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Abstract
Digital  transformation  is  rapidly  shaping  the  future  of  business  operations  globally.  In  Kenya,  despite  increasing 
investments  in  technology  and  talent,  many  organizations  struggle  to  achieve  meaningful  results  due  to  strategy 
misalignment  and  cultural  resistance.  This  paper  explores  the  challenges,  opportunities,  and  best  practices  for 
implementing successful digital transformation initiatives within Kenyan businesses. By analyzing key frameworks, case 
studies, and strategic approaches, the research provides actionable recommendations for aligning digital investments with 
business goals to drive growth, innovation, and competitiveness.
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1. Introduction
The global  business  environment  is  undergoing unprecedented changes due to  advancements  in digital  technology 
(Westerman et al., 2019). In Kenya, businesses are adopting digital solutions to enhance efficiency, improve customer  
experience, and remain competitive in the regional and international markets (Kariuki & Mugambi, 2019). However, 
while investments in cutting-edge technologies are on the rise, many organizations struggle to achieve the expected 
outcomes (McKinsey & Company, 2020). This paper examines why digital transformation initiatives often fail and  
provides strategic insights on how Kenyan businesses can overcome these challenges.

2. Problem Statement
Despite increased investment in digital transformation, approximately 70% of initiatives fail to deliver their anticipated 
results (McKinsey & Company, 2020). The primary causes include misaligned strategies, lack of actionable roadmaps,  
and cultural resistance (Kotter, 2012). In the Kenyan context, businesses often face additional challenges such as limited  
infrastructure, skill gaps, and resistance to change within teams (Ombaka & Macharia, 2021). This leads to missed  
opportunities for innovation, increased customer churn, and stagnated growth. Understanding the root causes of these  
failures is essential for developing effective digital transformation strategies (Chibba, 2018).

3. Literature Review

3.1 Digital Transformation Overview
Digital transformation involves integrating digital technology into all areas of a business, fundamentally changing how 
organizations operate and deliver value to customers. Successful transformation requires a strategic approach that aligns 
technology investments with organizational goals (Westerman et al., 2014; Vial, 2019).

3.2 Challenges of Digital Transformation
According to McKinsey & Company (2020), common challenges include:

 Strategy Misalignment: Digital initiatives that lack alignment with core business objectives (Fitzgerald et al.,  
2014).

 Cultural Resistance: Employees resisting changes due to fear or lack of understanding (Kotter, 2012).
 Siloed Operations: Fragmented processes that hinder collaboration and efficiency (Bughin et al., 2018).

3.3 Digital Transformation in Developing Economies
Developing economies like Kenya face unique challenges, including infrastructure gaps, limited digital literacy, and 
regulatory hurdles. However, organizations that successfully navigate these challenges can achieve substantial growth 
and competitive advantages (Kariuki & Mugambi, 2019; Eze et al., 2020).
Gartner (2021) highlights that organizations in developing economies need to adopt a "digital-first mindset," which 
involves leveraging cloud computing, data analytics, and mobile technologies to streamline operations and enhance 
customer  engagement.  Gartner's  research  emphasizes  that  businesses  must  prioritize  scalable  solutions  and  agile  
frameworks to respond effectively to dynamic market conditions. Additionally, fostering a culture of innovation and 
continuous learning is critical for overcoming resistance to change and ensuring long-term digital transformation success 
(Gartner, 2021).



International Journal of Management Science and Business Administration

IJMSBA 11(2) January 2025  |  8

Forrester (2022) emphasizes that successful digital transformation relies on a customer-obsessed approach. Organizations 
need to integrate customer insights into their transformation strategy to ensure relevance and effectiveness. Forrester's  
research shows that companies focusing on customer experience outperform those that do not, achieving higher levels of 
customer retention, loyalty,  and revenue growth. Moreover,  Forrester advocates for continuous feedback loops and 
adaptive strategies that allow organizations to pivot in response to customer needs and market changes (Forrester, 2022).
Capgemini (2020) highlights that organizations must combine technology adoption with workforce transformation to 
achieve digital success. Their research shows that businesses integrating digital tools with upskilling initiatives achieve  
higher productivity and innovation rates. Capgemini advocates for "digital mastery," a framework that balances digital 
capability with leadership capability. Companies that achieve digital mastery are 26% more profitable and experience 9% 
higher revenue growth than their peers who lag in digital transformation. Additionally, Capgemini stresses the importance 
of fostering a collaborative culture that supports continuous innovation and agility (Capgemini, 2020).

