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DIGITALIZING CORE CAPABILITIES

The Digital Assessment
Imperative — An Actionable
Framework for Success




Nearly 90% of digital initiatives fail to meet their
original goals." Even when it’s a global enterprise
with a clear vision and heavy investment in state-
of the-art solutions. But why?

It's not because the tech didn’t work. Typically, it’s
because the transformation wasn’t grounded in a
deep understanding of where the business stood
to begin with — technologically, operationally,

and culturally — or how digital, cloud, and Al
capabilities should be applied, given that

context, to move the organization closer to its
overall objectives.

And yet, despite the risks, enterprises aren’t
standing still. Nearly 9 in 10 large organizations
have already begun their Al and digital journeys.?
They’re betting on smarter processes,
hyper-connected experiences, and enterprise
infrastructure designed for Al-first realities. All in
pursuit of the $15 trillion in economic value that
artificial intelligence is expected to contribute
globally by 2030.3

But without a solid digital foundation built on robust
core capabilities, these efforts risk collapsing under
their own weight. Poor planning and execution leads
to misaligned strategies, fragmented tech stacks,
strained teams, and a widening gap between promise
and performance.

That’s why having a structured digital assessment
and advisory framework is essential. Not only to bring
clarity to the complexity of large-scale transformation
efforts, but to align digital initiatives to business value,
setting the stage for continuous transformation and
scalable innovation.

The Role of Digital Assessment

Digital assessment is a structured evaluation
of an organization’s current digital maturity
across technology, processes, people, and
culture. It plays a critical role in successful
digital transformation by identifying gaps,
aligning stakeholders, and providing a

clear roadmap to ensure initiatives deliver
measurable business value.

This POV will outline a strategic framework for
digital assessment — one of the six essential steps
in digitalizing core capabilities. We will explore:

How enterprise leaders can turn digital
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assessment into an always-on engine to
drive measurable business outcomes
and results.

Why the most successful companies
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treat digital assessment as a continuous
practice, not a one-time project.

How to build a framework that connects
digital, cloud, and Al capabilities to real

s

business value.

By connecting the business imperative to a clear
digital assessment strategy, this framework provides
leaders with a roadmap to unlock the full potential
of their core capabilities and sustain a competitive
advantage in a fast-changing digital economy.

' 3 Stages of a Successful Digital Transformation

2 How top-performing companies approach digital transformation

3 Sizing the prize:What'’s the real value of Al for your business and how can you capitalise?
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The Consequences of Skipping
a Digital Maturity Assessment

Almost half (45%) of CEOs doubt their current trajectory will keep their
business viable beyond the next decade, leaving many enterprises
rushing to embrace new technology and drive digital initiatives.*
However, they’re doing so without first assessing whether their digital
foundations are ready.

Legacy systems, operational bottlenecks, security vulnerabilities,
fragmented data — these aren't just IT headaches. They're
interconnected roadblocks preventing enterprises from truly becoming
outcome-driven businesses that deliver results faster, more efficiently,
and with greater resilience. Each issue amplifies the next, creating
real-world consequences that ripple throughout enterprises trying to
modernize, often presenting in four ways.

4 Reinvention on the edge of tomorrow



https://www.pwc.com/gx/en/issues/c-suite-insights/ceo-survey.html

issue | Corporate Misalignment

#1 Digital Strategies Operating in Silos
Enterprises often have business units driving their own version of
transformation. Marketing may be building customer apps, IT is working on
infrastructure upgrades, and HR on automation tools. When departments

pursue digital, cloud, and Al initiatives in isolation, enterprises lose the
synergy needed for cross-functional transformation.

For example, if a large retail chain opens digital storefronts without building
the infrastructure for real-time sales and inventory updates, it can quickly
experience stockouts and break delivery promises to clients. This not only
alienates customers but also undermines the transformation effort.

.{,‘34} A robust digital assessment highlights such L\
ED:' misalignments early, bringing clarity to cross-functional
@ priorities and aligning digital investments with strategic
objectives.

Performance Woes
#2 | \When Migration Adds Complexity Rather Than Solving It

Cloud workloads are often seen as a silver bullet for efficiency. But,
rushing into cloud migration or new platforms without understanding
their interplay with legacy systems can lead to operational chaos. Not just
that, it can leave the enterprise open to performance issues, and security
vulnerabilities from misaligned cloud environments.

