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Singapore, a global hub for business and innovation, attracts enterprises from across the world. To 

maintain competitiveness both domestically and on the international stage, our local enterprises must 

embrace digital transformation. This type of transformation involves

using digital technologies to create new — or modify existing — business processes, culture, and 

customer experiences to meet changing business and market requirements.

In today’s VUCA (Volatile, Uncertain, Complex and Ambiguous) world, “nice to have” factors such as 

speed to market have become a “need to have” to establish future business

resilience. This shift is particularly crucial for Singapore's local enterprises as they aim to distinguish 

themselves in an increasingly globalised marketplace.Introduction
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About this playbook
Successful digital leaders are agile and resilient — strategically

utilising emerging technologies to optimise operations and innovate, driving 

differentiation through new products, services, markets, and business models. 

This approach not only helps them secure a

competitive edge but also positions them as industry influencers.

Leading the charge for Singapore’s digital transformation, IMDA is 

dedicated to supporting SMEs in their digital journeys, bringing

the vision of a cohesive digital society to life. This playbook offers insights 

into the key focus areas of executing and sustaining

digital transformation, providing guiding enterprises on how to address 

each one effectively.



Definition of a 
Digital Leader

A digital leader is an enterprise where:

Digital transformation is a 

key pillar of corporate

strategy, with strong 

alignment across the 

organisation

Digital technology is used to 

streamline operational 

processes and drive

business transformation

Emerging digital

technology is explored to 

drive innovation

Employees have the 

necessary digital

competencies to support the 

digitalisation efforts
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The Market-Leader 
Transformer

Uses digital technologies to create new 

product or services to protect and 

grow market share, or even

influencing the rest of industry

3
The Game Changer

Uses digital technologies to disrupt 

existing business models and/or 

customer experience to expand

into new segments.

4

The Tech Innovator

Deploys new/emerging

technologies to improve operations or 

carve new ventures

1
The Network Influencer

Uses digital technologies to

enable greater coordination and 

collaboration in the value chain

2

Broadly, IMDA
categorises digital leaders in 

Singapore into these

four archetypes:



To become a digital leader,

SMEs should focus on 
five key areas:

SMEs gearing up to become digital leaders 

understand the importance and potential

impact of embarking on a digital transformation 

journey. They must also understand that it is not just a 

technology-driven one. It also involves

Employees, Operations, Policies and Processes, and 

New Market Opportunities.

3

Introduction to the 
Five Focus Areas
for a Successful
Digital Transformation



Leading and sustaining 
digital transformation to 
become a digital leader

New Market 
Opportunities

Use data to anticipate 

and get ahead of

future customer needs 

and market trends.

Policies and 
Processes

Align internal

policies and processes 

with digital

transformation goals.

Operations

Streamline existing

operations and innovate to 

boost efficiency

and productivity.

Technology

Leverage emerging 

technologies to

reinvent and generate 

new revenue streams.

Employees

Build awareness of digital transformation benefits and 

align employees with organisational goals by cultivating 

an agile mindset, facilitating adaptation to change, and 

empowering them to take ownership  of the 

transformation process.



necessary to suit their unique 

circumstances.

How to Use the Playbook
There is no sequential order to tackling the five key 

areas. Organisations should evaluate their current

state and business challenges with respect to each

focus area to identify opportunities, working on one or 

more areas simultaneously.

They can use these steps as a guide to 

navigate their digital transformation

journey, adapting them as

Understand
current business challenges in the 

context of 1) Revenue,

2) Productivity, 3) Costs,

4) Market Share, 5) Client Base

6) Hiring Talent

1

Assess

where the organisation is

positioned within each focus 

area + identify opportunities for 

each area of focus

2

Prioritise
the various opportunities 

across the respective

focus areas

3

Develop
a digital transformation 

roadmap that addresses 

business challenges and 

opportunities, builds on 

existing progress, and

aligns with the overall goals

4
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Technology
Adopt a Tech-First Mindset

Policies and Processes
Lead with a Digital Vision

New Market Opportunities
Get Ahead of Market Demand

Employees
Build a Digital Learning Culture

Operations
Explore New Ways of Working



Technology
Adopt a Tech-First Mindset



What it is

SMEs should leverage data to

experiment with new technologies and 

create business opportunities. Keeping 

technology at the forefront is crucial

during digital transformation.

Why is it important

The focus on technology when practising digital transformation is

essential. While technology is only a tool to enable transformation, it also 

contributes to the building of the business strategy. Without

tech-first solutions, SMEs risk unrealistic transformations and limit 

employee potential.