3.4 Case Study: L’Oréal Turkey
L’Oréal Turkey’s digital transformation offers valuable insights. By aligning their strategy with global priorities, they  
increased e-commerce sales by 10% and achieved over 1 billion annual YouTube views. This case demonstrates the  
importance of strategic alignment and leveraging digital platforms to drive engagement and growth (Westerman et al.,  
2014).
3.5 Emerging Technologies: the role of emerging technologies such as artificial intelligence, blockchain, and the Internet 
of Things in digital transformation.
There are five key technologies that can enable transformation. These are5G/6G, the Internet of Things (IoT), software-
defined networking/intent-based networking (SDN/IBN), Cloud Computing, and blockchain. These technologies enable 
businesses to achieve digital transformation goals and provides a technical overview of each technology. There are the 
potential benefits and challenges associated with implementing these technologies (Beshley et al., 2022).
Emerging  technologies  associated  with  artificial  intelligence  (AI)  and  Industry  4.0  are  transforming  operations 
management. The is the potential of AI and Industry 4.0 technologies to improve efficiency, productivity, and customer  
satisfaction  within  operations  management.  The  are  the  implications  of  these  technologies  for  various  aspects  of 
operations, including supply chain management, production planning, quality control, and maintenance. They are the 
challenges and opportunities associated with adopting these technologies and provide insights into how organizations can 
successfully integrate them into their operations (Mithas et al., 2022)
The Internet of Things (IoT), artificial intelligence (AI), and blockchain technology are influencing Industry 4.0. (Raja,  
2021). These technologies can revolutionize manufacturing, supply chains, and overall industrial processes (Raja, 2021). 
The are specific applications of each technology, such as IoT for data collection and automation, AI for decision-making 
and  optimization,  and  blockchain  for  enhancing  security  and  transparency  (Raja,  2021).  The  are  challenges  and  
opportunities associated with implementing these technologies in an industrial context (Raja, 2021).

Figures

Figure 1: 10 Enablers
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Figure 2: Re-Invent

Figure 3: Accelerate

4. Methodology
This research utilizes the qualitative method approach, leveraging the qualitative data collection:
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1. Surveys: Distributed  to  5  large  Kenyan  businesses  across  different  sectors  to  understand  their  digital  
transformation experiences.

2. Interviews: Conducted with key stakeholders, including CIOs, IT leaders, and employees, to identify challenges 
and best practices.

3. Case Studies: Analysis of successful and failed digital transformation initiatives in Kenya and other regions.
4. Secondary Data: Review of existing literature, reports, and statistical data on digital transformation in Kenya  

(Chibba, 2018).

5.Analysis and Findings
Business Digital Transformation Practices in Safaricom Kenya
Safaricom, Kenya's leading telecommunications provider, is a prime example of successful digital transformation within 
the region. Through strategic investment in cutting-edge technologies,  customer-centric approaches,  and innovative 
digital solutions, Safaricom has significantly enhanced its service delivery and operational efficiency (Chege, 2023).

Key Initiatives
Mobile Payment Innovation: M-Pesa
Safaricom's M-Pesa, launched in 2007, revolutionized financial inclusion in Kenya by providing mobile-based payment 
services. This initiative addressed the needs of unbanked and underbanked populations, enabling secure and efficient 
money transfers. By 2022, M-Pesa had over 30 million active users (Eze et al., 2020). The success of M-Pesa highlights  
how aligning digital initiatives with customer needs can drive growth and create social impact.

Data-Driven Decision Making
Safaricom leverages  data  analytics  to  enhance  customer  experience  and  operational  efficiency.  Through advanced 
analytics, the company personalizes services, predicts customer needs, and optimizes network performance. This data-
driven approach ensures that services are relevant and responsive to market demands (Gartner, 2021).

Cloud and Infrastructure Investment
To support its digital initiatives, Safaricom has invested heavily in cloud infrastructure and network expansion. These 
investments have enabled scalable solutions and reliable service delivery, even in rural areas (Ombaka & Macharia, 2021).

Digital Skills Development
Recognizing the importance of workforce transformation, Safaricom has implemented continuous employee training 
programs. These initiatives ensure that staff members are equipped with the necessary digital skills to support innovation 
and adaptability (Capgemini, 2020).

Customer-Centric Strategy
Safaricom places a strong emphasis on customer feedback and engagement. By adopting a customer-obsessed approach,  
the company continuously improves its services based on user insights, leading to higher customer satisfaction and 
retention (Forrester, 2022).

