Rethink your
path ahead
Prioritize actions that
matter to your business

Rethink your path ahead

Find your path to future ready
The path ahead won’t be linear. You need to ready your business for whatever comes next.

According to the Center for Information Systems
Research at MIT Sloan School of Management (MIT
CISR), organizations need to balance investments in
operational effectiveness and customer-facing/new
business model innovations to become Future Ready.
MIT CISR finds these top-performing organizations
record net margins 19.3 percentage points higher than
their industry average.

The Business Case for Becoming Future Ready
Transformed

Integrated Experience
• Customer gets an (simulated)

integrated experience despite
complex operations
• Strong design and UX
• Rich mobile experience including
purchasing products

-1.0

Silos and Spaghetti
Traditional

Navigating your path forward

The graphic below describes “traditional” and digitally “transformed” states. The destination is a Future Ready
organization (top right quadrant), which innovates to engage and delight customers while simultaneously reducing
costs by leveraging a well-designed operational backbone.

Customer Experience
Increasing NPS

What we buy, how we live and the way we work
are changing rapidly, and forever. The resilience of
organizations is being tested like never before. We’re
in a period of cost containment, but we also need
to reconfigure and reinvent how we do business to
emerge stronger from this disruption. To define your
roadmap and guide your path forward, you need to
identify and prioritize actions that will both improve
operational efficiency and engage existing and new
customer segments.

• Product driven

• Complex landscape of
processes, systems and data
• Perform via heroics

Future Ready
• Both innovative and low cost

•
•
•
•

Great customer experience
Modular and agile
Data is a strategic asset
Ecosystems ready

Industrialized

-7.9

• Plug and play products/services
• Service enabled ‘crown jewels’
• One best way to do each key task
• Single source of truth

Traditional

19.3

1.8

Transformed
Operational Efficiency
Improving operating margin

-

Percentage points above or below
industry average net margin

Source: MIT CISR, Becoming Future Ready with innovation: Practical guidance to help you renew in Avanade webinar, 24 June 2020
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Choose your path

•

•

•

Transformed

Pathway 1: Prioritizes improvements in
operational efficiency and industrialization before
shifting focus to customer-facing initiatives and
new business models.
Pathway 2: Prioritizes new customers and
revenues before shifting focus to the operational
improvements necessary to scale and reduce the
cost-to-sell.
Pathway 3: Alternates focus on improving the
customer experience and operations, which
requires careful coordination and management to
avoid stress on employees from regular shifts in
focus.
Pathway 4: Creates a new digital business entity,
but later integration with the parent company
becomes a challenge.

The Four Pathways to Future Ready
Integrated Experience

Future Ready

4

2

3

Silos and Spaghetti

1

Industrialized

21.2

Traditional

•

The COVID-19 pandemic has affected every industry, organization and person. Doubtless, the trajectory of
your business has changed due to the global disruption, so how can you assess the right path to Future Ready
for your organization?

Customer Experience
Increasing customer focus

MIT CISR research shows that
large, established organizations
become Future Ready by
following one of four pathways:

Months before
measurable results

Traditional

Transformed

Operational Efficiency
Increasing automation, standardization, reuse, and productivity
Note: Pathway lines are based on a series of informal interviews (conducted between 2015 and 2017) on digital transformation with senior executives globally. The lines
were confirmed via the MIT CISR 2017 Pathways to Digital Business Transformation survey (N=400). Explosions represent significant organizational changes.
Source: MIT CISR, Becoming Future Ready with innovation: Practical guidance to help you renew in Avanade webinar, 24 June 2020
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Rethink your path forward
To become Future Ready, you need to be disciplined about balancing
investments in operational efficiency with innovations that will engage
existing and new customer segments.
We recommend our clients focus on five priorities spanning both dimensions:
Cost Containment
and Optimization

Talent
Agility

The Resilient
Core

Customer Care
and Operations

Products
and Services

Immediately reduce
operational costs,
moving to a flexible
cost base and
freeing up capital to
accelerate growth.

Empower your
employees to respond
to external changes
efficiently and nimbly,
whilst evolving to an
optimal balance of
staff, third parties, and
automation.

Protect the core
operations of your
business and build a
resilient and scalable
operation that is fit for
a flexible future.

Continue to be able to
support the changing
needs of your
customers and create
the capability to
support new channels
to market over time.

