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Abstract: The main i ot s pape st asscd thic e vel at the dimtdl catiiry. ol wetonie] companies m Lz
hanhing seclor Lo the country usng 1ne dugital wmnty assguariiend ool Sl e concepts regurdug dagirad
sramsfonnatjon especially dipral sulosdy are O wiguely detined 1 the Literature, thie puwseess ar the digiol

ther el e aded st |_'.|L'l.|'.l..l-.|l'l|-.'l::’.‘_.' il L'l.:lll:';|,:-iJ.I'III75I '|||I_‘,|':=||

(rapsformation of B onmpany will e presen
|113Lu|i1:,' friogy e auathars el of view Companies oall indusinies worldwiide ure sapenmeEntng swlli wid
watarny and digieal ranstormalo ate neercotgeeled [0 orter W

benetwirg Guim digatal teansfomaton ki

regvh certmn leviel of digital muabaity, mogal winsihemanan x4 st [hmral trasis foomanen 15 the wese o
technuology 1o radically i ove peciormance o SOMRATLLe Ditferent authors and consulting groups propose digeal
panstormation readmaps moorder Lo reach predefined dipral matunly level We w (L wddress the most mlluential
mictholologies. tn order o assess the level ot the durita] musturity 4 structurcd swvey was pecfoimed in the hanking
Industry 10 ke country. Ascording the defined methasdoloey the fullowing tive dillzens pillars of digitl matunry
are evaluared: sovernunee and leadership, penple and culture, capasity-and gapability, nodvaton and technology
lisch of the pillars an be assessed on the scale of five different levels starting from nunimal, then infuranl and
reschive, ansnangl, customer-dnven nd the final, nwst sdvanesd leve— L Formet Conwesiing the fest pilla,
paverance aud leadership, unalysed hanks are mosthy m the lovel 3 sad 4+ This mins that may D detined
digital stratcpy which is inteprated e departmtemal plaring procass ol nfuenced overall Geganisational sraiegy
aid Jigction. The maturmy of the analyscd satuple torthe seewid pillar — peaple und wulture, is on level 3 Thas
meanz that the digital simtepy &5 developed and cinbiaced By staff and i some cases digital apstormation chuye
L LU SEETYET plan I8 |mp'|_,;:-|-,,:;|'|_._-|j A fNer synuuanFing the risslty fior the therd pilla ZADACITY mnd {H.ydh]ljt‘:’, 1T can
be aoncluded (hat the snewers inty the pssessraent ol ae more dispersed aeid averall conelusion cannat be derived.
Analysed banks ace mostly between o el 3 and 4 regarding innowvation Adpect meeiinz that digit] chisnnels are wsed
Ly uretle niew elationships with vustomers and the cOmpany 386K3 Ways 1D urilise digital channels and technologies
b FBdeiinE PustoImer service snid 1w Zenerate new henefits. The last pillar which (efers to the technology. shows the
highest level of all pillars, wo moestly the analyvsed banks are between level +and 5, This is ancouraging since the
technalony s enabler of digisal mansformation 1he banbdng secior in the gocatry i one of the mest advanced
seTvice sectors and hence Topresent 3 henehmayk concerming the digiisl transformaion. The results Of ghur SUTVEY
sonfirmed that banking ==ctor i e Repulliz af siagedonia Tty indarsands the henetis of digital rranstormativn
and therefore strivies 1o reagh e highest level of dignal matunty Understanding wiers the snmpaniss ace on the
digilal journcy has & number of bensfits ncluding the prontzation of cesources and projects that will lizlp

accelerate advancing alang differsut levels of digital mamnty

oy harmiane wduste; Repunlic of Macedonia
v = - L

Kevywaeds: dighal cransformation. digiel

INTRODUCTION = DIGITAL TRA NSEFORMATION AND BIGITAL MATURITY
A digital straregy or plan o the amiculalion o an orzanisation's ision, geals and purpose for engaging with
izl solitions and technologies  (Corse ani Elxhuizzn, il Accurding to the
hgital Transformation Tonlkin Guide the smitegy chould fovas oii the appomurdtices and challenges af the digital
srlvines of arganazations, the savemance, mansgeaent and nsk o managenent ssund i he dugital scrarsgy of a
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COLpany chonld addréss the qul.,':,i,iu:':s why, what and how. ana what are the business

the nrEanisatien.