Achievements and Impact
Financial Inclusion: M-Pesa has contributed to a significant increase in financial inclusion in Kenya, reducing the number 
of unbanked individuals.
Revenue Growth: Digital innovations have driven revenue growth, with M-Pesa alone contributing a substantial portion 
of Safaricom's annual income.
Innovation Leadership: Safaricom remains at the forefront of digital transformation in Africa, showcasing how strategic 
investments in technology and culture change can deliver measurable outcomes.
Business Digital Transformation Practices in Equity Bank Kenya
Equity Bank Kenya, a leading financial institution, has successfully implemented digital transformation to enhance 
financial inclusion, customer experience, and operational efficiency. Through strategic investments in technology and a 
customer-centric approach, Equity Bank has positioned itself as a digital leader in the Kenyan banking sector (Kiburu & 
Mungai, 2022).
Key Initiatives
1. Digital Banking Platforms

Equity Bank has embraced digital banking by developing robust online and mobile banking platforms such as 
Equity Mobile App and  Equitel, a mobile virtual network operator (MVNO) service. These platforms allow 
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customers to conduct transactions, pay bills, and access loans seamlessly, thereby improving convenience and 
accessibility (Chibba, 2018; Eze et al., 2020).

2. Financial Inclusion and Innovation
Equity  Bank's  digital  transformation  strategy  focuses  on  financial  inclusion  by  reaching  underserved 
populations. Through initiatives like Equitel and agency banking, Equity Bank has enabled access to financial 
services in remote areas where traditional banking infrastructure is limited (Kariuki & Mugambi, 2019). This  
approach has significantly increased the bank's customer base.

3. Data-Driven Decision Making
Leveraging advanced data  analytics,  Equity  Bank gains  insights  into  customer behavior,  preferences,  and 
financial needs. These insights help the bank tailor products and services, improve risk management, and enhance 
customer satisfaction (Forrester, 2022).

4. Cloud Infrastructure and Security
To support its digital operations, Equity Bank has invested in cloud computing and cybersecurity solutions.  
These  investments  ensure  scalable,  secure,  and  resilient  digital  services,  protecting  customer  data  and 
maintaining service continuity (Gartner, 2021).

5. Digital Lending Solutions
Equity Bank has introduced digital lending services such as EazzyLoan, allowing customers to access instant 
loans through digital platforms. These services reduce the need for physical branch visits and streamline the loan 
application process (McKinsey & Company, 2020).

6. Workforce Digital Skills Development
Equity Bank has prioritized upskilling its employees through continuous digital training programs. This ensures 
that  staff  members  are  proficient  in  using new technologies  and can support  the  bank's  digital  initiatives 
effectively (Capgemini, 2020).

Achievements and Impact
 Increased  Customer  Reach:  Equity  Bank's  digital  services  have  expanded  financial  access  to  millions  of 

Kenyans, particularly in rural and underserved areas.
 Operational  Efficiency:  Automation  and  digital  platforms  have  streamlined  banking  processes,  reducing 

transaction times and operational costs.
 Revenue Growth: Digital transformation has driven growth in digital transaction volumes and fee income, 

contributing to the bank's overall profitability.
 Customer Satisfaction: Enhanced convenience and personalized services have led to higher customer satisfaction 

and loyalty.
Business Digital Transformation Practices in ABSA Bank Kenya
ABSA Bank Kenya, a prominent player in the Kenyan banking sector, has undertaken significant digital transformation  
to  enhance  customer  experience,  operational  efficiency,  and  market  competitiveness.  By  adopting  cutting-edge 
technologies, investing in digital channels, and prioritizing cybersecurity, ABSA has successfully aligned its business 
strategy with digital innovation (Ouko, 2022).
Key Initiatives
1. Digital Banking Platforms

ABSA Bank Kenya has developed and optimized digital banking solutions, including the ABSA Mobile Banking 
App and Internet Banking Platform. These platforms allow customers to conduct transactions, access account 
information, apply for loans, and manage their finances conveniently (Eze et al., 2020). The seamless integration 
of these digital services has improved customer satisfaction and accessibility.

2. Contactless and Cardless Payment Solutions
ABSA has introduced contactless payment options and cardless withdrawal services through ATMs and mobile  
banking. These innovations enhance transaction speed, security, and convenience, meeting the growing demand 
for cashless solutions in Kenya (Forrester, 2022).

3. Cybersecurity and Data Protection
Recognizing the increasing risks of cyber threats, ABSA Bank has invested heavily in cybersecurity measures to 
protect customer data and ensure transaction security. The bank has implemented multi-factor authentication, 
advanced encryption, and continuous security monitoring to mitigate risks (Gartner, 2021).

