The Visionary CIO
Realize the Value of Your Digital Transformation
and Digital Employee Experience

Introduction
Digital transformation isn’t a new
initiative, and organizations have been
steadily increasing their investments
in digital technology for years.
According to IDC, spending on digital
transformation technologies is expected
to reach $1.18 trillion in 2019, up 17.8%
from 20181.
Chief Information Officers (CIOs) have undertaken
the digital transformation efforts within their
organizations, shifting their focus from IT tickets to
digital strategies that affect the business in its entirety.
However, despite the increasing momentum around
transformation efforts, including having a leader
drive the efforts, according to McKinsey, only 16% of
digital transformations have enabled organizations
to achieve long-term improvements2.
Within this white paper, two potential causes for the
lack of organizational digital transformation success
will be discussed. One, various business units within
the organization approach digital transformation
with their own strategies, creating imbalance
throughout the organization. Two, traditionally,
organizations have focused nearly all of their digital
transformation initiatives on the customer and
improving the customer experience and little on
the employees and the employee experience. While
these two issues at face value may seem isolated, in
reality, they both contrive the same problem - the
humans within the organization have become an
afterthought.
In the hope of becoming more efficient and
streamlined, organizations invested in digitizing
many processes that were previously done manually.
However, in reality, while these new ways of getting
work done have empowered employees to work on
high-value endeavors, they have also introduced
a new challenge wherein the technologies have
become the obstacle themselves. Employees are now

interacting with a large number of apps and quickly
become overwhelmed, affecting engagement and
productivity, and are being left behind.
Employees are in fact one of the most impactful
components in the success or failure of any
digital transformation program. In order for the
organization to realize that employees have become
a prominent figure in digital transformation efforts,
three things must happen.
First, organizations must gain visibility and align
their numerous business units and departments
on their digital transformation objectives and
strategies.
Second, the term employee experience is too
vague to highlight everything that an employee
encounters within an organization. The digital
aspect of the employee experience therefore
must break away and become its own pillar within
organizations and be recognized as its own crucial
part of digital transformation success.
And third, a leader must come forward to
orchestrate and own the digital transformation
space, including the alignment between business
units, the digital employee experience and HR
leadership, within the organization as it shifts from
any external-facing operation to an organizationwide initiative.
Chief Information Officers (CIOs) are the most
ideally suited executives with the know-how
to understand the broader vision and own
the digital transformation strategy and the
digital employee experience within their
organizations. Even more so, to own is one thing
but to transform is another. In this white paper we
are proposing that the CIO must transform their
role and secure their seat at the executive table by
owning digital transformation and digital employee
experience. By laying claim to these two pillars, the
visionary CIO will align the key stakeholders across
the organization in order to provide data-driven
and strategic insights to the CEO.

The Making of a Visionary CIO
The role of the CIO is evolving. Traditionally, the
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a strong impact on the business’ bottom line and ROI.
The strategic CIO role is built on the belief that the

To do this, CIOs need to focus on aligning business

CIO can build transformative digital strategies in order

units across the organization and focus on the digital

to ensure that the organization will keep pace with

employee experience of their workers.

technological change.

Traditional vs.
Transformational CIOs
Aligned with IT and Operations vs. Aligned
with Executive Team, IT, and Marketing
Use Automation to improve productivity and
self-service vs. Lead the organization’s digital
transformation strategy
Oversee Cyber Security and business
continuity vs. Ensure employees are aligned
with the digital transformation
Optimize the organization’s overall usage
of software vs. Use automation to improve
productivity and self-service
Reduce or control costs related to IT
vs. Articulate the values of IT spend
and digital adoption

Lack of Visibility in the Digital Transformation Era
Visibility is a superpower in today’s

these business units. Different departments need

competitive digital environment.

to work seamlessly together in order to complete

However, organizations not only lack the
ability to survey their digital ecosystem,
but define data-driven business goals

tasks, but with different departments using
different platforms and systems, this becomes
complicated.

beyond it, like productivity, efficiency,

While each business unit created their own digital

experience and identify potential

strategy, the truth of the matter is that most
business departments across the organization

bottlenecks.

