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In a world where technology keeps getting more complex, you need 
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industry know-how in the world to help solve complex challenges simply.
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The NHS badly needs chief information 
officers (CIOs) with the drive and ambi-
tion to turn it into a digital-first organ-
isation. Rachel Dunscombe fits the bill 
perfectly. As CIO of Salford Royal NHS 
Foundation Trust she is leading a rapid 
transformation into a sleek digital en-
terprise. Salford Royal was named Dig-
ital NHS Trust of the Year, described by 
judges as “the most digitally mature or-
ganisation in the NHS”. Her secret? She’s 
talked of the need to get the board on-
side, of getting all departments to share 
their views on how digital structures 
can promote better patient experienc-
es and working hand in hand with her 
chief executive. NHS England is so im-

pressed it’s given Ms Dun-
scombe the cash to build 
a digital academy to run 
programmes to educate 
staff from teenage ap-
prentices through to 
healthcare veterans.

The best CIOs know how to inspire their 
co-workers. James Robbins has a long 
track record of coming up with something 
out of the ordinary to get everyone buzz-
ing. At Northumbrian Water he published 
a twice-weekly blog. He developed an app 
to reward employees who generated ideas 
with prizes. Best of all was his use of data: 
by connecting real-time performance with 
weather forecasts he enabled Northumbri-
an to deliver early warnings for engineers. 
Northumbrian improved reliability to four 
minutes unavailability a year per property 
for fi ve million customers, 
50 per cent better than the 
industry average. This year 
he started a new job with 
Drax, which produces 7 per 
cent of the UK’s energy. A 
man at the top of his game.

Most newspapers are struggling to make 
money, from The New York Times to The 
Guardian. An exception is the Financial 
Times, which is thriving with rising profi ts 
based on a rock-solid reader base of paying 
business customers both online and offl  ine. 
No doubt the Japanese owner Nikkei, which 
paid £844 million for the FT Group in 2015, 
is delighted. Cait O’Riordan was recruited 
to ensure the success continues. She made 
her name at the BBC and music app Shazam, 
valued at $1 billion-plus, and arrived at the 
FT last year. Her role refl ects her abilities as 
she’s both CIO and chief product offi  cer. Her 
technology team won Best DevOps Trans-
formation at the Computing 
DevOps Excellence Awards 
and an award for Best Use of 
Tech at the Digiday Awards. 
Ms O’Riordan is surely one 
the FT Group will be desper-
ate to hang on to. 

War has changed. The front line now exists 
wherever there is a computer terminal. Na-
tion states wage cyber war on each other. 
It’s thus odd that the British Army took until 
2015 to establish the post of CIO. Major Gen-
eral Richard Semple fi lled the post, having 
served with distinction as the director gen-
eral of logistics. He’s since spoken eloquent-
ly about the need for the Army to integrate 
with allies abroad and put in place an open 
service architecture to allow the military 
to co-ordinate activities with partners. Re-
al-time intelligence is vital. His next goal 
will be to shape informa-
tion systems for the Army 
post-Brexit. The integra-
tion achieved thus far with 
European Union partners 
may be pulled back as a new 
relationship emerges. 

If you ever wonder which good cause to give 
your money to have a good look at Save the 
Children. In the world’s worst crisis zones 
you’ll find its workers on the front line, 
from South Sudan to Syria. CIO Karl Hoods 
is the man giving them the tools they need 
to make a difference. This includes a robust 
financial platform: Save the Children runs a 
budget of $2.1 billion. He’s tackled stuff like 
e-mail campaign optimisation and ensures 
workers overseas have full access to all the 
applications they need. The 
result is a charity which 
at the last count helped 
train 216,000 health work-
ers, leading to 8.4 million 
life-saving interventions 
for children under five in 
36 countries.

Is there a better run company in the UK right 
now than Dyson? Founded on Sir James 
Dyson’s bagless vacuum design the Malms-
bury-based company has retailed the cre-
ative zeal of a startup, while cracking over-
seas markets in quick succession. The latest 
is China. Recent annual results saw sales rise 
45 per cent to £2.5 billion and profi ts up 41 
per cent to £631 million. Four in fi ve models 
sold are battery-powered cordless machines 
– stunning since they only appeared two 
years ago. CIO Adrian Thompson is one 
of Sir James’ lieutenants. The company has 
been digital-fi rst for years, but Mr Thomp-
son brings something new to the mix having 
masterminded bookmaker Coral Racing’s 
transformation to digital 
enterprise during his time 
there. Next up for Dyson is 
selling its new hairdryer to 
markets across the world. 
Mr Thompson aims to en-
sure the roll-out goes with-
out a hitch. 

