
Lecturer: Mostafa Jahangir (PhD)
www.mjahangir.ir

mjahangir@varastegan.ac.ir

vº· ÷wý Ăz

ć¹wÎ¤év ÿ ć½v¹v ÷ĀöÝ āºîÊýv¹

ĝċ#Dç#, ?L&Ì K *̸ûÌ Îě*ě®D
?#ÍĜÝě( ?L&Ì



What is digital 
transformation?



Leading Digital ( Digital Transformation)
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What is digital transformation?

Åis the use of new, fast and frequently changing digital
technology to solve problems.

ÅIt is about transforming processes that were non digital or
manual to digital processes.



Why digital transformation?

Åbecome a master rather than a victim of Digitization .

ÅDigital Masters use technology to increase profitability .



How to create digital transformation?

Åreinvent your industry

Åsubstitute products and services

Åcreate new digital businesses

Årethink your value propositions



What are digital 
technologies?



Social Media



Mobile computing



Data analysis



Machine learning



Cloud computing



Robotics 



Internet of things



3D-Printing



Transforming the 
customer experience





Why is the customer experience important?

ÅCustomer expectations have risen and keep rising

ÅDigital customers expect products, services and
information will be tailored and ready for them.

ÅTo serve them well you need to know how customers and
prospects interact with your products, services, channels,
employees, infrastructure and brand.



Why is the customer experience important?

ÅThey may look on the internet, then go to a store or call
you.

Å89% of consumers in 2011 stopped using a brand because
of bad experience, up from 68%in 2006.

ÅIn 2010, 50% of consumers shared their experiences with
a brand with others.



How to transform the customer experience?

Åwhere are the pain points for customers? How can you fix
the pain points?

ÅWhich part of interaction can be digitally enabled?

ÅPersonalization and tailoring of service & products



How to transform the customer experience?

ÅPut Customer data at the center

Åusing digital tools to learn more about customer behavior

Åplace high priority on data driven decision such as
customer transactions



Transforming the 
employee experience



Importance of transforming the employee experience

ÅEvery organization want to become more digital because
of all the benefits it provides for customers but forgets
about the employees experience.



Importance of transforming the employee experience

Åbig part of digital transformation is how you transform
your workforceνthe biggest asset most companies have.

ÅA successful digital transformation happens first with the
employees.

ÅEngaged employees lead to happier customers .



How to transform the employee experience?

ÅAutomation

Åthe digitization of processes, frees up people for the
things humans are good at



How to transform the employee experience?

ÅTelework (Remote work) :
ÅDigital technologies are unleashing people from where and when

they work.
ÅCOVID-19 has forced companies to create remote working

protocols .
ÅRecommendation for remote work in Google
ÅMake team meetings a priority
ÅRecognize your teammates : Be sure to send a message to a

colleague congratulating or thanking them
ÅSet team norms
ÅMake well-being a priority : getting up a comfortable office space to

physically separate your work and home life



How to transform the employee experience?

ÅFreelancing

ÅFreelancer (freelance worker) is a person who is self -
employed and not necessarily committed to a particular
employer long-term


