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Abstract

Innovation has become a central mechanism through which organizations respond to

technological change, shifting customer expectations, competitive pressure and environmental

uncertainty. In digital markets, innovation increasingly extends beyond the development of

individual products or processes to the transformation of entire business models. This report

critically examines how innovation management can enable organizations to redesign value

propositions, value-creation activities, customer relationships, partnerships and revenue

mechanisms. It reviews the concepts of innovation management, business model innovation,

disruptive innovation, open innovation and digital business models. It also considers the

contribution of cloud computing, artificial intelligence, data analytics, Internet of Things

technologies, automation and digital platforms to innovation. Using a qualitative

secondary-research methodology, the report compares selected cases, including Netflix, Amazon,

Spotify, Airbnb and Microsoft, and identifies recurring organizational barriers such as resistance

to change, resource constraints, legacy systems, capability gaps, cultural inertia and uncertainty

about returns. The findings indicate that technology is an enabler rather than a sufficient

condition for transformation. Sustainable results depend on strategic alignment, experimentation,

leadership, employee participation, ecosystem collaboration, governance and the ability to

balance existing operations with new opportunities. The report concludes with recommendations

for developing an innovation-driven organization through portfolio management,

open-innovation networks, agile experimentation, capability development, responsible data

practices and clear transformation metrics.

Keywords: innovation management, business model innovation, digital transformation, open

innovation, disruptive innovation, digital platforms, organizational change
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1. Introduction

The contemporary business environment is characterized by rapid technological development,

intensified global competition, shorter product life cycles and customers who expect convenient,

personalized and continuously improving services. In this context, innovation is not simply an

activity performed by a research and development department. It is a strategic and organizational

capability that influences how a firm identifies opportunities, creates value, competes and renews

itself. Organizations may innovate through new products, improved processes, redesigned

customer experiences, new partnerships, alternative channels or entirely different ways of earning

revenue.

Business model transformation has become particularly important because digital technologies

reduce the cost of experimentation, enable real-time interaction and connect previously separate

actors. A traditional firm may sell a physical product through a linear supply chain, whereas a

digital business may coordinate a platform, use data to personalize services, offer subscriptions

and collaborate with external developers. The underlying change is not merely technological. It

concerns the logic through which the organization creates, delivers and captures value.

The purpose of this report is to critically examine the role of innovation management in

transforming business models in a digital business environment. The central research question is:

How can innovation management enable organizations to transform their business models and

create sustainable value in an increasingly digital environment? The report has five objectives: to

explain key innovation theories; to analyse the role of disruptive innovation, open innovation and

digital technologies; to examine organizational barriers; to compare real-world examples; and to

recommend practical strategies for building an innovation-driven organization.

The report is structured into a literature review, methodology, findings, discussion and

conclusion. The analysis treats innovation as a multidimensional process involving strategy,

technology, people, structures, culture and external relationships. It also recognizes that

innovation can generate benefits while creating risks, including business-model cannibalization,

privacy concerns, cybersecurity exposure, employee displacement and dependence on powerful

technology ecosystems.



5

2. Literature Review

The literature on innovation is broad and multidisciplinary. It includes economics, strategic

management, entrepreneurship, information systems, organizational behaviour and marketing. A

common theme is that innovation involves the implementation of new or significantly improved

ideas that create value for users or organizations. In practice, however, value is not guaranteed.

An idea becomes strategically meaningful only when it is adopted, implemented and connected to

a viable operating and revenue model.

2.1 Innovation Management

Innovation management refers to the coordinated activities through which organizations generate,

evaluate, develop, implement and diffuse new ideas. It includes opportunity identification,

ideation, research, prototyping, investment decisions, commercialization, learning and

performance evaluation. Effective innovation management therefore combines creativity with

disciplined selection and execution. Too much control can suppress experimentation, while too

little control can produce a large number of disconnected projects with no strategic contribution.

A useful distinction is between incremental and radical innovation. Incremental innovation

improves existing products, processes or services, often through efficiency, quality or usability

gains. Radical innovation introduces a substantially different technology, product or method and

may create new markets. Organizations require both forms. Incremental innovation supports

current competitiveness, while more exploratory innovation helps prepare for future changes. The

strategic challenge is to manage this balance without allowing short-term performance pressures

to eliminate longer-term experimentation.

