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“
Digital is not only
about technology

“
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Executive Summary
The world continues to change at an ever-increasing pace. This change is
driven mainly by technological advancements that enable a digital
landscape of automation, online products, and services. All of which are
designed to make our lives easier and push the world forward.
Keeping up with these new changes in technology and digital services is
necessary to compete in a changing market. Innovating by using the
latest technologies and forward-thinking is required to remain ahead of
the competition.
Neither of these is easy.
Change is required from a business perspective. Change is also
necessary from the human perspective. However, change is hard. But
history has shown that people and organizations are adaptable. They
can change. We will see the survival of the fittest applying to this new
digital environment.
In todayʼs complex world we are witnessing the survival of the lean, the
agile, the inventive, the curious, the bold, and the brave. Challenger
business models are evolving with the intent of becoming the fittest,
striving in, and capitalizing on, at times of great disruption.
One factor driving massive change globally in the workplace, at home,
and everywhere in-between is Covid-19. Everybody and every business
have been impacted, some more so than others. Businesses have had to
make changes and adapt to the disruptions caused by this global
pandemic.
Another factor driving massive change globally is digital transformation.
For a business to remain successful it needs to evolve with the times, add
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new products and services, respond to changing market and consumer
needs. The adoption of digital technologies is a starting point. However,
many businesses stop at adoption. The application of digital services to
bring about change is where transformation happens. Application of
digital services should bring about a transformation in one or more of
these areas:
• Process transformation
• Business model transformation
• Domain transformation (moving into a new business area)
• Organizational transformation
Achieving change through transformation requires a workforce with a
blend of skills and capabilities covering technical, business, and digital
domains.
The world has changed, the world continues changing and the world will
change again.
There is one big positive we can take from all of this. From times of
change comes opportunity, resilience, and growth in our personal lives,
our careers, and our businesses.

Mark OʼLoughlin
Managing Director
Cloud Credential Council
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Digital Knowledge Skills Gap
Whether it is accepted, or not, there remains a digital skills gap within organizations.
People lack digital knowledge, i.e. the context of digital services. How to configure
digital technology and services is more understood than what to use digital services for.
This digital knowledge and skills gap presents a barrier to achieving true digital
transformation. This barrier reduces the likelihood of achieving business transformation
through the use of digital services.
Many organizations are funding cloud and digital training and certification courses for
their staff. A lot of focus is placed on learning how to use, configure, manage and
update the vendor-specific cloud and digital services they use. Examples include Azure,
AWS, GCP, SaaS applications, and a host of other mid-tier cloud providers. While this is
a good approach, it only deals with understanding the technology from a technology
point of view. It only addresses the technological shortages in the cloud and digital
skills.
Against this backdrop, it was not surprising to find

85%

of respondents

believe there is a digital skills gap within their organization. This is a significant number.
The first digital skills gap is technical in nature.
Take a multi-cloud strategy as an example. Multi-cloud is a strategy that uses two or
more cloud platforms. These cloud platforms will most likely need to integrate and
operate together. This integration also applies when using one or more Software-as-aService (SaaS) applications.
Therefore, a single organization can use many different cloud and digital services. This
requires staff to be trained and educated on 1) how to use each different cloud / digital
service and 2) how to integrate and operate these different cloud / digital services in a
multi-cloud, multi-vendor, environment.

Digital Skills Knowledge Gap
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“We are now in a multi-cloud world. Organizations are choosing a public cloud
provider that is right for each application on a case-by-case basis. Traditional
organizations are now likely to have a mix of on-premises and two or three public
cloud offerings. Even more when you include Software-as-a-Service (SaaS)
applications.”
Bryan O’Connor - Principal Technologist at QA
The second digital skills gap is business in nature.
Consider these two questions
1. What do the non-technical staff and functions throughout the organization know
about cloud and digital services?
2. What do the technical (cloud) staff know about the business side of cloud and digital
services?
We examined if digital upskilling is part of the organizationʼs people development
strategy.
A very positive

78%

said yes, digital upskilling is part of their

organizationʼs development strategy. This is a very positive development.

