
Digital Organisations yield greater value from Data, thus making Data the most valued Asset.

Business and Operating models are centered-on and rely-upon good quality Data. Along with

Data there are 4x enabling competencies that make-up the ideal Digital Organisation.

C o n t e x t
The Digital Competency model frames the underlining attributes for the Digital Organisation. 

Outcome Mapping: The competencies can be used to frame outcomes for the digital initiatives.

Digital KPIs: The competencies can be used to define specific digital maturity metrics.

U s e  C a s e

It is critical to establish a blueprint for the Digital organisation to succeed with Digital

Transformation. The Digital Canvas addresses this specific requirement. It presents a 360 view

of all the organisation capabilities to be automated to realize the Target Digital Operation. 

C o n t e x t

D
ig

ita
l I

n
te

lli
g

e
n

ce

D
ig

ita
l I

T

D
ig

ita
l I

n
te

r-
o

p
e

ra
b

ili
ty

D
ig

ita
l S

e
cu

rit
y

Digital Core Business

Digital Organization Governance

Digital Back-Office

Digital Service & Relationships

Digital Channels

Digital Experience Orchestration

Digital Workspace

D
ig

ita
l M

ar
ke

tin
g

Digital Front-End 
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Hubs

10 
Spokes

>10 %

Digital Security Sec
Ops

Digital Intelligence
Data Ops

% decrease cost (per
transaction)

% faster time to
market

% expected
increase in
platform revenue

>20% >25 % >20%

>30% >25%

The Digital Canvas enables thorough design and planning of Digital Transformation Initiatives

- Portfolio Visibility: The canvas can be used to map all Assets (i.e. Capabilities, Systems, Data…)

- Digital Specifications: The canvas can be used to capture a map of automation requirements

U s e  C a s e s

Consists of capabilities which
deliver the organisation's
products and services
efficiently to the customers.

Consists of cross-
organisation capabilities
which enable efficient
and secure operations. 

Displays the integral systems
and processes required to
perform core operations within
an organisation. D
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Lack of legacy
system guidance and
experience impedes

ops efficiency

Manual processes
impedes process
automation and

efficiency

Poor system
integration and

portfolio
management drives

inefficiencies 

Lack of modern
document

management
impedes data driven
regulatory operations

C o n t e x t U s e  C a s e s

Digital Organization: 
Organisation Competencies

Digital Organization: 
Connected Intelligence 
Initiatives

Customer feedback
channels not
established

Customer channels
not configured for

seamless experience

Process automation
impeded by siloed

data & systems

Value and insights not
captured from vast

volume of data
available

Regulatory services
are not agile and in

line with market best
practices

Potential misuse and
confidentiality issues

with single login
credentials for

consultants 

Inefficient &
inconsistent

customer
interactions

Services are not
efficiently

orchestrated in
channels

It is critical to establish a blueprint for Digital Organisation to succeed with Digital Transformation.

The Digital Canvas presents a 360-degree view of all the organisation's capabilities to be automated

to realize the target Digital operations. 

C o n t e x t
The Digital Canvas enables systematic design and planning of Digital Transformation initiatives

Portfolio Visibility: The Canvas identifies the current usage of assets (i.e. technology, process…).

Digital Specifications: The Canvas outlines the functional requirements for technology deployment.

U s e  C a s e

Efficiency Agility Growth Efficiency Agility Growth Efficiency Agility Growth

IMPLEMENTING EA PRACTICES TO PERFECT DIGITAL BANKING

Transformation
Streams

3

3

The Digital DFSA Transformation Roadmap is a 2-year roadmap which establishes the foundation for

Digital Transformation and activates Digital Competencies across the organization. 

Deliver seamless and customer-centric transactions for all entities and consultants

Centralize and digitalize the backend operations of the organization

Establish cohesive and agile organization-wide operations

T r a n s f o r m a t i o n  R o a d m a p

The Digital Experience Transformation Stream focuses on improving regulatory service orchestration

and delivery to registered entities to enable frictionless regulatory transactions. 

