarding budget, eight out of 10 
respondents said their organization’s 
cybersecurity budget (including people 
and technology) is below what it needs 
to be. Having current technology in 
place is another problem, with almost 
everyone agreeing that staying up-to-
date with cybersecurity technology is a 
challenge for their organization.

This lack of security expertise, bud-
get and up-to-date technology indi-
cates IT managers are struggling to 
respond to cyberattacks instead of pro-
actively planning and handling what’s 
coming next.

Lesson for CIOs
Despite taking tangible steps to reduce 
their cybersecurity risk, a question 
that comes to mind is, ‘Why are com-
panies still getting hit and more than 
ever?’ The report clarifies that there are 
some security holes not being plugged 
and it is here that CIOs need to pay 
greater attention.

For example, the report explains, 
an up-to-date malware signature list 
won’t stop attackers hijacking your 
accounts, while rock-solid authentica-
tion won’t help if you’re not protecting 
your computers from ransomware. 

This lack of security expertise, 
budget and up-to-date technology 
indicates IT managers are 
struggling to respond to 
cyberattacks...
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Attention CIOs, The 
CDO Role May Soon 
Disappear
With many companies today looking at the CIO to play the 
CDO role, CIOs should pull up their socks and get ready to add 
another feather to their cap
By Sohini Bagchi

With digital transformation becoming a norm in 
most organizations, the last couple of years saw the 
emergence of a new type of executive emerged in 
the already crowded C-Suite: Chief Digital Officer 
or CDO. Irrespective of the industry or the specific 
organization, the CDO’s mission is to help the orga-
nization stay competitive in the digital era. In simple 
words, his role is to lead the firm’s digital agenda. 
So far, so good! But now a recent research report by 
PwC’s Strategy Consulting group highlights that 
despite the buzz, until recently, very few companies 
have appointed a full-time, dedicated CDO.

This brings back the debate if CDO position is at all 
needed in organizations today or its responsibility 

can be shared by others in the C-Suite, namely the 
Chief Information Officer (CIO), who in recent years, 
have also been working very closely with the busi-
ness on transformation.

The CDO Bottleneck
The Strategy Consulting report that looked at hir-
ing patterns and the scope of the CDO role across 
the 2,500 largest publicly listed companies globally 
shows the numbers declined majorly since 2016. 
According to the study, only 54 companies (2.2%) 
surveyed created a distinct, new CDO position in 
2018, compared with 124 that did so in 2017 and 
160 in 2016. We can now say that 2016 was the high-
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water mark in CDO hiring.
According to the study, decision mak-

ers at several companies now believe 
that putting a single person in charge 
of digital transformation may not be 
the best approach. That’s because, it 
is a strategic priority across the whole 
business as agility becomes critical to 
survival. The CDO role no longer leads 
a discrete function.

At the same time, there is need to 
change legacy systems and implement 
new technologies, which means that 
the CDO must have the appropriate 
technology background. One-third of 
the individuals, who originally took up 
the CDO position have been replaced 
due to such changing expectations, 
shows the PwC study.

While the CDO role has emerged 
to accelerate digital transformation 
initiatives across all industries, within 
many organizations, the role often 
lacks clear definition. Also as noted 
by IDC researchers, having too many 
members in the C-Suite have often 
created unnecessary confusion and 
conflicts.

Opinions are however, 
clearly divided
With the nearly overlapping CDOs and 
CIOs, it is natural to ask: “Can CIOs act 
as the CDOs for organizations today? 
Or do companies really need a separate 
CDO for driving digital transforma-
tion?” Proponents of CDO role argue 
that a dedicated leadership role in the 
form of CDO is imperative for their 
successful digital transformation and 
ultimately their survival.

Rowan Gibson, bestselling author 
and thought leader notes in his blog, 
“On the face of it, the CDO’s job is to 
be a digital leader, someone who is 
capable of successfully driving the 
transformation effort across the whole 
enterprise. But it also represents per-
haps today’s most exciting and impor-
tant corporate role, as companies face 
up to the new strategic challenges and 
business imperatives of the digital 
economy.”  

