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Key principles to capture digital opportunities

The future is digital. Let’s shape that future. 
Together. Reimagine the possible.

www.pwc.com

New digital trends and 
emerging technologies 
are changing the way we 
engage with the world 
around us.

PwC brings an insight 
into the interplay 
between business, 
experience, and 
technology to help 
enterprises keep up with 
the constantly moving 
cycle of creation and 
adoption.

Artificial intelligence

Augmented reality 

IoT

Drones

Cloud

New customer 
interface3D printing 

Virtual 
reality

Robotics 

Blockchain

In our experience, digital leaders embrace six key principles to capture digital opportunities

Think 
digital

Act 
digital

Digital to serve 
business needs

Digital not for its 
own sake, but to 
build commercial 
engines

1 Anticipate the 
future

Design for 3 
years out, build 
for today

2 Think
end-customer

Leveraging 
human-centred 
design to put the 
consumer benefit 
at the core

3

Agile

Produce a lot to 
learn a lot (i.e. 
divergence and 
convergence)

4 Transversal

Leverage digital 
across functional 
boundaries

5 Open

Leverage best 
solutions from 
third parties

6
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Predictive 
maintenance

Smart 
ticketing

Drones

Customer 
experience

Big data

Creative 
disruptions

Automation

Smart ticketing is the use of contactless debit/credit cards instead of traditional 
paper tickets. In London, the leading city for smart ticketing, only 56% of 
passengers used a dedicated smart card in 2017.

Big data is the new frontier for collecting, analysing and turning data into usable 
information. A bank noticed that its top-performing call-centre employees were 
those who took breaks together. Performance rose by 23% after the bank 
adopted group break policies.

Artificial intelligence and facial recognition can disrupt the rail industry. A facial 
recognition device operating at China's Wuhan Railway Station identifies 
passengers before they board a train and might put an end to railway ticket 
barriers and rush-hour queues. Digital on-boarding for financial institutions is 
possible already.

Aerial data acquisition conducted by specialised drones equipped with sensors 
followed by data processing and analytics by PwC Drone Powered Solutions 
Centre can decrease capital project costs by up to 12% and maintenance costs 
by 17%.

Predictive maintenance (PM) is a strategy that uses sensors and data to predict 
maintenance requirements before they occur, thus significantly decreasing 
stoppage times and costs. The efficiency gains from PM are expected to be 
between 15% and 25% of equipment maintenance costs.

The current trend in disrupting innovations is an ability to leverage spare 
capacity, monetise it, and then expand quickly without large investment. A retail 
application of indoor mapping with augmented reality is being implemented. 

GPS, LIDAR technology, artificial intelligence and big data will work together to 
automate rail traffic and to increase safety and reliability. Fully automated 
underground trains have been running for several years in Kuala Lumpur, 
Dubai, Tokyo, and Copenhagen. Others will follow as the scope of automation 
increases.

Emerging technologies can redefine the way your 
company is working.



Digital transformation is a change. 
Change is personal.

www.pwc.com

Transformational – embedding digital skills and competencies in the business

Operational – optimising digital touchpoints, customer experience & digital enterprise

Strategic & steering
Set vision and give direction

Digital touchpoints / 
omnichannel customer 
experience

Digital products & services
development & partnering

Digital enterprise / 
industry 4.0 transformation 

Technology / infrastructure
enablement

• Omnichannel journey mgmt
• Customer care mgmt
• e-Commerce
• Customer co-innovation
• …

• Business model ideation
• Rapid prototyping
• Digital product & service 

Development
• Product lifecycle mgmt 
• Technology screening
• …

• Horizontal & vertical 
integration

• Connected digital 
engineering

• Supply chain visibility
• Integrated operations 

Intelligence
• …

• Cyber security mgmt
• Agile IT
• IT as service mgmt
• Mobile device mgmt
• Collaboration & social mgmt
• …