Is Domino’s Pizza a food outlet or a technolo-
gy business? It’s a tricky question. The pizzas 
don’t change much, but the competition for 
orders is all-consuming in the fast food sector. 
The focus is on apps, ultra-rapid courier deliv-
ery and big data analysis of consumer behav-
iour. Colin Rees is the CIO in the UK and he’s 
grappling with revolutionary things such as 
Apple Pay and Deliveroo. Above all he needs 
to ensure that franchisees are able to use the 
best technology to compete. For example, an 
auto-complete function fi lls out orders be-
fore the consumer has typed it. He brings in-
sights, such as a consumer putting more than 
two items in an online basket is 90 per cent 
likely to fi nish the order. Fast 
food is a cut-throat business. 
Anyone can make a pizza. 
But no one is close to Domi-
no’s dominance of the mar-
ket. That’s due in large part 
to the CIO. 
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Magnifi cent seven are UK’s IT hotshots
Meet the industry 
trailblazers 
transforming their 
sectors. From the 
British Army’s fi rst 
chief information 
offi  cer to cracking the 
role of newspapers in 
the digital age, here 
are seven pioneers 
redefi ning the job

CHARLES ORTON-JONES
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Digitise to the 
core or die
The global marketplace is increasingly 
littered with the carcasses of corporate 
extinction as the digital revolution 
accelerates. To thrive and survive, 
businesses must go digital, starting with 
the basics   

The over-used term “digital 
transformation” trips off 
the tongues of chief infor-
mation officers across the 

globe. They grasp the concept, yet 
lie awake at night worrying about it. 
They see the rise in disruptive, digi-
tal startups from Uber to Netflix and 
have nightmares about their own 
sector, while realising half the firms 
in 2000’s Fortune 500 have now 
disappeared from the index. 

“There are many companies still 
operating outdated analogue 
business models. If you aren’t dig-
ital-first today, you may not be 
around tomorrow,” explains Eric 
Johnson, CIO of DocuSign, a global 
digital transaction management 
company with more than a quarter 
of a  million business customers and 
100 million users in 188 countries.

“Companies are already looking 
to artificial intelligence in a bid to 
be at the forefront of this digital 
revolution. Yet at the same time 
they’ve forgotten about digitising 
the real basics. Some companies 
are still operating off paper and 
manual processes.”

Those CIOs worth their salt realise 
that a digital-first strategy means 
more than just having a consum-
er-friendly website or an automat-
ed payment system bolted on to 
a creaking legacy system. Digital 
transformation requires profound 
and deep-seated change at the 
core if corporations are to make 
the most of new opportunities and 
keep ahead of disruptors.

“Get it right and a myriad of oppor-
tunities will open up to you. People 
want simplification, they want 
standardisation and a seamless dig-
ital experience that works across the 
globe,” explains Mr Johnson. 

“If you don’t go digital, rest assured 
your competitors will and pass you 
by. It’s true in any sector from legal to 
finance, telecoms to insurance.”

At the heart of any digital trans-
formation must be a technology-led 
overhaul of operating systems. One 
of those elements is digital transac-
tion management or how you come 
to agreement with multiple stake-
holders inside and outside your 
business. Globally there has been 
an explosion in demand for digital 
transaction management as or-
ganisations seek to replace reams 
of paper agreements with more 
secure, auditable and integrated, 
electronic ones. 

“CIOs may have this on their list, 
but they aren’t doing enough. If 
you aren’t going digital now how 
are you going to cope with the next 
wave of data-heavy technology 
that’s right around the corner? It 
is hard to implement new expo-
nentially evolving tech if your core 
business processes, such as selling 
to a new customer, hiring employ-
ees, or agreeing to purchasing or 
legal terms, are done with paper 
and a pen,” says Mr Johnson. 

In the UK, 88 per cent of the public 
now expect to complete agree-
ments digitally with companies they 
deal with on a daily basis, while 85 
per cent of corporate leaders are 
making digital transformation a top 
priority at the same time 95 per cent 
plan to adopt new digital tools, ac-
cording to a recent survey of 1,000 
employed consumers and 263 senior 
business decision-makers.