Technology
Adopt a Tech-First Mindset



Technology | Adopt a Tech-First Mindset

How to achieve this

Start small Adopting tech-first solutions can be daunting, particularly for SMEs in 

Singapore. Many of these businesses perceive themselves as trailing

behind their counterparts in other developed nations when it comes to digital 

transformation. Starting with small projects allows employees and customers to 

gradually adapt, achieving quick wins that build

confidence. This approach also provides time to evaluate technology use and 

capabilities before investing, avoiding high costs and low

returns from impulsive purchases.

Explore external 
funding and
support options

Adopting or building digital solutions can sometimes be costly, 

especially for SMEs where being cost effective is key. Consider

working with larger organisations who can provide digital capabilities at a 

competitive price, rather than investing in developing proprietary digital 

solutions.

Local enterprises can also explore additional support that may be

available to develop their in-house tech capabilities through initiatives and 

subsidies from government bodies like IMDA or other avenues.



Keep up with 
trends

While well-developed technology may be more reliable, competitors are also 

more likely to have already tapped on them. Digital leaders should stay updated 

on new technologies, have the appetite to experiment

with them and apply them to improve business processes and rethink their 

business models.

When assessing the technology used, SME leaders need to consider the costs 

against their perceived benefits, and the risks that may emerge

from the use of it.

Cost
What are the costs incurred for these initiatives? Specifically, what are the 

costs needed to ensure your technologies are secured and

up-to-date? What is the impact on your company margins?

Benefits
Has productivity increased? What is the return on investments?

Risks
What are the various forms of risks that could arise?

(E.g., Loss of good manpower as change occurs, data breaches)

What are the implications of these risks and interventions to curb them?

Technology | Adopt a Tech-First Mindset



Technology | Adopt a Tech-First Mindset

Self-Assessment Questions

How can the management team scaffold the 

company’s digital transformation ambition

and make it more achievable for employees?1

Who can you partner with for new technology?2
What avenue of funding and support is available to 

your organisation?3
Are you familiar with emerging technology within your 

industry and if so, how can you leverage on them to 

create new business propositions or

enhance customer experience?
4



Employees
Build a Digital Learning Culture



What it is

Employees agree and are in alignment with 

the organisation’s transformation plans, 

mission and goals, sharing a

common vision. They are willing to learn, 

adapt and contribute to new ways of

working.

Why is it important

Employee buy-in is crucial for successful and sustained digital

transformation in SMEs. If their concerns and motivators are not taken

seriously, even well-funded initiatives can fail to deliver tangible results.

By ensuring employees take ownership of the digital transformation process, 

organisations can leverage their employees’ collective

expertise to foster a digital learning culture. Employees are often best 

positioned to identify areas for improvement, suggest practical

solutions, and implement changes effectively. Involving them in the process 

also helps ensure that digital initiatives align with company goals and that 

employees have the skills and knowledge to adopt

these new technologies and processes.

Employees
Build a Digital Learning Culture



Employees | Build a Digital Learning Culture

How to achieve this

Highlight the 
benefits

Employees who are used to working in a delivery-oriented manner

where they focus on completing assigned tasks without questioning or thinking 

beyond what they are told to do, might find it hard to see the bigger picture. In 

that case, SMEs should address their job insecurities by demonstrating how 

digital transformation adds value to their roles and creates new opportunities 

for growth.

Create a healthy 
balance between 
failure and
recovery

When embracing change, employees must be ready to adopt an agile and 

experimental mindset. To cultivate this risk-taking culture, SME

leaders can consider the following:

• Provide psychological safety by creating a 

safe space for open and transparent

communication

• Encourage thoughtful and purposeful 

experimentation

• Celebrate learning from failures

• Provide continuous learning opportunities like 

workshops, training sessions, and

mentorship



Support must be available for employees to navigate the changes 

effectively.

• Create a support structure comprising experienced individuals who 

can serve as mentors and role models to their peers

•  Provide comprehensive training programmes tailored to various job roles 

and levels of digital proficiency

• Senior management should engage with their teams regularly to

provide feedback and advice on smooth digital integration, thereby setting 

an example for employees to embody

Engaging and empowering employees fosters a stronger sense of

responsibility and ownership in the change process, motivating them to adopt 

digital initiatives more readily.

• Consider a flatter hierarchy, with cross-functional teams that include 

representatives from different departments and levels of the

organisation

• Create platforms for collaboration, idea generation, and feedback

• Recognise and reward innovative contributions

Provide guidance

Engage and 
empower
employees

Employees | Build a Digital Learning Culture



Enterprises need to refine recruitment strategies to attract digital talent

— those who can drive the digital transformation process as well as help 

cultivate a culture of ownership among their peers.

• Promote diversity and inclusion in recruitment practices

• Provide opportunities for internal mobility

• Cultivate an environment of continuous learning and development to 

attract and retain innovative, growth-oriented digital talent

Enterprises could also leverage local collaboration opportunities

between industry partners and IHLs (E.g. data-thons or hackathons to identify 

and appeal to digital talents)

Employees | Build a Digital Learning Culture

Assess and
enhance talent 
acquisition



Employees | Build a Digital Learning Culture

Self-Assessment Questions

Are you fostering an agile mindset across the organization and 

how?

