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EDITOR’S PREFACE

Old traditions bring us to ask the industry 
at the beginning of the year, what were the 
most transformative technologies of 2019, and 
will be the points of inflexion in 2020. Over 
twenty senior executives chose to voice their 
personalised opinions on the subject. 
As an amalgamation, the kick of points that have 

emerged were the commercial but cautious excitement around the entry 
of 5G networks; automation going mainstream; dabbling alongside into 
artificial intelligence; acceptance of the disruption created by cloud and 
mobility; the buildup of renewed excitement around digital customer 
experience; the upcoming chaos around deepfakes malware as they 
move into video and other areas; and the opening and legacy of Expo 
2020 Dubai.
On a country level, the biggest event for the UAE is the Expo 2020 Dubai. 
Farhan Syed from KPMG explains that Expo 2020 is likely to have a 
positive economic impact, propelled by the millions of visitors that will 
enjoy digitally-driven experiences at the event. 
Syed adds, Expo 2020 Dubai will showcase some of the biggest 
technological achievements, particularly the UAE’s innovations in 
various fields through its subthemes of opportunity, mobility and 
sustainability. These will act as a source of inspiration for many 
organisations that will use and leverage some of these concepts for their 
own transformation.
One of the most important developments as we move into 2020, is that 
the moving parts required in digital transformation, mostly around cloud 
platforms and the edge of the networks are getting more functional and 
orchestrated. Explains Lori MacVittie at F5 Networks, everything begins 
with an initiative. A decision to move from a mostly manual, human-
driven business to one that relies heavily on technology. This includes 
applications, automation and artificial intelligence. 
As the region embraces the experience economy in 2020, SAP’s Ahmed 
Al-Faifi, points out the most transformative technology will be customer 
experience solutions. Customer experience is the top 2020 business 
priority for 96% of GCC organisations, according to a recent YouGov 
survey. 
SAP is actively bringing its best practices learnt from staging mega 
global events with German National Football Team, FC Bayern Munich’s 
Allianz Arena, and the San Francisco 49ers’ Levi’s Stadium, to the 
region’s big-ticket events such as Smart Hajj, and Expo 2020 Dubai, 
amongst others. 
Mobile, as a choice of device and engagement, is one of the technologies 
that has been the most transformative, particularly in the banking, 
retail and government services sectors. In 2019, the banking and retail 
industries proved to be two of the most mature in terms of adopting 
mobile technology. ManageEngine’s Raj Sabhlok, emphasizes that 
hands down, artificial intelligence has been the most transformative 
technology of 2019.
For more, check out our 20+ exciting forecasts in the pages ahead.
Wishing you success in 2020.
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processes for measurable cost 
savings. This can save over 20% of 
total non-core annual expenditure, 
leading to additional profit straight 
to the bottom line.

Uncovering cash flow within 
your organisation can yield many 
important benefits and enable 
your business to stay ahead of the 
competition, allowing you to reinvest 
in strategic growth. Whether you 
are looking to reinvest in staff, 
technology, marketing or new 
products and services, the extra 
dirhams you save today can help 
you achieve your goals for 2020 and 
beyond. 

Businesses can focus on 
general, non-strategic costs such 
as telecommunications, energy, 
logistics, printing, utilities, office 
supplies, freight, courier and 
marketing expenses. These are 
expenses that are not the focus of 
professional pricing negotiations. 

All savings that are realised, can 
be improved over time by assessing 
and then monitoring supplier 
performance in accordance with the 
supply contract. 

Here’s our top recommendations 
for how to uncover your own hidden 
cost savings:

Inquire about new industry 
innovations: latest solutions and 
services tend to offer better value for 
time and money as well as enabling 
you to stay ahead of the competition.

Negotiate with suppliers more 
effectively: you know your order 
history so use this to optimise 
pricing and delivery processes.

Avoid unaccounted for supplier 
inflation prices: clients often miss 
price increases that have been 
implemented. For this reason, 
some suppliers can get away with 
unfavorable fees and terms. Have 
your finance or legal team review 
your contracts.

Streamline supplier contracts: 
continuously confirm you are 
leveraging the software or service 
solutions you are paying for. 
Contact your provider to cancel any 
under utilised solutions. 

Monitor and maintain savings 
over time: You have to stay on it, 
set up at least a six-monthly review 
of existing agreements.

Ask about supplier rebates: Many 
organisations are unaware of the 
financial rebates available to them. 
The type of supplier determines 
the type of rebate. Make the most 
of your entitlement to reduce next 
year’s spend.

Staff in charge of procurement 
or purchasing have many 
responsibilities, as a result, core 
expenditures remain the focus. 
Rarely do they have the time, 
manpower or expertise to analyse 
the non-core expenses associated 
with the day-to-day operation of 
their business. 

Despite the rush to the finish 
line for 2019, organisations should 
adequately prepare for what is 
ahead in 2020. Asking the right 
questions, analysing data correctly 
and allowing ample implementation 
periods is critical to prolonged 
success. 

NEIL BURNARD,
CEO Expense Reduction Analysts UAE.

OPINION

LEVERAGING INNOVATION TO 
GENERATE MARGINS FROM SUPPLIERS
Neil Burnard at Expense Reduction Analysts UAE, explains that enterprises should monitor 
supplier contracts closely for reductions and rebates generated through technology 
innovation.

CFOs and department heads 
are constantly looking at 
targets, savings and budgets. 

Leadership is thinking about 
where to find the dry powder if 
revenue goals do not materialise 
or if the budget is coming up short 
of stakeholder expectations for 
2020. The good news is, there is a 
common area of a business that gets 
overlooked amongst medium to large 
corporations. 

This is simply maximising the best 
value from suppliers and developing 
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OPINION

VIKRAM BHAT,
Chief Product Officer,
Capillary Technologies.

While technology is the key 
enabler for brands wanting to 
enhance their omnichannel 
strategy, artificial intelligence is 
another crucial component that is 
driving its success. But artificial 
intelligence is only a tool and not a 
standalone solution, so organisations 
need to understand that while it 
can be immensely beneficial in 
providing customer insights, it 
cannot compensate for a modest or 
nonexistent omnichannel strategy. 

Let us take a look at how artificial 
intelligence can be applied online as 
well in brick-and-mortar stores.

DATA POTENTIAL

Imagine the amount of data 
brands have access to via multiple 
platforms. Artificial intelligence 
can help brands to process this 
data to identify consumer spending 
patterns, buying preferences, 
customer demographics, personal 
preferences, and so on. 

PERSONALISATION

The best way artificial intelligence 
can help brands is with the power 
of personalisation. It allows brands 
to communicate with their target 
audience at the right time, with the 
right product, the right offer and 
message, through the right channel. 
Brands are able to achieve higher 
response rates, increased customer 
loyalty, and lower marketing costs

IMAGE SEARCH

Artificial intelligence allows 
consumers to search for products 

BOOSTING OMNICHANNEL SUCCESS 
THROUGH INSIGHTS FROM AI
Merely implementing an omnichannel operation is not sufficient and requires insights driven 
from AI explains Vikram Bhat at Capillary Technologies.

based on images they have 
come across. Shoppers simply 
take a picture and get matched 
to similar items on ecommerce 
websites. A good example is 
Pinterest who are leveraging 
this technology by allowing its 
users to select any item from 
any photograph online and 
then throws up similar items 
through an image recognition 
software.

CUSTOMER SERVICE

Chatbots are a popular and 
invaluable way for brands to 
offer 24x7 customer service 
support on their ecommerce 
websites. They simulate 
human-like conversations 
with customers and can 
execute tasks, automate order 
processing, and can also provide 
accurate answers to customers 
about product details, quantities 
and shipping terms.

GENERATING INSIGHTS 

Artificial intelligence deployed 
in physical store helps capture, 
and correlate in-store customer 
behaviour data and shopping 
preferences with digital 
channels like social, email, 
and mobile app. These insights 
can be passed onto the sales 
associates for cross-selling, up-
selling and strengthening the 
customer engagement directly 
on the sales floor. 

Going omnichannel is tempting 
for many retailers who have 
not yet embarked on their 

digital transformation journey. 
However, implementing an 
omnichannel strategy is not only 
about being present on all channels 
and platforms available. It is about 
providing a seamless and unified 
brand experience to customers 
across channels to enable them to 
connect with a brand and simplify 
their shopping experience.

A Google report further proves 
this is the right approach after the 
study found that 85% of shoppers 
start their shopping journey on one 
device, like a laptop for example, and 
end it on another, say a smartphone, 
or even a physical store.  
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OMAS FOLTYN,
Security Writer, ESET.

Year after year, analyses show 
that millions of people make, 
to put it mildly, questionable 

choices when it comes to the 
passwords, they use to protect their 
accounts. And fresh statistics for 
the year that is drawing to a close 
confirm that bad habits die hard with 
people willingly putting themselves 
in the firing line of account-takeover 
attacks.

Drawing on an analysis of a total 
of 500 million passwords that were 
leaked in various data breaches in 
2019, NordPass found that 12345, 
123456 and 123456789 reigned 
supreme in order of frequency. 
Between them, these numerical 
strings were used to secure a total of 
6.3 million accounts. It does not get 
much more optimistic further down 
the list, however, as these three 
choices were followed by test1 and, 
the one and only, password.

Somewhat predictably, the chart 
is overall replete with many usual 
suspects among the most common 
passwords – think asdf, qwerty, 
iloveyou and various other stalwart 
choices. Other supremely hackable 
passwords – including simple 
numerical strings, common names, 
and rows of keys – also abound. 
Much the same picture is painted 
annually by SplashData’s lists of the 
most-used passwords, such as last 
year, the year before that, and so on.

If you recognise any of the above 
as your own, then fixing your 
passwords is almost certainly one 
of the things that deserves a place 

IS YOUR PASSWORD 
AMONGST THE WORST OF 2019
Half a dozen strings make up the most common passwords for more than 6 million accounts, 
and if you have used any of those consider yourself hacked, writes Tomas Foltyn at ESET. 

OPINION

on your laundry list of New Year’s 
resolutions. For starters, fixing 
here means not having the exact 
same idea as millions of other 
people when you are signing up to 
a service and are asked to create 
your password.

One way to go about this is 
opt for a passphrase, which, if 
done right, is generally a tougher 
nut to crack as well as easier to 
remember. The latter is especially 
useful if you do not use password 
management software, which, 
somewhat unsurprisingly, has 
been shown to benefit both 
password strength and uniqueness. 

Yes, that passphrase should, of 
course, be unique for each of your 
online accounts, as recycling your 
passwords across various services 
is tantamount to asking for trouble.

You may also want to watch 
out for password leaks. There are 
a number of services these days 
where you can check if your login 
credentials may have been caught 
up in a known breach. Some of 
them even offer you the option 
to sign up for alerts if your login 
information is compromised in a 
breach.

In fact, as ours is an era where 
login data are compromised by the 
millions, why settle for one line of 
defense if you can have two? At the 
risk of repeating ourselves, two-
factor authentication is a highly 
valuable way to add an additional 
layer of security to online accounts 
on top of your password. 
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Top speakers and winner awards 
dominate World CIO 200 Summit 2019
The World CIO 200 Summit reached its finale in UAE, with a two-day mega event of close to 
300 attendees, CIOs, IT executives, speakers, and award recognitions.  
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T
he Global CIO Forum 
concluded its 15 country - The 
World CIO 200 Summit road 
show on 09-10 December 

in Ras Al Khaimah, at the Double 
Tree Hilton venue. The road show 
travelled through 14 other countries 
including Saudi Arabia, Bahrain, 
Oman, Qatar, Kuwait, Ghana, Egypt, 
India, Atlanta, Pakistan, Canada, 
Singapore and South Africa. The 
roadshow which kicked off in 
September culminated in a 2-day 
gala event in UAE with the unveiling 
of the second edition of, The BOTS.

The workings of The World CIO 
200 Summit 2019 were advised by 
the INSPIRE committee including Dr 
Esam Al Falasi MOE UAE, Venkatesh 
Mahadevan Dubai Investment, 
Ajay Rathi DHA UAE, Yahya Al 
Mawali, Dr Jassim Haji AI Society 
Bahrain, Mohammed Mahnashi 
MOFA Saudi Arabia, and Ashith P 
from Al Masah Capital.

THOUGHT LEADERSHIP

The two-day event witnessed 
engaging thought leadership 
from all speakers. Exemplary 
engagement with the delegates 
was seen from Dave Crane, Award 
Winning International Speaker; 
Venkatesh Mahadevan, CIO, Dubai 
Investments; Sobha Singh, Director, 
Oracle Corporation; Dr Erdal Ozkaya, 
Cybersecurity Advisor and Head of 
Information Security at Standard 
Chartered Bank; John Mattone, 
Executive Coach of Steve Jobs; and 
Dr K Hari Prasad, President Apollo 
Hospitals Group, India, amongst 
others.

Dr Hari Prasad, pointed out that 
artificial intelligence tools coupled 
with the long baseline of medical 
data available to the Group is now 
being used in a proactive way to 
assist medical specialists. Sobha 
Singh summarised her experiences 
of working with large enterprises 
and how they can successfully 
embark on the digital transformation 
journey. Venkatesh Mahadevan 
touched on how CIOs need to move 
up the maturity ladder of engaging 
with the rest of the enterprise and 
leverage their powerful position at 
the center of the enterprise. 

The event also witnessed two 
round table discussions on the future 
of human beings and technology 
and the progress being made in the 
role of women in technology. Ektaa 
Sibal successfully conducted an 
early morning introduction to Yoga 
and Meditation for interested and 
participating delegates.

CIO 200 AWARDS

The executives recognized for The 
World CIO 200 Summit; UAE 2019 
edition are as follows.

NEXT GEN
Umniya Mahmoud, Maqta Gateway 
AD Ports; Mohamed Sherif, Hyatt 
Hotel. 

LEADER
Khalfan Matar Al Hassani 
Monitoring and Control Center, Shah 
e Room Khan Emirates College of 
Technology Abu Dhabi, Muhamed 
Noufel Royal Continental Hotel, 
Robert P Araniego Emrill Services, 

Shanu Ammunni Ishraq Dubai, 
Rabih Merhy Rotana Hotels, George 
Eapen Petrofac, Mohammad Shahzad 
RDK Group, Aliakbar Patwa NRS 
International, Muhamed Noufel 
Royal Continental Hotels, Khawla 
Al-Jarrah Ras Al Khaimah American 
Academy for Girls, Qusai Almeqdadi 
Excellence Consultancy Group, 
Mohammed Mudasar BlueStone 
Capital Investments.

