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W
ith immense experience in Supply 
Chain Management, IT and 
Strategy, Sanjeev’s focus is on 
undertaking strategic initiatives and 

setting up innovative digital businesses and 
operational models. As a senior leader, his role 
involves contributing to value enhancement 
and accentuate KR’s strength by creating a 
robust digital enterprise ecosystem.

From planning to the delivery stage, 
digital transformation has affected 
businesses across the globe, more 
so in the current scenario. How has it 
affected Khimji Ramdas?
Digital transformation has been the buzzword 
in the last 5 years. But in KR, this journey 
started a decade ago where we took our first 
step of converting manual processes into 
automated workflows and documentation into 
digitized information. The natural extension 
to this came in the form of digitalization so 
as to build process automation and allow 
the exchange of digital information across 
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departments for effective decisions. Now we 
are embarking on the next stage of becoming 
a digital enterprise where every aspect of the 
organization’s day-to-day work has a digital 
imprint and interactions with internal and 
external stakeholders driven by collaborative 
digital technologies that allow streamlined 
and efficient business processes, real-time 
information exchange and expedited  
decision-making. This I feel is the need of 
the hour in today’s fast paced, dynamic post 
pandemic era. 

The COVID-19 pandemic brought about a 
sudden and radical digital transformation in 
the way businesses were operating before 
and during the early 2020 at the start of the 
pandemic. We saw dramatic changes to 
consumer behavior, their buying patterns and 
the way the supply chains had to operate. 
This was evident through the upward surge 
in digital adoption amongst the businesses 
and customers; everyone went online on 
their purchases and transactions and digital 
commerce became a strong area of focus for 
many enterprises. 

The revived B2B and B2C models skyrocketed 
digital adoption and eCommerce growth 
numbers projected over the next ten years 
were in some cases achieved in three months 
during 2020. The pandemic has altered the 
consumer expectations forcing a more agile 
and dynamic business model to be adopted 
across many sectors. Retailers are therefore 
creating dynamic product baskets, adopting 
agile and efficient operations and setting up 
new business models to strive and grow in 
today’s era. 

Coming from a global supply chain 
background, this was a model hypothesized in 
global trade two decades ago where servicing 
the end consumer and gaining their loyalty 
required synchronization of processes and 
information across multiple organizations 
in the global value chain. As I see it today, 
this collaboration whether on the global 
arena or within Oman must be coupled with 
strict efficiencies on time and cost across 
end-to-end business processes, meeting 
customer expectations at every turn and every 
transaction. The one facet which I learned 
very early and is evermore true today is that 
when delivering products to consumers, the 
information about the logistics processes is 
as important as the physical delivery of the 

product itself. Consumers want to know about 
the status of their products at every stage from 
placing their orders until delivery and so digital 
technologies are a must-have in allowing 
real-time interaction within the organization 
as well with the end consumers. Today, the 
experience that you offer to your customer is 
what differentiates you from others and help 
stay relevant in the market. 

Digital transformation has 
taken place across sectors 
and organization are already 
implementing technologies for 
backend processes, delivery of 
product and services, etc. How is 
public sector taking this forward?
Public sector’s approach during the pandemic 
has been cautious since they are trying to 
build value driven business cases for the huge 
digital investments involved with large-scale 
infrastructure and nationwide projects. Such 
large digital investments require a thorough 
cost benefit analysis, a clear business 
mandate and long-term return on investments. 
To keep in stride with today’s fast paced 
technology innovation and emerging trends, 
state authorities and public sector must usher 
quick regulatory approvals and accelerated 
adoption of digital frameworks which can 
restructure digital trade and offer improved 
citizen services. I see a new approach being 
adopted by our state leadership where private 
enterprises are now being asked to garner 
expertise and assist in the process of nation 
building. Many PPP projects are keystones to 
such a pragmatic approach fostering a strong 
collaboration between private enterprises and 
state machinery through the amalgamation of 
state’s regulatory capabilities and the strong 
ROI based operational outlook of the private 
companies in harnessing value to its fullest.

