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How to Digitally Transform Your SME Business in

Digital India?

Digital maturity is the key to success in the
ongoing and evolving Industrial Revolution 4.0.
More than hard work, business today must be
done with smart work. 

To be smart, you need the right tools at your
disposal. This guide will help you start your
digital transformation journey.



Irrespective of the organisation’s vision and
milestones, digital transformation is important to
progress. The businesses which were not very
enthusiastic about going digital earlier were
forced to do so because of the pandemic.

A McKinsey report finds that Covid-19 accelerated
the adoption of organisational digitalisation by
several years. Not only this, a larger extent of these
pandemic-induced changes are here to stay for
good. 

https://www.mckinsey.com/business-functions/strategy-and-corporate-finance/our-insights/how-covid-19-has-pushed-companies-over-the-technology-tipping-point-and-transformed-business-forever
https://www.mckinsey.com/business-functions/strategy-and-corporate-finance/our-insights/how-covid-19-has-pushed-companies-over-the-technology-tipping-point-and-transformed-business-forever


Hence, we have come up with a guide to
help the SME (Small and Medium
Enterprises) prepare themselves for the
next-gen business structure with
digitalisation.

Businesses have also found that being digitally
mature means cost efficiency, and it is essential
for gaining strategic importance in the economy.



Explaining Digital Transformation (DX)

The 21st Century customers respond well to
customisation. They need personalised product
offerings, services, etc. 
Your organisation’s digitalisation is essential to
deliver a personalised offering to your customers. 

To put it in perspective, digital
transformation is the evolution of the way
your business leverages technology to
change its processes, people, culture, or
overall structure



Digital transformation helps improve the company’s efficiency and
customer relations, creating new experiences, reducing errors, and
streamlining every department’s procedure.
Every organisation, irrespective of what they do, need to join the era
of digital transformation. 
The beauty of it is that every type of industry and workplace will
benefit from it. 

So, if you have a service-based business or are into
manufacturing, processing, value addition, designing,
marketing, sales, administration, or logistics, digital
transformation is the need of the hour.



Digital transformation in Industrial Revolution 4.0 is more than just
having a website. The current digital transformation standards are
driven by innovation, IoT, integration of robotics, augmented reality,
blockchain, cybersecurity, lateral software inclusion, and much more.
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As much as you want to know how to evolve your organisation, it is equally
important to know what you can expect from the process. Moving forward, we
will talk about the benefits, process, challenges, and the way to become digitally
mature.



The Digital Transformation strategy and process
shall be executed simultaneously.

You need to look at both these aspects with a
collective approach.

Becoming Digitally Mature | Ways and Means

4

Every organisation should explore the digital transformation process.

The Indian government is also contributing to helping small scale
organisations improve their access to digitalisation tools and benefit from
the opportunities created with them.



By bringing in new reforms, regulations, flagship
programs, and other initiatives, the government
supports SMEs to become an integral part of the
rapidly growing market.
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List of Programs Run by the Indian

Government to Support Digital Transformation

Aadhaar Enabled Payment
System (AEPS) NREGA-SOFT

BPO Scheme OpenForge

National Mission on Education
using ICT

Pradhan Mantri Gramin Digital
Saksharta Abhiyaan (PMGDISHA)

Pradhan Mantri Kaushal Vikas
Yojana (PMKVY)

Pradhan Mantri Jan-dhan
Yojana (PMJDY)

MyGov Digidhan Abhiyaan

https://www.npci.org.in/who-we-are/about-us
https://www.npci.org.in/who-we-are/about-us
https://nrega.nic.in/netnrega/iceg.pdf
https://ibps.stpi.in/
https://openforge.gov.in/
https://www.aicte-india.org/downloads/National%20Mission%20on%20education.pdf
https://www.pmgdisha.in/
http://www.pmkvyofficial.org/Index.aspx
https://pmjdy.gov.in/
https://www.mygov.in/
https://www.mygov.in/digidhan/index.html


SMART Cities

AgriMarket App

eBiz

e-National Agriculture Market

e-Pathshala

Startup India

Standup India Scheme

Centre For Excellence For
Internet Of Things (COE-IT)

CERT-In

Government e-Marketplace
(GEM)

MeghRaj Open Data

https://smartcities.gov.in/
http://mkisan.gov.in/downloadmobileapps.aspx
https://www.ebiz.gov.in/home/
https://enam.gov.in/web/
https://epathshala.nic.in/
https://www.startupindia.gov.in/
https://www.startupindia.gov.in/content/sih/en/government-schemes/stand-up-india.html
https://www.coe-iot.com/
https://cert-in.org.in/
https://gem.gov.in/
https://cloud.gov.in/index.php
https://data.gov.in/


For some, it is increasing revenue while others are interested
in getting more customers, expanding to a new location, etc.
The best part is that no matter what your end goal is,
following the digital transformation process will get you
there.