Without a thorough digital assessment, enterprises risk compounding
technical debt instead of eliminating it. For example, if a logistics company
migrated operations to the cloud without testing whether their legacy
tracking system can manage the workload. During peak hours, the system
may experience severe lags, causing delays and customer dissatisfaction.

e v
I{I\J'%} Understand where legacy systems derail migration %
H: ':D:' outcomes. Evaluate infrastructure compatibility and

system behavior under stress to minimize costs, risks,
and disruption.
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issue | Fear of the New

#3 Simply Deploying Tools Isn't Enough
Effective change management is the engine that powers successful
transformation. It guides people through change, builds buy-in, and turns

resistance into momentum. No new digital, cloud, or Al initiative can
succeed without it.

As part of this, leadership must own the transformation narrative from day
one and clearly communicate its role as a strategic priority, embedding it into
everyday behaviors and business priorities. This requires much more than
just surface-level training on new tools and processes. However, this is often
what’s provided. Training programs are hastily organized and fail to address
how new initiatives align with each employee’s role, responsibilities, and the
company’s wider goals.

For instance, if a hospital rolls out telehealth solutions but doesn’t train staff
on working with wearables or interacting with patients virtually, adoption

becomes patchy, and patients aren’t served well. Also, essential employees
may end up frustrated by radically changed workflows and choose to leave.

dh |ldentify workforce attitudes, skills gaps, and
i ED:I resistance to change. Unlock actionable

@ intelligence and navigate integration challenges.

A
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issue | An Increased Risk Model

#4 Security and Compliance Need Careful Assessment
Moving to the cloud, embracing Al, and leveraging intelligent automation all
contribute to an expanding attack surface. Al supply chain risks and failure

to proactively build modern governance models can result in significant
operational, legal, and reputational threats.

For example, consider a bank that implements an Al-powered customer-facing
chatbot without appropriate privilege and data protection protocols. Doing

so would leave it open to not only customer backlash, but risk of compliance
violations and fines.

@
-

I{'\J'ﬂ’ Digital assessment highlights gaps in the enterprise

':D:' security posture, complete with pre-emptive identification
@ of the governance models needed to maintain
compliance at scale.
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How to Undertake a Successful
Digital Maturity Assessment

Most enterprises treat digital assessment as a one-time event, akin to a
checkbox exercise completed at the start of a transformation initiative,
then forgotten. But in today’s business landscape, that approach is
dangerously outdated.

A true digital maturity assessment isn’t just a static report. It’s a living,
breathing framework that guides how an enterprise evolves. It shapes
decisions in the short, medium, and long term. It identifies where the
readiness gaps lie — across systems, processes, people, and data. And,
critically, it ensures that every transformation initiative is grounded in
business reality and aligned to enterprise goals.

Done right, a digital assessment becomes the north star for enterprise
transformation at scale. It maps current capabilities to future aspirations
and provides a clear-eyed path forward that adapts as your organization
grows, your tech stack evolves, and the market shifts.

This section lays out a proven, four-step approach to digital maturity

assessment, built not just for launch, but for lasting impact.
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Sutherland’s Digital
Maturity Assessment

Evaluate where your organization
stands across seven foundational
pillars of transformation —

from strategy and operations

to customer experience and
technology — and map each one
against five levels of maturity.

The result is a clear, actionable
snapshot of enterprise readiness:
what’s working, what’s missing,
and what needs to change to
scale digital transformation with
confidence.

Use the graphic on the right
to understand how your
company stacks up and

where to focus next.

LEVEL

PIONEERING

#5

OPTIMIZING

#4

INTERGRATING

#3

ENABLING

#2

INITIATING

#1

NOT STARTED

#0

STRATEGY

governance

and process
management

ORGANIZATION

Structure,
culture, training,
& knowledge
management

CUSTOMER

Customer
participation and
empowerment
digital customer
experience

VALUE CHAIN/
ECOSYSTEM

Partner
ecosystem
development and
sustenance

OPERATIONS

Digitised,
automated and
flexible operation

TECHNOLOGY INNOVATION

Effective technology More flexible and
planning, deployment, agile ways of working
integration and use that will form the
in support of digital basis for an effective

business digital business

o
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STEP Understanding the
#1 | Current State

Every successful transformation starts with self-awareness. Without a
clear-eyed view of where the enterprise stands today — technologically,
operationally, and culturally — future plans rest on shaky ground.

That’s where a rigorous baseline assessment comes in. It answers critical
questions: Are your systems truly cloud or Al-ready, or riddled with
legacy dependencies? Is your data clean, accessible, and integrated — or
fragmented and unreliable? Do your teams have the processes and tools
they need to act on insights in real time?