Rapidly respond to
changes that affect
your product portfolio
to minimize disruptions
and anticipate how
products and services
will evolve in the near
and longer term. 
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Avanade has identified 10 strategic
levers to address the five priorities
Our customizable Pathfinder assessment
benchmarks your organization’s capabilities
across up to 47 areas of focus, enabling you
to quickly and effectively identify strengths
and gaps in your organization.
Blending Avanade’s cross-industry insights and deep technical expertise
with the resources of Microsoft, Accenture and MIT CISR, we translate
these findings into a detailed, actionable roadmap of change for your
organization that includes:
•
•
•
•
•
•

Assessment of the maturity of your organization’s capabilities
against the market and your specific goals
Actionable insights based on emerging market and
technology innovation
Recommended actions to drive quick wins and prioritize investments
Analysis of cross-functional perspectives from key stakeholders
in your business
Easy-to-understand visualizations of hotspots and priorities by
detailed topic level and by strategic lever
Partner services recommendations to help you accelerate change

Data
Centricity

Financial
Health and Viability

Strategic
Alignment

Strategic
Levers

Cost Containment
and Optimization

Products
and Services

Process
Compliance
and Automation

Supply Chain
Effectiveness

Customer Care
and Operations

Client
Priorities

Talent
Agility

Digital Presence
and Brand

Future Digital
Workforce
The Resilient Core

Partners
and Alliances

Technology
and Security

Operating
Model

5

Rethink your path ahead

Let us help you prioritize what matters

Areas of focus

Lever

As your organization moves through the Respond, Reset and Renew phases, your five priorities will shift. This summary of the different
dimensions of each priority will guide your path and help you assess where you’re at on your disruption recovery journey:

Financial Health
and Viability

Process
Compliance and
Automation

Future Digital
Workforce

Partners and
Alliances

Operating
Model

Technology
and Security

Digital Presence
and Brand

Supply Chain
Effectiveness

Strategic
Alignment

Data
Centricity

Operational Cost
Efficiency

Policies

Talent
effectiveness

Servicing remote
clients, partners
and employees

People, Partners,
skills and
capabilities

Responsive
Infrastructure

Customer
Experience and
Personalised
Experiences

Supply chain
durability

Customer and
Market Relevance

Proactive
Analytics and
business Insight

Portfolio
Management

Training

Wellbeing and
safety

Partner strategy
alignment

Process maturity,
clarity and
adherence

IT Security

Omni-channel
Engagement

Supply Chain
Flexibility and
dynamic reconfiguration

Ability to realign
business strategy

Data Governance
and Control

Taxation and
incentive regimes

Process Efficiency
and Automation

Leadership skills
and behaviours

Eco-system
management

Governance and
effective decision
making

Application
Portfolio
Relevance

Content
management

Speed to market

Employee
Experience (EX)

Data Driven
Product
and Service
development

Investment
Management and
Capital Planning

Regulatory and
Compliance
Management

Use of 3rd parties
and elastic
resourcing

Industry
optimised
functional
organisation

Responsive
Enterprise
Architecture

Data driven
customer
communication

Customer
Experience (CX)

AI and Machine
Learning
Exploitation

Suitability of
facilities and
workplace
experience

Technology and
Business Change
Capability

Self-Service and
Fulfilment

New Product
and Services
Roadmap

Automation and
digitisation

Managing Legacy

Financial Control
and monitoring

10 strategic levers | 47 areas of potential focus

Risk

Innovation
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Invest without regrets
A clear vision and agility to rapidly test, learn and adapt
throughout this global disruption will separate the
winners from the losers. Avanade’s Pathfinder assessment
will help you avoid responding in ways you’ll regret or
missing a market opportunity.
Contact us for a Pathfinder pre-assessment today.

North America
Seattle
Phone +1 206 239 5600
America@avanade.com

South America
Sao Paulo
AvanadeBrasil@avanade.com

Asia-Paciﬁc
Australia
Phone +61 2 9005 5900
AsiaPac@avanade.com

Europe
London
Phone +44 0 20 7025 1000
Europe@avanade.com

About Avanade
Avanade is the leading provider of innovative digital and cloud services, business solutions and design-led experiences on the Microsoft ecosystem. With 38,000
professionals in 25 countries, we are the power behind the Accenture Microsoft Business Group, helping companies to engage customers, empower employees,
optimize operations and transform products, leveraging the Microsoft platform. Majority owned by Accenture, Avanade was founded in 2000 by Accenture LLP and
Microsoft Corporation. Learn more at www.avanade.com.
© 2020 Avanade Inc. All rights reserved. The Avanade name and logo are registered trademarks in the U.S. and other countries. Other brand and product names are
trademarks of their respective owners.
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