MASTER
Bhupesh Kumar Muduli La Verda 
Suites & Villas, Azeemuddin 
Mohammed Al Rawabi Dairy, Ahmed 
Shawky Millenium Hotels Resorts, 
Hamad Khalifa Alnuaimi AbuDhabi 
Police GHQ, Ashith Piriyattiath 
Al Masah Capital Management, 
Yasser Quraishy Manzil Healthcare 
Services, Mohammad Khaled 
Government, Arul Jose Vigin DIFC 
Courts, Mamdouh Nada United 
Foods, Mohammed Saeed Al Shehh 
Statistics Center of Abu Dhabi, 
Martin Wallgren Gulf Agency 
Company, Ahmed Alkindi National 
Ambulance, Shadi Nabil Al Muzayen 
Al Dhafrah Region Municipality, 
Aliasgar Bohari Zuelkha Group of 
Hospitals, Jayakumar Mohanachanan 
Precision Group, Javeria Aijaz Farnek 
Services, Aslam Rashid Khan Al 
Forsan resorts, Mubaraka M Ibrahim 
Ministry of Health and Prevention, 
Pankaj Bajaj Neuro Spinal Hospital, 
Mubarik Hussain Bloom Holding, 
Pradeepkumar Nair Diyafah 
International Education, Ozgur 
Kucukoglu VeriPark, Ronald Stewart 
Dsa OSN, Ahmed Askar GEMS 
Education, Fahad Khan Deshmukh 
Galfar Emirates, Ahmed Ebrahim 
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AlAhmad Nakheel PJSC, Fady 
Sleiman Petrofac, Hasnain Juzer 
Ali Saudi German Hospitals Group 
UAE, Akshay Lamba Deloitte, Shijin 
Prasad Cure Medical Centers, Ali 
Hakam Ghunaim Canadian Specialist 
Hospital, Syed Mohammad Ali Naqvi 
Al Hilal Bank.

LEGEND
Ashraf Salah Hilton Worldwide, 
Sunando Chaudhuri Abu Dhabi 
National Exhibition Company, 
Fayaz Ahamed Badubhai Al Yousof 
Group, Santosh Shetty Ghassan 
Aboud Group, Esam ALFalasi MOE, 
Kiran Dsouza Boehringer Ingelheim, 
Alaeddin Al-Badawna ADNOC Al 
Dhafra Petroleum, Saleem Ahmed 
Sharjah Islamic Bank, Abdul Azeem 
Baqar Mohammed Dubai Cable 
Company, Madhusuthan Bahri & 
Mazroei Group, Shumon A Zaman 
Lamprell Energy, Ajay Rathi Dubai 
Healthcare City Authority, Elfassi 
Yassim TriStar Group, Anshul 
Srivastav Emirates Post, Vinay 
Sharma Gulftainer, Venkatesh 
Mahadevan Dubai Investments, 
Mohamed Ibrahim Mohamed Al 
Ali Dubai Government Human 
Resources Department, Taha 
Moustafa Mohamed Regional Center 
for Educ Planning UNESCO, Ramy 

Mahmoud Abdelwahab Mohamed 
National Marine Dredging Company, 
Erdal Ozkaya Standard Chartered 
Bank, Surena Shetty Unimoni 
and UAE Exchange, Sivakumar 
Venkatraman Dubai First, Varughese 
George Wafi Group, Mario Foster 
Al Naboodah Group Enterprises, 
Mohammed Shakeel Ahmed Abu 
Dhabi Aviation, Shailesh Mani 
Flemingo International, Khamis 
Awadh Abulani Rabdan Academy, 
Jaleel Rahiman Prime Healthcare 
Group, Umesh Moolchandani Bin 
Dasmal Group, Nitin Bhargava 
Mashreq Bank, Ahmed Al Marzooqi 
Abu Dhabi National Exhibitions 
Company, Soheyl Kadjani Emirates 
NBD, Mohammad Imran Hussain 
Tiger Group, Ilham Ismail 
Hospitality Management Holding, 
Unni Menon Gargash Hospital, 
Damian O’Gara Kentech Group, Gopi 
Krishnan GEMS Education, Aditya 
Mohan Kaushik Adyard Abu Dhabi. 

The winners of the DX Inspire 
Awards 2019 included the following 
executives: 

Agile: Soheyl Kadjani: Emirates 
NBD

Business: Derrick Louis, RaceTrac 
Petroleum; Faizan Mustafa, Toyota 
Indus Motors; Ramesh Munamarty, 
International SOS; Sahibzada Ali 

Mahmud, Khyber Pakhtunkhwa, 
Economic Zones Development 
Management

Customer Experience: Fayez 
Al Khatib, Qatar Fuel; Nitin 
Bhargava, Mashreq Bank; Praful 
Thummar, Jazeera Airways

Digital: Ali Jassim Ahmed Al 
Alaradi, Ministry of Foreign 
Affairs, Bahrain; Anto Pius, Aster 
DM Healthcare; Nana Yaa D Oti-
Boaten, Vodafone Education: Inas 
Sobhy, Ministry of Education; 
Nikhil Kumar Nigam Amity 
Education Group Government: 
Abdulaziz Oraij, Ministry of 
Communication and Information 
Technology, Saudi Arabia

Healthcare: Abdullah Hamood 
Khalifa Al Raqadi, Ministry of 
Health, Oman; Sh Khalid Al 
Khalifa, Supreme Council of 
Health, Bahrain; Ken Dawson, 
ClearStar

Infrastructure: Girish Kulkarni, 
SVP Hospital, Ahmedabad

Manufacturing: Mohammad 
Shahzad, RDK Group

Technology: Muhammad 
Siddiqui, International Medical 
Center, Saudi Arabia; Roy Joseph, 
Kuwait Hotels Company

User Experience: Arvind 
Mathur, Prudential 

The official ribbon cutting and inauguration of The World CIO 200 Summit 2019 event was done by senior government leaders from the GCC 
including Dr Esam AlFalasi, Director of IT, Ministry of Economy; Mohammed Mahnashi, ICT Advisor, Ministry of Foreign Affairs, Saudi Arabia; Dr 
Ali Jassim Al Aradi, Director of IT, Ministry of Foreign Affairs, Bahrain; Eng Suleiman Al Kharashi, Deputy Minister of Finance, Saudi Arabia; and Dr 
Thalaya AlFozan, Director IT, Ministry of Finance, Kuwait.
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Sponsors of The World CIO 200 Summit 2019 event included: Dell Technologies, Intel, Guardian One Technologies, Mindware, StorIT, Spectrum 
Networks, Netapp, Purestorage, Tahaluf Al Emarat, Nutanix, Rittal Middle East, Sai Global, Spire Solutions, BITS, Veritas, Rubrik, EMT 
Technologies, Techneplus, Datacare, Exclusive Network, Cloudhost, Finesse, Logicom, Zebra. Supporting partners of The World CIO 200 Summit 
2019 event included MCIT Saudi Arabia, Shura Council Bahrain, CIO Klub India, Ghana Chamber of Technology, Tech Pakistan, NIC, AI Society 
Bahrain, LOCO Service Pakistan, Awwal.

EVENTS
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Ektaa Sibal, International meditation expert, gifted energy healer, conducted an early morning session on meditation, yoga and energy balance.

EVENTS
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Cross talk between end user executives and industry vendors and system integrators. The event witnessed close to 300 CIOs, delegates and other attendees.

EVENTS



On day-one key note addresses were delivered by Dr Esam Al Falasi, Ministry of Economy and Global CIO Forum INSPIRE Committee member; Ashraf Al-Dabbas, Senior 
Partner Systems Engineer, UAE, Dell EMC; John Zerihoun, CEO of Yamba Luxembourg; Mike ‘O Hara, Regional Sales Manager, Nutanix; Dave Crane, Award Winning 
International Speaker; Kashif Rana, CDO Etihad Airways and Pakistan International Airlines; Samer Semaan, Channel Manager Middle East, Pure Storage; and Sobha 
Singh, Director, Oracle. Day one concluded with the CIO 200 awards for Next Gen Leader, Master, Legend CIOs from UAE.

EVENTS
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Dave Crane, emphasized that today, leaders have to been seen as powerful speakers and their ability to deliver thought leadership at public forums is critical. CIOs need 
to urgently develop their ability to speak to the board.

EVENTS
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On day one, Basil Ayass moderated a panel discussion on Man, Mind and Machine with participants including Fadi Amoudi, IQ Robotics; Nitin Bhargava, Mashreq Bank; 
Nana Bambara-Abban, Akaditi.com; Arvind Mathur, Prudential; Girish Kulkarni, SVP Hospitals India; Ali Jassim Al Aradi, MOFA Bahrain; Derrick Louis, RaceTrac 
Petroleum.

EVENTS
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Day-two was packed with sessions and keynote addresses delivered by John Mattone, Executive Coach of Steve Jobs; Dr Erdal Ozkaya, Cybersecurity Advisor and Head 
of Information Security at Standard Chartered Bank; Dr K Hari Prasad, President Apollo Hospitals Group, India; Sanjeev Singh, MD, Spectrum Group; Arunachalam 
Muruganantham: India’s PADMAN; Paul John Executive Vice President, SAI Global; Mohammed Al Tamimi, Regional Director ME, Rubrik; Shawn Stewart, Cox 
Automotive; Venkatesh Mahadevan, CIO, Dubai Investments; Abdulaziz AlOraij, FOSS Director, MCIT; Uday Awasthi, GE USA; Aaditya Tangri, Co-Founder and CEO of 
Kalebr Americas and Founder of STEAMathalon, amongst others.

EVENTS
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John Mattone, stated that leaders relate to their customers as people and engage with them through their hearts in an emotive fashion.

EVENTS
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Erdal Ozkaya engaged in a role play to demonstrate how familiarity between individuals can lower the guard and allow a password to be shared.

EVENTS
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Day-two concluded with the announcement of Book of Titans CIO Awards; release of BOTS 2.0 handbook; entertainment and gala dinner.

The Women in Technology Transformation, panel discussion was held on day-two and was moderated by Venkatesh Mahadevan, CIO Dubai Investments. The women 
participants included Nana Oti-Boateng, Vodafone; Ekta Sibal, Global Life Coach and Healer; Inas Sobhy, Ministry of Education; and Cristina Comsea, Dell Technologies.

EVENTS
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Juniper Networks holds Riyadh summit on 
automation, security of digital networks 
As digital enterprises scale to achieve financial returns, AI will be required to managed 
complexity and provide automated responses for network operations.

24 biznesstransform.com

J
uniper Networks successfully 
completed its Riyadh Summit 
on 25 November at the Voco 
Hotel in Riyadh, Saudi Arabia. 

Close to 150 IT decision makers and 
industry executives attended the 
event. The half day event focused 
on simplifying networking through 
software defined applications, 
automating networking and security 
decision making, and the integration 
of artificial intelligence tools. 

BTC Networks, Nutanix and GEC 
Media Group were the event partners 
and the organising partners, 
respectively. 

According to Juniper Networks’, 
complexity is at the heart of the 
most difficult networking problems. 
To simplify this, end customers must 
always start with reengineering 
their networks. Network is the point 
where technology and people meet, 
and where results can be amazing. 

Technical presentations were 
made on Enterprise Multi-cloud, AI 
for IT, and Connected Security. These 
discussions were led by Haitham 
Saif, System Engineering Manager 
META, Juniper Networks; Refat Al 
Karmi, Consulting Engineer MIST, 
Juniper Networks; and Mohammed 
Alwaheidi, Senior System Engineer 
Saudi Arabia, Juniper Networks.

The presentation made by Refat 
Al Karmi, on the functioning of 
Mist was well received, including 
the usage of machine learning and 

artificial intelligence to automate 
network and security responses. 
Haitham Saif stressed on the need to 
scale networks on the fundamentals 
of simplicity built by software 
defined applications and automation. 
As the scale and complexity of digital 
enterprises continues to grow, it 
is becoming increasingly difficult 
for human beings to manage such 
complex and sprawling networks in 
terms of optimisation and security.  

Mist is an innovative enterprise 
wired and wireless solution. 
Traditional enterprise wired 
and wireless solutions are now 
over fifteen years old, leveraging 
monolithic code bases that are 
expensive to scale, prone to bugs, 
and difficult to manage. They are 
not equipped for the scale and 
complexity of today’s digital users, 
and do not provide the reliability 
needed for mission-critical wired 
and wireless operations. Mist looks 
at changing all of this.

With a modern microservices cloud 
architecture, Mist delivers scale 
and agility, and offers subscription 
services: Wi-Fi Assurance, Wired 
Assurance, AI-Driven Virtual 
Assistant, User Engagement, and 
Asset Visibility. Mist has an inline AI 
engine for insight and automation. 
While the enterprise-grade Access 
Points combine Wi-Fi, BLE and 
IoT for wireless experiences in a 
cost-effective manner, Juniper EX 

Switches also deliver new mission 
critical experiences.

Artificial Intelligence brings much 
needed automation and insights to 
IT. While other vendors are trying to 
bolt AI on top of legacy platforms, 
Mist built an AI engine into the Mist 
platform that eliminates the need 
for overlay sensors, data collector 
hardware, and extra software. 
Mist looked at how big data and AI 
companies correlate massive data 
with performance and scale, and 
harnessed the same principles in 
the Mist Cloud.

The Mist Cloud is built using 
microservices, which allows 
services to act independently of one 
another. This optimises engineering 
efficiencies, ensures rapid feature 
roll-out, provides elastic scale, and 
makes the Mist platform inherently 
resilient.

The event also included a panel 
discussion on the subject of 
Digital Transformation towards 
Saudi Vision 2030. The panelist 
included Haitham Saif from Juniper 
Networks; Abdulrahman Almutairi, 
Ministry of Education; Abdulaziz 
AlOraij, FOSS Director, MCIT; 
Mohammed Mahnashi, ICT Advisor, 
Ministry of Foreign Affairs. The 
panel discussion was moderated 
by GEC Media Group’s Editor, Arun 
Shankar. 