Everything begins with a big WHY. Your company’s vision
will answer this question. Every organisation has some pre-
set objectives, goals, and missions to achieve in a set time
frame.

Start by Defining your Vision - Beginning of your
Digital Strategy

1.

Step-by-step Process of Digital Transformation



However, as a part of this exercise, you also need to identify
the gaps in your existing structure that may be disrupting
your efforts to achieve your goals. So, you have the goals
and the things you are missing to achieve those goals

For example, if your goal was to acquire 10% more customers
in the next six months, and you could only get 2%, it is clear
that something is missing

Working on your digital transformation strategy can help
close the gap. Not only this, compared to what you are
spending right now, using digital transformation can also
help reduce the costs of achieving the goals.



It is essential to success that you have a digital transformation leader in place
for the process. 
If we look at the insider story of delivering digital transformation across
several industries, the findings are not very great.

2. Building Digital Transformation Leadership



Set Your Goals 7% of the respondents
claimed that
improvements were visible
but not sustainable.

16% 7%

26% 11%4%

A McKinsey report finds;

16% of the respondents share
that the digital transformation
process has led to an
improvement in performance.

Among the digitally mature
industries working in high-
tech domains, the success
rate is just 26%.

For the predominantly non-
tech industries, the success
rate is between 4% to 11%.

TO

https://www.mckinsey.com/business-functions/organization/our-insights/unlocking-success-in-digital-transformations
https://www.mckinsey.com/business-functions/organization/our-insights/unlocking-success-in-digital-transformations


These figures tell us a story that even if you are
ready to transform your organisation digitally, you
need to implement the right structure supervised
by a digital transformation leader.
 This is because working with the right leaders
will increase your chances to succeed in digital
transformation by 160%.

https://www.mckinsey.com/business-functions/organization/our-insights/unlocking-success-in-digital-transformations


that add value to your
system.

Using digital technologies 

employees
Hiring the right Curate training 

and reskilling
programs.

Furthermore, having a digital
transformation leader working
with you will help in;

Promote the company
vision with the employees
more effectively.

Build risk management plans.



Once you begin the process, roles will change, which can lead to some
disruption and resistance. That is why, begin by testing the waters; it will be
easier because yours is a small or medium scale organisation.

Digital transformation is an exercise that will
greatly influence the way you work. So, your
model approach should include assigning a
few new roles to one group of employees and
see how they react. 

3. It’s Time to Test the Waters



Even though the end goal is to bring the entire
organisational workforce on the same platform,
it is better to take it slow, one step at a time.

Not only your existing workforce but the backward
and forward linked stakeholders will also
experience a change. For this, it is imperative to
consider how they will be affected by the entire
process.



A lack of clarity on the digital transformation
strategy is one of the main causes for its failures. The
end goal is that everyone on and off the floor should
be ready for the new system and embrace it.

https://www.statista.com/statistics/1133421/factors-that-stalled-digital-progress/


The disturbance is a given, but the good thing is that you will
have enough time to formulate contingency plans that will help
decrease the risks of disruption in the company culture.

The best solution is to implement the digital
transformation strategy in segments. This way, you will be
able to foresee the changes or disturbances and make
sure that they don’t arise in other segments.

Now that everyone is on board with the new process, you will notice a change
in the company culture. Digital transformation in the company might lead to an
increase in the digital divide gap. So, you have to be ready for a disturbance in
the company culture.

4. Company Culture and Training



Another way to promote a healthy company culture amidst digital
transformation is by running in-house training, upskilling, and reskilling
programs. 

Not all of your employees will have the same amount of knowledge or expertise
in the implemented technologies. So, it is imperative to provide them with the
necessary training and bring them up to speed.