Mosr of the orgamzstiens don't have a cloar digial stratesy Thgiial salulivos ae widely used 1o improve
Liow prgariizatives compete. Ascexplamed by Corver and Bikhujoes (2014 wee <asec that arc industry-apecific,
ress-itduRiny of process-specific can be used for dumeal apportuminy deanon. The elemeats of the certain
Bumework should be analvsed to enware Tl exploration of selevant digital opportunaties and the ahilily o
implement them to ther full puteatial. What do traditonal businesses do when cmployees have better digiral

bene=iits of digital initiatives tn

solubions at hoame than they dooat waork, arid vustoers are more lecluwiology savvy than the people mmg tooscll o
them? Thal's why dixital wwaresiess 15 1he precondition o start the poumey { Westenimun stal, 201 2)

Ay TET sirmepy gers out the techmical infrastructures that upderping an argamsanan’s ws ol dipstal solubioo
and chunnels, u digilal stralegy states what 15 10 he channelicd through the technelegieal InEagtoicture, how that is tn
e poanaged and why  As sich, duntal eclulegy 5 3 means, not g steategy Sakis and srvmanski, 2016 The lwa
sirulogics van be depeloped wogether The stralcioey can be comtuncd, ur ey can be kept separate with raterences
where approprate 1o the other strategy. Relevant o
Tl digitil stmtegy, and viber elements ol this toolk

ial questian (¢ wha should develop the digital steategy.
ol be rosearchiel, developed and sustained by an internal

team ol panple representmg the key areas of The orgams

ALt

Drigiral maarny® s an asprrsnonal brpet = soineliung reach for wwnstantly thar o5 always changmng and
TP T EMowman, 200 Dagatel sty rweniels pre desirned to lalp drpanizatials W tithee o baelistic rl[.l|}|.-\.'li.|l.il

tu canstoriaton A dsmial matuery medel o osTeitive foe o vatiely of puipeses Is very creation (e
pranlentivis by atalyse mad propely strusture the problem 1o be addeessed. I ficdlitates yoals sl plaos, Batly sho
and Jomper tepm 1 provides b bagis o belp oigaineativi assésn seilistivally whese they arein ther rrans formatien
progrmns, Dhgita] matueity oomd digital mransformatien are oerconnectsd. Digiul aostonaaton 15 the use ot
technolnmy i radically amprove pecfomence o seach of enterpose | Westerman etal, U2y Frunslormation

Lpasts e wliole busmess, nm ondy questiomng cxosbing waks of Mansnguy wind v tuciog i, bt a5 '--|‘I-'|"II_.,"II1S
rund-sets ol everyone mothe orgeniestion, Chg mafidi pequiras strong leadarship tn i ehange. Bul il
i reguites a vision for what parts ol the company vou wand o wansfor, BiTesit authors and consolting groups
propose digial transformation rosdisips (0 order ta reach predefined dintal matuney level, We will sddress e
sl ifluentinl methodologies

fecording 1o e Adobe Dhgital Markenng Survey results tar 204 the aompanes are divided o G
proups. The groups are advanced companies (dats mostly imegraied, best prastives geneally tollpwed | autamation
rommaon, arrnng wwennical skalls), fuoysed coppanies (dala and processes aomaw har integrsted, aubomilion Gomanui,
solid end expanding techmecal skiliz) cmergent ibasic dea wiegrallon, some suromation, growing rechnusal
capacity) and non-esistent (limited data in sidos, o autamation, and Lo techuiedl capacity ), They wentivned that
vuly 19% af Korth Amenican arpanzations snd 7% of Ewopsan drgamzations mats their digial matunity as
“advineed,” The Adobe Digia] Maketing Survey 5 explaming the level of digital mawarity mainly froos the spect
ol e markering sctivinies and four elements of dete-driven merketing, Cesioper experienas, mabile, cross-channgl
markenng.