These aren’t just technical concerns — they’re transformation dealbreakers.

In fact, 85% of Al projects fail due to poor data quality, underscoring the
need to get foundational elements right from the start.®

A comprehensive digital maturity assessment should span three
core dimensions:

0 © Technology Infrastructure

Evaluate the readiness of your tech stack, cloud
architecture, application landscape, and security posture.
ldentify where legacy systems are holding you back and
where modernization will deliver new value.

Operations and Processes
Examine process efficiency, automation maturity, and

decision-making workflows. Can your organization
operate with the agility that Al, cloud, and digital
transformation demand?

<] Data and Al Readiness
@ Audit your data lifecycle — collection, quality,
governance, accessibility, and integration. If your data

&g
N

isn’t Al-ready, your ambitions will stall before they start.

This foundational assessment becomes your transformation reference
point. It helps identify friction, surface hidden risks, and prioritize quick
wins that build confidence across the organization.



Practical steps

Run a ruthless data audit to

e.xpo.s.e.qu.allty SIS R Uy A robust digital strategy is at the core of any effective
SR ES enterprise. Sutherland’s digital assessment and

advisory services can help you design and implement

Map your legacy system an outcome-driven transformation strategy that delivers

eI S S Gl ke s measurable results aligned to your business goals.

bottlenecks strangling efficiency.

Conduct performance audits, including a detailed
review of tech operations to identify the outdated
processes killing digital, cloud, and Al momentum.

Bake security into your digital DNA

\
—

ASRESREVEEN

from day one, not as an afterthought.

4 Digital Transformation Strategy for Global Enterprises
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STEP |dentifying the
#2 | Capability Gaps

Digital transformation rarely fails because of
a lack of ambition. It fails because enterprises
overlook the gaps that stand between
strategy and execution — in skills, processes,
technologies, and even mindset.

A capability gap analysis must go beyond
surface-level diagnostics. It begins by
evaluating the people and culture that
underpin transformation. This means looking
at workforce skills, leadership alignment, and
change readiness. Are employees prepared to
adopt new tools and adapt to new workflows?
Are leaders equipped to drive this shift with
clarity and conviction?

From there, it’s critical to examine processes
and productivity. Which workflows are
introducing friction? Where is duplication or
poor governance slowing things down? It's not
enough to digitize old ways of working. The
goal is to simplify and streamline.

Practical steps

ASREIREIEEY

Map how job roles will evolve
and identify where skills need to
be enhanced.

Conduct a thorough process review
to eliminate the bottlenecks choking
productivity.

Audit your tech stack and prioritize
modernizing the legacy systems
worth saving.

Embrace simplicity —
complexity is where good
initiatives go to die.

SWhy 85% Of Your Al Models May Fail

It's not enough to only digitize at the
edges. Successful transformation
requires fully integrated change, from
customer-facing functions to operational
processes. Sutherland’s insight and

design labs blend human expertise

with Al to help you reimagine customer
and employee experiences — and
forge the path between research and
implementation.

-
QQ\II”I
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STEP Defining the

#3 | Transformation Roadmap
Insights without execution won’t move the needle. That's where a
transformation roadmap comes in. It should translate assessment findings
into a prioritized action plan, mapping short-, medium-, and long-term goals to

specific business units, budget cycles, and regulatory considerations. It should
also forecast ROI, manage risk, and build consensus across the enterprise.

Here, flexibility is crucial. A good roadmap doesn’t just lay out a destination —
it anticipates detours and enables rapid course correction. Rather than a static
plan, the roadmap acts as a strategic guide that connects capability gaps to
business outcomes, with clearly sequenced initiatives and defined ownership.
It should evolve as business priorities shift, new capabilities emerge, and
market dynamics change.

Ultimately, this is about creating a living transformation model that aligns
technology investments with business ambition, and evolves as the
organization matures.

Practical steps

Set Pls that matter, connecting digital, cloud, and Al
initiatives to actual business value instead of vanity metrics.

Create a rollout strategy to phase, test, refine,
then scale initiatives with confidence.

Design cloud and data architecture that won't collapse under
real-world pressure, prioritizing cost, performance, security,
and scalability interoperability.

Break down the silos and forge true alignment
between IT, security, and business units.

v
v
v
v
v
-

Tackle culture head-on — resistance kills more
transformations than technical failures ever will.