Yet this drops down to

64%

who reported that their organization

actually supported them in upskilling throughout the year.
Nearly half of the respondents mentioned that digital upskilling is applied only to
certain areas or teams and is provided on an as-needs basis. For example, the emphasis
is placed on technological training provided to technical teams.
Excluding teams from receiving basic digital training likely create inequalities throughout
the organization. There is still a big divide when technologists talk to the business about
cloud and digital, and vice-versa.
There is a digital skills gap between the business and the technology. A lot of times this
is a hidden digital skills gap.
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Digital Transformation Reality Check
Digital technologies can be used very successfully to create new value for an
organization both internally and externally. A great benefit from cloud and software-asa-service (SaaS) is the ability to experiment quickly and cheaply. For example, develop
in the cloud, get a consumer-centric group to validate the development, and hand it over
to internal champions to sell the new application throughout the organization.
In addition, another clever approach is to figure out how to use the latest in digital
technologies to also solve old problems which still exist. In so many organizations this
still remains a missed opportunity.
In order to be successful, digital transformation has to lead to actual change. Change in
how we work. Change in the tools we use. Change in what we do. In my experience,
only twenty percent of digital transformation relates to software and digital
technologies. Thirty percent relates to processes. The remaining fifty percent relates to
people. Many leaders are still surprised by this.
To be successful, it is vital for an organization to understand what digital transformation
means specifically to them.
David Jones, CCC Talks Guest & CEO and Founder of Instinctive Solutions

”
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Status of Change
Another highlight we see is many organizations continue to define strategies to help
address cultural readiness and prepare for transformational change.
More recently there appears to be a common realization that culture dexterity and
emotional intelligence are key skills currently required by those going through digital
transformation.
This realization is very important. Organizations are accepting that they need the nontechnical skills required to bring about change and transformation throughout the
organization as well as all the technical skills to acquire and use digital technology and
services. Hopefully, we are beginning to see the balancing out of technical and digital
skills.
The top-ranked traits and competencies required by leaders are:

1

Cultural Dexterity

2

Learning Agility

3

Emotional Intelligence

Status of Change
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Cultural
Dexterity
Is an approach to adapt and
modernize organizational
culture. Key objectives aim to
retain talent, develop team
performance, collaboration

Learning Agility
Not knowing what to do but being able to
figure it out is at the core of what learning
agility is all about. This requires levels of
flexibility, adaptability, and resilience.
People grow from their mistakes by learning
from their mistakes.

and innovation and modernize

In his 1970 book, Future Shock, American

the organization to achieve

Author Alvin Toffler wrote that “The illiterate

more.

of the 21st century will not be those who

One of the main drivers of
cultural dexterity today is

cannot read and write, but those who cannot
learn, unlearn and relearn”.

digital transformation. For

What we continue to see is organizations

organizations to succeed with

require staff to have the ability to acquire

digital transformation they

skills quickly as opposed to having skills.

need to be successful with
developing cultural dexterity.
Cultural Dexterity combines
• cultural knowledge
• emotional intelligence
• interpersonal skills

The current wave of IT and Digital
technologies are changing at an
unprecedented rate and will continue to
change for the foreseeable future.
Therefore, the ability for an individual to
learn and acquire new skills and to expand
their digital capabilities as digital
technologies change and are introduced is
considered more important than what that
individual may have learned to do in the
past or what knowledge they had acquired
to date.

Status of Change
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The ability to acquire new skills

others leading to building trust and strong

quickly is not dependent on age.

relationships with those of different cultures

The older working cohort should be

and beliefs.

as capable as their younger
counterparts in having the ability to
acquire new skills.

“In digital transformation, we finally see
the urge and need to develop soft skills.
But there is a big problem with this,

Emotional
Intelligence

often encountered by engineers and
technicians. Soft skills tend to have a
negative image. Especially if you tell
learners to work on their empathy and

Emotional intelligence (EI) is most

emotional intelligence. It holds back

often defined as the ability to

learners to develop themselves as

perceive, use, understand, manage,

humans. Therefore, I rather talk about

and handle emotions. This includes

ʻhumanʼ skillsʼ instead of ʻsoft skillsʼ. A
more modern and inclusive way to reach

• self-awareness

out, donʼt you think?”

• self-control

Jurian Burgers - Owner-trainer &
Consultant at Cloud Service

• motivation

Management.