In Coarcerand |iszen {2009 11s proven thar for comparees that wse the nawese digizal solutions, namcly
social, mobile, analytics and clowd (SMAL, major benefins can quickly accrug, Acvording w Corver and Elkhuizen
(2014 diginal transtormanion oficn begins with tee custoiner, and theq it extanits 1o thres addinonal arsas: digitizing
operativns products and services and orpanifanion. By analvang digiel developrzails acioss several Industdes they
have foond eommon elements inoall four of tiese wrees teat apply 0 meost companizs o both the B2C and B2B
markets wd bave developed & framewasrh for organizations to develop a digitel wansfornation blueprint. Nate that
when an ergamzaton decidss to dse thisdigisl Tamework, tshould be inmoduced g stzged approach rather chen
all &t wviee dierefore; it is vitsl 1o s81 prionies and idennfe the most tmpasizagarsas of focus [hgitizing the
Customer Expericnoe isthe {icst step. Using TBM. companies can sdenndy which products a parliedlsr cuslomer hits
histurizally plrchased: now, hetter analyas can be performed through the Intecast. Carver and Tlkbuizen (2014} call
these digital foolprinty that consuness leave behind in their day-ro-day aaling behavivwr o Code Halo, o the digilal
field of information that aceamulaics no only around customers, but zlse aroind processes; organizatinng and
tevices, Based o mivomation deved Tom fonial medis, areanizations can link veriin consumer prelerences w
patential huying habiss, Omni-channe! communication and service is of the most imponznce. Lhamang. products
and services 15 the second element. namely companiss are trpng toosct] an seperience. Many produets coday ok
consime and generate daw and arv imerconnected through the Web, Beoause of this inereased intelligence, thair
ussge can be monitored, additional services can be prosctively affersd. Digitizing Operations is the hlid element,
Diigtal technelogy can improve business progessts in ways (tne usawe ol SMALD, Disinzming the
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wigamzalion means value chains imcressmgly infvgrared aming busimessms. Nigtal solitions san supporl valie chain
players 10 wark more closely together, To work effectively wirkin an teyrated cousystem, emploveas need 1o work
sopathur 1o a new way, breaking down silos and votlaborating across different departments

Accarding 16 the worldwide survey performed by Westerman etal, (2014) exscutves sre digitully
mans{onuing three ke arcos af their enitcrpiises. customer experience, opcrational procestes and business mocels
And each of those thres pillats lus three different slemwnits that are changiag These tune clements form a sel of
lnilding blocks for daygts] ransformation. The Gt clemenn 35 customer exponence with three building hiocks:
gustomier understandmg, 1op line growth and custamer touch paanes Coetamel wdecataoding 15 fostered by sucial
mediu, widine conunundies, mproved brandme i lifestyle commnuuilies, analvties-hasad v lerwriting und prcing
(chvivamic pnemg), Top-hne growth s ahout usape of lechnology o enhande i person sales: CORVErsatioiy,
Custoiner tonch |mi11ls wre imponan meenbance cuslemer seonce hy, -nfh.u.n;-_' vusiumers aviod :’_«:x':illg pll:,'au:ul]v na
branch, leversped aneexpent comumnity, offorme seltservicr v dimea toals [Fowever, multichannel seivicey
require envisioning and bopicmentine change acivss customer expenence and ntermal aparationul processes

Compames-are also realizng very stong benefis from transfonung mtermnal proeesees thiough process digitization,
warker enablement and porformance manapement Procos digetranon . (duelammien) can enakla CONIPUILES. 10
relveus thea peuple on more strategic tasks Worker enahlement is ubour errtializatian ol dwdividual-leve! work Ly
campany s sodlaharation and neoworking tosls Pertormoce manaaement 144 toul to Use rertal teanston mation thinl
i wctually clisngiog \he proress of strategn decrmpn-making  The throe areas ot einstoouation of the bisies,
models sre: dymtal modified businesses, the creanmm of pow digeial business aod Jdigial globalizarian Coanpeies
ave modetying ostinees by sl afterings wd digeially sharsdd content aeruss wrenizanonal silos or by |:|||||rl||'.!;
digrul v serviee wrappers aound Gudiienal producre New digetal Business gl aboul airoduction of digrenl
presduces thar complemenl wadniona) prodyers o by reshipens thewr hoisidacioy throael dimtal Fgital glubalizannn

5 bboul globally shared services Tor finanee, HIE and rven cure capabilitied (ke aialielurme and design wid
PHATOURn, 1 arder Lo Preinele ctliciemcy and reduce |k,