While the first approach has to be the search for talent
from inside the organisation, if there are gaps that can
hinder the successful completion of the digital
transformation process, you need to hire people who can
work on these roles.

For instance, you may need to work with cloud technologies.
If your organisation was not using the cloud earlier, then very
few people in the company might know how to work with it
or be ready to take upon the task. 

In that case, hiring trained and experienced people who have worked with the
technology is better

5. Hire New Employees



In 2020, the market value of the Digital transformation industry was $998.99
billion. The same is predicted to reach $2.7 trillion, growing with a CAGR of 18.5%
in 2026. 

While integrating your workplace with new technologies,
consult with the existing team and the digital
transformation leader. They will guide towards choosing
the right set of software, tools, and techniques.

Seeing these numbers, it is evident that many players will want
to get a share of the pie and provide services that help
organisations become digitally mature. Due to this, sometimes
quantity and cost-efficiency can give their place to quality,
which will hurt your organisation.

6. Choose the Right Technologies

https://www.mordorintelligence.com/industry-reports/digital-transformation-market
https://www.mordorintelligence.com/industry-reports/digital-transformation-market
https://www.mordorintelligence.com/industry-reports/digital-transformation-market
https://letstranzact.com/


The last leg of your digital transformation must be
focused on sustaining the improvements and
scaling them gradually. For sustainability, it is vital
to measure progress and make changes wherever
necessary. 

For example, an organisation uses email marketing to get
new customers, but the conversion rate is far below the
desired goal. The better approach would be to change the
marketing channel and then measure the progress.

7. Sustain and Scale Gradually



Measuring your progress with the relevant KPIs
(Key Performance Indicators) in every segment of
the organisation is essential to build the right
structure. In addition to this, once a technology or
system works for you, explore its potential by
scaling things up.

That’s it! Now you can begin your digital
transformation journey. Always remember that
every part of the process has to be executed
flexibly. There will be some hurdles, but you can
overcome them with the right approach.



Every organisation looking to upgrade goes through four stages of digital 
transformation:

This is the stage you are at presently.
A digital entrant will have a website,
corporate email, among a few other
digital assets. This is the stage where
you might observe the highest form
of resistance towards building a
company culture conducive to digital
maturity.

As the second stage of digital
transformation, the organisations on
this level are using their existing
digital assets to improve the KPIs. It
is here that an organisation starts
using ERP and CRM software to
complete the internal processes.

 
Digital Entrant

An SME’s Journey towards Digital Transformation

Digital Entrant Digital Resolute



Organisations working on this
stage will aim to upgrade the
internal and external processes, or
we can call them the drivers of
change within their industry. They
are adept in digital marketing, use
cloud-based solutions, and have
implemented systems to read and
understand data.

These are the organisations using
the existing technologies and
have formulated systems to
utilise the next-gen technologies
for improving workspace
operations. For instance, Artificial
Intelligence, Big Data, IoT, and
other similar technologies are
explored for designing,
marketing, operations, sales, etc.

Digital Drivers Digital Adept



Ad Hoc

Opportunistic

Repeatable

Managed

Optimised



The Indian MSME sector is one of the best contributors to
economic development. Now that the government is
making plans to reach the next milestone of a $5 trillion
economy, the MSMEs will have a crucial role to play.

We have seen substantial growth by the small organisations
in the country towards digital transformation. Added to this,
the COVID-19 gave a much-needed boost to the economy for
harnessing digital structures. We have seen small
workplaces using digital means for communication

Digital Transformation - The Indian SMEs Story



Another boost or motivating factor for the Indian SMEs
came from the customers. The Indian consumer was
smart enough to use digital channels for buying,
conversing, and engaging.

The mandatory work-from-home forced the earlier less-
aware employees to learn more about the technology.
Across the country, there was a wave of digitisation,
digitalisation, and digital transformation.



The organisation which did not know or didn’t want to use
the digital platforms quickly rose to the occasion and
started using them. 
Almost all the roadside vendors in India are now using
Paytm to accept and make payments. Due to this, the digital
payments company saw a surge of 350% during the
pandemic.