• empathy
• interpersonal skills
In the context of cultural dexterity,
emotional intelligence relates to the
individual identifying their cultural
preferences and their motivation to
learn about

Status of Change
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Generational Diversity in The Workplace
Today, organizations can have four, and even five, different generations in the
workplace. To be successful, we are going to have to understand the generational
differences between these cohorts. Leaders should adapt their organizations to benefit
from the strengths of each group while focusing on fostering diversity and inclusivity
throughout.
It is also important to identify how to develop multi-generational leadership capabilities,
roles, and career paths for Millennials and Gen Z in the organization.
As a first step, I recommend that leaders and management sit with them, ask questions
and listen. What Millennials and Gen Z share with you will challenge you personally, as
a leader and as a manager. It is also going to inspire major change within your
organization. Ask. Listen. Learn.
Raven Solomon, CCC Talks Guest & Founder Center for Next Generational Leadership
and Professional Development

”
Status of Change
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Shift to Online And E-Learning
In early 2020, a significant global change occurred. The mass migration to online and elearning happened. This move occurred swiftly due to the worldwide health crisis
brought about by the Covid-19 pandemic.
Learners had to adapt quickly to a new training and education environment.
Many learners have successfully completed their courses and achieved their
certifications and grades via online-only studies. This shows there are quality learning
courses and experiences available online.
Others have found the experience to be challenging, lonely, and adding to ʻzoomfatigueʼ. These experiences serve as opportunities for online and e-learning providers to
address.
Our analysis indicates that this significant change will see a continued increase in online
and e-learning training and education, with the traditional classroom and face-to-face
training pressure. However, there is always an opportunity for classroom-based training
providers to differentiate their offerings and add value to remain a viable option for
learners. In addition, there will always be a cohort of delegates who prefer to learn in a
group environment, sharing experiences and using the time to network.

Status of Change
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We asked Bryan OʼConnor (Principal Technologist at QA) two significant questions.
1. Post pandemic, will the need for group and classroom-based training and education
services return?
2. Will this seismic shift to online and e-learning training and education continue into the
future?
“A large cohort of learners will revert to face-to-face education, when possible, as it
is very familiar to them as opposed to their digital learning experiences.
I am now finding that learners wishing to pursue more of the IT management skills
and soft skills are more willing to return to the classroom. The reason is the
classroom facilitates conversations and group learning towards the goal of being
better leaders within the organization.
As for technical learning, I am seeing the move to virtual and live online training is
becoming more popular. This tends to be preferred for individual learning
scenarios. Interfacing with the technology can be done from anywhere with an
internet connection and reduces travel time and costs”

We examined learnersʼ experience with online learning:

20% responded somewhat ok.

30% rated their online
learning experience as
excellent.

50% said it was good

Status of Change

© Cloud Credential Council

Page 17

80%
59%

Overall,
online and e-learning.

of online learners have a positive experience with

We found that
of respondents increased their learning cadence
throughout the year. This is made possible due to the high availability and ease of use of
online learning experiences.

The top learning approaches adopted by organizations are:
1. Online learning (eLearning)
2. Blended learning
3. Open educational resources
4. E-textbooks

10% E-Textbooks
19% Open Educational Resources

21% Blended Learning
50% Online Learning

Status of Change
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Fundamental Change Facing The
Training and Education Industry
The shift to online and E-Learning has been remarkable. The speed of this shift is
phenomenal. This change has been felt by training providers across the globe. Some
have adjusted. Others not. Some are waiting for a return to normal.
When asked if the global pandemic has changed their delivery models, comments from
training providers include:
“Yes. Our digital transformation improvement curve is exponential! Transformation
is knocking on the doors of all business sectors, including the training industry. We
already have projects to exploit new and exciting areas.”
“Yes. We are a small business and have been home-based for well over five years.
Tech-support is already done remotely. The pandemic has pushed class delivery to
the online mode faster than anticipated. I was reluctant at first because I knew that
clients preferred the classroom approach. In the future, I will provide a combination
of both online and classroom.”
“No. We will revert to face-to-face education, when possible, it has proven more
effective than digital experiences”

•

Status of Change
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The viewpoint of training providers has split down the middle. While some training
providers saw a significant increase in delegates turning to online learning options,
others report they want to revert to classroom and face-to-face training as soon as
possible.
The success of reverting back to face-to-face environments will depend on a number of
considerations, including:
• Complying with local health and travel guidelines including hygiene requirements
• Assuming lockdowns will become a thing of the past
• Is there is sufficient demand (even enough demand for a smaller number of
deliveries)
• Changes in the behaviors of both delegates and learning purchasing managers
The essential consideration for any business is to be able to respond to changes,
recognize new needs, and adapt to changes in the environment.
Those waiting on a return to normal should consider this.

