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Definition 
 

The digital transformation mega trend is a top priority on corporate agendas. The delivery of digital 

transformational solutions coupled with corporate agility is fully supported by advisors and 

researchers concentrating upon future-oriented business models. The focus is on enabling 

businesses to efficiently address individual customer expectations and requirements, rapidly, with 

the minimum of enterprise unplanned cost, effort or disruption, thus increasing the corporation’s 

competitiveness. This requires companies to move to a digital transformational technology and 

process level as soon as possible and then strive for continuous change – both internally and 

externally. 

 

This study has therefore analyzed several solutions and services that help companies ensure 

integrated interaction with their customers (Customer Journey), support the lines of business in 

both a pre-planned and ad-hoc manner to help them master their daily challenges and relieve IT 

departments from infrastructure operations tasks, (Digital Enterprise Operations, PaaS, XaaS 

solutions). This happens in cooperation with the service providers, creating new content as required 

by the business and customers (Digital content creation and customization), while capturing 

customer feedback and usage patterns and streamlining social media and other such channels, to 

ensure continuous improvement to the overall services offered in an agile and flexible manner, 

which customers use and self-promote, (Continuous Delivery). 

 

Within this ISG Provider Lens (IPL) study on digital transformation we have projected the core 

disciplines of users’ digital transformation initiatives onto the provider landscape to analyse and 

evaluate all providers that are relevant within a specific region or geographical area. 

 

The ISG Provider LensTM study offers IT-decision makers: 

● Transparency of strengths and weaknesses of relevant providers 

● A differentiated positioning of providers by segments 

● Focus towards different markets including global, Pan America, USA, Germany, UK, Brazil and 

Australia 

 

Our study serves as an important decision-making basis for positioning, key relationships, and go-

to-market considerations. ISG Advisors and enterprise clients also leverage information from 

these reports in evaluating their current vendor relationships and potential new engagements.  
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Quadrant Research 

As part of the ISG Provider LensTM Quadrant Study, we are introducing the following 7 quadrants 

on Digital Business Transformation. 

 
 

Enabling the Digital Customer Journey 

A customer journey comprises the individual cycles experienced by clients before and during the 

decision-making process for buying or using a product or service as well as their product or 

service experience after having purchased the product/service. Digital technologies can be used to 

allow for a completely new customer experience. This category comprises agencies and service 

providers that have specialized in comprehensive portfolios of digital go-to-market/business 

strategies, brand communications, creative service, design and experience offerings and who 

understand but are not limited to their own underlying technology and solutions, ensuring an 

integrated strategy through to roadmap of the digital customer journey offering to the enterprise. 

 

IT vendors, strategy advisors and service providers such as IBM, Accenture and Deloitte continue 

to take over marketing agencies and are building up their internal competencies to strengthen 

their presence in the marketing departments, while marketing agencies are strongly enhancing 

their digital and IT technology competencies. 

 

Digital Enterprise Operations 

This segment covers the Digitization of the processes of a typical large-scale organization – using 

an ecosystem of components, tech platforms, processes and system integration and capable of 

either using PaaS, or in-house operations/data center or as-a-service (aaS) operations and main 

DC functions in a managed and integrated (end to end) manner. Includes DevOps tools and 

improvement to all operational and rapid provisioning process. 

 

Digital Enterprise operations providers help customers operate smart, IT-based infrastructures, 

platforms and networks that connect sales, service and partners across the whole value chain. 

This market segment combines traditional operational excellence, including highly sophisticated 
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technology, with managed services know-how and an in-depth understanding of customers’ 

business and industry-specific challenges. 

 

These implementations are often considered “initial” or “starter” steps in the journey from 

traditional or current operations, towards cloud-based operations which map onto the enterprise 

inspirational “Customer Journey” plans. They are in many cases considered initial iterations and 

replaceable by more customized/comprehensive PaaS and/or XaaS offerings as the enterprise 

becomes more mature in its aspirations and further along its strategic roadmap of the overall 

Digital Transformation process, tempered by business and customer feedback, usage patterns 

and new requirements based on this initial operating offering. 

