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Agility

Speed
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Sustained 

Agility

Competitive 

Advantage 
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Disentangling Innovation from transformation

Use digital 
technology to 
transform the 
customer 
experience 
and create 
new business 
models Leadership and operational 

excellence to capitalize on the 
promises of digital technology

Who would have thought that we can sell 
three (Hue) lamps for $200?. We thought, 

how can we reinvent the value proposition of 
lamps? 

…
And we have done it by making digital 

lightning a home automation game
(Frans van Houten, CEO, Philips)*

* Mocker, M., Ross, J. W., & van Heck, E. (2014). Transforming Royal Philips:. Massachusetts Institute of Technology, Case Study.
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Complexity compromise

› Organizations look for value by increasing variety 

(complexity) of products and services

› In doing so, organizations loose value by creating non 

value adding complexity. 

› Sometimes the connection is not so clear:

› Internal process complexity

› Stupid customers ???

… when the time came to 

purchase, people who saw 

the large display (24) were 

one-tenth as likely to buy as 

people who saw the small 

display (6)*.

*More Isn’t Always Better, Barry Schwartz, HBR JUNE 2006 ISSUE
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Complexity trends

Complexity

Time

Complexity

Time

The lifetime value of the 

average customer using 

more than one [bank] 

product is 9 times more 

that those with only a 

savings account
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How product and service complexity adds value

Complexity

Time
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Risk of increasing product and service complexity

Complexity

Time
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ING, Philips, amazon …

Complexity

Time
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Companies can create value from product complexity while maintaining 
simple processes … finding the complexity sweet spot

Enterprise Architecture Andrea 
Carugati

Complexity

Time
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Fours examples where digitization helped to decouple
product complexity from organizational complexity
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Digitization and complexity? 

› Digitization can decouple product/service complexity from process complexity. 

› Digitization for products : Product platforms, search features, product 

configurators, recommendations, customer reviews, seller ratings, perks, 

offers, …

› Digitization for process: Enterprise Architecture/digitized process platform 

(coherent set of standardized processes supported by standard applications, 

data and technology). 
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Injection of digital competences

New PEOPLE New SKILLS
New talents
• Students
• Headhunting

Kompetence- og 
lederudvikling
Efteruddannelse
Executive education

NEW
Competences
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Take Charge

… and get well advised

Take Charge
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when in doubt … focus on operations

A concerted executive task:

focus on change in leadership capabilities  in 

conjunction with change in digital (IT) solutions.

Focus on 

operational 

excellence
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New competition … new KPIs

Use a new vocabulary to describe IT 
Management. Ideas, testing and redesign will 
shape the winning solutions  

Change the 

KPI
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A (possible) history of digital disruption 



Thank you!

Andrea Carugati, PhD
Professor
Study Director, Master i IT
andrea@mgmt.au.dk
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The consequences of tight control without release valve

Proposals for 

Business 

Solution

Coordinating 

Global Platform 

Components

Coordinating Local 

Business Solutions

Global 

Platform 

Components

Experiments

Coordinating 

Experiments

Local 

Customer 

Needs

Non- Coordinated 

Experiments

Shadow IT