“Never in the history of man, have we ever gone back to the ways of the past
following a significant change or period of disruption.”
Peter HJ van Eĳk - CCC Expert Panel Member

Status of Change
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Enhancing University Education With Digital Services and Capabilities
It is clear that millennials and the Gen Z cohort are learning in a very different way than
previous generations. As university educators, if we simply transmit information, we are
not as competitive as the internet. Therefore, business schools and universities need to
innovate and adopt new approaches to the process of teaching and the manner in
which students learn.
Future managers need to learn about creativity and fostering the right culture in addition
to modern business principles. Learning how to leverage digital services for competitive
advantage is different to learning how to adopt digital technologies.
To address this, at NEOMA we are using the latest in digital technologies and services
in order to change and enhance both the teaching and learning experience. Our virtual
campus and virtual reality capabilities are now part of our blended learning experience.
We also had to look at culture change and adopting a disruption mindset in an
educational revolution.
Alain Goudey, CCC Talks Guest & Chief Digital Officer at NEOMA Business School,
France

”
Status of Change
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Is Digital Transformation
Transforming?

52%

of respondents believe that, within the next three years, some

part of their organization will have fundamentally changed the way it operates due to
the adoption of digital technologies and services. Many indicate that change is already
happening.

22%

are unsure with a further 22% saying they expect no change

accruing from the adoption of digital technologies and services. From this cohort, we
extracted the following comments.

“No. Rolling out digital applications without proper structures will not help in the
long run”
“ No, it is too soon. Our company culture is not mature enough”
“ No, due to complexity. Financial applications canʼt be automated with all the
scenarios we need to apply”

These comments echo a conversation from an episode of the CCC Talks podcast with
Dave Jones, Founder, and CEO of Instinctive Solutions and digital transformation
expert. Dave Jones stated that ”digitizing rubbish process, ends up with a rubbish
digital process”.

Status of Change
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Numerous analyst firms continue to report approximately

70%

of digital transformation projects fall short of their goals, with a high number of failures.
Some often cited reasons for organizations falling short of their digital goals include:
• Implementing new digital technologies onto older systems, expecting different
things
• Not having the right data
• Resistance to change – employees, managers, leaders, and customers
• Not defining what digital transformation actually means
• Lack of proper and needed skills
According to Ade McCormack, Founder of Disruption Readiness Institute, “A faster,
smarter, cheaper Titanic, at the end of the day, it's still a Titanic."
The same thinking applies to your processes, automation and business model, etc. Are
you speeding things up to achieve the same result or are you transforming to achieve a
new outcome?

Status of Change
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Rethinking The Traditional Business Model For The Digital Age
Many organizations are led to believe that digital transformation is digitalizing their
existing business processes. This might make their business faster, smarter, and cheaper
to run. Well, a faster, smarter, cheaper Titanic is still the Titanic. And we all know how
that story ended. Later on faster, smarter and cheaper ships could not compete with
technological developments in commercial and passenger air travel.
The way to look at it is that disruption is creating an unknowable future and new
scenarios. An unknowable future requires organizations to respond to these new
scenarios via innovation and change.
To be successful in the digital age organizations should be totally rethinking their
business processes and their overall business model. Organizations need to transition
from the operating model we have used for a few hundred years into a post-industrial
model for the digital age.
Individual workers should also look to evolve to remain valuable in the workplace. The
future of work and talent is being able to do something that an algorithm, robot or
artificial intelligence (AI) cannot do. That is, workers need to be creative and
innovative. This is the new definition of talent in the digital age. The good news is, as a
species, humans have the potential to be innovative and creative.
Ade McCormack, CCC Talks Guest & Founder of the Disruption Readiness Institute

”
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Hybrid Working vs The Great
Resignation
The global pandemic caused by Covid-19 led to a massive rise in home working and
working from non-office environments due to country-wide lockdowns. As lockdowns
eased remote working and office-based working blended into hybrid working.
If organizations are working through proper digital transformation initiatives, a rise in
the hybrid working model is to be expected.
However, with the effects of the pandemic declining,