share the same digital transformation goals. And

Within the digital transformation era, business
units took it upon themselves to find answers that
serve their own individual digital challenges. This
happened for two reasons. One, in order to keep
pace with technological change and to keep a
competitive edge, each business unit bought and
implemented their own technological tools in order
to work efficiently at scale. Two, with the explosion
of cloud, SaaS and best of breed mentality, business
units became empowered to no longer restrict
themselves to one IT source. In the end, creating
their own digital strategies allowed for business
units to purchase and implement specific platforms
to improve their work. And yet, because business
units each hold just one piece of the organizational
pie, this creates both gaps and overlaps between

yet, because there is no technological alignment
across

the

business

units

and

departments, maintaining a seamless workflow and
data integrity is difficult. Two departments within
an organization may have implemented different
productivity tools and different measurement
tools, in addition to the multiple platforms and
systems that are role-specific that they utilize to
complete their work. At any time, each employee
within a department can range between 114 to
145 different platforms. Additionally, organizations
have to take into account the cultural differences
and the digital dexterity of employees that is
contributing to the utilization of digital tools. When
different departments within the organization work
in silos, the employees become an afterthought.
Organizations must shift their focus to the
employee

experience,

specifically

the

digital

employee experience.
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Creating the Digital Employee Experience Entity
We have established that employees are one of the
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most important pieces of digital transformation.

user experience is not enough, for it really doesn’t

However,
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fix all aspects of the digital employee experience.

transformation era, experiences have been mostly

Additionally, internally the standard approach
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to revenue. As a part of this, organizations have
continually worked on reimagining digital offerings

The digital employee experience therefore must be

that are smooth and frictionless for their consumers.

taken out from under the employee experience veil

However, the concern with customers have left the
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other humans in the business equation, employees,

within organizations. To understand the potential

and their digital usage overlooked. The ideal

influence that digital employee experience holds, it

employee experience, especially in terms of digital

is beneficial to take a step back and comprehend

assets, continues to evade many companies.

customer experience and its impact on the

This is not to say that organizations have ignored
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measure customer experience by calculating the
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all-encompassing term, however, has actually given-

their customer’s emotional experience, and their

way to the digital experience being left behind. But

technological experience, i.e. adoption. Therefore, an

even when organizations consider the relationship

organization that provides a smooth and frictionless

between digital and employees, it is treated as an

digital interface that is effortlessly adopted and

easily fixed afterthought, or even something that

maneuvered is construed as successful in their

they shouldn’t have to fix themselves. Expecting SaaS

digital transformation efforts.

What to Expect from a Leading Digital Employee Experience
Improved Adoption - Organizations must provide employees with the ability to use digital tools as they are
intended and with the full range of capabilities. The level of digital adoption in organizations not only determines
how successful the digital transformation efforts will be, but it also has a direct influence on the overall employee
experience.
Increased Employee Productivity and Efficiency - Organizations must ensure employees are successful in their
digital usage. This increases productivity, guarantees employee engagement, and instills an environment that can
overcome change and help scale any business to ensure a successful digital transformation.
Minimized Shadow IT - Organizations use software to secure employees with a good experience and instill
confidence. When employees can complete a process in a quick and effective manner, they no longer feel the need
to search for freewares and other unapproved tools that will make their day-to-day tasks less torturous.

Determining a successful employee experience in the
same manner, calculating the sum of all interactions
Employee
Experience

with internal-facing assets and combining the
emotional experience and technological experience,
proves that employees are suffering in their digital

Digital
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experience. Just as customer experience is seen as
a complete suite, the digital employee experience
must

receive

equal

treatment.