The event concluded with a 
networking lunch. 
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The Juniper Networks Riyadh Summit was held on 25 November at the Voco Hotel in Riyadh, Saudi Arabia. 

BTC Networks, Nutanix and GEC Media Group were the event partners and the organising partners, respectively.



The Juniper Networks Riyadh Summit saw close to 150 IT decision makers and industry executives, attend the half day event. The welcome address was given by Ronak 
Samantaray, CEO GEC Media Group.

The presentation made by Refat Al Karmi, on the functioning of Mist was well received, including the usage of machine learning and artificial intelligence to automate 
network and security responses. 

EVENTS
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Haitham Saif stressed on the need to scale networks on the fundamentals of simplicity built by software defined applications and automation.

 Presentation by Omar Alsahan, Service Business Manager on Service Provider Enterprise META at Juniper Networks.

EVENTS
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The event highlighted increasing usage of AI to automate network and security responses and this was reflected in the discussion with vendor and partner executives 
during the break.

The event also included a panel discussion on the subject of Digital Transformation towards Saudi Vision 2030.

EVENTS



STEVE BATES,
Principal Management 
Consulting, KPMG in the US.

D
igital transformation has been 
around for some time now, so 
long now that the two terms are 
beginning to lose their meaning, 

says Steve Bates, Principal Management 
Consulting, KPMG in the US. After the last 
so many years of seeing the emergence of 
digital technologies and their impact on 
business, global CIOs have begun to come 
around to an understanding. 

There are no longer two separate 
strategies, which in the past used to be 
a business strategy and an IT strategy. 
Rather there is a strategy and it is driven 
by technology. 

Increasingly, global and regional CIOs, 
are now in a process of reestablishing 
themselves in their organisations. “Most 
are now trying to navigate what their role 
is in setting the business strategy,” says 
Bates.  

And there is another part to the CIO-
organisation challenge. And that is, 
“Working with other C-level executives 
who are also responsible for the 
technology estate, which is something 
that they have not had in the past,” 
continues Bates.

While most organisations still continue 
to use and throw around the term digital 
transformation, it is rapidly losing its 
meaning. All technologies are now digital, 
and there is a fair degree of disruption 
and transformation, in built with any of 
the digital technologies.

So, is there an alternative term to be 
used? Bates points out that it is late in 
the game to find an alternative term to 
be used. “I think we are 20 years into 
the digital era. I think it is time to move 

WHY IT AND BUSINESS NEED TO 
FEDERATE TO HAVE A FUTURE
Most global and regional organisations are unprepared for an environment where 
business leads IT, as the only way possible to create value for the customer.

forward and saying this is simply the 
business model going forward.” 

CONNECTED ENTERPRISE
In order to model organisational behavior 
and match it to business success in 
managing transformation and generating 
results, KPMG has created the Connected 
Enterprise best practices model. In 
this model, an organisation invests in 
technologies to transform the front 
office, middle office, and the back office, 
while interconnecting each of them, to 
generate results focused on the customer. 

Going forward, Bates points out that all 
user experiences are going to be enabled 
by technology. “You are not going to 
replace person-to-person interface. But 
you would run a serious risk if you did 
not have a digital channel, but it is not 
separate from your strategy.”

In essence, planning to use technology 
to boost the experiences of both internal 
and external users is now the strategy 
of the business. It is not the business 
strategy or the technology strategy. It is 
the strategy of the organisation. 

“You have to acknowledge it as 
important, but it is not different than 
your business strategy. It is your business 
strategy, right?” he asserts.

TWIN DISRUPTORS
Across the global and regional markets 
there are some fundamental changes 
driven by the customer and the building 
blocks of technology that enable 
business. The hyper connected customer 
today is loyal to the most consistent 
and frictionless experiences across all 

INDUSTRY COMMENT

CIO 2020

EXCLUSIVE



•	 There	is	a	strategy	and	it	is	
driven by technology. 

•	 To	get	a	truly	frictionless	
experience for any type 
of customer, the three 
offices need to be effectively 
interconnected through 
technology.

•	 Humans	are	like	water	
and seek the path of least 
resistance. 

•	We	seek	out	platforms	that	
allow us to interact in very 
simple ways.

•	 Planning	to	use	technology	to	
boost the experiences of both 
internal and external users 
is now the strategy of the 
business. 

•	 It	is	not	the	business	strategy	
or the technology strategy, 
it is the strategy of the 
organisation. 

•	 The	front,	middle,	back	
office, integration is what the 
disruption is.

•	 Organisations	are	realising	
for this model to work, 
everyone has to be focused 
on a customer outcome. 

•	 Every	outcome	and	
investment, needs to be 
measured from the benefit 
to the customer, is also 

KEY TAKEAWAYS

walks of their life, whether they are 
employees at business or consumers 
of services and products.

“I always say humans are like 
water. We seek the path of least 
resistance. And because that is true, 
we seek out platforms that allow 
us to interact in very simple ways,” 
says Bates. 

 Digital technologies are the 
channels that businesses can pick 
to reduce the friction for both 
internal and external customers. 
The availability of these digital 
technologies has become the first 
significant disruptor of the market 
by lowering the entry barriers 
for startups to challenge the 
incumbents.

In the past the entry barriers 
for startups was much higher, 
thereby allowing incumbents to 
control their market share much 
more successfully. “And so that 
disruption has come from lowering 
of those barriers, and much more 
accessibility to technology, especially 
through mobile and digital devices,” 
points out Bates.

But the creation of a level playing 
field for startups to challenge 
incumbents, is now a five-year old 
story, already. The learnings that 
have emerged since then, is that to 
get a truly frictionless experience 
for any type of customer, internal 
or external, the three offices of 
the organisation, need to be very 
effectively interconnected through 
technology.

CUSTOMER OUTCOMES
And this is the second driver of 
disruption in the market, where 

organisations that have successfully 
interconnected the three offices, 
the front, middle, and back offices, 
are surging forward in their 
competitiveness.

Organisations have learnt that just 
investing large sums in creating a 
great front office user experience 
is of no use if the invoicing and 
delivery are also not frictionless. 

“That front, middle, back office, 
integration is what the disruption is. 
Organisations are realising that for 
this business model to truly work, 
everyone has to be focused on a 
customer outcome. They have to be 
measured that way,” says Bates.

The fact that every outcome and 
every investment, needs to be now 
measured from the benefit to the 
customer, is also disrupting how 
the CIO used to function inside the 
organisation. For the last 25 years, IT 
has been an enabler for business and 
has pretty much led the road for rest 
of the organisation. “The implication 
is that you need a very different 
operating model for IT than you have 
today,” adds Bates.

FEDERATED IT
From IT leading business and the 
rest of the organisation in the past, 
the organisation now needs to 
create the distributed and federated 
IT workforce model, with the 
emergence of business led IT.

According to KPMG’s market 
speed operating model, IT’s role is 
radically changing from just building 
capabilities. It is now becoming 
a part of the business process for 
building products and services 
horizontally. “That is a big shift for 

THERE ARE NO LONGER TWO SEPARATE 
STRATEGIES, WHICH IN THE PAST USED 
TO BE A BUSINESS STRATEGY AND AN IT 
STRATEGY. 

COVER FEATURE 
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A FEDERATED 
VIEW IS WHAT 
THE CIO AND THE 
BUSINESS NEED 
TO NAVIGATE 
TOMORROW, 
AND MOST 
ORGANISATIONS 
ARE NOT SET UP 
THAT WAY.

most of our CIOs,” points out Bates. 
“And the idea behind that is you are 
going to see the continued rise of 
business led IT.”

The distributed and federated 
IT workforce model implies that 
business and IT work much more 
closely together. It also means 
putting technology in the hands of 
value creators that are closer to the 
customer allowing great things to 
happen. 

The role of IT has to change from 
being an engineer builder of the 
organisation for the last 25 years, to 
helping business to govern and make 
safe choices. 

Data collected by KPMG surveys 
show that organisations who are 
not following a business led IT 
approach, and who are not involved 
in their essential teams, are twice 
as likely to suffer a security breach 
or a regulatory problem, undoing 
their entire business transformation 
model. 

BUSINESS LED IT
Shadow IT, a term once used to 
imply the moving away of IT control 
to business, is no longer used. It has 
given way to the understanding of 
business led IT. Another model that 
has gone dead is the command and 
control approach of IT, servicing the 

organisation’s requirements in a 
demand and supply mode. 

“The era of supply and demand 
is dead internally,” states Bates. 
“IT’s role is very different in a 
federated model than it is in a 
central command and control. For 
this to happen, IT has to be able to 
do several things well, and so does 
business.”

In the distributed and federated 
IT workforce model, since business 
and IT are closely knit together, it 
allows business to scale and adapt 
with agility to changing market 
conditions. It also gives IT the 
capability to delegate technology to 
the right centres of control. Bates 
points out, that IT could delegate 
Saas applications to business, but 
keep control of the network, for 
example. 

“A federated model allows the 
business agility and scale and it puts 
the right technology in the hands 
of the right people. There is a line 
of who owns capability at scale and 
who owns application of technology 
at the point. That federated view is 
what the CIO and the business need 
to navigate tomorrow. And most 
organisations, the vast majority 
of them today, are not set up that 
way,” reflects Bates. 

The distributed and federated IT workforce model implies that business and IT work much more closely together, and that means putting 
technology in the hands of value creators closer to the customer.
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CISOs need to learn how to 
communicate with the Board

When the CISO is approaching 
the Board to make periodic 
presentations and budgetary 

reviews, there are generally four 
rules of thumb that they should 
follow, broadly mapped to fear, 
uncertainty, and doubt.

The first rule of thumb is to 
ensure the Board is well aware of the 
cybersecurity risks that exist at large. 
Says Jeffrey Wheatman, VP Analyst 
at Gartner, “If your Board does not 
know it is dangerous out there, you 
need to get a new job.” 

The CISO needs to ensure their 
Board understands the dangers of 
the cyber security environment. 

“I work with clients, and especially 
the first time you go in front of the 
Board you want to acknowledge 
the fact that it is dangerous out 
there. You can talk about the threat 
environment, but you do not want 

to spend a lot of time on it. Here 
are some examples of how it is 
dangerous in our industry,” advises 
Wheatman. 

The second rule of thumb is to 
dumb down the technology as much 
as possible. “We need to abstract out 
the technology as much as possible. 
The more technology you showed the 
Board, the less value they are going 
to pull out of what you tell them,” 
explains Wheatman. 

The third rule of thumb is to 
appreciate that the Board is made 
up of primarily top-level executives 
from a business background. Hence 
any proposal or presentation made 
to the board must be articulated 
for them to understand from their 
backgrounds.

The Board needs to understand 
that the CISO is approaching them 
for a specific purpose. “They need 

JEFFREY WHEATMAN,
VP Analyst at Gartner.

to understand that our job is to 
guide them into figuring out how 
to effectively balance the need of 
protecting the business with the 
need of running the business,” says 
Wheatman. “It is a balancing act.”

CISOs need to communicate to 
the Board that the organisation 
does not have the ability to control 
the threats. However, what 
the organisation can build is a 
programme of readiness. 

“Do we know what we have 
and what is important to us? Are 
we being efficient and effective at 
protecting those things, when things 
happen, because we cannot stop 
everything? How do we respond 
when the dust settles at the end? 
How do we get back to a known good 
state?” are some of the checklist 
points spelled out by Wheatman. 

The fourth and final rule of thumb 
is to provide them any information 
that supports better decision making 
by the Board. Most importantly 
Wheatman feels, the part which the 
Board can really appreciate is how do 
we go forward after such an incident.

While it is easy to list what both 
sides should be doing, the CISO and 
the Board members, Wheatman does 
admit it is a slow and painful shift 

CISO 2020

CISOs can follow thumb rules on approaching the Board, but 
should not go overboard on quantitative metrics and can link 
technology to process to objectives.

•	 If	your	Board	does	not	know	
it is dangerous out there, you 
need to get a new job.
•	CISOs	need	to	communicate	

to the Board that the 
organisation does not have 
the ability to control threats. 
•	What	the	organisation	can	

build is a programme of 
readiness. 
•	 The	part	which	the	Board	

can appreciate is how do 
we go forward after such an 
incident.
•	Part	of	the	cyclical	problem	

is that when CISOs approach 
the Board they are not able to 
effectively engage with them
•	When	we	say	no	that	is	why	

they do not invite us into 
meetings.

KEY TAKEAWAYS
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CISOs should categorise 
Board questions into five categories

Security and risk management 
leaders should categorise 
board questions into five types 

of queries and prepare responses 
that lead the discussion toward 
assurance, compliance and support 
for security practices. Develop the 
story of shareholder value in front of 
the board and the story of enterprise 
value in front of executives.

As board members realise 
how critical security and risk 
management is, they are asking 
leaders more complex and nuanced 
questions. Security and risk 
management leaders decipher five 
categories of questions they must 
be prepared to answer at any board 
or executive meeting. Interest in 
security and risk management 
is increasing at the board level, 
with 90% of security and risk 
management leaders having 
reported to the board at least once 
in the last year.

Board confidence in the 
organisation’s ability to prevent and 
respond to incidents is low, with 
only a minority of boards expressing 
confidence in such abilities — a 
key deficiency that results in 
limited support. Security and risk 
management leaders often struggle 
to respond to board questions that 

are shaped by media reports and 
compliance concerns, leading to a 
cultural disconnect and breakdown 
of trust between business leaders 
and technology leaders.

Security and risk management 
leaders should categorise board 
questions into five types of queries 
and prepare responses that lead 
the discussion toward assurance, 
compliance and support for security 
practices. Develop the story of 
shareholder value in front of the 
board and the story of enterprise 
value in front of executives.

Interest in security and risk 
management at the board level is at 
an all-time high. In 2019, Gartner 
conducted its security and risk 
survey and found that four out of 
every five respondents noted that 
risk influences decisions at the 
board level.

Preparations for such dialogue 
usually focus on what the message 
contains. Boards want to know how 
the organisation is performing; 
in fact, from a security and risk 
management perspective, they 
are required to know by many 
regulations that may hold the board 
liable if they fail to do so.

However, the numbers 
that illustrate board attitudes 

toward security issues are not 
reassuring. Although interest in 
risk management has grown, only 
37% of board respondents feel 
confident or very confident that 
their company is properly secured 
against a cyberattack, compared 
to 42% last year. A slightly higher 
percentage 49% is confident or 
very confident in the ability of 
management to address cyber risk. 
But more than one-fifth of directors 
22% expressed dissatisfaction 
with the quality of cyber-risk 
information provided to the board 
by management.