75%

of

organizations report that hybrid working will remain the expected model. This is a
significant shift from the pre-pandemic analysis.
When Covid-19 hit organizations had no choice but to quickly enable remote working
wherever possible. Those who couldnʼt either continued in a reduced capacity or closed,
some temporary, others permanently. Cloud and digital services helped organizations
deploy remote working environments quickly. These actions were reactionary to the
pandemic. The focus was placed on how do we communicate and collaborate by using
digital tools but not on how do we communicate and collaborate effectively when
working remotely.
To be successful with the hybrid work model, organizations should consider the
following:
• Is there a clear organizational policy on the expectations from hybrid working?
• Do mechanisms exist to check if employees remain satisfied and motivated when
working remotely?
• What new ideas can be used to develop and support effective team building and
cohesion in hybrid teams?
• How do you support hybrid work from remote hub spaces where working from home
is not ergonomic, practical, or comfortable?
• How do you address the implications of hybrid working on matters such as
technology, employee wellbeing, inclusion, and facilities?

People Enablement
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As the impact of the global pandemic shows positive signs of receding, the great
resignation seems to be increasing.
The term the great resignation is coined by Professor Anthony Klotz. It represents a
current and widespread dissatisfaction with work practices and ways of working.
The experiences of lockdown and home/remote working have led employees to reevaluate the work they do and how they do it. A sudden return to commuting hours a
day to the workplace seems unpalatable to many. Employees are choosing to resign
from their current jobs to look for greater work/life satisfaction elsewhere.
The great resignation is certainly aided by the hybrid work model and the recent
adoption of remote communication and collaboration tools. But is it limited to the service
economy in affluent countries?

“Workers are leaving the workplace because the Covid-19 pandemic gave them
something they never had before – time to think. Companies are beginning to
realize that the model is changing, and now companies also work for their
employees, not just the other way around and the demand for flexibility will only
increase moving forward.”
Elaine Montilla – Founder 5xminority & VP/CIO.
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Change in Traditional Roles Held by
Employees
To remain competitive, organizations must continue to innovate, increase efficiencies and
reduce costs. In the past, advancements in machine technology improved innovation and
efficiencies while reducing costs over the long run, (e.g. employee costs –the removal of
wages, pensions, benefits).

53%

of organizations believe that the introduction of cloud and digital

technologies has led to the retirement of traditional roles held by employees.
The retirement of traditional roles due to new technological advancements is to be
expected. Today, cloud and digital services are helping organizations achieve the
above goals.

But what of the

47%

of organizations who have not seen any change?

Are they any less competitive, any less efficient, or any more expensive to run than their
counterparts? Maybe, maybe not. It could be too early to identify.
However, these organizations should look to measure one thing immediately. Have they
just acquired new cloud and digital services without any process, business model,
domain, or cultural transformation taking place? If the answer is yes, review what
benefits the organization is receiving from its investment in cloud and digital services.

“Digital Transformation is an opportunity for every IT team member to accelerate
their career by using their skillset to make an impact at the business layer. Every
stakeholder of an organization is today far more receptive and supportive of this
change. Get skilled. Leverage the opportunity and enhance business value through
your services.”
Rajiv K Dua - Independent IT Management Consultant & Trainer
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Leading Digital Transformation With People
Organizational success is a direct result of your employeeʼs engagement. While you
want people to be engaged, this something you cannot force. Your role is to create
an environment where your people can shine and want to engage.
However, you canʼt stop your companyʼs growth for the sake of your peopleʼs
uncomfortableness with change; and growth always means change. Change is a
constant and itʼs crucial for your people to get on board and to adapt to ensure your
companyʼs growth.
Some recommendations to create a safe environment for your people to want to
embrace change is:
• Be transparent. Involve your employees and let them know the plan for change
before change occurs. Ask for feedback, allow them to feel involved and set clear
expectations. Help people understand the journey ahead so they can adapt and
thrive.
• Provide people with the technology and tools needed to make the change fluidly.
• Provide ideal training and support needed to be successful. A confident staff
equals a successful organization.
• Understand that people learn differently. Provide different methods of learning to
employees as this will ensure a more successful change-roll-out than taking a onesize-fits-all approach.
• To develop and retain talent, organizations are going to need the right blend of
coaches, consultants, and trainers tailored to their specific needs. The crucial part
is to understand the different values each of these tools provide and how best to
utilize them to develop your staff.
Human-to-human communication and working together is in danger of becoming a
lost art. We should not lose sight of how important human interaction is for the
success of any organization, and any transformation initiatives.
Tina Frey Clements, CCC Talks Guest & Vice President at The Retail Performance
Company
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Upskilling Opportunities