Coordination of 
corporate digital 
initiatives

Acceleration of 
new business & 
services

Digital capabilities
definition & 
build-up

Change & culture 
transformation

Digital talent 
attraction & 
retention

Capital 
prioritisation / 
investment 
portfolio

Digital / tech. 
opportunity 
scouting & ideation

Digital vision & 
strategy development

Goal definition, 
KPI metrics & 
measurement

For leaders, driving transformation at individual level is central to setting your 
organisation up for a successful transformation. It begins with setting a vision 
for your transformation that is purposeful, generates social cohesion, and 
capitalises on diversity. Involving employees in designing their future through 
human-centred design gives teams an opportunity to influence their evolving 
relationship with technology. Finally, granting autonomy to individuals and 
teams to use new technology as they see fit, leads to greater adoption in terms 
of mindset and skill set, because they see the technology as an advantage 
rather than a threat.
When we offer our people opportunities to chart their own course through 
transformation and disruption, we find greater workforce collaboration, engage-
ment and customer delight than any traditional change initiative can yield.

The low success rate for digital 
transformation in organisations 
has been attributed to people. 
Findings in behavioural science 
have shown that resistance to 
change isn’t necessarily based on 
your generation but rather on how 
you respond to change.



… is a matter of data. Our solutions are proved in 
different industries. 

Our approach

Existing maintenance tools lack the capabilities to predict maintenance-related delays, 
resulting in high operational costs due to delays or cancelations.

THE CHALLENGE TODAY

PwC designed an analytical approach, which filters and prepares data to assess values 
gained from model development, and develops and calibrates system-specific event 
models for predicting delays.

THE IMPACT OF ANALYTICS

THE BOTTOM LINE
Potential cost savings from avoided delays or cancelations directly improve the financial 
bottom line.

Collect customer 
data covering a 
range of 
performance-
relevant metrics in 
three key 
dimensions: cost, 
service, and risk

1
Apply filter to 
shortlist 
messages and 
logs data and 
prepare key 
insights to 
present

2
Take a proprietary 
approach to create 
scores on a scale across 
metrics and dimensions; 
create intuitive, 
interactive visuals to 
enhance understanding

3
Incorporate model 
outputs into a field 
test tool that can 
alert customers to 
dispatch 
maintenance tasks 
according to outputs

4

How can we derive value out of a predictive 
maintenance solution? An aircraft operator seeks to utilise 

large volumes of data collected to 
predict maintenance needs and 
avoid delay or cancelation, 
ultimately reducing
operational costs.

The Predictive 
Maintenance App 

accelerated the 
selection of key data, 

sifting out huge volume 
of irrelevant data that 

would interfere with 
predictive model 

development.

Based on shortlisted
data, PwC can develop 
predictive models, yielding 
a potential net benefit of 
general field test.

An auto manufacturer 
wants to detect potential 

part issues earlier to 
avoid large-scale costs or 

impact on the brand 
image.

The Predictive 
Maintenance App 
shows a sedan has 
two engine parts 
often appearing in 
warranty work, as 
well as social 
frustration for the 
engine in general.

Pre-emptively fixing 
the parts during 

routine maintenance 
in the first year of 

purchase saves the 
auto manufacturer 

millions by avoiding a 
future engine 

replacement recall.

Our approach

Increased regulatory pressure, customer expectations and potential high costs are 
pressuring companies to lessen maintenance issues. Current sources for 
understanding maintenance often go under-utilised and are not integrated.

THE CHALLENGE TODAY

Predictive Maintenance uses diagnostic, warranty, survey, federal and social data 
sources with advanced analytics to detect and predict which parts, or combination of 
parts, are potential issue points.

THE IMPACT OF ANALYTICS

THE BOTTOM LINE
Cost savings from avoiding major repair, recall or warranty work directly improves the 
bottom line.

