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The New Frontier of Customer Service 
IntroductionIntroduction
In the past, small and medium enterprises couldn’t swim in the ocean with the 
big fish. They couldn’t even hold their heads above water. Now, with the 
advancement in information and communications technologies, or ICT together 
with the increasing adoption of 5G technology, it enables small to medium 
companies to compete through digital transformation. For Southeast Asian 
markets, many companies plan to make major investments in digital technology 
to ride the digital wave in the hopes of increasing revenue growth. 

When companies decide to ride the digital wave by digitalising and integrating 
processes, they can achieve revenue growth beyond prior expectations. It involves 
a strategic decision and a complete commitment throughout the organisation to 
develop maximum efficiency and competitive advantage. 

Malaysian SMEs planning undergo digitalisation for their operations face a few 
major challenges including: lack of talent to employ a digital transformation 
strategy, comprehensive organisational change is risky and challenging, cyber-
security issues must be faced, and SMEs require solutions to make digital 
transformation an operational and financial success.
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https://www.e-zigurat.com/innovation-school/blog/smes-digital-transformation/
https://www.smebank.com.my/images/Dec2018/BizPulse32.pdf
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Challenges FacChallenges Faceded
The overall SME market in Malaysia lacks a technology-first mentality. To compete 
with companies in 2021 when the global Gross Domestic Product (GDP) origins 
are estimated to be 50% from digitalisation, that mentality must undergo a 
transformation of its own. Many business owners and leaders will have to 
embrace the rising tide of a digital economy. To participate fully in the market 
and fully compete in the marketplace, businesses need to digitalise their 
customer-facing and internal operations, joining the expected 20% of 
organisations in the country.

Investors in SMEs view company valuation 
through the lens of digitalisation more and more. 
Key Performance indicators in platform 
participation, data values and monetisation, and 
customer engagement lead the way in showing a 
company’s digital prowess. Investors will focus 
increasingly on these measures of success for 
determining valuations.

You might wonder why Malaysian SMEs lack a digital business mentality. 
Much of it can be explained by a dearth of talent that understands the 
enormous benefits of implementing digital technology strategy, knows the 
dangers of falling behind and losing competitiveness, and has the skills to 
develop and maintain the systems that will take businesses into the future. 
Organisations need to decide how to deal with this critical problem.

The knowledge-worker shortage can be addressed by hiring, training and 
keeping high quality performers who can then help address both the strategic 
and hands-on components of digitalisation. Companies can also contract a 
vendor that has the right expertise to guide them. In any case, gaining talent with 
the knowledge for digital strategy implementation is essential.

A big issue for business leadership is to recognise the problems with the current 
mode of operation, understand the need for change, establish their KPIs for 
success and realize that if they don’t change, they won’t grow. These realisations 
are often more difficult for smaller companies with more limited funds and 
resources, yet they’re more necessary than ever. A suggested approach is to start 
small with a few applications to experience positive results and to hop on that 
wave of change before it passes by.

https://www.digitalnewsasia.com/digital-economy/malaysias-smes-look-invest-digital-technologies


03

An EY survey-based study of 370 mid-market companies in the ASEAN market 
countries of Malaysia, Singapore, Indonesia, Thailand, the Philippines, and 
Vietnam aimed to gain insight into their digital transformation priorities, 
expectations for growth, challenges, approaches, and application of technologies. 
One important aspect of understanding how the SMEs will decide to move away 
from the current mentality to a digital transformation mindset is identified as 
drivers for change. Why do respondents want sweeping digital transformation in 
their organisation? What events or problems create an urgent need for change? 
Here are the top drivers for transformation:

The increasingly digital world has built a global mindset of organisations meeting 
customer demands for availability and service immediately. If technology can 
make service instantaneously available, customers want it. Whether it’s answering 
online questions or delivering products at previously unknown speeds, instant 
response is now demanded, or the customer may find another provider. 
Accompanying this problem is a decrease in customer loyalty to brands and 
companies. A digital transformation is required to meet the ever-increasing 
customer service expectations, and it’s possible to accomplish.