If we were to search, new stories could be found in
every corner of the Indian economy that shows the
benefits of digital transformation. 
Every organisation felt pushed back because they
were not ready to face the digital evolution and were
forced to adopt digital practices. More than a need, it
became a means for survival for them

https://www.livemint.com/companies/news/paytm-sees-up-to-3-5x-growth-in-transactions-amid-covid-19-pandemic-11595514827693.html


SMEs are the core of economic development.
Together all the Indian SMEs contributed $583 billion
in 2018-19, which amounts to 28.9% of the GDP. Not
only this, these organisations employ more than 11
crore people across the country. 

Every organisation thrives on the way they can fulfil the
customer’s demands. In the digital age, where customer
behaviour changes, an organisation’s approach to that demand
must also change.

Why Digital Transformation and Why Now?

https://msme.gov.in/sites/default/files/Annualrprt.pdf


To put it in a better perspective, in 2013, smartphone
penetration growth was only 5.5%. But in 2018, it grew
by 26% as the Indian population started using
smartphones with internet connectivity. This changed
everything. The way you would approach a new
customer in 2013 was not useful in 2018. And the same
goes for the present times.

Similarly, it is imperative to evolve your work processes and structure with time.
Now that we are going through the Industrial Revolution 4.0, it is mandatory to
bring some core changes to the organisation.

As per a New York Times article (1986) which talked about Digital’s surprising
revival, the process of digital transformation began way back before the 1980s.

https://www.statista.com/statistics/257048/smartphone-user-penetration-in-india/
https://www.statista.com/statistics/257048/smartphone-user-penetration-in-india/
https://www.nytimes.com/1986/09/04/business/digital-s-surprising-revival.html?searchResultPosition=7
https://www.nytimes.com/1986/09/04/business/digital-s-surprising-revival.html?searchResultPosition=7


The only things that changed are the reasons and the process to deliver on the
same. Back when Windows launched its first operating system, MS-DOS, in
1980, the users were able to connect hardware with software.

As we went forward, technology brought new things to
the table, and every aspect of our lives started to get
influenced by the same—case in point, the Internet. 

Look at what we could do with the help of the internet a
decade ago and today. With time, the major drivers of
digital transformation change, or we can say, evolve with a
link to the previous technologies.



69%
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Customer experience 

Improving existing products/services 

New products/services 

Growing new markets 

Technology 

Increasing efficiency/cost saving 

Workforce re-skilling 

Partners 

Here is a list of the factors that drive digital transformation in the economy.

69%          24%

57%          39%

53%          41%

53%          33%

52%          43%

52%          42%

40%          48%

31%          52%



Both data availability and technology democratisation are
driven by the cloud. The purpose of technology
democratisation can be stated in a technical term called
“citizen access.”

A simple example of citizen access is a person running
a Shopify store from his couch without ever attending
a coding class.

Today, two core areas that are part and parcel of digital transformation are:

Democratisation of Technology

Data Availability



The second aspect of digital transformation in 2021 is data availability. Every
digital machine we interact with collects data, stores it, and then provides us
with actionable insights. So, the next segment of digital transformation will be
led by the citizens, wherein we will have citizen programmers and citizen data
scientists.

Can it get any better than this? Well, the future of digital transformation will be
much better and even more impressive than this. 



You can also be a part of this citizens movement
by preparing yourself and your organisation to
become digitally intelligent and mature

Imagine what could be the scenario today if the world hadn’t adopted steam
engines and joined the electrification revolution that began in the 18th
Century?
You can create an image of a locomotive and its transition to modern-day
technologies just to show where we have come.



Finally, organisations ready to join the digital
transformation party can expect a growth of 55%
in just three years. How this growth rate can be
achieved and what you have to do to achieve it is
what we will discuss ahead.

The supporters of digital transformation compare this aspect of
evolution with the locomotive revolution and talk about the
dramatic shift in the industrial processes provided by digital
transformation.

https://www.cio.com/article/3122806/digital-laggards-must-harness-data-or-get-left-behind.html


One of the biggest mistakes we make as
industrialists, entrepreneurs, and startup
owners, is we look at digital transformation
either as a temporary strategy or a simple
add-on service. 

The Value Addition Provided by Digital Transformation

That should not be the case. Digital transformation is one of the most important
tools that will support, encourage, and provide you with enough flexibility to
operationalise an effective and relevant work model.