CRMOps: Activate a centralized customer relationship platform to manage entities & consultants

DXPOps: Establish a customer-centric platform to manage internal and external stakeholders

OptiChannelOps: Establish integrated customer experience across multiple channels

MarComOps: Establish real-time and personalized regulatory service marketing

S t r e a m  0 1 :  D i g i t a l  E x p e r i e n c e

The Digital Core Transformation Stream focuses on accelerating and automating core operations of

the organization to provide strong, fair, and world-class regulation.

DWSOps: Establish and orchestrate employee-centric workspace operations

CoreOps: Orchestrate digitalization of the regulatory operations and services

GPRCOps: Establish enterprise governance, risk, projects & compliance management platform

BackOfficeOps: Establish centralized and integrated back-office service management

S t r e a m  0 2 :  D i g i t a l  C o r e

Projects are identified on a domain-level basis. The projects address a set of initiatives and use cases

that will be further defined in an agile mode but that will address the opportunities and gaps

identified in the architecture design. A number of principles are recommended

Projects should deliver value through an Agile methodology on a quarter-quarter basis

Projects should be seen as the starting point for a process of continuous transformation

D e s i g n  P r i n c i p l e s
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5b

Transformation
Projects

Transformation
Duration (Years)

Transformation
Budget Y1 (AED)

5a 5c

6

7

The Connected Intelligence Transformation Stream focuses on the orchestration of organization-

wide operational digitalization through optimized technologies, services, competencies, & processes. 

InterOps: Enable integrated and automated process orchestration

SecOps: Establish efficient security governance, monitoring and management

ITOps: Establish agile and automated technology operations

DataOps: Establish efficient and effective data management and insights

S t r e a m  0 3 :  C o n n e c t e d  I n t e l l i g e n c e

The Digital Transformation initiatives are designed to ensure practical impact and improvements are delivered to Organisations. These initiatives deliver three

primary improvements - (1) increase operational efficiency, (2) increase the ability to respond to market change, and (3) scale operations and deliver optimal quality.

C o n t e x t
Key Performance Indicates are identified in association with the projects. The KPI measures are backed by relevant industry sources. They are adjusted in

recognition of the existing level of maturity of Organisations in the relevant domains and the level of improvement that can therefore be realistically attained.

D e f i n i t i o n  A p p r o a c h

D a t a :  

Establish data as a central asset

Leverage data to drive decisions

E x p e r i e n c e :  

Deliver frictionless Digital interactions

Orchestrate persona and journey-driven transactions

A g i l i t y :  

Adapt continuously to economic developments

Transition towards continuous transformation

P l a t f o r m :  

Realise end-to-end automation of services

Establish new Digital revenue streams

I n t e r o p e r a b i l i t y :  

Orchestrate cross-organisation intelligent processes

Deliver open and integrated technology services

Organisations must evolve towards a Digital future to ensure optimum efficiency, effectiveness and

agility. This implies the need to develop new Digital competencies, which centre around the

increased orchestration of data as a central asset.

C o n t e x t
The Digital Organisation competencies frame the underlining attributes of the Digital Organisation. 

Digital Direction: The competencies frame the aspirations to be realised from Digital initiatives.

Digital Maturity: The competencies define the Digital maturity of the organisation & frame the gaps.

U s e  C a s e

03 22 02 9.1M
Transformation
Budget Y2 (AED)

3.1M

Data

Digital Organization: 
Transformation Impact
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D i g i t a l  C o r e

Consists of capabilities required to

deliver core operational mandate

of the organisation.

D i g i t a l  E n a b l e r s

Consists of cross-organisation

capabilities to enable efficient and

secure Digital operations. 

Consists of capabilities which

deliver the organisation's products

and services efficiently.

D i g i t a l  F r o n t - e n d

Operational latencies
due to resource

capacity constraints

Legacy systems
impede DFSA's
Digital evolution

Customer behavior
&satisfaction not

managed through use
of data

ServicesTechnologyProcessPeople

Digital Organization: 
Project Timeline

Digital Channels
(OptiChannelOps)

% decrease in
customer service
costs

>20%

% increase in
customer usage of
digital channels

>20%

% decrease in call
center volumes

>30%

Digital Marketing &
Communication
(MarComOps)

% increase in
customer engagement  

>20%

% increase in market
reach

>20%

% increase in
compliance by
regulated entities

>15%

Digital Experience
Orchestration
(DXPOps)

% increase in
customer retention

>15%

% decrease in
transaction processing
time

>25%

% increase in
customer experience

>30%

Digital Service
Orchestration
(CRMOps)

% increase in SLA
adherence

>10%

% increase in
transaction close rate

>25%

% increase in
customer satisfaction

>30%

DIGITAL ORGANIZATION TRANSFORMATION ROADMAP

Digital Organization: 
Organisation Maturity

Digital Organization: 
Digital Blueprint
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C o n t e x t
The Digital Transformation design considered input from review of documents, processes,

and technology. Interviews were also conducted with Organisation’s executives and

customers to capture first-hand insight.