Security and risk management 
leaders need to be able to give 
the board something that they 
care about and that is meaningful 
to them. But the confusion that 
results from the wider discourse 
around technology — including 
exaggerated, incomplete or 
contradictory public information — 
leads to asking the wrong questions, 
which the board nevertheless asks, 
over and over. 

These include: How secure are 
we? Why do we need more money 
for security, when we just approved 
X last year? What do you mean we 
got hacked a hundred times?

These questions distract from the 
most relevant aspects of the risk 
management discussion. Security 
and risk management leaders 

should orient their interactions 
with the board to ensure 

that the organisation’s 
leadership has the 
right understanding 

to support the overall 
security practice.
Once these conditions are 

identified, most board questions 
can be contextualised into one of 

five categories: the trade-off, the 
risk, the performance, the threat 
landscape and the incident. 

COVER FEATURE 
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The decade will begin with artificial intelligence and automation 
being adopted in a big way across the region, and nation governments 
setting the pace to kick start non-oil knowledge and service economies. 
Twenty plus senior executives give their take on how the year is going to 
transform. Read on…

HERE IS WHERE IT 
ALL STARTS!

 2020

(Left to right)
Ahmed Al-Faifi SAP, Amaldeep Pradeep Allegion, Anouar Bourakkadi Idrissi Edenred, 
Alain Penel Fortinet, Bani Haddad Aleph Hospitality , Chris Cooper Lenovo, Damian 
Dimmich Democrance, Fadi Kanafani NetApp, Farhan Syed KPMG, Jasmit Sagoo 
Veritas, Jihad Tayara EVOTEQ, Lori MacVittie F5 Networks, Lucas Jiang TP Link, 
Michael Armstrong ICAEW, Milan Sheth Automation Anywhere, Mohit Davar Huobi, 
Wisam Yaghmour HID Global, Nitin Kaushal Capillary Technologies, Raj Sabhlok 
ManageEngine, Roberto D’ Ambrosio Axiory Global, Sanmeet Kochhar HMD Global, 
Steen Jakobsen Saxo Bank, Wojciech Bajda Ericsson.
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Customer experience will be 
most transformative

Middle East organisations 
took a cloud-first approach 
in 2019, with YouGov 

showing 59% of Saudi organisations 
planning to increase 2019 cloud 
spend to enhance costs, agility, and 
data compliance. SAP saw strong 
continued success on onboarding 
customers to our cloud data centers 
in Saudi Arabia and the UAE.

Saudi Arabia led technology 
innovation with the Ministry of 
Hajj and Umrah deploying Smart 
Hajj to optimise travel and crowd 
experiences, and the Mercedes-Benz 
EQ Formula E Team debuting with 
SAP solutions at the Diriyah E-Prix.

Cloud has also integrated future 
technologies such as AI, Machine 
Learning, blockchain, and IoT.

As the Middle East embraces the 
Experience Economy, the most 

transformative technology will be 
customer experience solutions. 
Customer experience is the top 2020 
business priority for 96% of GCC 
organisations, according to a recent 
YouGov survey of more than 300 IT 
decision-makers across the region. 
Customer experience solutions 
can support sales and revenue, the 
bottom line, and new traffic leads.

Customer experience will be vital 
for Smart Cities, such as NEOM in 
Saudi Arabia, and for mega-events, 
from Hajj and Umrah to Expo 2020 
Dubai, the latter running on SAP 
solutions to personalise experiences 
for 25 million visits.

Every Middle East country and 
industry vertical is continuing to 
advance digital transformation 
agendas. 

Saudi Arabia is the Middle 

AHMED AL-FAIFI, 
Senior Vice President and Managing Director, 
SAP Middle East North

East’s largest economy and a G20 
economy, will continue to be one 
of the world’s fastest-digitising 
countries, especially thanks to Saudi 
Vision 2030. In the Middle East’s 
Experience Economy, organisations 
need to differentiate not on 
products or solutions, but rather on 
customer experiences. 

By combining customer 
experience x-data with back-end 
operational o-data, organisations 
can better understand customer 
beliefs, emotions, and intentions 
and become Intelligent Enterprises 
with greater business visibility, 
focus, and agility. 

While Middle East CEOs 
understand the importance of 
digital transformation, many may 
not know where to begin. Channel 
partners are vital in helping Middle 
East organisations to identify 
their business goals, and which 
technology solutions can help 
them meet their business goals and 
transform employee and customer 
experiences.

Middle East mega-events will be 
a major opportunity for countries 
to showcase their innovations 
to a global audience. Customer 
experience innovations can drive 
operational efficiency, attendee 
happiness, and economic growth.

SAP is exchanging best practices 
from Middle East mega-events, 
such as Smart Hajj, Expo 2020 
Dubai, and the Special Olympics 
World Games Abu Dhabi 2019, and 
with large-scale global sporting 
environments such as the German 
National Football Team, FC Bayern 
Munich’s Allianz Arena, and the San 
Francisco 49ers’ Levi’s Stadium.

SAP MENA’s six largest industries 
are Oil and Gas, Utilities, Public 
Sector, Retail, Passenger Travel 
and Leisure, and Banking. We 
expect to see continued digital 
transformation in these sectors 
and adoption of real-time solutions 
such as the SAP HANA in-memory 
platform, SAP S4HANA business 
suite, and SAP C4HANA customer 
experience suite. 

COVER FEATURE 
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Dubai 



biznesstransform.com 39

Connected homes
will make big comeback

In the smart home scenario 
Amazon, Apple and Google 
have joined forces this month 

to develop the IP-based smart 
home connectivity standard called 
connected home over IP. This will 
help to unlock the potential of IoT at 
homes. 

Mega tech companies will drive 
the connect home over IP creating 
a global end-user impact over IoT 
devices. Moreover, the same end-
user will begin to ask for similar 
technologies at the places heshe 
works in. Mobile phones urged the 
use of VoIP and IP Telephone at 
work, similarly connected home over 
IP is going to force IoT systems in 
physical access control space. 

Mega events like Expo 2020 
and the World Cup will help the 

government investigate methods 
and new approaches for being more 
efficient and quicker. Dubai’s Smart 
Initiative is a beautiful example of 
government leveraging the emerging 
technologies like Blockchain and 
Artificial Intelligence to make Dubai, 
one of the smartest and happiest 
cities in the world. 

Dubai is making an enormous 
impact to the region and is driving 
transformation, which is going 
to influence daily activities of its 
residents bringing awareness and a 
new level of standards into the IoT 
space.

The Middle East like the rest of 
the world is constantly changing and 
the speed at which these changes are 
impacting our everyday activities is 
remarkable. In 2019, the progress 

AMALDEEP PRADEEP,
Electronics Sales Leader, Middle East and 
Africa, Allegion.

we have made in adopting new 
technology including Artificial 
Intelligence, Machine Learning, 
Blockchain, Edge Computing, 
Augmented Reality, IoT are 
substantial compared to the year 
before and it will be even more 
improved and bigger in 2020. 

In access control, we see 
an increasing trend in edge 
computing and the adoptions of 
IoT devices and the rate at which 
these technologies are impacting 
the market place is phenomenal. 

From a physical security 
perspective, Artificial 
Intelligence and Machine 
Learning is quite popular and is 
being used across surveillance 
systems. 2020 will welcome a 
more impactful transformation 
for access control as businesses 
shift from the use of traditional 
controller-based systems to 
more Edge computing and IoT 
devices as enablers for seamless 
access. 

In terms of physical access 
control, we have already 
seen several deployments 
in hospitality, healthcare, 
education and commercial 
real estate. However, there 
is an opportunity for further 
education amongst key end-
users, consultants and system 
integrators to adopt and to 
manage the change. 

Technology disruptors have so 
far addressed some fundamental 
structures around Total Cost of 
Ownership, Convenience and 
connectedness which drives 
adoption. IoT devices in the 
physical access space make the 
overall cost less, more intelligent 
and connected. 

There is no one size that fits 
them all in terms of physical 
security space and that is where 
companies will play a crucial role 
in helping to solve the puzzle 
equally for End users, Architects, 
Security Consultants, Global 
Physical Access Control Systems 
and Security Installers. 

IOT 2020

Coming together of Amazon, Apple and Google, will be a 
gamechanger with the announcement of IP-Based smart 
home connectivity.

COVER FEATURE 
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•	Banks	are	encouraging	
adoption of technology by 
pushing for upgrades of card 
machines software to support 
new usages. 
•	 The	payment	landscape	is	

changing thanks to an evolved 
usage from consumers and 
companies.
•	Data	will	be	a	key	topic	for	all	

companies in 2020.
•	Many	of	them	have	a	huge	

amount of data stored but not 
structured properly to serve 
the business. 

KEY TAKEAWAYS

Apple Pay, Samsung Pay, 
Google Pay, enter in big way 

The digital space is penetrating 
most industries and is a must 
go for most of companies since 

it is allowing a faster growth if it is 
supported with a growth mindset. 
More recently, the contactless 
capability was made mandatory to all 
issuers of cards. Apple Pay, Samsung 
pay, Google Pay are also making 
a remarkable entry in the market 
with the adoption not only from 
a consumer point of view but also 
from a merchant point of view. 

 Over the last five years, we 
have seen a rapid uptake in the 
adoption of technology in the UAE 
as compared to other countries 
in the region. The penetration of 
smartphone has grown from 73.8% 
in 2016 to 96% in 2019, even in the 
unbanked segment.

Banks are also encouraging 

this rapid and quick adoption of 
technology by pushing for upgrades 
of card machines software to support 
these new usages. The payment 
landscape is changing every day 
thanks to an evolved usage from 
consumers and companies driven by 
improved user experience and new 
appearing technologies.

Data will be a key topic for all the 
companies in 2020, many of them 
have a huge amount of data stored 
but not structured properly to serve 
the business. One focus for 2020 will 
be to structure these data assets to 
help and support business vision and 
growth. 

We predict a promising economic 
outlook with Expo 2020 kicking 
off in October. We expect 40 to 50 
million visitors over the next 6 
months. This will create a demand 

ANOUAR BOURAKKADI IDRISSI,
COO Edenred UAE.

for more people in hospitality, 
transportation, facility management, 
retail and tourism, with more than 
70,000 jobs created.

In the payment segment, banks 
are driving the adoption of the 
mobile payment shift by supporting 
all upgrades of POS machines to the 
contactless technology. Banks and 
companies that are implementing 
mobile digital services also play 
an important role in the digital 
transformation, including financially 
unbanked employees, supporting 
them to serve their family back 
home.

There are three key elements for 
digital and business transformation 
to be a success: talent and leadership 
management, technology and data 
transformation, culture based on 
customer centricity.

There are challenges that 
businesses may face depending on 
their structure and growth journey, 
including: revamping legacy systems 
for companies that have been on the 
market for a while; power of habits 
and resistance to change; agility in 
chaos environment.

The transformation process may 
be challenging since businesses need 
to be more agile maintaining their 
current structure at the same time 
creating a new system that is not 
only aligned with the business vision 
and adopts new technologies, but 
also reflects brand’s values. 
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of cards will set the pace for transformation in payments, 
issuance and collections.



Technology, aviation, leisure, 
transforming hospitality 

UAE-based Aleph Hospitality 
has identified five key trends 
expected to impact the 

development and performance of the 
Middle East and African hospitality 
industry in 2020 and beyond.

The trends to watch include: 
the impact of new tourist visas on 
travel to Saudi Arabia; interest in 
alternative management models 
from hotel owners prioritising 
profitability; a much-needed focus 
on the implementation of smart 
technology in the guest experience; 
a move towards less wastage; and 
investment opportunity in Africa.

SMART SOLUTIONS
Keeping up to date with technology 
remains a major challenge for the 
hospitality industry. Use of digital 

technology is now part and parcel 
of a seamless guest experience, 
but hoteliers are not moving fast 
enough to ensure the journey is 
as smooth and personalised as it 
could be. Typically, hotels follow the 
travel industry when it comes to the 
adoption of new technology. 

With regional airports and 
airlines now trialing the use of 
facial recognition technology to 
enable passport-less travel and 
biometric boarding, we will start 
to see some changes in 2020 when 
it comes to the process for hotel 
reservations, check-in and check-
out. For travelers and hotel guests, 
convenience is key and ultimately, 
we are moving towards being able 
to access our hotel rooms without 
requiring any human contact.

BANI HADDAD,
Founder and Managing Director, 
Aleph Hospitality. 

STAR OF 2020
The positive impact of the new visa 
regulations in Saudi Arabia, which 
now allows for tourist visas online 
or on arrival, will continue in 2020. 
The opening up of access to the 
Kingdom has stimulated interest 
in visiting the country from leisure 
travelers both in the GCC and 
beyond; it is the place everyone 
wants to explore. 

For the hospitality industry, 
this will give a boost to investors 
eyeing the market as well as cause 
hotel operators to reconsider their 
business models for the Kingdom, 
perhaps diversifying their 
product to attract the new tourist 
demographic.

PROFITABILITY
We will continue to see more 
stress on expenses as hotel owners 
demand higher profitability from 
their assets. Driving revenue is 
not enough; operators will need 
to demonstrate clear control over 
costs and a strategy that focuses on 
protecting the bottom line. 

Investors are increasingly looking 
for better returns and as such, they 
will become more open to looking 
at alternative management models, 
from white label to franchising. We 
will see more franchise agreements 
in 2020 and in that regard, the Gulf 
hotel market is maturing. 

HORN OF AFRICA
When it comes to future growth 
for the hospitality and tourism 
industry, Africa is a continent 
abundant with opportunity and as 
a result, there is a lot of interest 
from GCC investors. Ethiopia is a 
fantastic example; its travel and 
tourism economy grew by 48.6% 
in 2018, the largest of any country 
in the world, and it now represents 
9.4% of Ethiopia’s total economy. 
This is primarily driven by leisure 
travel and heavily weighted 
towards international travel, so the 
growth is expected to continue.  

TRAVEL 2020

Saudi Arabia and Ethiopia, biometric access at airports, 
increasing profitability, are amongst regional drivers of 
hospitality transformation. 