CIOs are traditionally associated 
with keeping the company running 
efficiently and effectively, at the lowest 
cost. Say, ERP implementation is as 
mission-critical today as it used to be 
years ago, but it’s also the less glamor-
ous side of IT. In contrast, CDOs role is 
about digital transformation and offer-
ing customer experience.

Also as Lindsay Trout, Head of Egon 
Zehnder’s Global Digital Practice, men-
tions in a 2017 Forbes article, CDOs are 
forward-looking and entrepreneurial 
by nature, are not bound by the tech-
nical aspect of running a business. 
A common trait of CDOs seems to be 
their ability to help companies grow 
not only technologically, but culturally. 
“It’s not only about technology; It’s also 
about people,” notes Trout.

CIOs to replace CDOs?
However, analysts in general have a 
very different take to the relevance of 
CDO role. According to IDC, 60% of 
CIOs will be replaced by CDOs for the 
delivery of IT-enabled products and 
digital services by 2020, which is not 
too far. McKinsey also states that “Digi-
tal isn’t merely a thing—it’s a new way 
of doing things. Many companies are 
focused on developing a digital strat-
egy when they should instead focus on 
integrating digital into all aspects of 
the business, from channels and pro-
cesses and data to the operating model, 
incentives, and culture.”

A SAP Digital Transformation Exec-
utive Study indicates that companies 
must combine the best of these modes 
– IT and digital, resulting in what is 
effectively a “bimodal” approach to 
driving innovation. The findings sug-
gest that nearly 75% of digital transfor-
mation leaders see a bimodal architec-
ture as key to maintaining their core 
processes while quickly implementing 
next-generation technology.

Likewise, Naufal Khan, Senior Part-
ner at McKinsey & Company, said 
at the MIT Sloan CIO Symposium 
last year, there is a growing trend of 
the CIO-CDO dual role. He explains, 

“With the digital revolution underway, 
the ideal CIO is one that possesses both 
technical knowledge and business acu-
men to help drive their company’s digi-
tal transformation initiative forward. 
Hence CIOs leading digital transfor-
mation efforts shouldering additional 
responsibilities can undertake the job 
of a chief digital officer.”

The SAP study further suggests that 
there are benefits to having digital 
transformation projects reside with 
one C-level owner: either with IT (run 
by the CIO) or a dedicated digital trans-
formation group (run by the CDO). 

Roles will merge 
Although the role of the CDO may 
be declining, the digital transforma-
tion journey is far from over, believe 
researchers. Digital technologies are 
rapidly emerging as disruptive forces 
for businesses. They are changing the 
way in which companies interact with 
customers, as well as paving the way 
for new business models.

Some may, at the moment, take the 
middle path. As the IDC research rec-
ommends that at present the roles can 
coexist. Going forward, organizations 
that identify their CIOs having ade-
quate digital skills - and not just a lead-
er of the technology function - should 
not give a second thought. Yet at the 
same time, where organizations have 
a CDO in place, the priority should be 
to ensure the CDO has the appropriate 
capabilities to move the digital trans-
formation agenda forward.

But sooner or later the roles will 
merge, believe experts. As George Wes-
terman, Principal Research Scientist at 
the MIT Initiative on the Digital Econ-
omy, and author of the book, “Your 
Company Doesn’t Need a Digital Strat-
egy” states: “Strong CIOs have already 
tackled some of the tough challenges of 
digital leadership."

It’s time therefore for CIOs to pull 
up their socks and get ready to add 
another feather to his cap – that of the 
‘Chief Digital Officer’ to carry forward 
the digital innovation. 
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Cyber Security 
Lapses Can 
Jeopardize M&A 
Deals
A new study suggests that CIOs and business decision 
makers should pay greater attention to cyber risks when 
considering an M&A deal
By CIO&Leader

Cybersecurity issues are increasingly becoming 
a concern in merger and acquisition (M&A) deals, 
shows a new research report. The study conducted 
by Forescout suggests that IT and business decision 
makers should pay greater attention to this aspect, 
when they consider an M&A deal.