Innovation can also be classified by its object. Product innovation changes what is offered to

customers; process innovation changes how activities are performed; organizational innovation

changes structures or management practices; and marketing innovation changes positioning,

channels or customer engagement. Business model innovation cuts across these categories

because it may combine several changes at once. For example, a subscription service may

involve a new digital product, automated billing, data-based personalization, new customer

relationships and a recurring revenue mechanism.



6

Innovation management is closely connected to dynamic capabilities. Dynamic-capability theory

emphasizes the ability of organizations to sense opportunities and threats, seize opportunities

through investments and transformation, and reconfigure assets as conditions change. This

perspective is important because digital markets evolve continuously. A firm that develops one

successful innovation but cannot renew its capabilities may quickly lose relevance. Innovation

must therefore be treated as an ongoing capability rather than a one-time project.

2.2 Business Models and Business Model Innovation

A business model explains how an organization creates, delivers and captures value. It includes

the customer segments served, the value proposition, channels, customer relationships, key

resources, key activities, partners, cost structure and revenue streams. The business model is

broader than a product or strategy statement because it connects strategic intent with operational

and economic logic.

Business model innovation occurs when an organization changes one or more fundamental

elements of this logic or creates a new configuration of elements. Such change may be

evolutionary, such as adding a subscription option, or transformational, such as moving from

selling products to providing outcomes through a service platform. Business model innovation

can be internally generated, prompted by new technology, or driven by changes in customer

behaviour, regulation or competition.

Business model innovation is difficult because the elements of a model are interdependent.

Changing the revenue model may require changes in sales incentives, accounting, customer

support, technology architecture and performance measures. A platform model may require new

trust mechanisms, partner governance and network development. Consequently, business model

innovation should be evaluated as a system rather than as an isolated initiative.

The Business Model Canvas is a useful descriptive tool because it helps managers visualize the

relationship among value propositions, customer segments, channels, resources, activities,

partners, costs and revenues. However, it should not be treated as a complete analytical method.

It describes a model but does not automatically explain whether the model is defensible, socially

responsible, scalable or resilient. Managers must supplement it with competitor analysis,
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customer research, financial modelling, risk assessment and experimentation.

A critical issue is value distribution. A new model may create value for customers while shifting

costs or risks to workers, suppliers, communities or users whose data are collected. Business

model transformation should therefore consider not only financial performance but also

stakeholder outcomes, trust, sustainability and compliance.

2.3 Disruptive Innovation

The concept of disruptive innovation is frequently used to describe any major technological or

market change, but its original meaning is more specific. Disruption generally begins when an

entrant serves overlooked or less demanding customers with a simpler, more accessible or

lower-cost offering. The entrant then improves and moves toward more demanding segments,

potentially challenging established firms. Not every radical innovation is disruptive, and not

every successful digital firm follows the disruptive pattern.

The concept is valuable because it highlights the danger of focusing exclusively on existing

high-margin customers. Established organizations may reject emerging offerings because they

initially appear less profitable or less sophisticated. However, disruption theory has limits.

Markets are shaped by regulation, infrastructure, network effects, capital availability and

strategic responses. A careful analysis should therefore avoid treating disruption as inevitable or

using the term as a synonym for innovation in general.

For incumbent firms, the practical implication is the need to explore emerging customer segments

and alternative value propositions before they become commercially significant. This may

require separate teams, protected budgets, different metrics and permission to test models that

initially conflict with the existing business. At the same time, separation must not prevent

learning or eventual integration with the core organization.

2.4 Open Innovation

Open innovation describes the use of purposive knowledge inflows and outflows to accelerate

internal innovation and expand markets for external use of innovation. Organizations may

collaborate with universities, suppliers, startups, customers, competitors, research institutes and

online communities. The logic is that valuable knowledge is distributed across organizational
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boundaries and that no firm can possess all relevant expertise.

Inbound open innovation may involve licensing technology, acquiring startups, using external

data or co-developing products with customers. Outbound open innovation may involve licensing

unused intellectual property, creating spin-offs or allowing external developers to build on an

internal platform. Coupled innovation combines both directions through partnerships and

ecosystems.

Open innovation can reduce development time and provide access to scarce capabilities, but it

also creates coordination and governance challenges. Partners may have conflicting objectives,

different time horizons or unequal bargaining power. Intellectual property, confidentiality,

cybersecurity, data ownership and revenue sharing must be addressed. Open innovation therefore

requires relationship management, clear contractual arrangements and an organizational culture

that values external knowledge without abandoning internal expertise.