COVER FEATURE 
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•	 IDC	predicts	that	by	2024,	
more than 60% of luxury 
hotels worldwide will have 
deployed a customer-facing 
smart assistant.
•	With	so	many	people	expected	

to visit, edge technology will 
need to efficiently manage 
connected devises during the 
Expo 2020. 

KEY TAKEAWAYS

AI moving from off stream to 
mainstream business

In the last year, artificial 
intelligence has become a 
mainstream buzzword. AI is 

no longer the latest technology 
megatrend but an enabler working 
behind the scenes to provide 
solutions that improve lives, 
workplace processes and services. 

For example, IDC predicts that 
by 2024, more than 60% of luxury 
hotels worldwide will have deployed 
a customer-facing smart assistant 
that leverages AI to drive a better 
customer experience. 

The UAE is a regional leader in 
the mainstream adoption of AI. In 
2019 the government launched the 
UAE’s first artificial intelligence 
strategy which aims to invest in 
the latest AI technologies which 
will be incorporated in government 
offices and transactions to improve 

performance and efficiency. 
Additionally, the Mohamed 

Bin Zayed University of artificial 
intelligence is set to open in the UAE 
in 2020 be the world’s first graduate 
level AI university.

The most transformative 
technology next year will be the use 
and application of edge computing 
in order to manage the growth 
and adoption of many new smart 
devices. These devices will not just 
generate data but will need that data 
processing at the edge - outside of 
traditional data centres. 

In the Middle East market, an 
important sector is the finance and 
banking industry. Companies in this 
vertical have to process enormous 
amounts of data at very high speeds 
to remain competitive within the 
global financial markets. There is 

CHRIS COOPER,
General Manager, Lenovo DCG META.

also the telecommunications sector 
in which companies demand the 
highest levels of system resiliency 
and speed to ensure reliable uptime 
and smooth service to its customers. 

Healthcare is another sector in 
which solutions can help enhance 
overall productivity to boost 
efficiency in electronic health record 
analysis, scientific research, and 
personalized treatment planning. 
Finally, the manufacturing industry 
provides the opportunity to use 
computing power for tight margins 
and fierce competition. Emerging 
technologies will provide more 
advanced insights and add business 
value in supply chain applications.

The inhibitors of change in 2020 
will not be too far removed from 
the same inhibitors in 2019 - being 
of regulatory rigidity. Thankfully, 
governments like the UAE and Saudi 
Arabia have proven to be more 
forward thinking and open-minded 
than a lot of other nations around 
the world, by welcoming innovation 
while keeping a close eye on its 
implications. 

The Expo 2020 is going to be the 
mega-event of the century and it is 
set to impact the region. In 2019, EY 
published the Expo 2020 Economic 
Impact report which suggested that 
the event will foster a new wave of 
innovation by supporting small and 
medium-sized enterprises, as well as 
improve trade relations and business 
to business interaction. With so 
many people expected to visit, edge 
technology will need to efficiently 
manage connected devices during 
Expo 2020. 
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Third generation security to 
enable transformation

As organisations undergo 
digital transformation, the 
move to SD-WAN from 

traditional WAN infrastructure 
is growing in popularity. Indeed, 
traditional network architectures 
are not equipped to accommodate 
the complex workloads demanded 
by digital transformation, many 
of which span multiple clouds. 
Numerous organisations across the 
region have completed or are already 
in the process of implementing this 
innovative technology. 

This cost savings and centralised 
management that the SD-WAN 
solution offers have been the main 
drivers for adapting this technology.

While automation speeds up 
response times and machine 
learning can identify indications of a 
possible threat, artificial intelligence 
can make human-like decisions in 

a split second and even anticipate 
future cyber events. 

When combined with artificial 
intelligence, security systems will 
not only be able to anticipate the 
next moves of an intruder in order to 
proactively and automatically shut 
them down, but also predict which 
threats are likely to target a system, 
and which threat vectors are likely to 
be used so an attack can be stopped 
before it even begins.

5G pushes digital transformation 
even further by introducing 
speeds and interconnectivity that 
change how we share information, 
consume media, and make critical 
networking and security decisions. 
Interconnectivity between devices 
also has the potential to create a new 
and open edge cloud. 5G enables 
unique use cases for different 
business that accelerate their 

ALAIN PENEL,
Regional Vice President 
Middle East, Fortinet.

digital transformation and offer 
unique possibilities for new 
services, new business models, 
new economic sectors and the 
development of new technologies 
that themselves create more 
opportunities. 

Organisations that begin 
preparing now for the security 
and networking implications 
of 5G will be far ahead of their 
competitors. 

As we move further into 
network and business changes 
occurring due to ongoing digital 
transformation, organisations 
need a third-generation security 
designed for today’s digital 
marketplace; built around high 
performance, adaptability, 
cross-device and cross-platform 
interoperability, and self-
learning capabilities that not only 
see and respond to threats in 
real time but actually anticipate 
threats before they happen.

Digital transformation impacts 
every facet of how business is 
conducted these days. But those 
who perhaps feel the deepest 
sense of change are those who 
work to secure our networks. The 
challenge of securing new digital 
infrastructure will only grow 
unless digital transformation 
stakeholders not only broaden 
their focus to include security, 
but begin building their networks 
with security in mind from day 
one.

 Mega events like Expo 2020 
are platforms that attract 
the world, and organisations 
are gearing up to deliver the 
best experiences in a secure 
environment. As organisations 
drive their digital transformation 
through innovation, security 
plays a central role in securing 
complex cloud, IoT and 
artificial intelligence-driven 
environments. We are looking 
forward to seeing an increased 
demand from across verticals for 
security solutions that span cloud 
to end-points.  

SECURITY 2020

Legacy networking and security technologies can no longer 
support the demands of digital transformation paving the way 
for the third-generation technologies.
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•	Anything	that	will	facilitate	
a faster exchange of 
knowledge will be a driver for 
transformation in the coming 
year.
•	Opening	of	WhatsApp	API	and	

business accounts is another 
facet that is improving 
services across the board. 
•	Restrictions	to	Internet	might	

cause challenges even though 
these restrictions may provide 
additional safety.

KEY TAKEAWAYS

Internet, cloud, 
datacentres driving change 

While new and upcoming 
technologies such as 
blockchain provide 

fertile ground for exploring new 
technologies, it will be the wider 
adoption of well understood 
processes and technologies that will 
continue driving growth. Amongst 
these is the increased competition of 
the cloud in the region as well as the 
new datacenters from major cloud 
vendors. 

The major drivers of growth will 
be in the traditional industries – 
banks and insurance companies are 
starting to reduce their operating 
costs through technological means, 
whilst improving ease of access to 
customers through polished mobile 
and web-based experiences. 

The opening of WhatsApp API and 
business accounts is another facet 
that is already showing substantially 

improved services across the board. 
The UAE is a great example of 

a country that is showing visible 
progress in this regard.

Throughout the last decade, there 
has been a wider adoption of well 
tested technologies across a number 
of industries that have enabled 
electronic and mobile transactions - 
this technology has mostly affected 
traditionally conservative sectors 
such as banking and insurance. 

In addition, the government has 
played a role in enabling these 
solutions by reducing barriers 
and friction across the board. In 
the UAE, two of the key drivers of 
transformative technology have been 
fast Internet speeds and high mobile 
penetration. The UAE has also seen 
the opening of Alibaba and Microsoft 
datacenters in the region which are 
helping to spur cloud adoption.

DAMIAN DIMMICH,
Chief Technology Officer,
Democrance.

 Anything that will facilitate a 
faster exchange of knowledge will 
be a driver for digital and business 
transformation in the coming year. 
Higher Internet speeds and access 
to educational materials online are 
two important drivers for digital and 
business transformation. 

Restrictions to Internet access 
might cause challenges even though 
these restrictions may provide some 
additional safety. They, however, 
come at the cost of driving growth 
by slowing employee effectiveness. 
Additionally, this will also result in 
further restrictions for digital phone 
calls from private lines, as well as 
throttling secure communications in 
some cases.

At Democrance, people only need 
their mobile phone to get insured, 
pay for insurance and use their 
policies. The technology helps 
insurance companies manage those 
high numbers of low-premium 
policies by automatising the whole 
value chain - they would not be able 
to do it with their current manual 
and operationally heavy processes. 

We help insurers go digital by 
offering a platform that does not 
need any complex integration 
to their existing systems, while 
unlocking the potential for an 
entirely overlooked population, low 
income consumers. 
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government, basic infrastructure like Internet and 
datacentres, and innovative businesses. 



•	Proven	successful	use	cases	
in particular industries 
may help facilitate decision 
making around digital 
transformation initiatives.
•	 The	current	geopolitical	

challenges impact the speed 
of digital and business 
transformation initiatives.

KEY TAKEAWAYS

Country initiatives setting 
transformation landscape

The evolution and 
implementation of artificial 
intelligence in the healthcare 

sector had a major impact on the 
industry, the service providers and 
patients. A bright, yet a simple, 
use case was introduced in the UAE 
where a majority of the chest x-rays 
of expats applying for residence 
permits in the country are being 
analysed using AI. Hence, a fitness 
decision is made within seconds 
instead of minutes. 

This example demonstrates how 
businesses can improve productivity 
and agility, reduce the physician’s 
time to review exceptional cases, 
improve customer experience and 
increase efficiency by applying 
proven technology to our day-to-day 
requirements. Additionally, AI has 
been leveraged in research, such as 
genome sequencing, and will help 
find best cures and medication for 

many more complex diseases. 
 As hyperscalers arrive in the 

Middle East and Africa region, it 
is evident that cloud adoption has 
started to take off. The opportunity 
is significant, and all providers 
are racing to capture as much 
of the market share as fast as 
possible. Hundreds of millions of 
dollars are being invested in cloud 
infrastructure in order to provide 
robust platforms, which take 
into consideration data security, 
sovereignty and manageability. 

Customers are looking for 
possibilities to build their own data 
fabric that will enable their business 
to compete, stay agile, and drive 
efficiencies on premise and in the 
cloud. It is essential to their success 
as they execute and venture into 
their unique digital transformation 
journey.

 In the GCC, especially the UAE 

FADI KANAFANI, 
Managing Director and General Manager, 
Middle East, NetApp.

and Saudi Arabia, companies show 
steady traction when it comes to 
digital transformation and the 
usage of technologies to drive 
business outcomes that will benefit 
customers. The leadership of both 
countries is well known for their 
progressive visions and strategies to 
advance their respective economies 
and social fabrics. 

Different types of research are 
funded in order to tackle challenges 
across many sectors, healthcare, 
transportation, education, finance, 
and many more. Vision 2030, 
announced by Crown Prince 
Mohamed Bin Salman in Saudi 
Arabia, is just one example that 
has become the catalyst to many 
accelerating initiatives across the 
country. 

 Proven successful use cases 
in particular industries may help 
facilitate decision making around 
digital transformation initiatives 
as they will provide the basis and 
helpful validation for upcoming 
transformational journeys. 

 The current geopolitical 
challenges impact the speed of 
digital and business transformation 
initiatives, so projects are delayed, 
or progress is slowed down. As a 
consequence, priorities are shifting 
accordingly and investments or plans 
are being postponed, depending on 
the current conditions. 

 Everyone is in anticipation for 
Expo 2020 and World Cup 2022. Such 
events and platforms are examples 
of being catalysts and are drivers 
to accelerate transformational 
journeys on different fronts such 
as physical security, healthcare, 
automation, hospitality, and many 
more. Ultimately, it is all about the 
customer experience. 

DATA FABRIC 2020

Adoption of digital technology driven use cases and country 
led mega events are setting the transformation landscape in 
UAE, Saudi Arabia.
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•	 To	overcome	legacy	
processes, transformation 
is essential in order to move 
towards the next phase of 
value creation. 
•	With	the	cost	of	operations	

rising, businesses will use 
technology to contain and 
reduce their costs. 
•	Removal	of	regulatory	

barriers and 
commercialisation of 
emerging technologies are 
likely to enable organisations 
to drive transformation.

KEY TAKEAWAYS

Technology showcases at 
Expo 2020 to boost innovation

The Dubai Expo 2020 will 
showcase some of the biggest 
technological achievements, 

particularly the UAE’s innovations 
in various fields through its 
subthemes of opportunity, mobility 
and sustainability, which will all 
be powered by technology to some 
extent. These will act as a source of 
inspiration for many organisations 
that will use and leverage some 
of these concepts for their own 
transformation. 

Expo 2020 is also likely to have a 
positive economic impact, propelled 
by the millions of visitors that will 
enjoy digitally-driven experiences at 
the event.

Mobile, as a choice of device 
and engagement, is one of the 
technologies that has been the most 
transformative, particularly in the 
banking, retail and government 
services sectors. In 2019, the banking 
and retail industries proved to be 

two of the most mature in terms of 
adopting mobile technology, with 
many banks and retailers in the 
region targeting their digitally-
connected customers through mobile 
apps or conversation channels. 

The public sector also substantially 
increased use of mobile technology 
to digitise services and engagement 
between the government and 
citizens. In addition to mobile, we 
also saw increased adoption of data 
and analytics across the board. 

One of the most transformative 
technologies in 2020 and likely 
to be a core enabler for digital 
transformation is the cloud. Having 
faced certain regulatory restrictions 
in the region, cloud technology will 
start to see an uptake in 2020 due 
to recent investment by players 
such as Oracle, Microsoft, Alibaba 
and Amazon in creating local data 
centers. 

In addition, as the rollout of 

FARHAN SYED,
Head of Digital and Innovation, 
KPMG Lower Gulf. 

5G begins across the region, the 
adoption of smart city initiatives 
and Internet of Things solutions, 
which have been in pilot stages due 
to limited connectivity, will finally 
take off. 

The region has taken 
substantial steps to enable digital 
transformation, particularly in 
countries such as the UAE and Saudi 
Arabia, among other GCC countries. 
While the banking, telecom, retail, 
travel and leisure industries have 
led the change in the past year, in 
2020 we expect the public sector to 
witness significant transformation 
as it takes major steps to adopt new 
technologies to enable more efficient 
and effective services. 

As organisations reach a stage of 
maturity, to overcome their legacy 
processes, structures and systems, 
transformation is essential in order 
to move towards the next phase 
of value creation. With the cost of 
operations rising, businesses will 
use technology to contain and reduce 
their costs and redeploy resources to 
more revenue generating activities, 
rather than just run or operate the 
business. 