The

modern
Customer
Experience

employee is required to work on a broad range of
software. Everything from collaboration tools, project
management, analytics, and reporting might be
conducted on a separate platform. On top of that,
employees are tasked with using the HCM, ERP, CRM,
and other core platforms with maximum efficiency.

differentiation between employee experience and

When organizations do not fulfill their employees’

digital employee experience may seem minute. But

digital needs, with proper onboarding, onscreen

in reality, their differing domains within organizations

guidance and adequate in-app support, businesses

hold formidable influence on an organizations’

can expect that their employee’s digital experience to

success in digital transformation.

suffer.
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experience
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empowering employee engagement using digital

entity can no longer be treated as the counterpart

assets directly relates to the business’ bottom line.

and equivalent to customer experience within

In fact, employee experience and digital employee

organizations. Considering digital is permeating every

experience produce a metric that is the internal-

facet of work, we can’t ignore the impact of enterprise

facing equivalent of customer experience. In a

technology and must therefore separate the digital,

sense, the amalgamation of customer experience,

human-to-technology interaction, from the human-

employee

to-human interaction of employee experience. The

experience are the Yin and Yang of business growth.
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The Visionary CIO - Setting Up for Success
Within most organizations, improving the employee

with handling the digital employee experience.

experience and improving employees human-to-

However, the digital employee experience is

human relationships within the workplace is tasked

measured by analyzing user interactions with all

to the Chief Human Resources Officer (CHRO). The

software used across the organization. As the most

digital employee experience, likewise, has a very

tech-savvy executive within the organization, it only

similar goal of improving relationships, albeit between

makes sense that the CIO take ownership over the

employees and the tools provided by the workplace

technical aspect of the employee journey.

to allow them to do their job in the most efficient and
productive manner. Unlike the employee experience,

Likewise, because CIOs have been tasked with leading

however, who owns the digital employee experience

the digital transformation efforts, they are the only

within the workplace is still being debated.

member of the C-Suite that can technologically align
the different business units, and thus have a real

Due to the similarities between employee experience

impact on employees and make an organizational

and

digital transformation initiative.

the

digital

employee

experience,
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organizations would think that HR should be tasked

Orchestrate the Transformation and Secure a
Seat at the Leadership Table
Owning and understanding the digital employee experience alongside the digital transformation
initiatives will make the CIO the only executive in the organization that can offer insights,
provide solutions and align the business units; creating a metric that is considered by CEOs as
critical to the success of a digital transformation.
The visionary CIO is leading the digital transformation efforts and owning the digital employee
experience within the organization. Tasked with these two initiatives, the visionary CIO can be
the navigator for the organization in the digital transformation and disruption era.
That being said, visionary CIOs needs to equip themselves with tools and partnerships that
will get the organization digitally ahead. CIOs should see this as a unique opportunity to step
in and assert their capacity to envision and drive business strategy better than all the other
counterparts.

“IT leaders, CIOs specifically, need to stop being so passive.
I view the role of IT, the role of the CIO as being frankly one
of the most important, if not the most important role at the
leadership table today. Because company CIOs that can’t
understand how to use technology to change their business
models are going to find themselves somewhat out of jobs.”
- Jeff Immelt, CEO, GE

Visibility Into Employee Digital Usage
To improve the digital employee experience, or even just understand the current digital
employee experience paradigm, CIOs need visibility. As a result of organizations continuously
implementing new technology, employees are bounced from one software to the next. This
is because business processes are not platform specific and run cross-application, meaning
users are taken from one application to the next in order to complete a business process.
According to a survey conducted by WalkMe in 2019, 45.8% of respondents cited that the
biggest barriers to integrating advanced digital capabilities was due to complex digital business
processes.
Without knowing how software within the organization are being used and without taking the
necessary actions to optimize usage in order to get to the desired outcome, it is difficult if not
impossible to determine software ROI and more importantly, ensure digital transformation
success. Without visibility, digital transformation, then, effectively becomes a guessing game.

Work Together with the CHRO
When it comes to capitalizing on new opportunities, CEOs claim it is important to boost
innovation, improve human capital, and broaden digital capabilities6. In fact, 77% of business
chiefs cite the unavailability of key employee skills as one of the biggest threats to business7,
and one of the top reasons why digital transformations are failing.
CHROs are tasked with filling the skill gap, and because of the critical function that employees
play in business performance, they want to bring strategic solutions to retain and nurture
employees in their organization. On one hand, understanding digital strategies and developing
a workforce plan that improves the digital employee experience is not necessarily within their
CHRO business acumen. On the other hand, CIOs duties do not focus on personnel and
understanding organizational culture and the workplace. For the CHRO and the CIO, this creates
an opportunity to elevate each other by creating a mutual benefit relationship in which CHROs
can offer valuable insights from their teams’ conversations and feedback from employees about
what could be improved on the technological side.