Chie of 1he most anretesting approsches 10 wnvestigatingg digital maroney 15 e ope ol Westerman =t al
(2012} Aceording 10 Westerman cral, (201 digitel malunty 5o point we e spece of e nterelated fheors -
dipatal itensiy (Lhe level of investment 1 leclhnologry-enabled nitaives meant o change how the COTRIY
upetales) and the other is Wwsfurmation manspement wrensity (the level nf wvestmens i the leadership capubilites
neaded to create digitul transformation witll wn orgamiesnan) This wanepe combines rranstiscmation capabiines
and includes manapement®s vision and gaverngnes o ipleinent technalogy based chunge Companies can huve
four levels of digitsl mamnty: high diesral and yans formanan matageimenl neensity, low digitl sod oansfarmarion
MANEEEIE L AEnsyY, of & il the lwo,

Fignee 4. Four Popes of Degreal Maturin
- ki

Pispitad
hitansity

Trwustonnstgen Samagement
hitansty

Stherce. G Westerman, 5 Bounnet and 4 Medfes, The Adwaazer of Digisni M
stoanreiew, mitedurticlethe ad amteg s -2l g T

(SN2, Awnilrile gl

IFigies] Beginners ar= cotripanmies with low level of dioal and trans formanon managemnent intzngity These
Lompddes ure not wtilizing sdvanced capabilings, and they are thore very ravely by chotes — awaiegess and
leadesship 1% lacking, Dimital Fadhinnicias dre in the top l=fl quadram These companias are uslng advanced digiral
pplications, but wirkout clea vigion o painifg $ynéroy, znd very often without value sreaton and T T
Companics that have bad caterpnse favel aovemance and have not 2 ciear digila) mensrarmation stratey are rhere,
vl if some units are more mutwre, Digital conserygtves understand vision = te glraegy and culiwe, Sl

they dag 't understand he sazloe of the mew dziral wechnologies and may Niiss business apmartunitics, [Mairarl,

35
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st acvanced. Thev

Loinpanicz in the top S-,E 11 "'I'E‘Jl.!i'l‘ are i iderstand the pow r;-,;hr,.,':.'ﬁ[qf'-'. and kiwew bow
use thene Ther management e velop a digtal culture thar can envisien digital transformation, © ompaniss thal e

mature. oy the digital inten i : better at duving revenue thoough their crasting asgets, Converning
revenue per emploves mnid |=:-.' maver, the Dimmal Faslyomistas and Digirar groups oulperform average
|1'|<J'L'|_-'.1r'.' performiance _n... G-9% ( Westeriman ctal 2007% -'|:.~:"|'V"w'-\ that ace mulure transtormiation IR e ment
imtensny are profitable, On sveraze. hestal Cotiservabives amd Diigirati are % 10 2675 more profitahle than el
average mdustory compentors on a baskel of measuees, Liclatbine 10T TETHEET an nct nretin mmgi“ {Wi."il-::'l'n'!ul‘
elal 2017 dp evey mdusiry there are eompanes that are Digitaly und the

seowho strive (el there fead op
marageimenl commitment and e 0 orde o et the benefits ol direal teansFariuation

IM Torum's Digitd Maturisy Madel (DIMM ) | Newsman
Havimr in gind thast €517 are leaders coni 2P H'H"-‘f thus mosde

ML) a5 ane of the industv-spesific models

1 esed s orelerenge inomany industiy: it
have hagh technaligical usuge i otensey Thgital ansfarmation s al aperatinnal alTiciencicy hecaice liy
|:|'|.|I|;}I'I'l.'I'II|'1!_1,_ Lol lacinge weah ACtivilies {oustormers paetoors ot ), hack end Prucesscs angl rERIICeE, lvetter

Clsioer caponiences a0 lower Cost can be provided. Customers’ literine vl can be extended crealing moare
personalized propoastions and new digtal services (2ioud, digital paveiente 10T, media sle bolhe degres to wlich

this can be sehieved will depend on how well 0%

Pi toubiape the:r apetativies so they can bundle conneetivire il

digetal semvices inoan imeprated

M exprcnee

which contony suls dimyens PN =L

i Wiy ditterenn ety Ti Foram s O8I0 anderlines thin the

parns [urmation

il venit of mew busineases 15 an IMPOTTANe feason [0 puriiing f
b the TM Foram & [aparad hdatu Model (MY Newman,