Removal of regulatory barriers 
and commercialisation of 
emerging technologies are likely 
to enable organisations to drive 
transformation.

Talent deficit across cyber, data, 
and emerging technologies will 
continue to be a big inhibitor, as 
there is a gap in finding the right 
talent and skill set in the region. 

COVER FEATURE 

DIGITAL 2020

The roll out of Dubai Expo 2020 along with adoption of 
mobility, cloud, 5G, will be the regional show stoppers in the 
next twelve months. 
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•	 IDC	predicts	that	the	
world’s data will grow to 175 
Zettabytes over the next five 
years. 
•	With	explosive	growth	of	data	

comes increased complexity, 
making data harder than ever 
to manage. 

KEY TAKEAWAYS

Challenges of managing 
data growth at the edge

Organisations are already 
drowning in data, but the flood 
gates are about to open even 

wider. IDC predicts that the world’s 
data will grow to 175 Zettabytes 
over the next five years. With this 
explosive growth comes increased 
complexity, making data harder 
than ever to manage. For many 
organisations already struggling, the 
pressure is on. 

 Machine learning applications are 
constantly improving when it comes 
to making predictions and taking 
actions based on historical trends 
and patterns. With its number-
crunching capabilities, machine 
learning is the perfect solution for 
data management. 

We will soon see it accurately 
predicting outages and, with time, 
it will be able to automate the 
resolution of capacity challenges. 
It could do this, for example, by 
automatically purchasing cloud 

storage or re-allocating volumes 
when it detects a workload nearing 
capacity. 

 Adding intelligence to data will 
allow it to understand where it 
can reside, who can access it, what 
actions are compliant and even when 
to delete itself. These processes can 
then be carried out independently, 
with data acting like living cells in 
a human body, carrying out their 
hardcoded instructions for the good 
of the business.

Gartner predicts that by the end 
of next year there will be 5.8 billion 
connected devices on the market – a 
21% increase on 2019, which saw 
21.5% growth from 2018. If this 
rate of growth continues, there will 
be more data on the edge of the 
network than at the heart of it. The 
micro datacentres being built now 
to process all this data will soon 
become macro data processors. 

Until storage capacity issues 
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are resolved, operators and 
organisations at the edge will have to 
restrict themselves to only carrying 
transient data. This is information 
that, once generated and used 
for its temporary purpose, can be 
expunged so as not to overburden 
the edge network with obsolete data. 
However, simply because data has 
a sell-by date does not mean it has 
limited value.

Such transient data is most 
commonly used for decision-
making. It could, for example, 
facilitate the navigation of 
autonomous vehicles in a future 
driverless transport system. IoT-
connected sensors embedded in 
the body of a vehicle can stream 
accurate, real-time updates of the 
vehicle’s geolocation to overhead 
satellites, which in turn send back 
instructions that help the vehicle 
complete its route. 

Once the message is received it has 
no further value and can be promptly 
deleted. However, the simple act of 
receiving the information ensures 
the vehicle and its passengers get to 
their destination in the quickest and 
safest way possible.

Crucial decisions will increasingly 
be made off the back of this 
temporary data. That is enough 
to make it a tantalising target for 
cybercriminals interested in causing 
trouble or holding businesses 
to ransom. Tampering with 
autonomous transport systems, 
for example, could cause severe 
traffic build-up or even dangerous 
accidents. It also magnifies the 
disruption caused by any downtime 
on the edge network. 

DATA DELUGE 2020 

Increasing adoption of IoT, 5G uses cases, autonomous 
vehicles, will create a data bottleneck at the edge of the 
network, limiting further growth. 
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•	A	report	by	Energy	&	Utilities	
estimated that the MENA 
region has $100bn worth of 
clean energy projects in the 
pipeline.
•	 In	Egypt,	the	$2.1bn	Benban	

plant is now one of the 
world’s largest solar parks.
•	A	Strategy&	report	from	

2019 found only 37% of GCC 
businesses have a digital 
strategy and only 1% have a 
Chief Digital officer. 

KEY TAKEAWAYS

Leveraging digital 
technologies for sustainability 

As a UAE-based solutions 
provider that champions 
digital transformation, 

EVOTEQ is heartened to see the 
progress that solar power has made 
this year. The world’s largest single-
site photovoltaic solar plant, the 1.17 
GW Sweihan independent power 
project was commissioned in Abu 
Dhabi. Dubai has reached its funding 
target for its $4.3bn concentrated 
solar power project, the largest 
single-site power investment project 
in the world. 

In Egypt, the $2.1bn Benban plant 
is now one of the world’s largest 
solar parks. A report by Energy & 
Utilities estimated that the MENA 
region has $100bn worth of clean 
energy projects in the pipeline. These 
alternate sources of power will help 
power smart cities of the future and 
help companies like EVOTEQ to build 
a more sustainable and innovative 
future.

As well as requiring sustainable 
energy in order to flourish, smart 
cities also need much faster 
connectivity. EVOTEQ partnered 
with Khazna this year to jointly 
develop the first Tier-3 data centre 
in Sharjah, because as smart cities 
develop, they will need to house and 
leverage large volumes of data. 

Dynamic leadership has led to 
some interesting public-private 
partnerships, and EVOTEQ has been 
involved in several. EVOTEQ worked 
with Hamriyah Free Zone Authority 
to launch Sharjah’s first blockchain 
platform, Waste Permit Portal. 

EVOTEQ are also collaborating 
with Microsoft and Johnson Control, 
to implement the region’s first-
ever AI-powered platform for an 
office of the future, which is set 
to be deployed at Bee’ah’s new 
headquarters, opening in 2020. 

EVOTEQ is working on Sharjah 
City Municipality’s Digital 
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Transformation Project SAPEQ, 
the region’s largest municipal 
digitalisation project to improve the 
customer experience journey and 
boost productivity. 

A potential inhibitor for the region 
in terms of digital and business 
transformation is the skills gap, 
which is a challenge not just for 
the region but globally. Dr Ahmad 
Al Falasi, UAE Minister of State for 
Higher Education and Advanced 
Skills, recently announced a 
nationwide programme to deal with 
the fact that 35% of skills required 
across different sectors will change 
by 2020.

So, this skills gap will be an issue 
in the short-term. Another issue is 
highlighted in a Strategy& report 
from 2019 found that only 37% 
of GCC businesses have a digital 
strategy and only 1% have a Chief 
Digital officer. 

Most, if not all, of the countries 
participating at Expo 2020 will want 
to present themselves as forward-
thinking in digital terms, and this 
will drive conversations around this 
subject. Meanwhile, mega sports 
events are useful test beds for new 
innovations. Russia used the World 
Cup 2018 as a test case for new facial 
recognition software. 

At the Special Olympics World 
Games Abu Dhabi 2019, the 
government partnered with 
technology companies to collect and 
analyse data to help the athletes 
and also used AI to create the best 
experience possible for attendees. 

COVER FEATURE 

PARTNERSHIPS 2020

The most forward returns for any public private partnership 
are when digital technologies can benefit the business and 
build sustainability.
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Data, applications, AI 
converging into perfect storm  

Every definition of 
transformation includes the 
notion of change. The most 

common examples are found in 
nature, in the process of change from 
caterpillar to butterfly and tadpole 
to frog. Ultimately transformation is 
the process of moving from one state 
to another.

Processes are often expressed 
in terms of phases of varying 
lengths during which critical events 
occur. Digital transformation is no 
exception.

It begins with an initiative. A 
decision to move from a mostly 
manual, human-driven business to 
one that relies heavily on technology. 
Applications. Automation. Artificial 
intelligence. From beginning to 
end, digital transformation is about 
moving technology from business 
interactions to processes to new 
models.

At first, it is about applications. 
But as application portfolios expand, 
it turns to focus on automation and 
orchestration. With the increase in 
data generation, transformation 
becomes the pivot point for new 
business opportunities.

Just about every organisation is in 
the process of transformation today 
as they forge a new, digital path to 
future success.

SOFTWARE ECONOMY
This transformation is not just 
about technology. It is rooted in 
a fundamental shift in the way 
business operates. Not unlike the 
shift from CapEx to OpEx induced by 
the rapid ascent of cloud computing, 
this transformation is forcing 
organisations to reshape its business 
models.

The result is pushing technology 
out of the role of supporting the 
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business into a lead role as a 
business. 

Software, which includes 
applications, directly contributed 
$845 billion to the US GDP in 2018 
according to the BSA Foundation. 
In the EU, software contributed 
€304 billion. Total value added 
to global GDP is much higher 
and counts both indirect revenue 
as well as job creation. Every 
sector, every industry now relies 
on applications in one form or 
another. 

That includes businesses that 
produce consumable goods. 
Consider the impact on a 
restaurant of not integrating with 
OpenTable. Or the reliance on IoT 
and the applications powering 
‘smart farms’ that optimise 
agriculture so they can feed the 
people of the world. Even these 
industries increasingly rely on 
applications to operate their 
businesses. 

Preliminary data from the 
forthcoming State of Application 
Services 2020 indicates most 
businesses rely on applications. 
31% tell us they need applications 
and downtime is disruptive to 
their business. Another 29% 
indicate applications are their 
business and they cannot operate 
without them.

Early adopters of digital 
transformation are already 
entering a period of digital 
expansion, marked by rapid 
adoption of automation 
and expansion of their 
application portfolios. For these 
organisations, streamlining the 
operational aspects of application 
delivery is critical. 

The ability to rapidly develop 
a new application or digital 
workflow must be matched 
during delivery to market. The 
speed and scale of this operational 
lifecycle increases with every 
application developed. The ability 
of IT to meet demand can only 
be realised through the adoption 
of automation, which enables 
organisations to develop and 
deploy even more applications. 

DIGITAL ECONOMIES 2020

Exponential data growth, software shifts into centre of 
business, analytical insights, are creating new economies of 
transformational change. 

COVER FEATURE 



5G, Wifi 6, cloud, will 
drive business transformation

It is hard to point out a single 
transformative technology from 
the past year, because these 

emerging technology and solutions 
work in different combinations 
and capacities for each use case. 
However, it is hard to deny that the 
intelligent cloud has become the first 
door that businesses and enterprises 
on the path to digital transformation 
open. 

Not to forget the Dubai’s 
government’s initiatives and efforts 
that have paved the way for its 
adoption. The overall business 
environment is a reliable driver for 
the uptake in cloud services. The 
Internet of Things has also emerged 
as a major driver for transformation, 
given the fast rate it is growing 
across the globe. 

Real-time connectivity resulting 
from emerging technologies such 
as IoT is fundamentally changing 
the way we do things, innovate, 
collaborate, produce, and even 

govern and live.
We can expect a large-scale rollout 

of 5G network in 2020 which is 
speculated to shake and speed things 
up considerably in the networking 
space. Alongside 5G, the space will 
also see the advent of Wi-Fi 6, which 
will work hand-in-hand with 5G. 
Just like 5G, Wifi 6 will also enter its 
first full-year in the market. 

The corporate bandwidth 
requirements grow multi-fold 
every quarter, giving rise to an 
exponential increase in bandwidth 
demand. This has been a constant 
driver for business transformation 
and technology adoption, especially 
in the networking solutions space. 
This will be a key driver for adoption 
in the year to come as well. The 
business requirements of a modern 
workspace are acting as catalysts 
towards the implementation of new, 
advanced digital technologies.

Inhibitors and challenges to 
business transformation on this side 

LUCAS JIANG, 
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of the world are more internal than 
external. The GCC seems to have an 
apparent shortage of skills when 
it comes to software engineering, 
networking solutions, digital 
marketing and data analytics, which 
can come in the way of smooth 
technology adoption. 

Dubai Expo 2020 is going to be 
a six-month-long event and is 
expected to considerably boost the 
country’s economy in multiple 
ways. The event is a long-term 
investment, and hence, the benefits 
that come from it will also be spread 
across various phases around the 
event. Economic benefits to Dubai 
from Expo 2020 will come in several 
phases: pre-Expo, during-Expo, and 
the legacy phase. 

Each of these phases will see an 
enormous amount of job creation. 
The Expo’s impact to GDP is 
estimated at $16.9bn, around 87% 
of which is likely to be seen in 
the events and business services 
sector. Moreover, over half a million 
full time equivalent job years are 
expected to be generated over the 
course of this period, with the legacy 
being expected to last till 2031. The 
region will continue to benefit from 
the mega event long after it has been 
concluded.  

COVER FEATURE 

CONNECTIVITY 2020

Real time connectivity enabled by 5G and Wifi 6, will drive 
new use cases for businesses enabled by cloud, setting up 
new digital economies as well.

•	Real-time	connectivity	from	
emerging technologies is 
changing the way we do 
things, innovate, collaborate.
•	With	the	adoption	of	emerging	

technologies increasing 
exponentially, the need to 
keep data and processes 
secure is at an all-time high.
•	Corporate	bandwidth	

requirements grow multi-fold 
every quarter, giving rise to 
an exponential increase in 
bandwidth demand.
•	 Inhibitors	to	business	

transformation on this side of 
the world are more internal 
than external.

KEY TAKEAWAYS



AI now quantifying
people, space, things, goods

IoT and cloud have been the most 
transformative technologies 
in 2019 with higher demand 

on IoT solutions from advanced 
enterprises. IoT and transformative 
technologies enable enterprises to 
shift function and how individuals 
live and work in everyday life. As 
technologies become smarter and 
more sophisticated, and as markets 
evolve, we can expect transformation 
to begin in new industries in the 
coming few years. 

The process of IoT adoption 
and implementation is identified 
in enterprises in four different 
stages: embedding connectivity and 
processing capabilities into devices; 
adding sensors and storage that 
enables devices to gather data on 
their surrounding environment; 
processing and analyzing large 
amounts of data generated by IoT 

devices; monetizing the IoT or 
creating unique solutions through 
access to transformational data.

 Changing the way people interact 
using an intelligent workspace is the 
most applicable scenario in 2019, 
which has helped organizations to 
better utilize the work spaces for cost 
reduction in operation expenses.

 Artificial Intelligence is going 
to be a game-changer and the 
most transformative technology 
in 2020, particularly in the 
automotive industries, which has 
been evaluating aggressively when 
and how to implement Artificial 
Intelligence. We can see the 
competition rising and the focus of 
automotive manufacturers has been 
on enhancing today’s sophisticated 
infotainment and advanced driver 
assistance systems solutions.