64%

of respondents agree that their organization provides

opportunities for them to upskill within their current role or their department. This is
promising. We also expected this to score well especially during the increase in uptake
of learning during the pandemic.
During the various lockdown phases of the pandemic, classroom and face-to-face
training and education were rare to find, if at all.
Remote, online learning was de rigueur. Subscription-based learning platforms and
online options became very popular. There seems to have been a fall-off in remote-led
teacher-to-student training and education. Some common reasons cited for this include:
• Session not designed for remote delivery
• ʻZoom fatigueʼ – employees too tired from constant virtual meetings
• Delegate not comfortable with a remote learning experience
• Trainer/teacher/lecturer not used to a remote learning experience

We asked how quickly new learnings could be put to use.

52%

believe that learnings can be applied immediately or within 4 weeks. So straight away
or in a very short time post completion of a course. This suggests that half of the
learning experiences were designed well and achieved the objective of knowledge
transfer.

People Enablement
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We did not look to quantify this finding any deeper due to the ongoing disruption in
work practices experienced due to Covid-19. However, what will be worth examining
next year is:
• How effective is all of this training?
• How effective has the online learning experience been?
• Has online learning made a difference to organizations and individual learners?
• How much of online learning has been retained and applied in the work
environment.
We further looked at a popular and growing role and a function, namely Site Reliability
Engineer and Cloud Centre of Excellence.
Site Reliability Engineer

24%

of respondents have adopted Site Reliability Engineer (SRE) as a

formal role.

SRE is widely adopted at large web companies and many organizations operating at
scale. However, in our results, we see that, for those adopting the role of SRE, the size
of the organization does not matter.
Even smaller organizations are adopting SRE as a formal role in line with that of larger
organizations.
It could be that SRE adoption in larger organizations is slowing down as the role is well
established and smaller organizations are catching up.
Smaller organizations could also have realized the value SREs can deliver to
maintaining and improving digital services.

People Enablement
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Cloud Centre of Excellence
Cloud Centre of Excellence (CCOE) is positioned as an approach to enable good
practices which drive transformation from the cloud and digital services. It performs a
consultative role to the IT function and the organization regarding best practices and
governance for cloud and digital services.
Moreover, it is showing potential for growth with

41%

of respondents

citing they are adopting a cloud center of excellence. However, from discussions
separate from this survey, we see that many of these organizations have positioned the
CCOE as the operations center for managing cloud services. In these instances, the
CCOE is set up to perform daily tasks, administration, and operational activities.
In stark contrast, the major public cloud providers and various analyst firms position the
CCOE as the body responsible for establishing proper governance for the cloud.
Creating the right policies and even defining cloud strategy. The CCOE can be
responsible for helping the various departments in selecting the right cloud partner and
solutions, aligned to the governance model.
The CCOE should define the parameters for, and oversee the selection, development,
and operations of cloud services. Therefore, a CCOE is not defined as an operation
center to deal with the daily cloud activities of the organization.
While 41% cited they are adopting a CCOE, they need to evaluate how much their
CCOE is focused on governance and how much on operations. If the focus is more on
operations it is unlikely they will succeed with the concept of the CCOE. It is also likely
they will be less successful with their cloud and digital initiatives and transformation.
“Recently, I worked at the CCoE of the City of Amsterdam, to implement Modern
Service Management. This CCoE started during Covid in 2019 as a new entity,
isolated from the traditional IT departments. It was staffed with 50% external
temporary resources. This approach accelerated the realization of implementing
digital cloud-native services enormously. New blood, new ideas and new
approaches to traditional business challenges led to some beautiful implementations
of Big Data and data-driven organization.”
Jurian Burgers - Owner, trainer & consultant at Cloud Service Management.
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Who is Driving Digital
Transformation Projects And
Initiatives Within The Organization?
To be successful, a digital transformation project or initiative must be aligned to
corporate strategy and bring about some element of change to the organization or how
it does business. If not, no transformation has taken place. All that has happened is the
organization has acquired new technology. In this case, new digital technology.

We found that in

32%

of organizations the CIO is driving digital

transformation initiatives.