Digital platforms make open innovation easier by providing interfaces, application programming

interfaces, developer tools, shared data environments and online communities. Nevertheless,

openness is rarely absolute. Platform owners may control standards, access, ranking and

monetization. The degree of openness should be assessed in relation to the interests of

participants and the risks of dependence.

2.5 Digital Business Models

Digital business models use digital technologies as central components of value creation, delivery

or capture. Examples include subscription services, freemium models, on-demand services,

digital marketplaces, platform ecosystems, data-enabled services, software as a service and

digital product-service systems. These models can scale rapidly because software and data can

often be replicated at relatively low marginal cost, although infrastructure, content, customer

acquisition and governance remain significant costs.

Digital models frequently benefit from network effects. A platform may become more useful as

more users, sellers, developers or advertisers participate. Direct network effects arise when users

benefit from more users, while indirect effects occur when one group benefits from the growth of

another group. Network effects can support rapid growth but may also create concentration,
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lock-in and barriers to entry.

Data is another important component. Data can improve forecasting, personalization, fraud

detection, product design and operational efficiency. However, data are not automatically

valuable. Their usefulness depends on quality, context, governance, analytical capability and the

ability to translate insights into action. Excessive data collection can damage trust and create

legal and ethical exposure.

Digital servitization involves adding services, connectivity and outcome-based offerings to

physical products. Industrial firms may use sensors and analytics to monitor equipment, predict

maintenance needs and charge according to usage or performance. This can create recurring

revenue and stronger customer relationships, but it also changes capabilities, risk allocation and

the relationship between manufacturer and customer.

2.6 Organizational Capabilities and Culture

Innovation depends on organizational conditions. A culture that supports curiosity, psychological

safety, learning and constructive challenge can encourage employees to propose and test ideas.

By contrast, cultures dominated by blame, rigid hierarchy or short-term financial targets may

suppress experimentation. Culture is not merely a set of slogans; it is expressed through resource

allocation, promotion criteria, leadership behaviour, meeting practices and responses to failure.

Organizations also need capabilities in design thinking, data analysis, product management,

software development, cybersecurity, customer research, partnership management and change

leadership. Skills shortages can limit the value of technology investments. Training is important,

but capability development also requires opportunities to apply new skills and redesign jobs

around them.

Ambidexterity is a recurring theme in innovation research. Organizations must exploit existing

products and processes while exploring uncertain opportunities. These activities often require

different structures and metrics. Exploitation emphasizes reliability, efficiency and predictability;

exploration emphasizes learning, speed and experimentation. Effective leaders create links

between the two rather than allowing them to compete for resources without coordination.

3. Methodology
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This report uses a qualitative secondary-research methodology. It synthesizes established

academic concepts and examines publicly documented organizational cases. Sources considered

include peer-reviewed research on innovation management, business model innovation,

disruptive innovation, open innovation, digital transformation and organizational change,

together with company reports and credible institutional material. The approach is interpretive

rather than statistical: it seeks to identify patterns and explain how innovation practices interact

with business-model transformation.

The cases of Netflix, Amazon, Spotify, Airbnb and Microsoft were selected purposively because

they represent different forms of transformation: movement from physical distribution to

streaming, expansion from retail to an ecosystem, subscription-based digital services, platform

intermediation and the shift from packaged software to cloud services. The cases are not intended

to prove that one model is universally superior. Instead, they illustrate different mechanisms,

opportunities and risks.

The analysis followed three stages. First, concepts were grouped into themes: innovation

processes, business model components, technology enablers, organizational barriers and

governance. Second, each case was examined in relation to changes in value creation, delivery

and capture. Third, cross-case patterns were compared to develop recommendations. Limitations

include dependence on publicly available information, possible corporate self-presentation in

company sources and the inability to measure confidential performance data. The report therefore

avoids claiming direct causation where evidence is descriptive.

4. Findings

The findings indicate that successful business model transformation is usually cumulative rather

than instantaneous. Organizations combine technological investments with changes in customer

understanding, operating processes, partnerships, skills and revenue logic. Five cross-cutting

findings emerge: digital technologies expand the opportunity space; business model change is

systemic; ecosystems are increasingly important; organizational barriers are persistent; and

innovation requires governance as well as creativity.
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4.1 Digital Technologies as Innovation Enablers

Cloud computing reduces the need for large upfront infrastructure investments and allows

organizations to scale computing, storage and software capabilities according to demand. It

supports rapid experimentation, distributed collaboration and the launch of digital services.