New possibilities require breakthrough digital solutions.
Sutherland’s Digital Acceleration Center leverages customer

insights from more than three million daily interactions, blending
design thinking with a platform-led approach to cost-effectively
accelerate your digital transformation.
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rrincipLe | Collaborate on the Execution

#4 | Strategy, Monitor, and Iterate
Digital transformation isn’t a one-off project. It’s a continuous, adaptive
cycle. Success depends not just on execution, but on real-time visibility and
agility. That means having the tools and governance in place to monitor

what’s working, respond to what isn’t, and evolve your strategy as business
needs change.

A strong execution plan brings together delivery, monitoring, and
governance into an agile operational rhythm built on adaptive planning.

It ensures that every initiative has clear ownership and collaboration across
teams, defined success metrics, and a continuous feedback loop to
course-correct when needed — not six months later, but in the moment.

Real-time dashboards and KPI tracking provide the visibility needed to steer
transformation with precision and adapt quickly to emerging challenges.

Stakeholder and employee sentiment must also be monitored closely,
because adoption isn’t just about systems, it’'s about people. Sustaining
momentum requires cultural alignment and adoption. And that comes from
investing in change management practices: listening to the front lines,
identifying resistance, and responding quickly.

This is where transformation turns into traction.

Practical steps

v
v
v
v

Set up real-time performance dashboards,
to track impact, not just activity.

Create a shared ownership approach with clear roles,
shared KPIs, and empowerment at all levels to foster
co-ownership across teams and maintain momentum.

Establish ongoing, cross-functional reviews for adaptive
planning, decision-making, and course correction.

Monitor Al model health, accuracy, and fairness,

v

and adjust in response to drift or bias.

Collect and act on employee feedback to identify weak points and
reinforce cultural alignment. This will help embed the principles for
continuous change management, strengthening adoption.

Sutherland’s co-innovation and investment model is built

on mutual success. We win when you win, creating new
possibilities and transformative outcomes through advanced,
scalable capabilities that help you not just meet but exceed
customer expectations.
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CO“CI usion A strong advisory partner doesn’t just deliver a plan; they help you prioritize,
navigate change, and make the tough trade-offs that transformation demands.

They bring an outside-in view, industry benchmarks, and proven implementation
Digital transformation isn’t about chasing hype — it’s about making smarter 4 9 4 P P

.. : : : : patterns that accelerate decision-making and de-risk the journey.
decisions that reduce complexity, accelerate innovation, and build long-

term competitive edge. But success doesn’t come from technology alone. Sutherland offers comprehensive assessments tailored for digital, cloud, and Al
It starts with a clear-eyed understanding of where you are today, and a transformation, including deep IT and Al-readiness evaluations and application
strategy built to scale from there. and data modernization strategies. With security and compliance advisory that

: - : : works, and Al capability building that transforms business functions, Sutherland
A structured, continuous digital assessment gives you that foundation. It

is the perfect partner for your digital assessment.
aligns business and IT around shared goals. It helps you escape the “pilot P P y 9

trap” and scale with confidence. And it ensures every digital initiative

— whether it's cloud migration, process automation, or Al deployment —

drives measurable business outcomes.
Invest in a structured, continuous digital assessment and strategic

While a roadmap provides structure, it's strategic advisory that brings that advisory. It's the difference between digital stagnation and breakthrough
structure to life. Advisory services help enterprises translate assessment success. See how we can help ensure your digital foundation is strong
findings into real business impact, connecting the dots between people, agile, and outcome-led.

processes, and platforms.

Learn more

Artificial Intelligence. Automation. Cloud Engineering. Advanced Analytics. For Enterprises, these are key factors of success. For us, they’re our core expertise.

We work with global iconic brands. We bring them a unique value proposition through market-leading technologies and business process excellence. At the heart of it all is Digital Engineering — the foundation that powers rapid innovation and scalable business transformation.

We’ve created over 200 unique inventions under several patents across Al and other emerging technologies. Leveraging our advanced products and platforms, we drive digital transformation at scale, optimize critical business operations, reinvent experiences and pioneer new solutions,
all provided through a seamless “as-a-service” model.

For each company, we provide new keys for their businesses, the people they work with, and the customers they serve. With proven strategies and agile execution, we don’t just enable change — we engineer digital outcomes.
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digital outcomes. sutherlandglobal.com
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Looking for the full picture?

This POV explores one of six core capabilities that accelerate
enterprise transformation. While each plays a distinct role

- whether it’s aligning strategy, modernizing infrastructure,
assuring quality, or engineering data for intelligence - their
true impact comes from fuelling end-to-end transformation.
Explore the others to see how they fit together to deliver faster
innovation, greater agility, and measurable digital outcomes.

Download the Full Toolkit Here
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