Does your current organisational structure support digital 

transformation?1
How do you recognise and reward digital initiatives?

(e.g. digital collaboration efforts, championing of new 

digital tools, process automation projects etc.)4
Does your current structure allow easy exchange of 

information within the organisation? Does it

facilitate effective communication and collaboration 

among employees? If not, what changes do you

think are needed?

2

Do you have a clear understanding of the digital skills gap 

in your workforce?3
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Operations
Explore New Ways of Working



What it is

Identify and eliminate operational

inefficiencies across the organisation by

through digital solutions. Use data as the 

foundation to drive operational

efficiency, streamline workflows, and 

maximise productivity.

Why is it important

Streamlining existing operational processes and enhancing

communication is key to digital transformation. Without careful

consideration, SMEs can risk wasting time, money and resources. A

solid operational base supported by emerging technologies, not only boosts 

efficiency and productivity but also sets the foundation for

growth and data-driven decision-making. In doing so, it enables faster product 

delivery and higher value work, thus helping the company

maintain its competitive edge.

Operations
Explore New Ways of Working



• Conduct an analysis of existing operational processes to identify 

bottlenecks, redundancies, and areas for improvement

• Establish an integrated data ecosystem by consolidating disparate 

data sources across the organisation and implementing robust

collection infrastructure to ensure comprehensive and real-time data capture 

across all operational processes

• Leverage data analytics and process mining tools to get valuable

insights into resource allocation and potential areas for automation

It is often the working-level employees that best know what is working for the 

business and what is not. Their visibility into operational

processes across the organisation must be ensured.

• Implement accessible reporting mechanisms that provide employees 

with real-time insights into key operational metrics and performance 

indicators

• Use business intelligence dashboards, regular performance reviews, 

and open forums for feedback and suggestion

• Establish regular stand-ups, cross-functional collaboration that 

facilitate a holistic understanding of the business

• Encourage collective problem-solving

How to achieve this

Use data to optimise 
workflow

Ensure employees 
have visibility
over operations
across the
organisation

Operations | Explore New Ways of Working



Leverage emerging technologies to innovate and overhaul operational 

processes.

• Start with a comprehensive audit of the organisation's current

technological ecosystem, including hardware, software, data systems, and 

digital capabilities

•  Identify areas of strength, gaps, and potential for improvement or 

integration with emerging technologies

• Explore the potential of AI, machine learning, robotic process

automation, and Internet of Things (IoT) to automate repetitive tasks, enhance 

decision-making, and optimise resource allocation

Leverage 
emerging
technologies

Operations | Explore New Ways of Working



Operations | Explore New Ways of Working

Self-Assessment Questions

How transparent is your organisation when it comes to 

sharing important data with your employees?

Which employees have access to what data?1
Can you share data with the rest of the organisation 

securely? If not, how can your organisation improve the 

security process to share data?2

What data would you need to evaluate the current 

systems and workflow in your company?3

How familiar are you with emerging technologies and

their potential benefits to your organisation's operations or 

growth plans?4
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Policies and 
Processes
Lead with a Digital Vision

What it is

Strengthen organisational direction from a 

top-down approach, by reviewing and 

refining rules, processes, and practices

to guide digital transformation and

ensure responsible, sustainable growth.

Why is it important

As SMEs grow, well-defined policies and processes become crucial for digital 

transformation, ensuring clear roles, streamlined operations, and effective 

decision-making across the organisation. Establishing clear

guidelines ensures that all employees understand their responsibilities as the 

business adapts to digital imperatives.



How to achieve this

Establish a
top-down culture 
for digital
transformation

Right from the get-go, the leadership should demonstrate commitment towards 

digital transformation. They should be clear on what this

transformation looks like within the company, only then will they be able to 

endorse and rationalise the need for these initiatives with their

employees.

Engage
employees at all 
levels across of 
the workforce

Policies and Processes | Lead with a Digital Vision

Digital transformation impacts everyone in the company, not just the tech 

team. SME leaders should ensure policies are inclusive and

support the entire workforce. Some examples of policies that have bearing 

on the organisation’s digital transformation include:

• Technology Adoption Policy: Integrates new

technology smoothly, ensuring all employees are 

confident using it

• Cybersecurity and Data Policy: Safeguard data and 

systems by enforcing security practices

• Regulatory, Compliance, and Governance Policy:
Ensures adherence to laws and ethical standards

• Risk Management Policy: Empowers employees 

toidentify and manage digital risks, fostering a

resilient digital environment



Implement a 
top-down
approach for
the direction 
of initiatives

Define and
communicate 
clear roles

Policies and Processes | Lead with a Digital Vision

Senior leadership team should be responsible for driving digital 

transformation:

• They must set clear goals and expectations

• Provide the necessary support and resources to achieve these goals

• Establish a dedicated committee comprising key stakeholders, senior 

leaders, and subject matter experts to provide strategic guidance and 

oversee the implementation of frameworks and practices

It is important to clearly outline responsibilities for developing, 

implementing, and monitoring policies and processes.