 

Digital Transformation Platforms (PaaS) 

This segment lists and grades all the PaaS multi-tenant platform solutions, integrated together and 

offered to enterprise by System Integrators (and potentially vendors acting in a SI role), with a 

focus upon those with a high degree of automation that are ready to use “out of the box” (pre-

build) and those which need customization by the SI (and partners) but which are designed for 

ease of customer tailoring/modification (open/modular/customizable). Data center managed 

service or IaaS or hybrid cloud management is optional, as a client may have another provider for 

infrastructure management. Cloud computing is the foundation and the philosophy behind these 

platforms that can be enhanced and refined based on an expansive partner ecosystem. 

 

Solutions may consist of a technological mix, including hybrids, of in-house developments and 

best-of-breed solutions by leading product and platform-as-a-service providers and are embedded 

in web platforms and cloud marketplaces which provide networking effects and integrate and 

distribute the platform provider’s as well as third-party products or services. 

 

Many systems integrators are established players in this segment. Reasons for this include prior 

histories of being involved with integration of technological advances of cloud management and 

orchestration and event processing services, coupled with their ecosystems of internal and 

partner offerings and adaptation capabilities. 

 

Digital Transformation Services (aaS) 

This segment evaluates and grades “cloud first” aaS service providers that are focused upon Digital 

Transformation with “out of the box” solutions or easy to customize solutions (open/modular) 

specific for enterprise needs. The Provider can manage the solution/service end to end if required. 

This may be individually focused part areas of the entire DT enterprise service chain (e.g. CRM or 

Mobile apps/IoT integration, microservice/API integration and provision, ERP, etc) or may be 

complete solutions based upon the overall design and transformational roadmap for the 

enterprise, as delivered by strategic planning. 

 

Solutions may consist of a technological mix, including hybrids, of in-house developments and 

best-of-breed solutions by leading product and platform-as-a-service providers and are embedded 

in web platforms and cloud marketplaces which provide networking effects and integrate and 

distribute the platform provider’s as well as third-party products or services. 
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Many service providers are established players in this segment. Reasons for this include prior 

histories of being involved with the supply of and integration of services and solutions to 

enterprises, including within the cloud management and orchestration and event processing 

service areas, coupled with their ecosystems of internal and partner offerings and adaptation 

capabilities. 

 

Digital Product Creation and Customization 

This segment covers the creation of new Digital products from ground up for enterprise, as new 

service components for the enterprise business, or adaptation of existing but outmoded service 

components. These developments and customizations may be offered as a Service but fall short of 

the full “Continuous Delivery” paradigm. Monetization of these products should be built in and 

part of the development process. Some examples of Digital Transformational products include 

application accelerators, mobile end-user browse and buy, hotspot marketing, try before 

buying/demo subscriptions, digital mirroring/simulation of trying a product with stats and 

customer acceptance feedback, etc. 

 

Higher speed of innovation regarding the usage of digital transformational products and methods 

to translate information into revenues is based on lean, flexible and customer-centric business 

processes, with highly mapped and inclusive agile development supporting this. The current 

mantra focused on “information excellence” urges enterprises to scrutinize and improve all of 

their processes related to the creation of products and services. Major challenges for companies 

include functionality and processes to evaluate and support ideas within the context of current 

digitalization trends. 

 

Digital Continuous Delivery, -Increasing Enterprise Agility 

Digital Continuous Delivery gives organizations the ability to develop and deliver high-quality 

software faster and more efficiently than ever before and allows the use of PODS, Innovation Labs 

and direct feedback from end users and customers, often captured automatically via usage 

pattern analytics, to increase the relevance of software being released into the market as well as 

to shape new specific products and micro services. Continuous development and innovation 

providers may be in-house to an enterprise, jointly in-house and partner with external companies 

or may be offered as a service to the enterprise, with only a management and authorisation 

function remaining in-house. 