 

F i n d i n g s
The analysis identified important gaps and opportunities in Organisation’s maturity with

respect to Digital. These insights have been categorised against people, processes,

technology, data and services across the Digital Canvas.

(*) Note: Customers refer to Consultants and entities registering/registered in DFSA

The Connected Intelligence initiatives are at the heart of digitizing the operations. The Platform consists of four core hub platforms &

connects to other ongoing business initiatives to deliver integrated technology operations. These platforms are core enablers to other

technology platforms within Organisations.

InterOps: Design & activate interoperability platform to manage shared components (AI, RPA, Analytics)

DataOps: Design & activate data operations platform manages solution data lifecycle & infrastructure

SecOps: Design & activate the digital security operations platform

ITOps: Design & activate digital IT operations platform

Digital Organization: 
Digital Experience 
Initiatives

The Digital Experience initiatives accelerate and promote the development of digital front-end experience as a focus to improve user retention and

journey. Projects focused on enhancing client engagements in the regulatory domain are reconciled in the core digital transformation experience

initiatives.

CRMOps: Design & activate a centralized client relationship platform to manage clients

DXPOps: Design & activate a centralized digital experience platform to manage stakeholders

OptiChannelOps: Design & activate a centralized channel management platform to manage unified service orchestration

MarComOps: Design & activate a centralized digital commerce platform to manage communication of regulatory services 

Digital Organization: 
Core Business Initiatives

The Digital Core Business initiatives accelerate and automate the core functions of the organization. The core operations activities are

enriched/maintained by executing projects focusing on the various areas of the digital core domain, 

GPRCOps: Design & activate centralized governance operations management platform

CoreOps: Design & activate core operations management platform

DWSOps: Design & activate centralized digital workspace management platform

BackOfficeOps: Design & activate centralized digital back-office management platform

Digital Workspace
(DWSOps)

% decrease in
operations costs

>10%

% increase in
workforce productivity

>20%

% increase in
employee satisfaction

>20%

Digital Core
Business
(CoreOps)

% increase in
operations efficiency

>19%

% decrease in time-to-
market for new
services

>20%

% decrease in
operational costs and
efforts

>30%

Digital GPRC
(GPRCOps)

% decrease in
compliance related
errors

>15%

% decrease in time-to-
comply against
regulatory requirements

>20%

% increase in
realization of strategic
goals

>10%

Digital Back Office
(BackOfficeOps)

% decrease in
processing time

>25%

% increase in decision
making process time

>20%

% increase in
transaction processing
capacity

>30%

Digital Interoperability
& Automation
(InterOps)

% increase in process
efficiency

>20%

% decrease in time-to-
market for new
services

>25%

% decrease in
transaction processing
time

>30%

Digital Security
(SecOps)

% decrease in mean
time to detect security
incidents

>10%

% decrease in time to
respond to security
incidents

>15%

% decrease in
downtime and
disruption

>10%

Digital Intelligence
(DataOps)

% decrease in time to
input and analyse
regulatory data

>20%

% increase in time to
make decisions

>20%

% increase in
forecasting accuracy

>25%

Digital IT
(ITOps)

% decrease in cost
per transaction

>15%

% decrease in time-to-
market for technology
& change

>25%

% increase in
platform-based
revenue

>05%

Digital Organization: 
Roadmap Realisation

The Digital Canvas capabilities are embedded into the development and realization of Digital Organisations through the modular towers (Digital Core, Connected Intelligence, and

Digital Experience). The capabilities within modular towers are realized by creating new technology-driven projects (Hubs) while considering the ongoing projects in the

organization (Spokes). The Application Managed Service (AMS) defines the priorities and specifications to activate the modular capabilities in line with the defined target

architecture.
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