Better Customer Experience: Your customers are
everywhere and available almost all the time. That is why
what you need is a multi-channel customer experience
model that addresses their queries quickly and effectively.
To do this, you need to work on the digitally-enabled
marketing channels.

1.

So, you should start thinking beyond a website and use
email marketing, social media, digital advertisements, and
others to convert your website into a medium for lead
generation. 

Let’s see some benefits of working on your organisation’s digital transformation:

Today we have single-window platforms that can help you not only create the
right marketing channels but also track, measure, and iterate your campaigns.



2. Digitisation: There is a difference between digitising, digitalising, and digital
transformation. In simple words, digitising is the jump from hard paper to soft
paper.

The purpose is to convert all the information
about the company and customers into a digital
format. Digitisation is both a part and a result of
digital transformation.

If an organisation is working on digital transformation,
digitisation is given. It will streamline the paperwork and
help eliminate redundancy while optimising the
resources with higher efficiency.



3. Using Data for Personalised Customer Experience:
Every digital platform that we employ in the
organisation records data. Similarly, every bit of
recorded data has a story to tell.

They record your browsing behaviour and history, build
an understanding of your choices, and predict your
future product requirements before presenting them to
you on your mobile. Everything is understood by
converting it into data.

How do you think applications like Amazon are able to
provide you with personalised product
recommendations?



By using big data, you can also create better experiences for your customers;
address their concerns before they arise, provide personalised support and make
better decisions.

With digital transformation at your back, you can create an ecosystem that
automatically absorbs data and creates a channel for you to make customer-
centric decisions.



4. Digital Transformation Leads to Automation: The
21st Century business ecosystem is data-driven. What’s
even more important is that data generation in the age
of digital transformation is faster, integrates, and comes
in continuously. 

Because you have a large chunk of data to process before making accurate
decisions, things can take time, which is not ideal for your customers.

So, by implementing the technologies as a part of your
digital transformation, you can not only make accurate
decisions with speed, but automate them to ensure that
your customers get what they want and how they want
them to be.



To deliver on this promise to your customers,
 you need to work on four things.

Embed New Analytical
capabilities 
in your organisation.

Take the Cloud’s Way
forward
 to build your
architecture

Manage the analytical
 findings.

Integrate these
findings into 
your operations.



5. Securitisation of the Business: Because we want you
to build a data-driven business, it must be secured to
reduce security risks and protect your customer’s
privacy.

According to a Gartner Report, the cumulative security spending
in 2021 will grow by 250%. So, to ensure a seamless digital
transformation in the organisation, you need to complement it
with a risk management plan that ensures continuity.

Consulting the right person for digital transformation will get
you all the support required to implement the right risk
management technologies. And getting in touch with the right
person is imminent because 28% of the security breaches
target the customers of small businesses.

https://cisomag.eccouncil.org/cloud-security-spending-2021/
https://enterprise.verizon.com/en-gb/resources/reports/dbir/


This shows the importance of complimenting your digital transformation
process with risk management measures.

CMO'S
71%

 
29%



6. Attract and Train Better Talent: Similar to an
industry evolution, the human capital working in that
industry also needs to upgrade themselves. In most
large-scale enterprises, the assembly line workers have
been replaced by robots and machine-run peripherals.
With the coming of drones, both the helicopter pilot
and the cameraman have lost their job.

There is a lesson to be learned by the existing workforce,
instructing them to upskill themselves or take the risk of
getting obsolete. However, this is an advantage for the
organisations as they will only source employees who are
adept and have better knowledge about the workings of
a digitally mature workspace.



You will need data scientists, marketing strategists, cloud architects,
cybersecurity experts, developers, designers and so on. Because your
organisation is working on upgrading itself, you will attract talented and
high-skilled individuals who want to be part of a growing organisation.



7. Revenue Generation and Operational Efficiency: We are
talking about these two concepts together because they are
interrelated. By cruising on the path to becoming digitally
mature, you can ignore and eliminate the limitations set
forth by the physical systems. You can explore the market,
enhance your outreach, and leverage the large pool of
opportunities waiting around every corner.