Drivers of TransformationDrivers of Transformation

1. Customer Expectations1. Customer Expectations

https://www.ey.com/en_sg/growth/growth-markets-services/ey-smes-in-southeast-asia-redesigning-for-the-digital-economy
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2.2. RReducing Operating Ceducing Operating Costsosts
The high customer expectations for speed of service drives the implementation of 
a digitalisation strategy with a great deal of force. Transformation efforts in both 
back-office and front-office process can lead to better management of operating 
costs, providing costs savings while providing improved processes that meet 
customer needs.

3.3. Optimizing Optimising Partnerships
This wide world becomes smaller with digitalisation. Collaboration between 
companies that share customers and customer interactions makes sense. 
Digitalisation encourages a need to create connectivity between a digital network 
of the partners. This collaboration opens up possibilities of sharing expertise and 
working together on new ventures.

4.4. Maintaining Maintaining CCompetitivompetitive Advantagee Advantage
Older companies can be less flexible or unable to quickly implement digital 
transformation compared to new organisations that entered with a digital 
mindset and operations. The newer businesses can make advances on the market 
without struggling to reach scale for profitability as the older companies do. 
Those businesses at a disadvantage must prioritise rapid development on their 
digitalisation journey.
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The question for many Malaysian SMEs is how to begin and how to achieve digital 
transformation. It’s a journey of change and persistence that will pay off in 
revenue growth. The consequences of not taking the digital journey are grim as 
companies will be left behind in the fast-growing digital market. Here are the 
seven critical steps that lay the foundation for an SME to undergo digital 
transformation:

Without executive buy-in and sponsorship, major change won’t happen. The 
executive team must support and oversee the digital transformation of the 
company. Executive decisions pave the way for change and create the 
environment for it to take place. The start point for the strategic digitalisation 
journey begins with assessment of the company’s current state. The business 
leadership’s model to move the SME along the innovation maturity continuum 
should reflect how the SME must change to serve future customers. From there, 
it’s the leadership’s responsibility to make the investment in people, 
infrastructure, assets, and capital investments and to oversee the integration as 
the foundation for implementation.

Steps to Undertake in the Digitalisation JourneySteps to Undertake in the Digitalisation Journey

1. Start at the Top1. Start at the Top

START
START
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No existing SME comes without its current technological architecture in place. 
While a clean slate approach might be desirable, it’s not always cost-effective or 
time efficient. When systems hold back progress because they simply can’t 
support new advancements in technology, consider both the major overhaul and 
the patchwork approach on specific components that don’t support digitalisation. 
In addition, consider that certain applications and technologies can be put in 
place for interoperability between the old system and the new, agile digital 
platform.

2. Integrate the Old with the New2. Integrate the Old with the New

Digital transformation should be completed as part of the overall business 
strategy and should be incorporated into business operations. Digitalisation 
should not be completed as a piecemeal operation. An integrated method of 
change will lead to the design and implementation of the right products and 
services to improve performance and increase ROI. Prototyping and 
experimentation can help reduce risk. Feedback contributes to the goal of 
continual improvement.

3. Incorporate Digitalisation into Business Operations3. Incorporate Digitalisation into Business Operations

START
START
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Just as digitalisation should be incorporated into business strategy and 
operations, it requires a cross-functional approach to completion. This message 
should be clearly sent from the executive level and supported by executives 
across the organisation. New performance indicators and economic 
measurements must be considered for the implementation as old measures may 
not be appropriate. Create measures for ROI at points in the various 
implementation stages so that benefits can be shown along the way, justifying 
further investment in the project.

4. Encourage Organisational Effort and Investment4. Encourage Organisational Effort and Investment

Attracting new, highly skilled talent for the digital age remains a critical piece of 
the transformation puzzle without forgetting to manage the impact of change in 
your existing employee base. Digitalisation requires new ways of thinking and 
doing in the workplace. Some employees will adapt easily, some will require 
retraining, and other may be unable to make the shift to new technologies. 
Support and engage employees to get their buy-in and to guide desired 
behavioural change. A workforce that adapts easily will help your transformation 
succeed more rapidly.

