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Abstract

The fourth industrial revolution is upon us. Itis all about the marriage
between the physical and digital technologies. It is disrupting and
redefining industries and the whole economic landscape by
innovating and creating new products, inventing new business
models and processes to deliver value to customers.

TMT companies (Technology, media and Telecommunications)
have been at the epicenter of the change of this revolution. Digital
transformation helps an organization to keep pace with emerging
customer demands now and in the future. It enables an organization
to better compete in an economic landscape that’s constantly
changing as technology evolves. To that end, a digital
transformation strategy is necessary for any business that seeks to
survive into the future.

The digital transformation strategy of MTN as a telecommunication
company has a twofold goal: to better serve its customers and to
better serve all its stakeholders — most notably its employees, who
are critical to success, and its shareholders.

Through this study we are trying to measure the impact of the DX
Implementation on the quality of the service provided to MTN

customers.



The methodology is focusing on the method MTN has adopted in
revamping the line activation process transforming it from a
traditional process into a digitalized one using a reliable data.

The study has concluded that using digital technologies has
become more imperative to achieve a number of objectives of
increasing company profits; employee productivity; increasing
responsiveness to customer requests; and improved customer
service, especially in providing more intuitive and more engaging
customer experiences.

It also comes with recommendations and directions of how to boost
the positive impacts on business and the standard of the quality

service provided by implementing the strategy.

Keywords:

Digital transformation, cellular ~ communications, service
quality, service providers, customer satisfaction, process
automation, quality factors, digital transformation strategy,
customer loyalt
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