Gather, prepare, 
and refine customer 
data for statistical 
workflow

1
Confirm data source 
consolidation results 
and ability to fit into the 
model

2
Refine 
thresholds limits 
for model results

3
Perform customer-
determined action 
on parts that reach 
thresholds

4

How can maintenance problems be predicted 
earlier to reduce costs?
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The adoption of smart ticketing might provide 
far-reaching solutions to tough problems.

Our approach

Due to dynamic nature of today’s transport networks, obtaining appropriate data is key 
to ensuring the provision of the best service.

THE CHALLENGE TODAY

Smart ticketing can give operators an insight into their passenger travel patterns. This 
information can be used to better cope with demand, such as adopting new pricing 
mechanisms.

THE BENEFIT OF SMART TICKETING

THE BOTTOM LINE
Smart ticketing can facilitate the collection of big data and help enterprises tailor their 
services appropriately.

Break down an 
operator’s customer 
base and identify major 
customer segments

1
Identify customer 
behaviour patterns and 
formulate the most 
effective methods to 
incentivise the adoption 
of smart ticketing

2
Formulate 
recommendations for 
customer incentives and 
procedures for price 
optimisation according to 
the data obtained

3

How can information obtained through smart 
ticketing be monetised? A railway services operator is 

struggling to cope with demand at 
peak times for a number of its 
routes and needs more data on its 
passenger behaviour to properly 
manage its pricing.

PwC analyses key 
passenger segments and 

identifies the most 
appropriate ways of 

incentivising to switch to 
smart ticketing.

When a significant 
proportion of passengers 
have switched, the 
operator is able to utilise 
acquired information to 
design shoulder pricing 
where there is a mid-
price between peak and 
off-peak travel periods to 
better cope with 
demand.

A city council wants to
accelerate the adoption 

of smart ticketing in order 
to potentially increase the 
usage of public transport 

and reduce traffic 
congestion.

Convenience of 
acquiring and reloading 
smartcards are key to 
enabling the switch to 
smart ticketing. PwC 
identifies the density of 
the reseller network and 
makes recommendations 
to bridge the gaps in 
displacement to key 
market segments.

The switch to smart 
ticketing encourages 

customers to utilise 
public transport more, 

thus enabling the council 
to achieve its targets for 

congestion and emission 
reductions.

Our approach

With a growing population and economy, demand on transport networks continues to 
rise. The challenge for governments is to ensure that transport is crucial for this 
continued growth.

THE CHALLENGE TODAY

The convenience of smart ticketing has a potential to boost the usage of public 
transport and thus reduce the stress on local, regional and national infrastructure 
networks.

THE BENEFIT OF SMART TICKETING

THE BOTTOM LINE
Increased public transport usage, reduced road traffic congestion and boosted 
economic activity due to improved connectivity to places of work 

Market segmentation 
analysis is performed to 
identify key customer 
segments and quantify 
their size.

A market impact 
assessment is 
undertaken to detect 
barriers to the use of 
smart ticketing for 
various segments.

A set of strategic 
recommendations is 
developed to bridge the 
gaps in the baseline ETS 
channel strategy.

How can we cope with demand on transport 
networks through smart ticketing?

www.pwc.com
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Digital transformation rarely involves massive 
investment in technology. It’s about people, 
processes, and their relation to technology. 

Our approach

Moving customers online requires a complex approach. It involves gaining customer 
experience, addressing stakeholder needs, ensuring legal compliance, and 
implementing an appropriate solution.

THE CHALLENGE

Online customers can be reached faster, and new services can be provided.
THE BENEFIT

THE BOTTOM LINE
Gathered information facilitates data-driven decisions. The team involved in the 
transformation can serve as digital transformation agents in other processes.

Build a business model 
and scope change from 
all stakeholders’ point of 
view

1
Design and implement 
the solution. All 
stakeholders are 
involved to address their 
needs properly, and risks 
are monitored and 
mitigated.

2
Leverage the team’s 
experience and digital 
competence to expand 
digital transformation 
activities in the company.

3

Digital rail freight management transformation

A railway cargo operator is 
struggling to harmonise cargo and 
documentation flows.