ity CuEromer, St

A Hve beoad catepones are jdentilicd for

"'HI|JI LECR 10 e 10 dsscss Thieir dig

L ccbmlaey Ciperutions and Culhre {1 g

-h|ll'-’-l A Ay e woochionss ane of ve o

el apainst L35 gontedis in the five diinens:ons.
Thie tuaburiy level can be woulitots G hased o g persentiage of il achteved 1ive stugss are the tollevwign

i 5 ) ] 1
HIIIA L, miteie g, poriormine, vy v and lesding

(EHIRTIA

ASSEMENT OF TIHF DIGITAL MATI RITY - THE ¢AS)F OF THE BANKING INDUSTRY 1IN
THE REFPLELIC DF MACEDON|A
Clompanees in el industoes warldwide ure cxperime

anired 45 beaders e di

i with and kenetiting Gom digieal sansforowtion

aemvice ndustnes are rece getal wunsformacon proj=its, The bankme sectur i the COUNITY 15
it advineed serviee senrors and hence represeut o benehmark sancer g e duysttal ransfor i oo,
oEy testing As ol 30 June 20064, che bayking sector in the
uns, re fifteen bunks andthree savings bouses. The aoncentilion ol
ot the contiergial banke fargest baoks) acoount tor nioge an S0% at
nbracmnk), The numbe: of smplovees. o the Barking sector & continucus)y

el productivity and p_. firmance of banks, measured by the mnount of the
i soipluyee indicartr Theelure, owr sample of six
avindr i mind thal UL comerises largest banks in the

o o the
Pherafone il was seleeted for futher unabvas and method
Luunry eomprises sighlcen
e bkt seetor remain
ik asseds oo the booding syste
arnw g, st lurcously w
tota| assers divided byvowonal oy

Loy,

Acturding ihie defined methadolegy
governgrce and feadeeihio. | refers woothe oy
roles -aned respongibilitics. Pt ke MEaning rhe organisalion’s eulture, cluding
custorer-focus, mnnivation, 0 maramng clizigs  gspeciallyosairales, The third sne s
capacity and capairlity. In the metsodol it s d d a5 the abiliey to'he digeally nwlure, including resourses,
staff tembers and 2kl sers, ac -!"-.uin-r-f r—ﬂi-li.-.g plai, sbuporting polizies and procedures. The
forth pillar is fneevienion ronresenting th in Woimamne new services and peoducts and ew
ways of sdrvice delvery 35 wel ’ F ; ®to assess apd implerent uew toohnalome,
business processes and modes agy refeming o0 the sultability of the underlvine
techaology platforms, promams ar tour prilars. All these millars are defined theough
fve levels of niatwi iy fevel | = min i egoive, lovel 3 - oransivionag! level 4 customer -
drfven and level 3 - 1 Rumggers wers approached and they werg asked o lhick difterent
charactieristics of & to their hanks. Afdpaandy, averave leval was assessed by the researcn
TEAT

Al matucity wre ussessed . The st pillar =
o, aad reporting processes and desailing of

Fnsior

Concerming ¢ 0 leadershig, analyyed banks are mastdy in the leval 3 3nd 4, This
means that they have i s integrated ineo departmenital planning process and infliusnees
wveri|] ‘organisanenal aratesy wnd 4 I | these hanks KPP and benelits 1o the business uod customers are
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undersivod, mwmiered and reported on oapd dooee al] digital activity, These banks have clear celes amd
esponsihilmes tor deliverning the dimeal wmategy whieh argt well undsrioind. They 8% wall Rave smategic
collubvialion with other deparrments and somenmes craare soaregic digital parmerships wath other departaents
withis the bank. They are focussed on audiences and thewr needs andg they foliow cmergmg sechnolopies: These
bunbs are utilising multiple channels and provide seamicss cosromer experience arraes Al channels  digital and pun-
digital. They are charactesised with pro-sctve engagement with customers aeruss all Jigital channels. Coaner lly,
they understand the benefins of sacial media and deve socal media acriviny