How has KR transformed as a group 
in adopting digital, delivering 
services and implementing 
technologies?
In 2010, KR embarked on a digital 
transformation roadmap, rightly referred to as 
KR 1.0. Over next 2 years, we implemented 
SAP which eventually became the backbone 
for all KR operations for more than 50 plus 
businesses under the KR umbrella. Change 
management was crucial but this became a 
huge success story for technology. Information 
exchange became easier and digitalization 
paved way in most of the business processes. 

Later, we went through our second wave of 
onboarding our frontline sales processes 
into an online and digital format. Again, this 
helped in expanding the reach of the system, 
not just at the backend in the head office 
but also on grounds with the customers, 
retailers, and in the interiors where we have 
a strong presence. Technology was enabling 
transformation at work with the use of modern 
gadgets, tabs, mobile printers at the customer 
end and seamless decision making within 
the organization. On the infrastructure, we 
collaborated with the leading cloud service 
provider in India and were amongst the first 
to have implemented the cloud-computing 
model. By 2018-2019, we had created a 
strong technology footprint in the organization. 

Khimji Ramdas has been an early visionary 
on technology and its adoption. Apart from 
our strong internal IT department, we also 
started KR-ICT 20 years ago, dealing with IT 
infrastructure and technology implementation 
services and now foraying into digital 
transformation services and cybersecurity 
solutions arena. KR-ICT has been an integral 
partner to the KR IT team to embark on several 
of the strategic technology implementations 
and infrastructure services.

Now as we move into the next decade we are 
embarking on the KR 2.0 phase, where we 
intend to expand the business towards the 
digital enterprise model. A real-time digital 
enterprise with information analytics and 
information insights. We are considering 
implementation of emerging technologies 
such as artificial intelligence, blockchain, 
machine learning, edge computing and how 
these can be expanded, to cover both the 
B2B and B2C models within KR. There are 
two critical elements to be considered before 
implementing these – an all-encompassing 
customer engagement and an efficient 
distributed supply chain. We want to harness 
the potential of our Oman wide operations in 
supply chain network built over the years and 
amalgamate it with information technology 
prowess that we have developed at KR. 

What could we expect in the next 
five years? Does KR have any plans 
to enter any new verticals that are 
commercially viable?
KR has a very strong presence in a wide range 
of businesses classified along four cluster 
groups - luxury and lifestyle, consumer 
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products and retail, projects and logistics 
and infrastructure services. Furthermore, KR’s 
presence across Oman, UAE and India means 
that technology rollouts must span multiple 
geographies. With such a wide business 
footprint, varied customer orientations and 
complex market structures there are significant 
challenges in creating a unified digital 
ecosystem whilst meeting the technology 
needs and requirements for each business unit 
inside each of these clusters. Digital adoption 
must follow a generic technology path that 
is all encompassing yet allows the individual 
choice to each business to shape the 
technology to meet their exact business needs. 
Not only that but the speed of technology 
adoption must also be fast to keep pace with 
the changing business paradigms and dynamic 
market scenarios. 

At KR, we aim to create this hybrid 
convergence model that will be the outcome of 
a robust technological infrastructure and value 
driven digital landscape. Although technology 
outsourcing models are becoming increasingly 
attractive with the global talent pool, we firmly 
believe in promoting local talent pool and 
therefore maintaining the core digital footprint 
with local expertise which also means that the 
intellectual property component is managed 
in-house. A hybrid model is best suited for KR 
with retaining local expertise on what is at the 
core and then creating centers of excellence 
or collaborative innovation models for the 
non-core digital areas. Plans can be made 
but it is important to understand how they are 
coordinated and synchronized with multiple 
stakeholders across businesses.