• Provide necessary resources and authority for individuals to fulfill their roles

• Assign key stakeholders (e.g. CTO) the responsibility to assess 

technology used in digital transformation

• Acknowledge the unique contributions of all employees in the 

transformation process



Policies and Processes | Lead with a Digital Vision

Self-Assessment Questions

Will changing policy within a particular business

function leave certain groups of employees behind?4
Which areas of our business would benefit most from 

updated policies and processes to facilitate digital 

transformation?2

How can we ensure our policies and processes are

flexible enough to adapt to rapid technological changes?3

What other policies can be put in place to ensure all 

employees are involved in the digital transformation?5

How well do our current policies and processes 

support our digital transformation goals?1



New Market Opportunities
Get Ahead of Demands



Why is it important

SMEs should acknowledge that customer experience is key to their growth, 

revenue, and brand perception. As customer needs evolve, organisations 

must identify and anticipate these shifts to design

seamless experiences. By gathering and applying data on customer needs, 

and identifying them before they realise it themselves, SMEs

can rethink their business models and stand out from their competitors.

New Market 
Opportunities
Get Ahead of Demands

What it is

Understand customer behaviour patterns to 

anticipate needs and differentiate

product and service offerings. Collect

data on purchasing habits, engagement 

methods and other customer

interactions.



Find out what the customers and consumers desire.

• Understand their preferences through qualitative methods such as real-time 

observation, surveys, user interviews, and focus group discussions

• Engage frontline staff to identify gaps in the customer experience

• Leverage data from CRM systems, analytics platforms, and other digital tools to 

gather quantitative insights on customer behaviour, preferences,

and emerging trends. For instance, behavioural or demographic data can be 

analysed by studying customer engagement on digital platforms. Based on their 

interactions with digital tools, companies can segment customers by profiles — such 

as gender, age, or spending power and tailor solutions to meet their needs.

• Combine these digital insights with qualitative research methods for a 

comprehensive understanding of market opportunities.v

How to achieve this

Conduct research

Analyse and
apply the data

Gathering information is important, but making sure it's accurate and usable is 

just as crucial. This step shouldn't be rushed or treated as a mere box-ticking 

exercise. It is imperative to have someone with the requisite business acumen 

within the company to decipher and apply the data to drive better decisions 

and gain actionable insights.

New Market Opportunities | Get Ahead of Demands



Staying ahead of customer trends is essential for identifying new market 

opportunities. By maintaining a proactive approach to trend awareness, the 

organisation can anticipate and act on new market opportunities

before they become mainstream.

• Establish a dedicated trend-watching team or assign this responsibility to 

specific roles across departments

• Regularly attend industry conferences, trade shows, and innovation 

expos to gain insights into emerging technologies and market

directions

• Foster partnerships with academic institutions or think tanks to access 

cutting-edge research and future forecasts

Keep up with 
trends

Utilise AI
to anticipate
future customer 
behaviour

SMEs can use the data collected, coupled with their knowledge of industry 

trends to employ modelling techniques that predict future customer 

behaviour and preferences.

This helps with tailoring products, services, marketing strategies and the business 

model at large, to meet the evolving needs of the customers.

New Market Opportunities | Get Ahead of Demands



Self-Assessment Questions

What specific data should be collected to fully 

understand your clients' needs, and is this data 

currently being gathered? If not, why?

Can technology be leveraged to enhance data 

collection and access? If so, how?

Who within the company is responsible for 

ensuring the accuracy, completeness, and 

optimisation of data for analysis?

What systems and processes are necessary to 

continuously gather customer feedback, and

how can this data be utilised to improve products and 

services?

How well does current data support predictive modelling, and 

what enhancements to the organisation’s data

collection or management practices might be necessary?

To what extent should the company develop in-house

predictive modelling capabilities? Consider factors such as the 

organisation’s strategic objectives, the nature of the industry, 

the complexity of data captures, and the

potential competitive advantage it could provide.

New Market Opportunities | Get Ahead of Demands

1

2

3

4

5
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To find out more about how the Digital Leaders Programme can

help your company build in-house capabilities and guide you on your digital 

transformation journey, please connect with IMDA at

digital_leaders@imda.gov.sg

Contact Us

www.imda.gov.sg/how-we-can-help/digital-leaders-programme
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