4. Automation and Artificial Intelligence (AI)
ABSA leverages AI and automation to streamline operations, reduce processing times, and improve decision-
making processes. AI-driven chatbots and virtual assistants provide 24/7 customer support, enhancing service  
delivery and operational efficiency (Capgemini, 2020).

5. Digital Lending Solutions
The bank offers digital loan products that customers can access through mobile and online platforms. These 
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services simplify the loan application process, offering instant approvals and disbursements. This has increased 
financial inclusion and reduced the need for physical branch visits (Kariuki & Mugambi, 2019).

6. Customer-Centric Approach
ABSA places significant emphasis on customer feedback and engagement. By analyzing customer data and 
preferences, the bank continuously improves its services and personalizes offerings to meet the evolving needs  
of its clientele (Forrester, 2022).

Achievements and Impact
 Increased Digital Adoption: ABSA has witnessed a significant increase in digital transaction volumes, with more 

customers migrating to online and mobile banking platforms.
 Operational Efficiency: Automation and AI have reduced turnaround times for services, enhancing operational 

efficiency and cost management.
 Enhanced  Security:  Robust  cybersecurity  measures  have  strengthened  customer  trust  and  ensured  data 

protection.
 Financial  Inclusion:  Digital  lending  and  contactless  payment  solutions  have  expanded access  to  financial 

services for previously underserved populations.
Business Digital Transformation Practices in Sanlam Kenya
Sanlam Kenya, a leading provider of insurance and financial services, has embraced digital transformation to improve  
customer engagement, operational efficiency, and service delivery. By investing in advanced technologies, data analytics, 
and digital platforms, Sanlam Kenya has enhanced its ability to meet evolving customer needs and remain competitive in 
the insurance sector (Kinungi, 2023).
Key Initiatives
1. Digital Insurance Platforms

Sanlam Kenya has  introduced online platforms and mobile  applications that  allow customers to  purchase 
insurance  products,  manage policies,  and  file  claims conveniently.  These  platforms  offer  a  seamless  user 
experience and reduce the reliance on physical interactions, improving service efficiency (Eze et al., 2020).

2. Automation of Claims Processing
The company has automated its claims processing system using artificial intelligence (AI) and machine learning 
(ML) technologies. Automation has significantly reduced the time taken to process claims, enhanced accuracy, 
and minimized human error (Capgemini, 2020). This has led to higher customer satisfaction and faster service 
delivery.

3. Customer-Centric Digital Solutions
Sanlam Kenya leverages data analytics to gain insights into customer preferences and behavior. These insights 
enable the company to tailor insurance products, provide personalized services, and anticipate customer needs 
(Forrester,  2022).  The  adoption  of  customer  relationship  management  (CRM) systems has  also  enhanced 
communication and engagement.

4. Cybersecurity and Data Protection
Given the sensitive nature of insurance data, Sanlam Kenya has invested in robust cybersecurity measures. The 
company employs encryption, multi-factor authentication, and continuous threat monitoring to protect customer 
information and maintain trust (Gartner, 2021).

5. Digital Training and Workforce Development
To support its digital initiatives, Sanlam Kenya has implemented continuous training programs for its employees. 
These programs focus on upskilling staff in digital tools, data analytics, and cybersecurity practices, ensuring 
the workforce remains proficient in handling digital technologies (Chibba, 2018).

6. Integration of Blockchain Technology
Sanlam Kenya is exploring the use of blockchain for secure and transparent policy management and claims 
verification. This technology enhances trust and reduces the potential for fraud by providing immutable records 
of transactions (Kariuki & Mugambi, 2019).

Achievements and Impact
 Improved Customer Experience: Digital platforms and automation have streamlined service delivery, leading to 

faster response times and increased customer satisfaction.
 Operational Efficiency: Automation and data-driven processes have reduced administrative costs and improved 

efficiency.
 Enhanced  Security:  Investments  in  cybersecurity  have  safeguarded  customer  data,  maintaining  trust  and 

compliance with regulations.
 Innovation Leadership: By adopting technologies like AI, ML, and blockchain, Sanlam Kenya has positioned 

itself as an innovator in the insurance sector.
Business Digital Transformation Practices in Britam Kenya



International Journal of Management Science and Business Administration

IJMSBA 11(2) January 2025  |  13

Britam Kenya, a leading diversified financial services group, has embraced digital transformation to enhance customer 
experience, streamline operations, and drive business growth (Chege, Wanyembi & Nyamboga, 2020). By leveraging 
advanced technologies, automation, and data-driven strategies, Britam has positioned itself as a digital leader in the 
insurance and financial services sectors (Nyabuto, 2023).
Key Initiatives
1. Digital Insurance Platforms

Britam Kenya has developed user-friendly digital platforms that allow customers to access insurance products 
and services online. Through the Britam Mobile App and the Britam Website, customers can purchase policies, 
pay premiums, and submit claims remotely. This enhances convenience and reduces the need for physical branch 
visits (Eze et al., 2020).