5. Focus on the Human Resource5. Focus on the Human Resource

START
START
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Data security and customer privacy are hot button issues during digital 
transformation efforts. Innovation in the digital space is critical to success, and it’s 
difficult to manage it in concert with security and privacy concerns. If a system is 
breached, loss can include financial and reputation consequences as well as 
impacting your customers’ expectations of privacy. It’s important to put 
automated, intelligence mechanisms in to place to protect your data. A 
company’s name is as good as its word, and if that word is in digital form, it must 
be protected while your digital systems are simultaneously functioning optimally. 

6. Protect Your Data6. Protect Your Data

The strength of a digital system lies not only its ability to perform tasks for the 
organisation but to connect and integrate with partnering digital systems. 
Partnerships are needed to create ultimate customer experiences. 
Interconnectivity with suppliers, vendors, and other related organizations 
enhances those processes, creating an environment of sharing, collaboration and, 
potentially, innovation. Digital partners should not remain static as the 
organisation may need different partners as the market dynamics shift. As with 
any process, Malaysian SMEs can gain from collaboration through digital process 
as long as they monitor and manage the relationships and confirm their value 
while avoiding risky partnerships.

7. Integrate and Collaborate7. Integrate and Collaborate

START
START
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The path to digital transformation isn’t easy, and the obstacles seem to divert 
SMEs with every stroke. The recent COVID-19 pandemic has placed an unexpected 
barrier to success. Fortunately, resources are being offered by many corporations 
and companies including Digi Telecommunications and the Malaysia Digital 
Economy Corporation (MDEC) in the form of a Business Continuity Digitalisation 
(BCD) programme, which will help SMEs deal with digitalisation in a difficult 
business environment created by the pandemic.

The BCD programme will provide SMEs with information on how to get the most 
out of their digitalisation efforts including business solutions and digital tool 
selection. Digi Telecommunications will offer, as a part of a grant, free webinars, 
online clinics, and a playbook of solutions for BCD development.

Available Assistance Provided for SMEsAvailable Assistance Provided for SMEs

https://www.theedgemarkets.com/article/digi-and-mdec-team-launch-digitalisation-programme-smes
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The BCD programme is offered in collaboration with the MDEC 100GoDigital 
initiative to work with SMEs as they adopt digital practices for improved customer 
experience and business efficiency. SMEs can also apply for the SME business 
digitalisation grant, announced previously, and will receive guidance from Digi in 
the process. The grant enables the recipient to subscribe to the following areas of 
digitalization: digital marketing and sales platforms; Enterprise Resource Planning 
(ERP) /  Accounting & Taxation, electronic point of sale (e-POS), electronic HR 
payroll system/CRM, and e-procurement, remote working, and e-commerce.

Businesses needing additional help in their digitalisation journey can depend on 
Omni Hotline for assistance. Omni Hotline provides a remote office landline 100% 
on your smartphone with a RM5,000 matching SME grant. The Omni team is 
experienced and ready to help. Contact Omni Hotline at https://omnihotline.my

https://omnihotline.my
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CConclusiononclusion
Omni Hotline offers you the ability to run sales and support without being tied to 
the office phone. Our virtual phone service places your preferred landline 
numbers on employees’ smartphones. Calls are routed directly to their phones for 
ease of use and uninterrupted customer service. Plans include a virtual 
receptionist to further serve customers, providing the ultimate experience.

Omni Hotline is proud to be a part of the SME grant and a leader in the digital 
transformation of Malaysian businesses. Use your SME grant funds to sign up for 
Omni Hotline today. Stay ahead of the competition and at the front of the 
modern digital economy with Omni Hotline. We’re riding the digital wave with 
you.

For more information, you can visit us at: 
omnihotline.my

https://omnihotline.my/
https://omnihotline.my/sme-business-digitalisation-grant