 

Providers of this set of services must be able to offer all of the benefits and practices of companies 

from within the Digital Product Creation and Customization space, (as described in the preceding 

segment), but also offer a workplace or shared workspace experience for collaboration. Under this 

environment, crowdsourcing employees or user groups develop new products and services 

designed for new digital experiences. The providers have tools to support product ideation and 

prototypes testing such as: collaboration tools, virtual reality labs, IoT platforms for prototyping, 

telepresence tor remote team collaboration, design thinking, A/B tests, and methodology experts 

to facilitate product creation. Prototypes can be created and tested very fast utilizing the agile 

methods previously described in the preceding segment. Providers that compete in this market 
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can engage 'by project,' or as a continuous 'permanent innovation lab,' or can share revenues 

from product monetization. 

 

Blockchain 

This is a vast and highly disruptive area (potentially). Although commonly associated with 

Bitcoin/cryptocurrencies, blockchain technology has many other applications. Bitcoin is merely the 

first and most well-known uses. In fact, Bitcoin is only one of about seven hundred applications 

that use the blockchain operating system today. One example of the evolution and broad 

application of blockchain, beyond digital currency, is the development of the Ethereum public 

blockchain, which is providing a way to execute peer to peer contracts. Simplistically, a blockchain 

is a type of distributed ledger or decentralized database that keeps continuously updated digital 

records of who owns what, with a network of replicated databases, synchronized via the internet 

and visible to anyone within the network. Blockchain networks can be private with restricted 

membership like an intranet, or public. When a digital transaction is carried out, it is grouped 

together in a cryptographically protected block with other transactions that have occurred in the 

last 10 minutes and sent out to the entire network. 

 

Blockchain’s decentralized, open and cryptographic nature allow people to trust each other and 

transact peer to peer, making the need for intermediaries obsolete. This also brings 

unprecedented security benefits. Hacking attacks that commonly impact large centralized 

intermediaries like banks would be virtually impossible to pull off on the blockchain, (every block 

ever made on a subject, across entire internet or network would have to be overwritten, plus 

backups). 

 

In this segment we examine Blockchain as a Service providers. 
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Schedule 

The research phase is between June and September 2018 during which survey, evaluation, 

analysis and validation will take place. Selected results will be presented to the media in 

November 2018. 

 

We will roll out the survey on an online platform called Qualtrics. The invites will be sent with links 

to fill in the responses and submit. 
 
 

Milestones Beginning End 

Launch May, 2018  

Survey (questionnaire) July 5, 2018 August 9, 2018 

Sneak previews October 8, 2018  

Content provisioning November 22, 2018  

Press release November 29, 2018  
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Oliver Nickels 

Regional Analyst, Senior Advisor 
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Wolfgang Heinhaus 
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Jan-Niklas Hombach 

Global Project Manager 
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Do you need any information? 
 

If you have any questions, please do not hesitate to contact us at isglens@isgone.com. 
 

mailto:isglens@isgone.com
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About ISG 

ISG (Information Services Group) (Nasdaq: III) is a leading global technology research and advisory firm. A 

trusted business partner to more than 700 clients, including 75 of the top 100 enterprises in the world, ISG 

is committed to helping corporations, public sector organizations, and service and technology providers 

achieve operational excellence and faster growth. The firm specializes in digital transformation services, 

including automation, cloud and data analytics; sourcing advisory; managed governance and risk services; 

network carrier services; technology strategy and operations design; change management; market 

intelligence and technology research and analysis. Founded in 2006, and based in Stamford, Conn., ISG 

employs more than 1,300 professionals operating in more than 20 countries—a global team known for its 

innovative thinking, market influence, deep industry and technology expertise, and world-class research and 

analytical capabilities based on the industry’s most comprehensive marketplace data. 