 Energy, utilities, logistics, 

WISAM YAGHMOUR, 
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building, retail and transportation 
are the top five verticals with 
the highest potential to grow 
and invest in modernizing and 
securing their infrastructures. 
Changing the way people interact 
using intelligence workspaces, 
driving customers back into the 
stores with a better experience 
and bringing radical changes 
to the operating model of fleet 
operators are the key drivers for 
IoT technology adoption.

 A majority of IoT use cases 
are about connecting goods, 
things, people, and spaces. 
IoT is enabling new usage-
based business models in asset 
management. The ability to 
measure and quantify people, 
spaces, things, and goods have 
enabled enterprises to investigate 
new business models. This has 
led to the proliferation of usage-
based business models.

 Similarly, car insurance 
companies are also exploring 
the use of IoT data to price their 
premiums based on how you 
drive rather than traditional 
demographics-based premiums. 
The growing popularity of the 
usage-based business model is 
reflected in the survey findings, 
with many of the enterprises 
surveyed indicating that they 
have either deployed or are 
thinking of deploying IoT for 
usage-based services.

 A key use case for retail and 
logistics business processes and 
customer experience go hand-in-
hand for verticals such as retail 
and logistics, where enhanced 
customer and process journeys. 
For such industries, business 
outcomes include strengthening 
existing business processes, 
enhancing customer experience, 
augmenting employee experience, 
leading to higher productivity, 
and improving financial 
outcomes.

 It can be challenging for 
business owners to continue to 
keep up with changing trends 
and technology, it is often too 
expensive or too late to catch up. 

WORKSPACE 2020

Energy, utilities, logistics, building, retail, transportation have 
highest potential to invest and grow in modernizing their 
infrastructures.

COVER FEATURE 
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•	 ICAEW	maintains	its	
estimation that UAE non-oil 
GDP growth will accelerate in 
2020, to 2.8%.
•	GCC	banks	have	followed	

moves by the US Federal 
Reserve, which should be 
supportive of private sector 
activity.
•	Although	the	legacy	of	Expo	

2020 is hard to estimate, the 
investment climate remains 
positive with infrastructure 
upgrades. 

KEY TAKEAWAYS

UAE government 
stimulus driving non-oil growth

2019 has been a challenging year 
for Middle Eastern economies, 
due to geopolitical tensions, 

OPEC-led oil output cuts and 
ongoing weakness in the non-oil 
sector. However, despite lower oil 
prices this year, we are pleased to 
see signs of pick-up in the non-oil 
economy, supported by government 
spending. 

There is plenty of room for 
improvement. To achieve a more 
diverse and sustainable economy, 
regional governments must remain 
proactive in implementing the 
necessary fiscal reforms aimed at 
achieving economic diversification, 
and continue to support their 
economies with pro-growth 
initiatives.By contrast, monetary 
policy is becoming more supportive. 
GCC banks have followed moves by 
the US Federal Reserve, which should 
be supportive of private sector 
activity. 

The outlook for UAE remains 
promising, despite ongoing 
weakness in non-oil activity. In 
2019, the ICAEW growth forecast 
has been revised slightly down, to 
1.9%, from 2.2%. However, growth is 
expected to pick up in 2020, and the 
economy will expand by 2.2%.

Unlike other countries in the 
region, the UAE has produced more 
oil this year compared to last year, 
pumping at a steady pace of around 
3.1m bpd, up from 3m bpd in 2018. 
Overall, this implies a positive 
contribution to growth from the 
oil sector, which has expanded by 
around 2.5% year on year in 2019, 
unlike a drag elsewhere in the 
region. 

ICAEW maintains its estimation 
that UAE non-oil GDP growth will 
accelerate in 2020, to 2.8%.

With less than a year until the 
Middle East’s first World Expo 
event, Expo 2020, which is forecast 

MICHAEL ARMSTRONG,
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to attract 25m visitors, 14m from 
overseas, there is a high expectation 
that this will provide a boost to 
UAE’s economy – contributing up to 
1.5% of the overall GDP in 2020.

Although the legacy of Expo 2020 
is hard to estimate, the investment 
climate remains positive with 
infrastructure upgrades. In 2019, the 
UAE has attracted $12.7bn in foreign 
direct investment in the first half of 
the year, an increase of 135% year on 
year, while tourist arrivals rose 3% 
in the same period to reach 8.4M.

The relevant authorities have 
stepped in to support non-oil 
activities in the UAE. Both Abu Dhabi 
and Dubai are implementing fiscal 
packages, while the recent interest 
rate cut by the US Federal Reserve, 
followed by the UAE central bank 
dollar peg, should support private 
sector credit growth. However, 
these measures are yet to have a 
significant impact on the UAE’s non-
oil activity. 

The expansion in non-oil 
activity is slowly beginning to 
translate into stronger job creation, 
although at a modest rate. Total 
employment in the private sector 
increased by 1% year on year in Q2 
2019, up from just 0.1% YoY in Q1. 
However, while total employment 
increased in other sectors; which 
includes tourism and real estate, it 
declined in the remaining sectors, 
including construction, services and 
manufacturing. 

COVER FEATURE 

DOMESTIC ECONOMY 2020

Proactive stimulus measures by both Dubai and Abu Dhabi 
governments are continuing to drive growth in non-oil sectors 
reflecting in employment growth.
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•	We	will	pass	the	tipping	point	
towards ubiquitous Robotic 
process automation adoption 
in the next year
•	Robotic	process	automation	

and process analytics will 
become entirely infused with 
artificial intelligence and 
machine learning.

KEY TAKEAWAYS

Robotic process 
automation moves to top rung

There will be the near 
elimination of paper from all 
large and medium enterprises. 

With the onset of cloud-native, web-
based robotic process automation 
platforms and rapidly maturing 
machine learning technologies that 
understand the written word and 
integrate resulting actions within a 
robotic process automation platform, 
we will pass the tipping point 
towards ubiquitous adoption in the 
next year. 

By 2025, there will be easy-
to-deploy-and-teach artificial 
intelligence models for a large 
majority of paper documents in the 
enterprise, so that human workers 
will never need to process an invoice 
again.

Digital transformation led by 
government in GCC will accelerate 
regional adoption of automation. 
There will be a change in customer 
expectations and behaviors, 
firmer regulations, energy prices, 
workforce nationalisation, among 
others. Businesses will need to find 

new ways to increase efficiency, 
drive revenue and meet customer 
needs by adopting a robotic process 
automation programme, which will 
enable solving these challenges 
simultaneously and more efficiently. 

With 85% of the robotic process 
automation market still untapped, 
benefits such as consistent 
performance, more satisfied citizens 
and customers will encourage all 
businesses to dive into automation. 
In fact, current customers are 
already increasing investments 
to hedge into the era of digital 
transformation in the Middle East. 

Robotic process automation will 
play a pivotal role in global data 
privacy and governance initiatives. 
The 2020s are shaping up to be the 
decade defined by big data, with the 
advent of 5G and the explosion of 
connected devices. In this new era, 
we will see even more pressure on 
companies to be fully transparent 
about the information they collect 
and how it is used. 

Legislation like GDPR and 

MILAN SHETH,
Executive Vice President for India, Middle East 
and Africa East Region, Automation Anywhere.

the GCC’s ever-transformative 
regulatory environment, which is 
a national digital strategy will be 
the driving force behind enhanced 
citizen services. 

Hiring for robotic process 
automation skills will explode 
across all industries and job 
functions by the end of 2020. 
We already see an incredibly 
high demand for robotic process 
automation specialists. Over the 
next year, we expect to see robotic 
process automation skills appear 
across all job roles – developers, 
business analysts, program and 
project managers. 

And in all verticals – IT, BPO, 
HR, education, insurance, banking, 
among others. As a result, the 
number of open roles and starting 
salaries will skyrocket. 

Intelligent automation will 
replace rules-based automation 
entirely. While many robotic process 
automation platforms now offer 
artificial intelligence capabilities, 
today robotic process automation 
and artificial intelligence are used 
as two separate entities.

One is rules-based and the 
other is adaptive and predictive. 
In the next year, robotic process 
automation and process analytics 
will become entirely infused 
with artificial intelligence and 
machine learning, accelerating 
process mining and discovery, and 
dramatically simplifying human 
effort in these areas. 

Going forward, bots will be able 
to automatically identify the best 
processes to automate, act upon this 
insight and optimise deployments 
throughout to guarantee the best 
possible results. 

PAPERLESS 2020

2020 will be the breakout year for intelligent automation as it 
continues to bring enormous benefits automating end-to-end 
business processes. 

COVER FEATURE 



54 biznesstransform.com

Some wait 
for Thursday 

to end!

Some wait 
for Sunday 
to Begin!

HAPPY COMPANIES CREATE HAPPY EMPLOYEES

CATEGORIES 
SMBs (0-150 EMPLOYEES)

ENTERPRISES (151-5000 EMPLOYEES)

LAST DATE FOR NOMINATION: 18TH FEB, 2020

NOMINATE

O F F I C I A L  M E D I A  P A R T N E R SB R O U G H T  B Y

UNVEILING THE FUTURE AT
#FITSMEA20'

www.fitsmea.com

March 16, 2020



biznesstransform.com 55

Some wait 
for Thursday 

to end!

Some wait 
for Sunday 
to Begin!

HAPPY COMPANIES CREATE HAPPY EMPLOYEES

CATEGORIES 
SMBs (0-150 EMPLOYEES)

ENTERPRISES (151-5000 EMPLOYEES)

LAST DATE FOR NOMINATION: 18TH FEB, 2020

NOMINATE

O F F I C I A L  M E D I A  P A R T N E R SB R O U G H T  B Y

UNVEILING THE FUTURE AT
#FITSMEA20'

www.fitsmea.com

March 16, 2020

Retailers facing 
online-to-offline onslaught 

Countries in the GCC are on the 
cusp of the retail revolution at 
the moment. A lot of this was 

driven by increased e-commerce 
adoption by the region. The 
e-commerce market is predicted 
to expand threefold by 2022 as 
compared to 2018, making the 
penetration rate of 7% of total retail 
sales.

We have seen a lot of online-only 
players emerging and growing in 
the region. The digital impact on the 
purchasing cycle, even for offline 
has also increased in the last year 
with the majority of their purchasing 
journey spent online, regardless of 
where they buy.

 In a trend that is growing all over 
the world, consumers in GCC are also 
increasingly expecting personalised 
engagement with the brands that 
they interact with. Adoption of 
artificial intelligence and machine 
learning will be a major driver for 

the year 2020 in the region to help 
brands use huge amount of data 
generated by consumers, with 
increased digital consumption and 
personalise their engagement and 
offerings. 

Customers will also be expecting 
seamless and connected experiences 
making Online-to-Offline an 
important part of the retailer’s tech 
stack. Artificial intelligence will also 
help brands collect more data in the 
offline scenarios and leverage it to 
personalise. 

UAE has been at the forefront 
of tech adoption in the region. 
Although, Saudi Arabia is catching 
up with the Vision 2030 project.

The GCC consumer, is among 
the most connected and digitally 
savvy in the world with some of 
the highest levels of the Internet, 
smartphone and social media 
penetrations globally. Businesses will 

NITIN KAUSHAL,
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join this digital party and leverage 
the new channels of engagement and 
commerce available to them.

The majority of retailers still 
operate on legacy systems that are 
not integrated with each other and 
prevent retailers from providing 
a consistent experience across 
channels. This hinders them 
from moving fast with evolving 
customers. Cloud-based technologies 
which are easy to integrate will help 
brands in this due to its very nature

Mega events will help businesses 
with an opportunity to overcome 
the inhibitors and be digital-
ready. Expo 2020, in particular, 
will help the region to accelerate 
its digital transformation journey. 
With global technology available at 
their disposal, businesses will be 
able to adapt and adopt the new-
age technology keeping data and 
consumer at the centre.

 World Cup on the other end 
has already led to a series of retail 
launches and store openings by 
global brands. The scenario will be 
pushing the regional and legacy 
retailers to up their digital game and 
improve their customer experience 
to global standards. 

RETAIL 2020

High levels of consumer technology savviness across the 
GCC is challenging retailers to adopt the latest integrated 
solutions against a legacy backdrop. 

•	 The	digital	impact	on	the	
offline purchasing cycle, has 
increased with majority of 
purchasing journey spent 
online.
•	Customers	will	be	expecting	

seamless and connected 
experiences making Online-
to-Offline an important part of 
the retailer’s tech stack.
•	 The	GCC	consumer,	is	among	

the most connected and 
digitally savvy in the world.
•	Majority	of	retailers	operate	

on legacy systems not 
integrated with each other 
preventing retailers from 
providing a consistent 
experience.
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•	Hands	down,	artificial	
intelligence has been 
the most transformative 
technology of 2019.
•	Demand	for	better	customer	

experience, CX and better 
user experience, UX will be 
a significant driver of digital 
transformation.
•	 In	2020,	personalisation	is	

going to be the dominant, 
transformative trend.
•	Personalisation	will	help	

companies respond to each 
customer’s unique needs.
•	Big	bang	digital	

transformations do not 
happen in year. 
•	 To	avoid	discouragement,	

transformations should be 
broken into smaller projects 
with clear milestones.

KEY TAKEAWAYS

Demand for better 
personalisation, CX, UX 

Hands down, artificial 
intelligence has been the most 
transformative technology of 

2019. After a lot of hype, speculation, 
and some trepidation, we are 
seeing real deployments of artificial 
intelligence and related technologies 
such as machine learning, deep 
learning, and natural language 
processing. 

In action, those technologies 
power chat bots, virtual assistants, 
intelligent routing, user sentiment 
analysis, predictive analytics, 
contextual knowledge, and other AI-
driven services that help companies 
reduce costs, increase productivity, 
and improve overall user experience 
and customer experience. 

 In 2020, personalisation is going 
to be the dominant, transformative 

trend. Expect to see companies 
use their vast data sets to create 
clear, complete pictures of their 
customers and thereby deliver 
precisely tailored, individualised 
customer experiences—whether the 
experiences are entirely automated 
or are handled by live company 
representatives. 

Personalisation will help 
companies respond to each 
customer’s unique needs, at each 
customer touch point, so that for 
each interaction the right product, 
service, or support is offered and 
the right people in the company are 
involved.