A study by Snapdeal finds that 46% of the Indian SMEs
recorded a significant growth rate by adopting the online
sales funnel. Moreover, by inculcating the digital systems into
marketing, the SME businesses diversify their customer base,
which divides the risk and gives more scope of scalability.

https://assets.kpmg/content/dam/kpmg/pdf/2015/10/Snapdeal-Report_-Impact-of-e-Commerce-on-Indian-SMEs.pdf


Secondly, any digitally mature workspace
automatically benefits from higher productivity and
better work efficiencies. This is because digital
transformation does not work in a vacuum. It leads to
business transformation that further increases
operational efficiency.

Digital Transformation is a process, and just like every other process, this one
also has its fair share of doubts and naysayers. Let’s talk about the myths about
Digital transformation and show why they are just empty words.



Myth-1: The Concept of Digital is the next dot-com bubble waiting
to pop.
In reality, the concept of Digital is following the path we observe in
Moore's Law

Digital transformation has been growing and making new frontiers
with every milestone. 
Even better, when we look at the concepts of digital and add the
speed factor to it, we can clearly observe new technologies
emerging every day.
Take, for example, self-drive cars. Who would have thought that we could travel
from Ahmedabad to Mumbai via a self-drive car a decade ago?

Myths About Digital and Why They are Only 

https://www.investopedia.com/terms/m/mooreslaw.asp


Take, for example, self-drive cars. Who would have
thought that we could travel from Ahmedabad to
Mumbai via a self-drive car a decade ago?

Moreover, businesses of all scales and strata are heavily
investing in digital transformation so that they can build
innovative products for B2B and B2C users. 

That is why global spending on digital transformation is
expected to reach $2.3 trillion in 2023.

https://www.statista.com/statistics/870924/worldwide-digital-transformation-market-size/
https://www.statista.com/statistics/870924/worldwide-digital-transformation-market-size/


Myth-2: 
Digital transformation will increase the digital divide gap.

 
Moreover, technology can improve the economic and social status
of a large chunk of the population, especially those currently living
in poverty.

Yes, digital transformation has led to workforce displacement. 

But, the impact it has created in terms of improvising the
workforce potential and productivity outweighs the displacement.

So, if you have any doubts about not joining the bandwagon of digital
transformation, it is best to rise above them and start the process right now.



Begin by identifying your vision and goals that must
be achieved with Digital Transformation. Set a time
frame for the goals and objectives to remain
accountable and focused on the goal. 

Some Concrete Actionable 
Step Heading Description

Define Your Vision

Hire DX Leaders Onboarding a DX leader will assist with the hiring,
choosing the right tools, building training platforms,
and following the right path towards completion.



Start deploying the DX strategy in measurable
segments. Following an iterative approach will
reduce the chances of failure in end-to-end
implementation.

Develop training programs for the employees to
work with the new and advanced technologies

Module-Based
Implementation

Coach and Train



Hiring new employees is essential to fill
in the gaps in terms of an adept
workforce. Leverage the DX leader’s
expertise in hiring new employees.

Here again, you need to handpick the ideal
software, tools, and digital products to
enhance employee productivity and
streamline management. 

Choose the
Right
Technologies

Recruitment

Sustain and
Scale

Once the existing transformation strategy starts
showing results, scale the implementation
gradually and start using different tactics.



Building Digital
Transformation
Leadership

Hire New
Employees

Start by Defining
your Vision - 
Beginning of your
Digital Strategy

It’s Time to
Test the
Waters

Company
Culture and
Training

Choose the
Right
Technologies

Sustain and
Scale Gradually

7 STEPS



The adoption of digital technologies and systems has
evolved in the past few years. However, the MSMEs in India
were slow to join the rest of the industries and start their
digital transformation journey. 

Working on your digital transformation process means
making headway into a new and improved domain that is
intricately connected and helps change the organisation’s
bottom line.

Conclusion

It is pertinent for every organisation to start their digital
transformation journey. Beginning with aligning the business
goals and vision, the companies need to build a structure and
get in touch with the right digital transformation
leaders/partners.

https://letstranzact.com/


Once the structure is ready, start deploying the
measures in segments and testing the progress. This
makes it easier to do the required changes before
completely overhauling the entire organisational
culture and structure.

 Conforming to the dynamism of digital
transformation is not only highly beneficial for present-
day organisations, but is a means to survive, grow, and
develop.