Cloud-based architectures can also facilitate modular business models in which different services

are integrated through application programming interfaces. However, cloud adoption introduces

vendor-dependence, migration complexity, cybersecurity risks and recurring operating costs.

Artificial intelligence and machine learning can support innovation through prediction,

recommendation, automation, natural-language interaction, fraud detection and product

development. AI may improve the customer experience and create new services, but its value

depends on data quality, model reliability, explainability and human oversight. Poorly governed

AI can reproduce bias, expose confidential information or generate inaccurate outputs. AI should

therefore be integrated into a broader innovation and risk-management process.

Big data analytics allows organizations to identify patterns across customer behaviour,

operations, supply chains and market conditions. Analytics can inform pricing, demand

forecasting, personalization and maintenance. The strategic value arises when insights are

connected to decisions and workflows. A firm that collects large volumes of data but lacks data

governance, analytical skills or decision rights may gain little benefit.

Automation and the Internet of Things can transform processes and services. Sensors can

generate real-time information about products and equipment, while robotic process automation

can reduce repetitive administrative work. These technologies may improve consistency and

responsiveness, but they can also alter jobs and create new dependencies on software,

connectivity and technical maintenance.

Digital platforms combine technologies with rules, interfaces and communities. Their innovation

potential comes from coordinating multiple groups, such as buyers and sellers, creators and

audiences, or developers and users. Platform success depends on trust, quality control, dispute

resolution, identity management, pricing and governance. Growth without governance can lead to

fraud, misinformation, poor service quality or regulatory intervention.
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4.2 Business Model Transformation in Practice

Netflix illustrates a transformation from physical DVD rental to subscription-based streaming

and then to a digitally enabled content business. The change affected distribution, customer

access, pricing, data use, content investment and competitive positioning. Streaming reduced the

friction associated with physical delivery and enabled continuous service access.

Recommendation systems helped users navigate large catalogues, while viewing data informed

content decisions. The case demonstrates that digital transformation involved the redesign of the

whole value system, not simply the digitization of an existing product.

Amazon demonstrates how a firm can expand from a core retail proposition into a multi-sided

ecosystem. Its marketplace model connects third-party sellers with customers, while subscription

services, logistics capabilities and cloud computing create additional value propositions and

revenue streams. The case highlights the importance of infrastructure, data, logistics and platform

governance. It also raises questions about competition, seller dependence, labour practices, data

use and the concentration of economic power.

Spotify changed music consumption by combining streaming technology, licensing

arrangements, recommendation systems, mobile access and subscription or advertising-supported

monetization. Its value proposition is based on access, discovery and personalization rather than

ownership of individual recordings. The model depends on relationships with rights holders and

on balancing user experience with royalty and operating costs. This illustrates how digital

business models may create customer value while remaining financially and institutionally

complex.

Airbnb uses a platform model to connect guests and hosts. Its innovation lies in the coordination

mechanism, trust infrastructure, search and review systems, payment services and community

design. The model creates value by mobilizing underused accommodation capacity. At the same

time, it faces regulatory differences, safety concerns, housing-market debates and the challenge

of maintaining trust at scale. The case shows that platform innovation requires social and

institutional legitimacy as well as technological capability.
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Microsoft's movement toward cloud services and subscription offerings illustrates transformation

within an established incumbent. Cloud-based productivity and infrastructure services changed

how customers access software and how revenue is generated. The transition required new

technical architectures, sales processes, partner relationships, skills and performance measures. It

also shows that incumbents can transform when leadership aligns technology, customer needs

and organizational resources over an extended period.

Across the cases, several common mechanisms appear. First, each organization identified a

friction or unmet need in the existing model. Second, digital technologies enabled a more

convenient, scalable or data-rich service. Third, the firms developed complementary capabilities

and ecosystems. Fourth, they altered monetization, distribution or customer relationships.

Finally, each faced governance and social challenges that could not be solved by technology

alone.

4.3 Organizational Barriers

Resistance to change is one of the most persistent barriers. Employees may fear job loss, status

reduction, increased monitoring or inability to perform in a new environment. Managers may

resist models that threaten existing budgets or revenue streams. Resistance is not always

irrational: transformation can impose real costs, redistribute power and create uncertainty.

Effective change management therefore requires participation, transparency, training and

credible support rather than communication campaigns alone.

Legacy systems create technical and organizational constraints. Older systems may contain

critical data and processes but lack interoperability, scalability or security features. Replacing

them can be expensive and risky, while retaining them may slow innovation. A staged

architecture, application programming interfaces, data modernization and clear prioritization can

reduce the problem, but transformation often requires difficult choices about what to retire.