| he matursey of the analveed sample for the second 'i-'i'll""" paorrhe and cullure s on level 3 This meaans thar
the digital strategy s developed and embraced by stall sl in some cases digetal steatery @ driving cultural clnge,
Further, dignial teams are embedded e osgumsational seriemire and w soime cases stall orgariscd o teams aroonsd
customers rather thun thg areamsation’s semviees and produets, sdl ous owalt, understand: the begelivg and
apperumties of the digtal srategy e them aind customers ane 0 some cases stafl seek Lo redefine ther roles and
pecsonal KMy G lioe wall Lhe drpatal strateey and o cansatiowa) P Those hanks mosely foens an customecs ad
b dapptal cane meet thieir needs, somie cavoy, sl customer focuised cultue i adepled and conamual ly

mnproaved  Inothie Banks at this level of doesal mariity, digital transtormanon chaniss management plag o
|z||]:h:m::ull:d. Acoordme o the :1-;:--|:.-..1-.-|..m- the level of drimital Marirey: for the tliicd |_jiE||l|_ - chpacity wril
...151n|u|11~..' tow e .nul:r':.r;d suinple, aftor summanzne the resulls, 0 cen e coreiuded thar the anwers Loty e
wsscwsbenl sl wre mare dupersed imeaning that theee wre bankcae 2 oane 3 0

Fhe next, fouith gl is ioevstion. Analyied banks ave mostly between level § and 4 regarding this Aspedt
ol the ovedl] digitu] maiunre Theie hanks have fevipwed and pronssed 200 husiness pravtives and provesses Tor
emversim. i dimal chivnnels A b level, the potential for dimeal clunnels wocieats wew wuys of enpasing with
carsrane s and deliverng ser

E

scenplored and digital projents foemed and dipieal channels are used o cieute ew

relutionsheps with cestamers. Fuober, cestomen’ peeds ang ssnactanionms diive Lo ation i wetvice delivory — new
bervices, tew pruducty and oow relatonshps: b xpenmentariog s eicauraved acrosgall channels and new uietlods
af develuping dignal services ae erpploved thist are appropnate oo the dviamue watue of the web —g aple and
lesn, As this pilla gefers oothe wallingness and abliey 16 toagine new scovices and produces and new ways of
service delivery wg well ag the fevel of proactiyity and desire to assess and Imiplement tew technologics, businass
processes and mades of woiking, it shows that the hanks in the samale e leadens o the innovacian of products and
SErVICES,

lhe last pillar which refers te the wechnolony, shows the lugheat level oF all other piflars i e mosty the
anaiysed banks are berween fevel 4 and 4 This 5 encourasine anee the techaolagy 15 enabler ol digicsl
rangformaton Accarding lo the aethodoloey and the azsezament roal, COLEPLTLEE UL our cdse banks) which reach
Hhese levals lave certuin characteristics Thair [ feam inpiet ensures o |oical saric2g are responsive o the customers’
chosen dewvices and comply with devessibifity standards, anhances the delivery ol diglyl secvices and apeed and sase
ot developing uew digital services. |he team provides proactive input into re-endineenng husiness processes and 1T
systems are drven by the diginl chanels and costomers” nezas The [T e 55 shilful in treining and supporing
prhwer staft e thedr use of digital solunons. wals and devices and [T stratcey 1nc porfarmancs are aaticely aligied Lo
the viganisational visson and steatesy and oiegeng feedback and aptimtsatiot of IT pedcesses wod dositat ranls
tnconraged and applicd. The sverage iovel of disnal matuney having in mind levels of sl the pittars can beassessed
between 3 and 4, transvinnal and custoover driven

COMNOCLUEION

Arresement of the dipia] metarity level |
methodotogivs and hlusprints that can zest companies o ok
sector has ane of the lesting toles inothe dignal mansfarms wochsnge Therofore, in onr research we
interviewed manaper of s1% biosest hanws i the counfry Aceurdine thar perceptions, the banks are propressing
well, Mamely, thie oversl] level of Jigits] matusiy 2an be ser between evels 3 and 4. or rensiional and costoar
driver, The lowest Tevel 15 assessed in ke piliars panple and cultes and innavanan. which is the rasult mwiny ol the
lower capagity of transformiations] wanazement Thizo mipes af tesearch hove their Umitanons since
positivebias s eéxpectel For further rescarch comparaitve anzivsis with, othier mdusty can he performed Wwoanalyss
similuritics and apecit

HpE OrTARET

olLs L shraleide dndl \ranstirm, |here are differen:
22 fircaatsss 1A are amnlpiesent, The banking
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