The research of more than 2,700 IT and business 
decision makers surveyed by Forescout Technolo-
gies. in seven countries, including India 53% report-
ed that their organization had encountered a critical 
cybersecurity issue or incident that put an M&A deal 
in jeopardy. And 65% of respondents said they had 
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experienced buyers’ remorse because 
of cybersecurity concerns after closing 
a deal.

A good example can be the Verizon 
acquisition of Yahoo in 2017, where 
following Yahoo’s security breach dis-
closures, there was a USD 350 million 
acquisition price cut.

Cyber risks put M&A deals 
in jeopardy
There have been a number of challeng-
es and risks involved in various merg-
er and acquisition (M&A) deals over 
the years. While financial and cultural 
risks in an M&A process have always 
made headlines (and still exists), the 
most recent spike seen in present day 
is - Cybersecurity risks - one that deci-
sion makers must consider.

As Julie Cullivan, CTO and chief 
people officer, Forescout believes, 
“M&A activity can be a game-changing 
moment in a company’s history, but 
recent breaches shine the spotlight 
on cybersecurity issues and make 
one thing abundantly clear: you don’t 
just acquire a company, but you also 
acquire its cybersecurity posture and a 
potential Trojan horse.”

Here are some key takeaways of the 
study:
Less	time	to	review,	evaluate	deals:	
Proper cybersecurity evaluation takes 
time, but acquisitions often run on 
fast track, says the study. For instance, 
many deals face a race to get across the 
finish line. Only 36% of respondents 
strongly agree that their IT team is 
given adequate time to review a targets’ 
cybersecurity standards, processes 
and protocols before completing an 
acquisition. 
Cybersecurity	is	now	a	top	prior-
ity:	More focus on cybersecurity risk 
during M&A is need of the hour. And 
this is something 80% of business and 
IT decision makers interviewed have 
also agreed. Say, 65% respondents said 
that they are putting more focus on an 
acquisition target’s cybersecurity pos-
ture than in the past, highlighting that 
cybersecurity is a top priority.

IoT	and	human	error	put	organiza-
tions	at	risk:	When asked what makes 
organizations most at risk during the 
IT process, CIOs say, it is both human 
error and configuration weakness 
(51%) and connected devices (50%) that 
cause the jeopardy. According to most 
CIOs, services often get overlooked 
during integration (and after integra-
tion of a new acquisition) due to the 
rise unaccounted devices, including 
IoT and OT devices. Researchers sug-
gest, a company should not automati-
cally trust the hygiene of IT assets. It’s 
critical to have full visibility into all 
connected devices and determine 
whether they are patched, configured 
properly and free of malware.”
Prevalence	of	cybersecurity	issues:	
More than half (53%) of survey respon-
dents report their organization has 
encountered a critical cybersecurity 
issue or incident during an M&A deal 
that put the deal into jeopardy. Further 
demonstrating the potential conse-
quence of a security incident, undis-
closed data breaches have become a 

deal breaker for most companies. 73% 
of respondents agreed that a company 
with an undisclosed data breach is an 
immediate deal breaker in their com-
pany’s M&A strategy.
Internal	IT	teams	may	lack	the	skills	
to	conduct	cybersecurity	assess-
ments:	Among CIOs, only 37% strongly 
agree that their IT team has the skills 
necessary to conduct a cybersecurity 
assessment for an acquisition. Due to 
lack of resources, organizations must 
allocate outside resources to their cyber-
security assessments and/or may not be 
able to complete a robust assessment.

Cyber assessment 
becomes essential
At a glance, cyber is recognized by 
CIOs and business decision makers as 
something they need to pay attention 
to, because if they don’t, it could stop 
a deal in its tracks, or result in major 
financial losses or reputational dam-
ages down the road, cautions Cullivan. 
The CIO, she believes along with the 
board and other decision makers can 
play a role in smoothing this process.

In view of this, Cullivan believes that 
cyber assessments should be a major 
part of the acquisition evaluation. It is 
absolutely critical that the assessment 
of a target company’s cyber posture and 
the evaluation of potential vulnerabili-
ties start from the very beginning of the 
M&A process and continue through 
integration and post-integration.