Somewhat surprisingly we see 39% state that the digital project team is responsible for
driving the digital initiative.
10% of organizations have a Chief Digital Officer (CDO) while 9% of organizations use
an external consultancy. The leftover 10% were spread between no teams or others.
The CIO needs to balance traditional goals with the digital ambitions of the
organization. Traditional goals include maintaining stability, reducing costs, and running
steady-state IT and business services. Digital ambitions include managing variable costs,
driving innovation (which needs to be funded), and fostering agile ways of working.
Is it likely that a digital transformation project driven by a digital project team will focus
on the delivery of another IT project at the expense of delivering change and
transformation? Is there too much focus on delivering technology and less focus on
achieving value and effecting change?
Organizations should evaluate if this applies to them and adjust the approach if
necessary.
“The biggest part of our digital transformation is changing the way we think.
Leadership must reinvent themselves first to reinvent the organization.”
Rajiv K Dua - Independent IT Management Consultant & Trainer

People Enablement
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The Importance of Humanities And Science For Artificial Intelligence
Are we heading into a world that separates humanities and science? Are we replacing
too much of the important human behaviors with more and more AI and algorithms? For
example, deep learning is the most successful branch of modern artificial intelligence
(AI) today.
For example, AI has successfully given us voice recognition, face recognition, and
consumer services built around these.
However, deep learning is not deep thinking. Deep thinking is what humans do and
machines donʼt do this too well. While a machine can play chess exceptionally well and
beat a world champion, a machine cannot go shopping or enjoy the shopping
experience like a human does. We need to bridge humanities and science when it
comes to AI, not separate the two.
When considering if AI is something your organization should consider asking the
following two questions.
• What is it that you cannot do today that you would like to do?
• Do you have an appropriate dataset to train the AI machine?
Then we can discuss how we do it and if AI is part of the solution.
Piero Scaruffi, CCC Talks Guest & AI-expert, University Lecturer, and Author

”
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Trends

Trends

© Cloud Credential Council

Page 35

Organizations Are Embracing Digital
Organizations are embracing digital, and leadership is creating the right structures and
incentives for it. A lot of organizations still need to implement the right system for
measuring performance towards digital readiness. Only

35%

disagreed

when asked if their organization had defined clear goals for working in a digital way. In
a future survey we aim to look into the qualitative nature of such goals.

Trends
We looked at a number of trends regarding the adoption of digital services.
Most Adopted

Cloud
Artificial Intelligence (AI)
Big Data

Strong Interest

Machine Learning (ML)
Internet of Things (IoT)

Least Adopted

Blockchain

Adoption of Digital Services In Next 12 Months
We also asked what digital services are likely to be introduced in the next 12 months.
Artificial Intelligence comes out as the top priority.

Trends

1

Artificial Intelligence (AI)

2

Cloud

3

Big Data

4

Machine Learning (ML)

5

Internet of Things (IoT)

6

Blockchain
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Benefits of Adopting Digital Services
Adopting any cloud or digital service should yield benefits to the organization.
Respondents listed
1) increasing customer satisfaction and
2) revenue generation as top of their list of benefits.
While last on the list is upskilling employees. Is this yet another cause for the digital skills
gaps identified earlier?
Employees who continue to upskill provide an important advantage to the organization.
They help the organization use the latest digital and cloud services and exploit them for
competitive advantage etc.
So, on one hand, we seem to have organizations adopting cloud and digital services.
However, they seem to be falling when it comes to upskilling their employees to take full
advantage of the cloud and digital services. This is a missed opportunity.

Trends

1

Increased customer satisfaction & revenue

2

Increased workplace productivity

3

New business and growth opportunities

4

Process optimization

5

Upskilling of employees
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Barriers to Adopting Digital Services
Change is difficult. Transformation is hard. Digital transformation can be tough. There
are a lot of enablers helping organizations to succeed with their digital transformation
initiatives. There are also challenges and barriers to be faced.
We wanted to find out in what order did this list of barriers, which prevent effective
digital transformation, rank for the most challenging to least challenging.