“We all want a consumer-grade 
digital experience and that’s moving 
now from B2C [business to consum-
er] to B2B [business to business]. And 

it’s not that top management don’t 
understand what needs to be done. 
What they don’t always understand 
is how to tackle this issue,” says Mr 
Johnson, whose company works 
with AstraZeneca, Microsoft and 
Virgin Holidays among others. 

“I spend much of my time educat-
ing CIOs, giving them examples of 
how to use digital tools, and how 
to approach the issues and imple-
ment change.” 

The fact is many British compa-
nies still needlessly rely on pen and 
paper to do transactions. This slows 
down business, delays results and 
creates a negative experience. With 
DocuSign you can eliminate paper 
transactions as part of the digital 
transformation process.  

The physical signature isn’t just 
replaced with an electronic equiva-
lent, instead you can send, sign and 
manage agreements, as well as col-
lect payment 100 per cent digitally 
on any device. The average value 
delivered per document is now 

nearly £30. And when time is money, 
more than 62 per cent of documents 
completed through DocuSign are 
done in under an hour.

“Law firms have really taken it on 
board in the UK. And another sector 
investing heavily in digital transac-
tion management is financial ser-
vices and banking. Telecoms are 
also ahead of the curve in Europe. 
To be honest if you are a CIO in any 
industry and you don’t have a plan 
to execute, you are dangerously 
behind,” says Mr Johnson.  

There has been strong demand in 
recent months due at least in part to 
the arrival of an EU regulation called 
eIDAS, which became effective last 
July. This created a common frame-
work for what a digital contract and 
a digital signature constitutes. To 
ensure compliance, CIOs need to 
work with a platform, such as Do-
cuSign, which offers a full range of 
electronic and digital signatures 
that comply with eIDAS and meet 
regional requirements. 

“Any solution needs to work with 
eIDAS. Compliance is important for 
any company working with or within 
the EU today, or in the future, even 
post-Brexit,” explains Mr Johnson. 

DocuSign is now looking to the 

future, expanding globally so that 
it offers companies an e-signature 
and digital transaction manage-
ment platform that works in Japan 
as it would do in Brazil or Birming-
ham – a global standard. It also has 
the clout to do so as the unicorn is 
valued in excess of $3 billion and is 
backed by more than half a billion 
dollars in venture funding. 

The company is looking to add 
smart functionality to contracts, 
turning them from passive ledg-
ers of record to something which is 
more active, linking such things as 
leases or payments. For instance, a 
customer event occurs, such as an 
expiry, and the contract knows what 
to do and automatically triggers it 
into action. There is no doubt that 
the digital transformation of busi-
nesses is still ongoing. 

“The future CIO is someone who 
can’t be static either. They have to 
be thinking about the future. You 
cannot be focused on today or even 
twelve months ahead. You should 
be a technology fortune teller. If you 
don’t, you and your company won’t 
succeed,” Mr Johnson concludes. 

For more information please visit 
docusign.com

With DocuSign you can 
eliminate paper transactions as part 
of the digital transformation process

THE DIGITAL BUSINESS

HOW FILLING IN PAPER FORMS MAKES PEOPLE FEEL ABOUT AN ORGANISATION

Makes them 
appear outdated

Makes me worry the 
process will be delayed

Makes me question their 
commitment to the environment

Like they are inconveniencing 
my normal process

It can prompt me to look for 
an alternative provider

59%

36%

26%

25%

15%

88%
of consumers 
expect to 
complete 
agreements 
digitally

92%
feel that their 
organisations could 
be doing more 
to take business 
processes digital

Sapio Research and Docusign, The digital business

71%
of senior 
decision-makers 
have had digital 
projects held 
back by another 
department 
within the 
organisation

57%
would choose an 
organisation that 
offers completion 
of transactions 
digitally over one 
that doesn’t

1m
transactions 
are DocuSigned 
per day

62%
of DocuSign 
documents are 
compleated in 
one hour

100m
users in 188 
countries

10bn
pieces of paper 
have been saved

DOCUSIGN IN NUMBERS

Aragon Research/EDF/EPA/Forrester/
IDC/Intellicap


