
 

 This whitepaper describes the external and internal factors 

that force companies to continuously change in order to meet 

customer expectations, and how this impacts their businesses.  

By Michel van Herwijnen, August 2016 

 

CHANGES AHEAD 

THE CONNECTED ENTERPRISE 
 

Conquer the digital revolution 

Companies are facing huge challenges to adopt the 

requirements of the digital generation. If they are not able to 

increase their power to change, one thing will definitely 

change: they will not survive the digital revolution.  

 

There is nothing 

permanent, except 

change 

 Facing the digital generation 

 

“The customer relationship will 

become fully digital. The 

difference between offline and 

online will soon vaporize.” 

 

“The digitalization of the 

customer relationship happens 

quickly. Most companies with an 

analogue background are 

running behind. Their future is 

uncertain.” 

 

“Shortly a digital customer 

relationship will be standard. 

Whoever doesn’t make this 

transition happen, will cease to 

exist.” 

 
When Digital Becomes Human, 

Steven Van Belleghem.  

Online business is growing very fast. 

Customers are looking for their best deal 

and are used to have a company’s product 

and/or service delivered on a very short 

notice. Is your business able to respond to 

the changing attitude of this digital 

generation?  

 

Although the financial crisis is behind us, the 

growth of the economy is still brittle. Besides 

this uncertainty, companies need to attract 

new customers to facilitate their growth. 

However, the financial crisis forced 

companies to adopt a lean strategy. 

Meaning most of the companies were 

implementing standard IT systems in an 

operational excellence modus. But what did 

those companies do to improve customer 

relations? 

  

Customer’s and consumer’s loyalty to a 

company or brand is declining. They choose 

the supplier that serves their needs the best 

on that particular moment and will not 

hesitate to go to a competitor. Even if they 

have been loyal customers for many years. 
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1. Are you connected? 
To respond to the customers’ needs, companies have to be able to reach them in 

the right place at the right time with the right services and/or products. But is their 

IT-landscape able to support this agility against acceptable costs and within an 

acceptable time frame? Many ICT related strategic issues lay beneath the surface 

of this question. 

 

95% opportunities that can make you better than anyone else 

“Over the last 25 years, companies have been focused on leveraging maybe 5% 

of the information available to them… In order to compete well, companies are 

looking to dip into the rest of the 95% that can make them better than anyone 

else.” 

    

1.1. Answer your customer’s needs 

Do you know your customer, his/her behaviour? Are you able to recommend the 

right service and products? Are you maximizing your knowledge about your 

customers in order to improve conversion rates?  

 

The huge amount of data (still growing extremely fast) gives companies an 

opportunity to use this as a competitive advantage. All kind of devices used by 

customers are providing lots of data (‘Big Data’). Using this data for predictive 

analytics initiatives, changes the requirements how to use and manage data. 

 

The following model shows the changing requirements with regards to data use 

and management in the near future:  
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1.2 Reach your customers via modern media 

Does your company have an online strategy? Is your company’s management 

familiar with the advantages of cloud and mobile computing, and how social 

media can impact your business? 

 

Building a customer relationship is valuable, but always brittle. Social media is fast 

and merciless. But once you have a clear idea how to use the modern media, it 

becomes an asset that improves businesses.  

  

Knowing the sentiments and behaviour of your 

customers and incorporating this information in 

your daily operations, makes your business more 

sustainable and more responsive to customer 

needs. 

 

A lot of corporate firewalls have kept smart 

employees in and smart markets out. It's going to 

cause real pain to tear those walls down. But the 

result will be a new kind of conversation. And it will be the most exciting 

conversation business has ever engaged in (‘The clue train manifesto’). 

 

1.3 Right services/products 

Incorporating an online channel in your product strategy is a necessity. Using self-

service mechanisms and adopting IoT (Internet of Things) concepts will open new 

channels and can accelerate your business. Ever thought of leasing a washing 

machine from an utilities supplier and only pay per usage via your monthly utilities 

bill? Or what about a fastlane track in rush hour, in public transportation, based on 

which you are directed to the first free seat as published on your mobile? 

 

Lots of information coming from devices can 

be combined into new products and services. 

ICT systems need to be prepared to leverage 

from big amounts of data and turn data into 

business value.      

  

1.4 IT landscape capabilities  

Is the companies IT-landscape a home-grown landscape, or is it well designed 

from an architectural point of view? Most of 

the ICT landscapes I’ve seen have grown from 

the traditional functional application domains 

(silos), towards the more service oriented 

environments facilitated with SOA and/or BPM 

capabilities. In average you can say that 

adding 20% more flexibility in this landscape 

will add 80% more complexity to this. Most of 

the time there is a lack of oversight and 

governance on the existing landscape. 
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1.5 Resume 

The IT environment is changing dramatically from application centric to (big) data 

centric. Incorporating social media forces a change of mind set and will be part of 

a company’s daily operations. IoT and Big Data are key drivers for new products 

and services. In conjunction with a decreasing time to market, an agile and 

flexible ICT landscape becomes crucial.  

  

2. How to become a connected enterprise 

 

2.1 Adopt to continuously changing business environment 

It is important to clearly overthink what kind of strategy you can adopt in order to 

achieve business agility. From an integration perspective we are already familiar 

with the use of a multi layered environment servicing the different paces of 

changes (i.e. user interface/portal, BPM, ESB, applications, data). This approach 

however, is more a technology approach. Still valid, but needs a more precise 

implementation in area’s that can benefit from this approach. To identify this we 

have to look at a higher abstraction level to our ICT landscape in terms of the 

ability to support business change. I therefore advocate the pace-layered strategy 

as defined by Gartner – an acceptance of continuous change as the ‘new 

normal’ is key to improving business performance today. A methodology for 

categorizing, selecting, managing and governing applications, to support business 

change, differentiation and innovation. 