“It’s important to remember that even 
if the initial evaluation does not find 
any significant cyber risks, the target 
company will continue to operate—
with current employees, customers, 
vendors and the connected world at 
large—throughout the M&A process. 
And, at any point, the target company’s 
assets and devices could become vul-
nerable,” she cautions, adding that 
apart from continuous training (on 
integration and IoT devices etc) and 
evaluation (on the cyber security strat-
egies), it can be very difficult to develop 
and maintain a comprehensive view of 
cyber risks. 

It is absolutely 
critical that the 
assessment 
of a target 
company’s 
cyber posture 
and the 
evaluation 
of potential 
vulnerabilities 
start from the 
very beginning 
of the M&A 
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How CIOs In 
Insurance Sector 
Can Create More 
Digital Customers

With increasing smartphone penetration and 
internet access, insurance companies – which have 
historically been a laggard – are adapting to the mod-
ern customer needs by adopting new technological 
changes. But recent research report by PwC shows 
that customers still rely on face-to-face interactions 
for better understanding of their insurance prod-
uct’s features and pricing. Also insurance adoption 

through apps is yet to pick steam in the country, 
unlike banking or retail where smartphone revolu-
tion is already underway in a big way.

According to the PwC-CII report, while this is a 
clear indication that insurance sector in India is yet to 
reach its digital maturity, the good news is, with tech-
nological advancement, CIOs can use this existing 
challenge to focus on enhancing customer experience 

W

Digital is reshaping insurance sector but only in 
pockets and this gives CIOs an opportunity to focus on 
enhancing customer experience through technological 
advancement
By CIO&Leader
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and create more digital-savvy insur-
ance customers.

Identifying the digital gap
The research shows that at present, 

55% of the respondents mentioned that 
they continue to prefer buying insur-
ance from agents and brokers. More-
over, the conversion rate from online 
modes stands at a mere 4%.

The digital revolution however is 
happening in certain pockets. For 
instance, the study shows that 39% 
of Indian customers prefer digital 
modes of communication on their 
existing policy. Despite the continued 
preference for agents and brokers, the 
findings do reveal that emerging tech-
nology (such as chatbots) has already 
started picking up as the customer’s 
first point of contact.

At the same time, 67% of customers 
prefer to leverage aggregators/online 
platforms which enable them to make 
calculated and informed decisions by 
comparing products. As Joydeep K 
Roy, Partner & Leader, Insurance & 
Allied Businesses, PwC India, states, 
“New technology gives rise to new 
capabilities and processes should be 
redesigned accordingly to reduce wast-
age and delight customers.”

He believes that insurance CIOs are 
well positioned to help business lead-
ers find opportunity amidst industry 
dynamics and offer better digital expe-
rience to their customers.

The challenge of human-
centric processes
However, the industry continues to 
face unique challenges with more 
customers relying on human-centric 
processes at various stages of the 
insurance life-cycle. For example, in 
the purchase stage, 57% of respondents 
said that there was a lack of under-
standing with respect to policy terms 
and features while purchasing an 
insurance policy. Policy terms are com-
plex and lengthy, which makes them 
difficult to comprehend. Additionally, 
23% of respondents also felt that there 

was a challenge with customer engage-
ment where irrelevant products were 
pushed to customers and there was an 
overall lack of trust.

Again, at the service and claim 
stages, out of all the challenges faced 
by customers, 47% are relationship-
related issues as interactions and pro-
cesses are not easy to deal with. Also, 
paperwork makes the process lengthy 
and complex. Further, 35% of the chal-
lenges are related to responsiveness 
during claim processing.

Finally, at the closure stage, custom-
ers deal with multiple representatives 
and have to explain the reasons for 
their action each time. This is a major 
inconvenience for customers. Approxi-
mately 45% of the challenges are of this 
type at the policy closure stage. Issues 
related to inadequately defined pro-
cesses for closure come next, with cus-
tomers finding processes lengthy and 
cumbersome due to the involvement 
of manual paperwork. Approximately 
18% of the issues are related to lack of 
transparency in charges imposed dur-
ing closure.