1

Lack of clear guidelines

2

Absence of business value proof

3

Fear of transforming existing norms

4

Security concerns

5

Absence of measurement

6

Absence of c-level sponsorship

7

Inadequate infrastructure

8

Misunderstanding social business

9

Lack of user support

10

Trends

Inadequate change management
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In times of intense change, people and organizations have to react appropriately.
Organizations need to think about what they need to do and how they will achieve their
goals. Best practices, standards, and guidelines all take time to develop. In the
meantime, organizations have to figure out initial guidelines appropriate to their
situation, needs, and goals.
If a lack of clear guidelines is a barrier in your organization, it is up to your
organization to fix that. Use current best practices, standards, and guidelines where
possible. Identify the gaps and work out mitigation steps.

Trends
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Who we Surveyed
This is our second Digital Skills Report, participation was by invitation and referral. To
include as wide a demographic as possible, we asked our global partners to participate
and refer the survey to their extensive network of clients, organizations and end-users.
In addition, we invited individuals from global organizations to provide their views.
We also analyzed the views, opinions and feedback which we received direct from CCC
classroom discussions and from our extensive pool of global training partners. This
feedback has been instrumental in the findings presented throughout this report.
We are pleased to see that every continent provided a significant number of responders
and feedback channels, making this a representative report.
Already planning for next yearsʼ report, We welcome you to get in touch with us and
register your interest to participate, sponsor and support our next global survey.

Job Level / Role in Organization

32% Middle Management

34% Executive /C-Level
9% Intermediate

Who We Surveyed

18% Senior Management

7% Entry Level
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of Organization
Organization
Type of
Non-for-profit
Non-for-profit
sector
5% Public Private
sector
Non-for-profit

Other
Other

donʼt
know
donʼt
know
1% Self-employed
donʼt know

1% Other
Other
Public sector (e.g. government)
Public sector (e.g. government)

collaboration
sector

public-private
public-private
8% collaboration
Public
Sector (e.g. govcollaboration
ernment)

84% Private Sector (e.g.
most businesses and)

Respondents by Industry
6% Government and Public Administration
31% Information Ser9% Finance and Insurance

vices and Data Processing

10% Information Industry

14% Software

14% College, University, and Adult Educa-

16% Other Education Industry

tion

Who We Surveyed
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Helpful
Resources

The CCC continues to provide a range of free
tools and resources for both individual IT
professionals and organizations to use
CCC tools are designed to be useful, practical, relevant and
easy to take. The free resources presented below are quick
and easy to complete, providing relevant and useful
information. We encourage all readers of this report to use
the free resources which we make publicly available online.

Helpful Resources
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Cloud Adoption Readiness Assessment
The Cloud Credential Council (CCC) teamed up with the Innovation Value Institute (IVI)
to develop a free to use cloud adoption readiness assessment.
Based on IVI cloud assessment capability and mapped to the CCCʼs Professional Cloud
Service Manager (PCSM) syllabus, the assessment will allow you to assess your
organizationʼs readiness to adopt cloud technologies and provide recommendations
around capability and competence improvements.

Cloud Readiness Scan
The CCC Cloud Readiness Scan assesses individuals readiness to work effectively with
cloud computing and cloud based services.
By answering just twenty-four short questions, the CCC Cloud Readiness Scan will
informs individual how they map against each of the twelve competence levels relevant
to professionals working with cloud.
Cloud Readiness Scan
Additional free resources from the CCC are available through our website.

CCC Talks
Digital transformation is no longer an option, itʼs a requirement. Separate the wheat
from the chaff and go straight to the source of knowledge and expertise. CCC Talks is
the series you need to get the views and experiences from the global experts shaping
todayʼs technology.

Helpful Resources
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Cloud Credential Council
The CCC is a leading provider of vendor-neutral certification
programs that empower IT and business professionals in their
digital transformation journey. The CCC has been supporting the
professional development of professionals since 2013, and has
delivered certifications in over 75 countries across all types of
industries and governmental agencies.
The CCC chooses to work in areas that are related to the massive transformation
organizations are undergoing to become digital leaders. The Internet of Things, Big
Data, Cloud and Blockchain are potential disruptors and can revolutionize the way
work is being done, change business models, and requires us to rethink what we do.
The CCC Portfolio includes foundation level programs on Cloud, AI, IoT, Big Data and
Blockchain, and Professional role-based certifications for Cloud. The CCC works with
over 200 registered training providers across the world to deliver in-class or virtual CCC
training programs. The CCC also engages directly with professionals who are looking
for self-study or online learning programs.

Contact us for more information:
info@cloudcredential.org
www.cloudcredential.org