Resource limitations affect both large and small organizations. Innovation requires funding, time,

specialist skills and management attention. Large firms may possess resources but struggle with

bureaucracy, while smaller firms may move quickly but lack capital and resilience. Portfolio

management can help allocate resources across incremental improvements, adjacent
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opportunities and more uncertain experiments.

Organizational culture can undermine innovation when failure is punished, departments protect

information or decisions are concentrated at the top. Cross-functional work is essential because

business model transformation cuts across technology, marketing, finance, operations, legal

functions and human resources. Incentives should reward learning, collaboration and responsible

outcomes rather than only immediate revenue.

Technology adoption may also fail because organizations begin with a technology rather than a

customer or business problem. Pilot projects can demonstrate technical feasibility without

proving commercial viability. Innovation teams should therefore test desirability, feasibility,

viability and responsibility together. Clear hypotheses, measurable assumptions and staged

investment reduce the risk of scaling an attractive but weak idea.

External risks include cybersecurity, privacy breaches, intellectual-property disputes, platform

dependence and regulatory uncertainty. Digital business models often process sensitive

information and rely on interconnected suppliers. Governance must be designed into the model

from the beginning. Responsible innovation includes privacy-by-design, security controls, human

oversight, accessibility and consideration of environmental effects.

5. Discussion

The findings suggest that innovation management should be understood as a strategic system

rather than a collection of workshops or technology projects. Business model transformation

occurs when an organization aligns a compelling value proposition with a feasible operating

model and a sustainable method of capturing value. Digital technologies can accelerate this

process, but they do not determine its outcome. The decisive factors are strategic choices,

organizational capabilities, experimentation and governance.

The cases also reveal that innovation involves tensions. Organizations must balance openness

with control, speed with safety, personalization with privacy, automation with employment

responsibilities, and platform growth with fair participation. These tensions cannot be eliminated.

They must be made explicit and managed through governance, stakeholder dialogue and

measurable trade-offs.
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5.1 Strategic Implications

First, organizations should treat the business model as a portfolio of assumptions. Managers

should ask which customer problem is being solved, why customers will adopt the offering,

which partners are necessary, what resources are required, how costs will behave and how value

will be captured. This approach makes transformation testable and reduces the tendency to equate

technology spending with innovation.

Second, organizations need a dual operating logic. Existing operations require reliability,

compliance and efficiency, whereas emerging models require experimentation, rapid feedback

and tolerance for uncertainty. Separate innovation teams can protect exploration, but they should

have access to corporate assets and clear pathways for integration. Without integration,

experiments remain isolated; without protection, they may be overwhelmed by core-business

priorities.

Third, ecosystems should be managed as strategic assets. Partnerships can provide knowledge,

distribution, data, technology and legitimacy. However, ecosystem participation should be

assessed for dependency, bargaining power, data governance and shared value. Contracts and

technical interfaces are important, but trust, reciprocity and transparent rules are equally

significant.

Fourth, innovation performance should be measured through a balanced set of indicators.

Financial metrics such as revenue, margin and customer acquisition cost remain relevant, but

early-stage initiatives also require learning metrics: validated assumptions, experiment cycle

time, adoption, retention, service quality, employee capability and risk reduction. A narrow focus

on short-term returns can eliminate promising innovations before their business models mature.

Finally, responsible innovation should be integrated into strategy. Ethical review should not

occur only after a product is built. Privacy, security, accessibility, fairness, environmental impact

and worker consequences should be considered during opportunity selection and design.

Responsible practices can protect trust and become a source of differentiation, while

irresponsible practices may create legal, reputational and operational costs.
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5.2 Recommendations

1. Establish an innovation governance system. Senior leaders should define strategic themes,

decision rights, investment stages and ethical boundaries. A cross-functional innovation council

can coordinate technology, finance, operations, legal, marketing and human resources.

Governance should enable action rather than create excessive approval layers.

2. Use a staged experimentation process. Teams should begin with customer discovery and

explicit hypotheses, then develop prototypes, run controlled tests and scale only when evidence

supports the case. Each stage should have clear criteria for continuation, redesign or termination.

This approach protects resources and encourages learning from failure.

3. Build digital and innovation capabilities. Organizations should invest in data literacy, product

management, cybersecurity, AI governance, service design, agile methods and partnership skills.