 

This model clearly depicts the need for a differentiated approach in vision and 

strategy to support business changes. Before I go in more detail why the business 

could benefit using this model, I will explain the different layers a bit more. 
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Systems of Record: Run your business 

Systems of Record — Established packaged applications or legacy home-grown 

systems that support core transaction processing and manage the organization's 

critical master data. The rate of change is low, because the processes are well-

established, common to most organizations, and often subject to regulatory 

requirements. 

Systems of Differentiation: Grow your business 

Systems of Differentiation — Applications that enable unique company processes 

or industry-specific capabilities. They have a medium lifecycle (one to three years), 

but need to be reconfigured frequently to accommodate changing business 

practices or customer requirements. 

Systems of Innovation: Build your business 

Systems of Innovation — New applications that are built on an ad hoc basis to 

address new business requirements or opportunities. These are typically short 

lifecycle projects (zero to 12 months) using departmental or outside resources and 

consumer-grade technologies.  

 

This pace-layered model clearly depicts the problem of having a single strategy for 

selecting, deploying and managing applications. 

 

Competing goals 

Development teams receive requests from the business function for quick-to-

deploy apps that can be used to target a specific commercial opportunity. The IT 

organization on the other hand, typically works towards a strategic goal 

standardizing on a limited set of comprehensive application suites in order to 

minimize integration issues, maximize security, and reduce IT costs. 

 

These competing goals often lead to strategic misalignment. One of the traditional 

gaps between business and IT. Many companies still have a single strategy for 

selecting, deploying and managing applications. They may have had 

methodologies for classifying applications by value or technological viability, but 

they did not recognize that applications are fundamentally different based on 

how they are used by the organization.  

 

Gartner promotes the idea of using pace-layers to build a business application 

strategy that delivers a faster response and a better ROI, without sacrificing 

integration, integrity, and/or governance. These layers correspond to the notion of 

business leaders having common ideas, different ideas, and new ideas. The same 

application may be classified differently in one company than in another, based 

on its usage and relationship to the business model. We expect to see applications 

move among layers as they mature, or as the business process shifts from 

experimental to well-established to industry standard. 

  

One of the keys to using pace-layering is to take a more granular approach to 

thinking about applications. Organizations are accustomed to using common, 

three-letter acronym application categories (such as ERP and CRM) but, when 

classifying applications in pace-layers, they must be broken down into individual 

processes or functions.  
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Competing goals (cont.) 

An example: Financial accounting, order entry, and collaborative demand 

planning are often part of a single ERP package, but are separate application 

modules that belong in three different layers in the Pace-Layered Application 

Strategy.  

 

Gartner stated in a press statement: "This approach should also be used to classify 

individually packaged or custom-developed applications. It is important to 

determine whether they support a common requirement, a unique business 

methodology, or an innovative new business process. This allows the organization 

to apply the appropriate governance, funding, and data models, based on the 

characteristics of each application." To have a strategy for this the application 

landscape must be designed to deal with a continuously changing business 

environment and different paces of change. No single size fits all. 

 

Adopting this strategy also means different governance and project execution 

models. Implementing a common system requirement is different from 

implementing a unique business process or an new innovative application.   

 

Implementing a paced-layered strategy 

Implementing the pace-layered strategy can be best executed via the bi-model IT 

philosophy from Gartner. This is a logical extension on the pace-layered strategy. 

The next model gives an idea of the two strategies of execution, where clearly the 

difference is listed between how to implement the paced-layered strategy. 

 

 
 

Systems of Record = Benefit from Mode 1 

Systems of Differentiation = Could benefit from both modes  

(depending on business) 

Systems of Innovation = Could benefit the most from Mode 2 
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3. Suggestions 

To end this whitepaper, consider to the following suggestions: 

 

 Move away from monolithic application strategies and categorize current 

and planned applications by layer (categorized by the pace of change). 

 

 Software and technology choices (integrated suites, best-in-class, etc.) must 

fit the pace-layers and the corresponding agility characteristics. The ability 

to adapt the application easily over time must be a crucial design 

constraint. 

 

 Provide a process to consider individual business activities rather than 

application categories. Encourage a dialogue between business and IT 

leaders about which activities are (or should be) truly differentiating. 

Change drivers need to be understood clearly. 

 

 Different requirements can apply towards different layers and information 

systems. 

 

 Different layers require a set of connective technologies to facilitate the 

interoperability of within and between layers. This is captured in the 

principles of service orientation (including API-management) and 

interoperability. 

 

 

 

   

SynTouch. Always on top. 

Efficient processes require integration. Integration requires specialists: 

specialists with extensive experience and intensive knowledge, always 

keeping the customer’s interest in mind. Specialist operating at the 

highest level, without losing track of the smallest details. That’s 

SynTouch. Always on top. 

 

The SynTouch team consists of experienced, professional and 

customer-focused consultants. Architects, business consultants, 

designers and developers, but also integration consultants and support 

engineers. All of them qualified and driven professionals, helping your 

company with the implementation and execution of new solutions, 

growing your business. They are serving amongst others ING, Spir-it, 

Vodafone, Essent and DSM. 

 

SynTouch connects your business processes with smart IT-solutions 

based on proven platforms and methods, like TIBCO, Oracle, 

SoftwareAG, WSO2 (Open Source), Pega en Analytics. 

 

 