Bridging the gap
PwC researchers believe all these chal-
lenges can be bridged by leveraging 
emerging technologies. CIOs can capi-
talize on the latest technology trends to 
drive business in the future.

Abhijit Majumdar, Partner and Tech-
nology Strategy Leader, PwC India, 
in a recent discussion, states that the 
modern insurance customer prefers 
simple, customized and intuitive poli-
cies, an easy process and a simple and 
tangible cost breakup. He believes 
while CIOs and technology leaders 
in the insurance sector have begun to 
appreciate this preference and have 
put the customer at the center of prod-
uct design, there’s a long way to go.”

The sector continues to rely on people 
rather than technology and is compelled 
to go through a digital journey. “This 
shift in product design from product to 
human-centric design is a fundamental 
shift in the Indian insurance industry.”

 “Two of the biggest challenges that 
the industry is facing today are a 
higher cost of acquisition (due to fac-
tors, such as high cost of distribution 
models and marketing cost) and mis-
selling (due to lack of understanding, 
low awareness), which lead to people 
not fully understanding the product 
features and buying insurance just as a 
short-term investment” Anuj Mathur, 
MD and CEO, Canara HSBC OBC Life 
Insurance Co states.

He explains adding that the industry 
will have to work jointly to ensure that 
awareness about life insurance solu-
tions reaches across all segments of 
the population through consistent and 
regular communication with custom-
ers.” The PwC report focuses on five 
areas of technology enhancement to 
enhance customer experience:
1.	Robust	architecture	framework:	

For a dynamic environment, a 
flexible and robust architecture is 
required. Integration with the com-
ponents of the growing ecosystem 
and the capability to incorporate 
regulatory/business changes will be 
the key to stay ahead of competition, 
it says.

2.	Advanced	collaboration	tools:	
Customer executives need to be 
equipped with these tools to commu-
nicate easily and effectively within 
the organization. Usually, such tools 
include video, voice and chat facili-
ties along with document sharing.

3.	Unified	platform:	To deliver ser-
vice on a real-time basis, executives 
must have multi-system information 
available to them on a single plat-
form. Creation of such a unified plat-
form includes integration of various 
data systems and creation of data 
presentation models.

4.	Omni-channel	experience:	While 
insurers are focusing on multiple 
channels and platforms to engage 
customers and prospects, it becomes 
important to ensure that the qual-
ity across channels and platforms is 
maintained at the optimum level.

5.	Insight-driven	persona	building:	
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Analytics tools can be leveraged to 
drive insights from customer history 
and behavior. These tools may inte-
grate data from internal and external 
systems. Further, predictive analysis 
may help executives to identify cus-
tomers who are likely to default on 
payment or terminate the policy.

“Digital enablement is a journey; 
and while a few elements to build 
operational efficiency are already 
underway, such as, paperless transac-
tions, the leapfrog impact for insur-
ance businesses would be felt once 
internal approaches and processes 
are realigned to deliver simpler, more 
effective and targeted solutions,” says 
Kolla Suresh, Head - IT and OPS, Reli-
gare Health Insurance Co.

Challenges abound
Despite some of these technology 
progresses, the report observes CIOs 
in the insurance industry are facing a 
number of the challenges in adopting 
new technologies.
1.	Burden	of	legacy	ecosystem:	The 

burden of a legacy partner eco-
system is limiting progress. For 
example, researchers show a lack of 
an electronic health record reposi-
tory across the country makes the 
risk assessment process challenging. 

2.	Return	on	investment:	Setting 
up of infrastructure for emerging 
technology includes additional cost 
factors like specialized equipment, 
a connected ecosystem of sensors/
equipment, data digitization, ana-
lytics/AI/IoT software, and skilled 
manpower for running operations 
and security compliances. Consid-
ering the elevated cost of emerging 
technology, demonstrating return on 
investment over a period of time will 
be difficult for insurers.