From a B2C perspective, what are 
your plans on e-commerce? Can you 
provide some insights?
We have conducted a couple of pilots in 
the last three years. We have considered 
various segments, created partnerships with 
affiliates and have cemented our capabilities. 
We are taking a cautious approach to new IT 
investments in the current business climate 
when it comes to decision-making and the 
impact it will create in the value chain. We are 
foreseeing a good investment in e-commerce 
in the next two years. Currently, our focus lies 
on enabling digital trade, which obviously 
includes digital commerce. Our Directors 
and Promoters firmly believe in leveraging 
our physical distribution network along with 

our front-line sales capabilities and augment 
these with digital capabilities to deliver an 
unparalleled customer experience right up to 
the consumer’s door.

How to do overcome the barriers 
when it comes to adopting a new 
technology? Right from changing 
individual mindsets to a smooth, 
transition from old to new, how 
do you ensure that tech adoption 
imparts value to the organisation?  
Change management is definitely a key pillar 
for success and failure of any digital change 
within an organization. It is important that there 
is a gradual but consistent change for any 
new process or technology to take effect. We 
consider it our prerogative that the tech team 
in KR internalizes this transition before we start 
rolling it out for the rest of the company. In the 
past, we have built our tech human capital with 
specialized expertise on niche solutions. 

Considering todays rapidly changing 
tech scene including 4IR and Emerging 
technologies scenario we are now looking 
at creating and empowering well rounded 
techno-functional professionals who are 
versatile and have more than one area of 
expertise. We are also keen on getting them 
the operational and especially the financial 
orientation in order to brings around tech 
projects with a strong ROI and a thorough cost 
benefit analysis to showcase business value. 
It is extremely important for tech professionals 
to quantify the benefits of digital projects in 
real money terms talking the same lingo as 
the business stakeholders and their interests. 
If technology initiatives are able to justify the 
ROI then it becomes a win-win situation for all 
parties involved. Technology leaders have to 
ensure that tech investments pay back to the 
organization. 

What according to you should be 
enabled by the government in terms 
of regulatory changes to drive 
adoption of newer technologies in 
line with the objectives of Oman 
Vision 2040?
We need a strong collaborative culture between 
the state machinery and private sector in form 
of PPP projects and strategic partnerships. 
The private sector brings extensive business 
acumen to the table whereas the government 
brings the pragmatic regulatory approach. 

It is also important that SMEs are given the 
right launchpad and mentoring to nurture and 
contribute substantially to the economy. This 
will propel the development of local Omani 
business ecosystems led by local businesses, 
nurturing and promoting Omani human 
capital and fostering the adoption of emerging 
technologies. Government and private sector 
must work together towards the achievement of 
the Oman Vision 2040 and its objectives.

How difficult is it to get people to 
embrace change? 
Status quo may have its privileges but 
change brings disruption. A change is easier 
driven when people affected by that change 
find it appealing and impactful in a positive 
manner. The key challenge we see today is 
harnessing the technology in a manner that 
impresses not only the business leaders but 
also the frontline staff and more importantly 
external stakeholders including customers 
and partners. Any new change, big or small 
requires a sound knowledge of the local 
ecosystem. Acquiring global technical know-
how is an easier challenge than getting the on-
ground experience and insights. This means 
that we must use the global tech trends and 
adapt them to our local landscape, our people 
and our culture. Practical use of technology 
has to be thought through and evaluated, and 
not just blindly followed from global practices. 
While there is always a reluctance to embrace 
something new, a methodological approach 
with one step at a time works in justifying the 
investments and for fulfilling the long term 
goals of an organization. 

What is the way forward for Khimji 
Ramdas? 
Many businesses have been able to catch up 
with their rivals who had years of competitive 
advantage in a short timespan due to their 
customer insights in a pandemic driven 
behavioral change and rapid strides in digital 
advancements. Today cost effectiveness of 
tech ideas is crucial and ROI is paramount. A 
value driven approach to digital investments, 
business insights for timely decisions, 
common parameters of success between IT 
and business, leveraging partner ecosystems 
and exploring opportunities in the existing core 
will help us set the tone. We need to constantly 
harness our data, our brand power and take 
cognitive actions to accelerate our business 
growth.