Training should be linked to real projects, mentoring and career pathways. Reskilling should be

treated as a strategic investment rather than an optional employee benefit.

4. Design an open-innovation ecosystem. Firms should identify which capabilities should remain

internal and which can be sourced externally. They should create structured channels for startup

collaboration, university partnerships, supplier co-development and customer participation.

Intellectual property, data access, security and benefit sharing must be defined clearly.

5. Align incentives and culture. Performance systems should reward collaboration, learning,

customer outcomes and responsible risk-taking. Leaders should model curiosity and admit

uncertainty. Employees should be involved in redesigning work, and concerns about automation

or surveillance should be addressed honestly.

6. Modernize technology progressively. A transformation roadmap should prioritize

interoperability, data quality, cybersecurity and modular architecture. Organizations should avoid

unnecessary technology fragmentation and should assess the long-term costs of vendor

dependence. Legacy modernization should be connected to specific business outcomes.

7. Adopt responsible-by-design principles. New digital products should include privacy impact

assessments, security testing, bias evaluation where relevant, accessibility checks and human

escalation mechanisms. Governance should continue after launch through monitoring, incident
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response and periodic review.

8. Use a balanced innovation portfolio. Resources should be distributed among core

improvements, adjacent opportunities and longer-term experiments. The portfolio should be

reviewed regularly in light of evidence, market change and organizational capacity. This reduces

both excessive conservatism and uncontrolled experimentation.

9. Measure transformation beyond technology deployment. Leaders should track customer

adoption, retention, employee experience, process performance, revenue quality, partner health,

risk indicators and sustainability outcomes. Metrics should be adapted to the maturity of each

initiative.

10. Communicate a credible transformation narrative. Employees and external stakeholders need

to understand why change is occurring, what will change, what will remain stable and how risks

will be managed. Trust is built through consistent actions, visible support and transparent

reporting.

6. Conclusion

Innovation management is a central capability for organizations seeking to transform business

models in a digital environment. The analysis shows that innovation extends beyond new

products and includes changes to customer relationships, operating processes, partnerships,

distribution mechanisms and revenue structures. Business model innovation is systemic: changes

in one component often require changes in many others.

Disruptive innovation highlights the importance of exploring underserved needs and alternative

markets, while open innovation demonstrates the value of external knowledge and ecosystems.

Digital technologies such as cloud computing, AI, analytics, automation, IoT and platforms

expand what organizations can offer and how efficiently they can operate. Nevertheless,

technology does not create sustainable value automatically. Benefits depend on strategic

alignment, capabilities, culture, leadership, experimentation and governance.

The real-world cases show different routes to transformation, but they share several

characteristics: attention to customer friction, willingness to redesign the business model,



18

investment in complementary capabilities, use of data and platforms, and adaptation over time.

They also reveal that transformation creates ethical, social and regulatory challenges.

Responsible innovation must therefore be embedded into the design and management of digital

business models.

Organizations seeking long-term growth should build a balanced innovation system that protects

exploration while maintaining operational discipline. They should develop employee capabilities,

engage external partners, modernize technology progressively, measure learning as well as

financial outcomes and address privacy, security, fairness and sustainability from the beginning.

In this way, innovation becomes not a series of isolated projects but an enduring organizational

capability for creating and capturing value responsibly.
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Appendices

Appendix A: Illustrative Business Model Transformation Questions

1. Which customer problem is being solved? 2. Which customer segment is prioritized? 3. What

is the new value proposition? 4. Which activities, resources and partners are required? 5. What

technologies enable the model? 6. How will revenue be generated? 7. What new costs and risks

arise? 8. Which assumptions must be tested? 9. What ethical and social effects should be

monitored? 10. What evidence would justify scaling?

Appendix B: Suggested Innovation Portfolio Categories

Core innovation: improvements to existing products, processes and customer experiences.

Adjacent innovation: extensions into related customer segments, channels or services.

Transformational innovation: new business models, markets or technologies with uncertain

returns. Each category should have appropriate funding, governance, timelines and performance

measures.



20

Appendix C: Example Transformation Dashboard

Customer: adoption, retention, satisfaction and accessibility. Operations: cycle time, quality,

automation rate and reliability. Finance: recurring revenue, margin, acquisition cost and cash

impact. People: training completion, employee confidence and internal mobility. Ecosystem:

partner contribution, concentration risk and service quality. Responsibility: privacy incidents,

security events, fairness reviews, environmental impact and complaints.