3.	Consumer	adoption:	Although 
digital adoption is on the rise in India, 
but the study observes adoption of 
insurance-related technology will be 
a challenge. This may be attributed to 
the higher cost of fitness monitoring 
devices, home monitoring devices, 
telematics, etc. Moreover, building 
consumer trust in IoT will take time. 
Even simple things may take longer 
in insurance. As Ashish Mittal, Head 
of Digital Technology, Apollo Munich 
Health Insurance Co, mentions, 
“Social media is still not being used 
to its full potential and is primarily 
working just as a grievance redressal 
mechanism instead of a platform or 
source for getting more leads. On the 
initial construct of connecting people 
together, it has the potential to connect 

insurance availability with needs and 
create value for business.”

4.	Data	privacy	and	security:	
Increasing regulations related to 
customer personal data around the 
globe and in India will continue 
to pose additional challenges. The 
Insurance Regulatory Authority 
of India (IRDAI) has taken steps to 
make sure that insurers follow pru-
dent practices in managing risks and 
protecting customer data. Gangad-
har S J, Head - Technology at Digit 
Insurance, observes that recent data 
breaches in insurance companies 
demonstrate cyber security is one 
of the biggest concerns and area of 
focus for insurance CIOs.

 5.	Interoperability: The need for 
reliable platforms and robust proce-
dures will increase in tandem with 
the adoption of emerging technolo-
gies. “Technology providers, insur-
ers and regulators will have to devise 
and agree on various standards like 
data standards, hardware standards, 
security standards, installation 
practices, power management and 
protection standards, upgrades and 
fault diagnostics for interoperabil-
ity,” says Majumdar.

This journey is not only about 
technology but also about handling 
internal disruption and managing 
challenges like workforce complexity 
arising from the inclusion of robots 
and dynamic interactions across 
the insurance value chain. As Roy 
adds, “Merely adopting technology 
and automating processes will not 
eliminate inefficiencies. A change in 
approach is needed whereby technol-
ogy is viewed as a fundamental busi-
ness tool rather than an operational 
and process tool.”

“The natural inhibition in a regu-
lated industry can be dispensed with if 
organizations work with all stakehold-
ers, including regulators and the Gov-
ernment. In this context, the healthy 
interest regulators are showing in 
sandboxes bodes well for the industry,” 
he concludes. 
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Automation Is 
Becoming A C-Suite 
Priority
With automation, CIOs are seeing an increase in customer 
engagement and new revenue sourcing
By CIO&Leader

A As enterprises across industries are increasingly 
focusing on digital transformation, experts believe 
that automation of business processes has made con-
siderable headway and is clearly becoming a C-Suite 
priority. In fact, a number of recent reports bring out 
the fact that the impact of automation can be huge. 

C-suite sees gain in automation
A new study released this week by Robotic Process 
Automation (RPA) and AI software company, UiPath 
in collaboration with The Economist Intelligence 

Unit, found that over 90% of organizations already 
use technology to automate business processes.

The survey polled 500 senior executives of mid and 
large enterprise in eight countries including, Canada, 
France, Germany, India, Japan, Singapore, the UK 
and the US. It shows that 80% of respondents report 
that the C-Suite is driving automation initiatives for 
their business, with automation responsibility roll-
ing up to the CEO (22%), CTO (29%) and CIO (17%). 
Over 70% of C-suite respondents report that RPA 
and AI are a high or essential priority to meet their 
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strategic objectives, mainly because 
they expect it will make them more 
competitive.

While automation maturity is at 
its highest in the US, with over 60% 
of organizations making extensive 
use of automation, there are some 
interesting findings from India. The 
country shows the maximum level of 
enthusiasm about automation among 
CIOs and other senior executives. 84% 
believe RPA is a high or essential prior-
ity to meet strategic business objectives 
for Indian businesses as against the 
global average of 76%. Also 90% C-lev-
el executives expect their company’s 
financial results to improve as a result 
of automation, namely profitability, 
operating costs and revenue growth.

Sector wise, IT and manufactur-
ing have outpaced other industries in 
automating business processes. By 
contrast, government and public sector 
institutions have made the least head-
way among surveyed sectors. Of CIOs 
who have implemented automation, 
most have automated highly repetitive 
back-office functions.