“Plan with your CHRO to reinvent talent
management to be more analytics-driven and
employee-centric in support of organizational
adaptability goals. Modernize human capital
management (HCM) systems and unlock data to
enable personalized experiences, microlearning
and just-in-time knowledge sharing.”
- Gartner, 2019 CEO Survey:
CIOs Should Partner With CHROs to Bridge the Digital Talent Management Leadership Gap

Additionally, with the HR in charge of onboarding, CIOs and CHROs have the opportunity to
cooperate and build programs that are beneficial from both the HR and IT aspects. Working
together to build the onboarding, training, and upskilling programs for employees can now
become aligned with the overall digital transformation strategy.
The visionary CIO needs a CHRO that would work as an expert partner and facilitate workforce
planning to ensure that employees will have the talent and skills needed not only today but five
years in the future. A CIO and CHRO partnership will drive digital transformation and instill an
innovative culture throughout the organization.

The Visionary CIO
Digital transformation is well underway, but
most organizations are still missing the leader
they need to help transform their business.
The CIO is the perfect candidate to lead,
but no ordinary CIO will work. Organizations
need a visionary CIO.
What turns a CIO into a visionary CIO is their
desire to not only own digital transformation
but to drive digital transformation strategy
to bring substantial decisions that have a
strong impact on the business’ bottom line.
The visionary CIO has his eyes open to the
digital usage of employees, and tasks himself
willingly with improving the digital employee
experience. And furthermore, the visionary
CIO utilizes tools and the relationships
around him to gain the visibility he needs
to bring to his CEO data-driven strategies
that can bring about real change within the
organization.

Orchestrate the Tech-Human
Connection
Own Digital Employee Experience
Innovate & Influence
Business Strategy
Customer Experience
Lead Digital Transformation

Cyber Security
Manage IT Costs
Operational Efficiency
Risk & Compliance

About WalkMe
WalkMe pioneered the Digital Adoption Platform to bridge the gap between human ability and
technological potential, because technology should adapt to users rather than users adapt to
technology.
WalkMe’s Digital Adoption Platform is an overlay on top of any enterprise system that makes
it easier for employees to complete any task and use any system. WalkMe guides users to the
exact place within any platform, engaging them throughout the application to ensure that not
only are they performing processes accurately, but as efficiently as possible. WalkMe takes a
proactive approach to business processes to make sure that they get done. When a user has
multiple clicks to complete processes, WalkMe automates the processes to help get users to
exactly where they need to be.

Digital Adoption Platform

WalkMe’s Digital Adoption Platform empowers business leaders with critical data on digital adoption
and industry leading in-app experiences to help them realize the full value of their digital assets.
With a Digital Adoption Platform, organizations can discover which processes have low adoption and
even know at a glance if users are underutilizing key software so that they can prioritize efforts and
accelerate digital transformation within the enterprise. With the Digital Adoption Platform, leaders
can monitor engagement with systems, track processes within the organization, quickly identify poor
utilization of software, make strategic decisions that grow revenue and recapture wasted spending.

“Meeting our digital transformation goals got a whole
lot easier after implementing WalkMe. With varying
technology adoption rates, WalkMe offers us the
visibility to reduce roadblocks, increase employee
engagement and ultimately improve how we do
business”
- Chad Anderson, CIO at Del Monte Foods

1

IDC, Worldwide Digital Transformational Spending Guide, 2019

2

McKinsey & Company, Unlocking success in digital transformation, 2018

3

Harvey Nash/ KPMG CIO Survey 2018, The Transformational CIO

4

Sierra-Cedar, 2018-2019 HR Systems Survey Results

5

Gartner, 2018 “Magic Quadrant for Sales Force Automation”

6

PwC, 20th CEO Survey

7

PwC, 20th CEO Survey

Digital Adoption Platform

WalkMe Headquarters 525 Market St, Floor 37 San Francisco, CA 94105
tel: +1-8554925563 | www.walkme.com