PwC analyses key 
customer segments, 

proposes the solution, 
identifies risks of digital 

transformation, and 
supports the company in 

its transformation.

With a digital cargo flow 
the operator is able to 
standardise the process, 
reach customers faster, 
and improve customer 
experience. The 
knowledge gained during 
the transformation 
process is reused in 
other areas.

A company has 
repetitive tasks related to  
administering holiday 
requests.

Automated process 
allows staff to perform 

other more value-adding 
tasks and improves 

productivity. 

Our approach

Simple repetitive tasks can be time-consuming and adversely affect employee 
motivation and productivity.

THE CHALLENGE TODAY

RPA robots are technology independent and work on a variety of ERPs, mainframes, 
customs applications, and any other types of IT platforms. They do not need software 
integration. The implementation costs are low, as a robot can be built within days.

THE BENEFIT

THE BOTTOM LINE
Robotic process automation reduces process and IT costs by up to 80%. It also 
reduces human error and bugs, while increasing staff motivation and productivity.

A business process 
analysis is performed to 
model the process and a 
technical analysis of 
process is done to 
produce a Solution 
Design Document (SDD).

To develop the robot, we 
take the Agile approach. 
The robot is developed in 
three iterations, each 
time presenting it to the 
customer and taking their 
comments into account.

The robot is installed on 
the production 
environment and the 
documentation is 
finalised and handed
over. The user is trained 
to use the robot.

Robotic process automation

www.pwc.com
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PwC analyses the 
process and the 
customer’s needs. After 
performing a business 
process analysis and a 
technical analysis, a 
robot is built and 
installed.



We make clever use of emerging technologies 
to help our customers achieve their goals.
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Customer needs
• Plans to build ~2000 km of linear infrastructure 

throughout the country
• Over 60 separate construction sites spread all over the 

country
• Financing institutions expect reliable progress 

reporting monitoring process

Our Drone Solutions improve reliability of construction surveillance and allow systematic collection of information.
Methodology/Tools

We help integrate 3D printing in spare part supply chains to drastically reduce operational costs.

PwC approach
• Replacing in-person surveillance with drone supported 

end-to-end investment
• Weekly investment sites HD images capture from 

drones

Value delivered
• Full view of the construction site and real time 

progress monitoring
• Systematic information about number of working 

employees, machinery and used materials

Images, 3D models and reports available
to the customer through web browser

Verification of conformity with 
construction plans

Construction progress monitoring

Systematic documentation gathering

Methodology/ToolsCustomer needs
• Our customer has a portfolio of >46.000 sku’s to keep 

the manufacturing site operational
• As the long term volumes on the machines will be 

reduced, obsolete costs need to be managed properly 

PwC approach
• Investigate the business potential of 3D printing in the 

overall spare part supply chain

Value delivered
• Long-term potential: We identified 9% of the total 

spare part portfolio to have beneficial characteristics to 
consider 3D printing, representing 18% of inventory 
value

• Short-term potential: For the selected parts, we were 
able to reduce yearly OPEX costs by 30%, as a result 
of 3D printing (improved design – SC benefits)

Our analytical approach to social media helps to identify systematic failures and prevent brand damage
Methodology/ToolsCustomer needs

• Systematic failures can only be identified after a critical 
number of consumers have reported a similar issue in 
a service shop. 

• Consumer complaints on social media bear the risk of 
evolving viral which impacts the company’s brand.

PwC approach
• Automated monitoring of social media platforms to 

extract relevant posts using APIs and web crawlers
• Sentiment analysis to understand consumer’s opinion 

and feelings
• Visualisations for share of voice, trending topics, top 

influencers, geographic, drill-down in to actual posts.
Value delivered
• Systematic errors can be identified earlier
• Customer complaints can be monitored in near real 

time at lower cost
• Alert system can be connected to workflows for quickly 

reacting to errors and complaints
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