“Automation of functions is most 
extensive in IT, operations and produc-
tion, customer service and finance. 
Typical candidates for automation in 
IT have been processes such as pass-
word management and the logging of 
service requests, while in operations, 
maintenance scheduling is frequently 
automated,” the study says.

Not without challenges
However, the C-level offices believe 
that automation comes not without its 
challenges. Like any new technology, 
there will be factors holding compa-
nies back from complete implementa-
tion. For automation, data privacy and 
security concerns top the list. This has 
been especially emphasized by CIOs 
of public companies and healthcare 
executives.

Executives also site deployment of 
technology, lack of relevant talent and 
skills, and employee resistance as bar-
riers for business-wide automation 

adoption. The skills gap is felt most 
acutely in Asia, particularly Japan, 
while change resistance is most promi-
nent in the UK. For those reasons, 42% 
of executives believe providing educa-
tion and re-skilling opportunities are 
very important to smooth implementa-
tion. Nonetheless, the EIU study con-
cludes that automation will accelerate 
human achievement and that 80% 
believes that automation is most effec-
tive when it complements humans, not 
replaces them.

A Gartner report released this week 
also shares similar ethos. The study 
finds the RPA market grew over 63% 
last year, enabling customers to bring a 
level of automation to legacy processes 
without having to rip and replace the 
legacy systems.

Fabrizio Biscotti, research vice presi-
dent at Gartner points out that com-
panies with large amounts of legacy 
infrastructure like banks, insurance 
companies, telcos and utilities are key 
driver for RPA projects. By using this 
technology, organizations can quickly 
accelerate their digital transformation 
initiatives, while unlocking the value 
associated with past technology invest-
ments,” said in a statement.

While experts are optimistic that 
automation technologies like artificial 
intelligence, machine learning, and 
robotics are already changing the 
enterprise landscape for the better, the 
old debate of humans versus robots 
comes up yet again when an Oxford 
Economics report this week demon-
strates that the integration of AI and 
robotics could take millions of jobs in 
the coming decades – and more so in 
developing economies.

The report reveals that the rise in 
automation will lead to a loss of about 
20 million manufacturing jobs global-
ly through 2030. It means around 8.5% 
of the global manufacturing workforce 
could be replaced by robots. Con-
versely, it tends to produce more new 
jobs than it automates them, in turn, 
it could also lead to income inequality, 
the report found.

However, automation led by AI and 
robots are the inevitable future. 

How CIOs can lead the way
In order to have a productive future, 
many experts suggest humans and 
robots need to work alongside each 
other. Robots need to do jobs that can 
be automated, and humans need to 
do the jobs that require a personal or 
creative touch. And it is here that CIO/
CTO can lead this technology changes.
	Place	value	on	people.	Recognize 

the range of skills required in the 
workforce to optimize the potential of 
technology and to grow the market. 
Potentially displaced workers could 
get re-trained to apply their skills else-
where. CIOs could potentially help in 
re-skilling to build on their existing 
skills and work in a different area.
	Communicate	with	C-suite.
Constant communication with the 

C-suite is essential. Do not hesitate to 
seek technological solutions to your 
business challenges. The CIO can put 
steps in place to mitigate the job dis-
placement and societal disruptions 
robots can create, and help the organi-
zation come up with a strategy on RPA, 
AI and other disruptive technologies.
	Innovate	continuously	to	solve	

business	problems.	CIOs must think 
and work in innovative ways to help 
the organization perform at its very 
best. It is important for CIOs to cre-
ate a data driven culture and figure 
out ways to harness the power of 
data for the good of the enterprise. 
For example, disruptive companies 
like Amazon, Uber and Airbnb thrive 
on using data to differentiate their 
products and services—and in many 
cases, have come up with entirely 
new revenue models.

Therefore, with C-suite prioritizing 
automation more than ever, the main 
takeaway for CIOs is to identify great-
er revenue opportunities, retrain and 
coach teams, enhance customer value 
and drive IT scale and optimization. 
This would help CIOs lead the way in 
the world of automation.
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