The regions that are rapidly 
progressing are the UAE and Saudi 
Arabia. Enterprises, banks and other 
financial institutions as well as 

 RAJ SABHLOK,
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educational institutions in the 
Middle-East are always looking 
for software solutions that could 
improve productivity, reduce 
costs, bolster security, ensure 
reliability and eventually offer 
better service to their customer 
base.

Demand for better customer 
experience, CX and better 
user experience, UX will be 
a significant driver of digital 
transformation in 2020. Of 
course, CX and UX go hand in 
hand. Better UX leads to more 
engaged, satisfied employees 
who are more productive and 
who have more rewarding 
interactions with customers.  

Several issues will make digital 
transformation a challenge in 
2020, including AI bias, concept 
drift, and new data privacy laws. 
However, a bigger challenge 
is unrealistic expectations. Big 
bang digital transformations 
do not happen in year. To 
avoid discouragement, big 
transformations should be 
broken into smaller projects with 
clear milestones. 

COVER FEATURE 

EXPERIENCES 2020

Adoption of artificial intelligence in 2019 will set the 
stage for delivery of personalised services and improved 
customer, user experiences.
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Govts in Egypt, Saudi, 
UAE, driving transformation

The digital transformation that 
has swept through the region 
bringing it close, and in certain 

cases exceeding, the growth averages 
of regions like the European Union 
makes it difficult to pinpoint the 
most transformative one. Looking 
at initiatives aiming to coordinate 
action towards new technologies 
and their implementation within a 
well-defined plan, one of the most 
remarkable of such initiatives is 
Smart Dubai. 

Undoubtedly, the implementation 
of 5G technology will have a huge 
impact and is going to transform the 
way we interact with communication 
and information. This technology 
will allow an enormous increase in 
the speed information is delivered 
and shared, allowing a whole new 
experience for the end users. The 
great increase in bandwidth will 
allow the creation of powerful 

applications which are simply not 
possible with the actual technology.

 Egypt has shown considerable 
improvement in the implementation 
of online platforms to deliver 
government and social services 
which, minimising bureaucracy, 
contributes to a faster and more 
efficient growth.

Saudi Arabia has embarked in 
sizable projects involving new 
technology to completely transform 
its approach to economic planning 
going forward. Initiatives like the 
new smart city to be built near 
its capital and the redefining of 
its tourism industry around new 
technologies are a clear indication of 
that.

UAE for sure is doing an excellent 
job in anticipating the trends and 
getting ready for the future. Changes 
are happening at a very fast pace 
and to be an early bird is critical 

ROBERTO D’ AMBROSIO,
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in order to succeed in the race to 
apply technologies like AI, process 
automation, blockchain.

The leading role, which the 
Government in UAE has already 
undertaken with evident success 
will continue to be the main 
driver of digital transformation 
and the development of new 
technology. There is a very high 
level of awareness of the impact 
of new technologies in the future 
development for the region and that 
will ensure that all conditions will 
be met to allow such development to 
thrive.

The inhibitors are the same as 
the rest of the world. The fear that 
new technologies could disrupt 
the economic environment as we 
know it and negatively impact on 
the most traditional activities. And 
such outcome is what we will be 
experiencing to a certain extent, 
and it will happen faster than 
most people would expect. It will 
be balanced by the number of new 
opportunities it will create, provided 
the change is faced appropriately and 
well-administered 

Both events, Expo 2020 Dubai and 
the World Cup, will produce a further 
acceleration of the implementation 
of new technologies, especially 
linked to AI and network innovation, 
with particular reference to 5G. The 
World Cup and even more Expo 
2020 Dubai, will constitute a unique 
occasion to showcase the results of 
all the effort done in the region. 

NATIONS 2020

Institutions such as Smart Dubai, with focus on AI, Data 
Science, Blockchain, networking, are raising the bar for 
others to follow across the region. 

•	Egypt	has	shown	
improvement in 
implementation of online 
platforms to deliver 
government and social 
services.
•	Saudi	Arabia	has	embarked	

in sizable projects involving 
new technology to transform 
its approach in economic 
planning.
•	UAE	is	doing	an	excellent	job	

in anticipating the trends and 
getting ready for the future.

KEY TAKEAWAYS

COVER FEATURE 
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AI, security, experience
key for Nokia phones

New technologies such as 
Artificial Intelligence and 
Augmented Reality are among 

the most transformative in the 
region. As these technologies become 
more prevalent, consumers will 
expect to have these technologies 
in the palm of their hands through 
smartphones. Nokia believes 
in purposeful innovation and 
not innovation for the sake of 
innovating. 

This is why at HMD, we teamed 
up with Android AI and machine 
learning where Nokia smartphones 
become more efficient over time and 
get to know more about users’ daily 
usage while assisting them with 
their everyday tasks. 

The mobile device market in the 
region is rapidly growing, driven 
by technological innovation and 
increasing smartphone and internet 
penetration. According to the latest 
GSMA Report for the Middle East, 
15 markets will have launched 5G 
mobile services across the MENA 

region by 2025, so 5G will perhaps be 
the most transformative technology 
for the region. 

Nokia have chalked out clear 
investment areas to drive the future 
of Nokia phones – these include 
affordable 5G, imaging, software 
security management, design and 
materials innovation as well as form 
and functionality innovation in the 
feature phone segment.

The UAE is one of the most 
penetrated smartphone markets 
in the world, and a number of 
industries are expected to benefit 
from 5G – from transport and 
healthcare to education. To drive 
this progress, our approach is to 
develop technology that can make a 
difference. 

5G will revolutionise the 
telecommunications sector and 
other industries with faster speed, 
reliability and more enhanced 
network capacity. Therefore, our 
goal will be to deliver affordable 
devices that support this digital 

SANMEET KOCHHAR,
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transformation. 
Nokia have chalked out clear 

investment areas to drive the future 
of Nokia phones – these include 
affordable 5G, imaging, software 
security management, design and 
materials innovation as well as form 
and functionality innovation in the 
feature phone segment. 

 People are increasingly concerned 
about the security of their data, and 
Nokia wants to understand their 
needs and behaviors, so that they 
are safe and secure at the same time. 
Unlike any other Android phones 
out there, all Nokia smartphones 
will benefit from regular security 
updates for three years, OS updates 
for two years and will come with 
latest Google designed software and 
innovations, from AI to security. 

Nokia consumers will always 
enjoy being on the latest operating 
systems across all price points 
without compromising the 
consumers experience and the device 
performance.  

Upcoming mega events in the 
region will transform the business 
and telecommunications sector, 
especially as 5G will offer more 
enhanced speed and reliability. 
Nokia will support these events 
by delivering devices that come 
equipped with the latest operating 
systems across all price points 
without compromising the 
consumer experience and the device 
performance, so that people can 
stay connected no matter where 
they may be. 

COVER FEATURE 

MOBILE PHONES 2020

Nokia smartphones have security updates for three years, 
OS updates for two years and will come with Google 
designed artificial intelligence and security. 

	•		Nokia	believes	in	purposeful	
innovation and not innovation 
for the sake of innovating.
•	Upcoming	mega	events	

in the region will 
transform business and 
telecommunications.
•	Nokia	will	support	events	by	

delivering devices that come 
equipped with the latest 
operating systems across all 
price points.

KEY TAKEAWAYS
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Outrageous possible 
disruptions, but not probable

The reign of disruption continues 
as global central banks and 
governments lose control. While 

these predictions do not constitute 
Saxo’s official market forecasts for 
2020, they represent a warning of 
a potential misallocation of risk 
among investors who typically see 
just a 1% likelihood to these events 
materialising. This is an exercise in 
considering the full extent of what 
is possible, even if not necessarily 
probable. 

This year’s Outrageous Predictions 
all play to the theme of disruption, 
because the current paradigm is 
simply at the end of the road. Not 
because we want it to end, but 
simply because extending the last 
decade’s trend into the future would 
mean a society at war with itself, 
markets replaced by governments, 
monopolies as the only business 
model and an utterly partisan and 
a highly fragmented and polarised 
public debate.

HOW THE MILLENNIALS MAY SPIN ONE 
ON TRUMP
The marginal Trump voter in 
2016 and in 2020 is old and white, 
a demographic that is fading 
in relative terms as the largest 
generation in the US now is the 
maturing millennial generation of 
20-40-year-olds, a far more liberal 
demographic. 

Millennials and even the oldest of 
generation Z in the US have become 
intensely motivated by the injustices 
and inequality driven by central bank 
asset market pumping and fears of 
climate change, where President 
Trump is the ultimate lightning rod 
for rebellion as a climate change 
denier.

The vote on the left is thoroughly 
rocked by dislike of Trump – with 
suburban women and millennials 
showing up to express their 
revulsion for Trump. The Democrats 
win the popular vote by over 20 
million, grow their control of the 

STEEN JAKOBSEN,
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House, and even narrowly take 
the Senate. Medicare for all and 
negotiations for drug pricing bring 
a massive haircut to the industry’s 
profitability. 

COLLAPSE OF THE GREEN ENERGY 
COMPANIES

The oil and gas industry came 
roaring out of the financial crisis 
after 2009, returning some 131% 
from 2008 until the peak in June 
2014 as China pulled the world 
economy out of its historic credit-led 
recession. Since then, the industry 
has been hurt by two powerful 
forces. The first was the advent of 
US shale gas and rapid strides in 
globalising natural gas supply chains 
via LNG. 

The second force has been the 
increasing political and popular 
capital behind fighting climate 
change, causing a massive surge in 
demand for renewable energy. The 
combined forces of lower prices 
and investors avoiding the black 
energy sector have pushed the equity 
valuation on traditional energy 
companies to a 23% discount to 
clean energy companies. 

In 2020, we see the tables turning 
for the investment outlook as 
OPEC extends production cuts, 
unprofitable US shale outfits slow 
output growth and demand rises 
from Asia once again. And not only 
will the oil and gas industry be a 
surprising winner in 2020, the clean 
energy industry will simultaneously 
suffer a wake-up call. 

MISALLOCATION 2020

2020 is a year where disruption of status quo is the 
theme brought forward from the previous year, where the 
pendulum has now swung to the opposite side. 

•	 This	year’s	Outrageous	
Predictions all play to the 
theme of disruption, because 
the current paradigm is 
simply at the end of the road.
•	Millennials	and	oldest	

generation Z in the US have 
become intensely motivated 
by injustices driven by fears of 
climate change.

KEY TAKEAWAYS

COVER FEATURE 
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5G real-time connectivity 
will drive innovation 

The most transformative 
technology this year has to be 
5G. In the Middle East, Ericsson 

has already announced 5G deals 
with advanced markets like the UAE, 
Saudi Arabia, Qatar and Bahrain. All 
major service providers in the region 
are moving aggressively to launch 5G 
commercially.

Ericsson research shows that 
5G is forecast to reach 30 million 
subscribers in the MEA region by 
2024. MEA network developers 
can expect an estimated potential 
revenue opportunity from $15.18 
billion to $45.91 billion by 2030 
provided they adapt their business 
model to become service enablers 
and creators.

And complete industries are being 
connected – from transport to 

utilities and health care and public 
safety, which is changing the way 
we do business. Although mobile 
broadband is the first use case for 
5G, it also presents an opportunity 
for service providers in the Middle 
East to tap into new value chains 
emerging from the digitalisation of 
industries. 

Wearable devices, secure online 
consultations, telemedicine and 
remote procedures such as robotic 
surgery will improve resource 
efficiency and meet patient demands 
for greater convenience and freedom 
of choice. 

The first commercial 5G networks 
are already going live. In the MENA, 
commercial 5G deployments with 
leading communications service 
providers were achieved in 2019. The 

WOJCIECH BAJDA, 
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majority of the 5G subscriptions 
in the MEA are expected to come 
from advanced ICT markets like 
GCC countries. Key drivers for 
immediate 5G deployment include 
increased network capacity, lower 
cost per gigabyte and new use case 
requirements. 

One of the first applications 
for 5G will be enhanced mobile 
broadband primarily addressing 
consumers with new services and 
experiences. By 2024, 90% of 
subscriptions in the MENA region 
are expected to be for mobile 
broadband. Driving factors behind 
this shift include a young and 
growing population with increasing 
digital skills, as well as more 
affordable smartphones. 

5G networks that offer consumers 
high speeds, low latency and 
massive connections can enable 
a true smart city transformation. 
The challenge for service providers 
preparing for 5G is to keep up 
with the high expectations of early 
adopters. 

On a telco level, service providers 
invest in networks that provide the 
best service quality to users across 
the entire radio spectrum. The main 
challenge for service providers is 
to develop a smart grid which will 
facilitate a more connected society 
once 5G is launched. 

When everything happens in real-
time, connectivity is the catalyst 
for innovation, collaboration 
and unprecedented business 
opportunities at major events. 5G 
stands out as a major enabler with 
a variety of benefits that will be 
highlighted during mega events 
such as Expo2020 and World Cup. 

5G will allow countries to 
address Industry 4.0 digitalisation 
opportunities by exploring 
automation, AI and machine 
learning services. Service providers 
will be able to offer enhanced 
mobile broadband and fixed 
wireless access - among the first 
5G use cases - and will provide 
subscribers with higher throughput 
and better experiences. 

COVER FEATURE 

TELECOM 2020

As the commercial roll out of 5G gets underway, the benefits 
of a true smart city begin to emerge across cloud robotics, 
connected cars and drones, augmented and virtual reality.

THE MOST TRANSFORMATIVE TECHNOLOGY 
THIS YEAR HAS TO BE 5G.
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Excerpted from CIO Survey 2019 by Harvey Nash and KPMG.

LOOKING GLASS

CIO SURVEY 2019 UAE FINDINGS
BY HARVEY NASH AND KPMG
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The Harvey Nash KPMG CIO Survey is the largest IT leadership study in the world, with more than 3,600 respondents across 
108 countries, representing approximately $250 billion of IT budget spend.
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Excerpted from CIO Survey 2019 by Harvey Nash and KPMG.

LOOKING GLASS

CIO SURVEY 2019 UAE FINDINGS
BY HARVEY NASH AND KPMG
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The Harvey Nash KPMG CIO Survey is the largest IT leadership study in the world, with more than 3,600 respondents across 
108 countries, representing approximately $250 billion of IT budget spend.
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Region’s Tech Future is here.
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