2. Automated Claims Processing
Britam has implemented automation and artificial intelligence (AI) to streamline claims processing. This has 
significantly reduced turnaround times for claim approvals and payouts, improving efficiency and customer  
satisfaction (Capgemini, 2020). Automation also helps minimize errors and fraud in claims handling.

3. Data Analytics and Personalization
Britam leverages big data analytics to understand customer behavior and preferences. By analyzing this data, 
Britam personalizes insurance products and services to meet the specific needs of different customer segments. 
This approach enhances customer loyalty and drives targeted marketing campaigns (Forrester, 2022).

4. Digital Financial Services
Britam has integrated mobile money solutions and digital payment options, making it easier for customers to  
pay premiums and receive payouts. Services such as M-Pesa and other digital wallets have improved financial 
inclusion by reaching underserved populations in remote areas (Kariuki & Mugambi, 2019).

5. Cybersecurity and Data Protection
To protect customer data and maintain trust, Britam has invested in robust cybersecurity measures, including 
encryption, multi-factor authentication, and continuous threat monitoring. These investments ensure compliance 
with data protection regulations and safeguard sensitive information (Gartner, 2021).

6. Workforce Digital Skills Development
Britam  provides  continuous  training  and  upskilling  programs  for  employees  to  enhance  their  digital 
competencies. This ensures that staff members are proficient in using new technologies and can support the  
company’s digital initiatives effectively (Chibba, 2018).

7. Customer-Centric Digital Strategy
Britam’s digital transformation focuses on enhancing customer experience through responsive digital channels, 
chatbots, and virtual assistants. These tools provide 24/7 support and immediate responses to customer queries, 
improving engagement and satisfaction (Forrester, 2022).

Achievements and Impact
 Improved Efficiency: Automation of claims and administrative processes has reduced operational costs and 

improved service delivery timelines.
 Enhanced Customer  Experience:  Digital  platforms and personalized services  have  led  to  higher  customer 

satisfaction and retention rates.
 Financial  Inclusion: Mobile and digital  payment solutions have expanded access to insurance services for 

previously underserved populations.
 Data Security: Investments in cybersecurity have maintained customer trust by ensuring data protection and 

regulatory compliance.

5.1 Key Challenges Identified
1. Misaligned Strategies: 65% of respondents indicated that their digital initiatives did not align with broader 

business goals (Bughin et al., 2018).
2. Cultural Resistance: 58% of organizations faced significant resistance from employees unwilling to adopt new 

technologies (Kotter, 2012).
3. Lack of Infrastructure: 40% cited poor digital infrastructure as a major impediment (Eze et al., 2020).
4. Skill Gaps: 45% struggled with a lack of skilled personnel to implement and manage digital projects (Ombaka  

& Macharia, 2021).

5.2 Successful Practices
Organizations that achieved digital transformation success in Kenya shared common strategies:
1. Clear Roadmap: Developing an actionable roadmap to guide digital initiatives (Fitzgerald et al., 2014).
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2. Leadership Commitment: Strong support and vision from top leadership (Kotter, 2012).
3. Employee Training: Investing in training programs to upskill teams (Chibba, 2018).
4. Customer-Centric Approach: Aligning transformation goals with customer needs and expectations (Bughin et 

al., 2018).

6. Recommendations
1. Develop a Strategic Roadmap: Align digital initiatives with long-term business objectives (Westerman et al.,  

2014).
2. Foster  a  Culture  of  Innovation: Implement  change  management  strategies  to  overcome  resistance  and 

encourage innovation (Kotter, 2012).
3. Invest in Infrastructure: Enhance digital infrastructure to support technology adoption (Ombaka & Macharia, 

2021).
4. Upskill Employees: Provide continuous training and development programs (Chibba, 2018).
5. Measure Success: Use tools and metrics to assess the impact of digital initiatives and optimize investments  

(Bughin et al., 2018).

7. Conclusion
Digital  transformation presents immense opportunities for businesses in Kenya to drive innovation, efficiency, and 
competitiveness. However, success depends on aligning strategies, fostering a culture of collaboration, and overcoming  
structural challenges. By adopting a clear roadmap, investing in people, and leveraging real-world insights, Kenyan 
businesses can turn digital transformation goals into reality.
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