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A B S T R A C T  

 
The Robotics process is a technological software program to improve digital 
technology systems. The robotic process identifies the factors to process data in a 
digital security system to mitigate risk in managing projects. Atisalat is a renowned 
company that successfully utilizes a robotic process in their service, and they are 
the pioneer in using the robotic system in UAE. By adopting the process, they have 
facilitated the digital model development objective of UAE through VISION 2021. 
Digital transformation in project management is analyzed to change adaptability 
and shift of cultural processes both in adopting new technologies and project 
management. The robotic process also helps Etisalat to secure the position of the 
4th strongest brand in the world. Technological innovation changes the system of 
network channels. The company implemented Pega centralized decision engine 
through the robotic system for implementing the best-personalized action and to 
address the gap in professional communication. The software robots used by the 
company support to make the back-office task 70% faster than before with 
accuracy. The robotic process enhances telecommunication systems and also 
develops the industry related to telecommunication. Technology adaptation 
through the introduction of an RPA system improves customer experience and 
serves excellence to get revolutionized with AI. Society also gets accustomed to 
using technology for fun.

 
1. INTRODUCTION  
The Robotics process management is a software 
technology process that makes it easy to evaluate 
human-robot actions to interact with digital 
technology systems (Ribeiro et al., 2021). Robotic 
process automation understands a data action 
process that is identified as a risk management 
project. 
Risk management can help Robotics process 
automation to identify prime areas where robots 
can increase accuracy (van der Aalst et al., 2018). 
Robotic process automation is an executive 
structure that is based on a task by taking action on 

an existing human-robot system process (A. Al-
Maroof et al., 2021; Aloini et al., 2007). Robotic 
process automation in risk management can 
reduce risks by increasing compliance and 
decreasing errors. Risk management can expose 
customers' data for Robotics process automation 
(Baryannis et al., 2019). 
Digital Disruption to project management deals 
with aggressive action and identifies an alternative 
market opportunity (Al-Dmour et al., 2023; Al-
Kassem et al., 2022; Fosso Wamba et al., 2020; 
Khan et al., 2022). Project managers consider that 
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they are executing specific project disruptions on 
project management using robotic processes. 
Digital Disruption can lead a digital innovation to 
bring device movement to project management; it 
is healthier for overall company management 
(Madakam et al., 2019). During a Digital 
Transformation that is required to change 
adaptability and shift cultural processes, both new 
technologies are Project management. Digital 
Transformation journey access the current 
capabilities of project management (Muhammad 
Turki Alshurideh et al., 2023b, 2023c; Annarelli 
and Palombi, 2021; Kassem and Martinez, 2022).  
 
1.1. Digital Transformation to Project 
Management digital challenges are frequently to 
better understand the marketplace and across 
intelligence data sharing processes (Aljumah et al., 
2023; Eikebrokk and Olsen, 2020). Robotic process 
automation makes data analysis more accurate 
than any other data entry process (H. M. Alzoubi et 
al., 2022e, 2022a)(I. Akour et al., 2022; Hani Al-
Kassem, 2021). The Robotic process backed up by 
an AI software system can reduce human error, 
which is essential for the project study, but another 
system cannot do it better and more easily than the 
Robotic system (Ivančić et al., 2019). Robotic 
mechanisms empower Etisalat to provide digital 
solutions, cloud talk, meeting platforms, business 
edge, telemedicine platforms etc., to their 
customers (Alzoubi et al., 2019; Marnewick and 
Labuschagne, 2009). 
 
2. LITERATURE REVIEW 
2.1. Impact of robotic process on telecommunication 
As per (T M Ghazal et al., 2023c) the robotic process 
plays an important role in effective 
telecommunication systems and covers a huge 
market share in the Middle East and Africa. 
 
2.2.  Market covering the Middle East and Africa, it is 
the 4th strongest brand in the world 
The robotic process also helps Etisalat to secure 
the position of the 4th strongest brand in the world. 
(Ahmed and Nabeel Al Amiri, 2022; Al-Kassem, 
2017; M. T. Alshurideh et al., 2022b; H. M. Alzoubi 
et al., 2022d) says that, technological innovation 
changes the system of network channels (Al-
Awamleh et al., 2022; H. M. Alzoubi et al., 2022h; 
Sakkthivel et al., 2022). Previously, network 
channels had faced the problem of disconnection 

randomly, and for this reason selling process of 
Atisalat got interrupted (M. Alshurideh et al., 2022; 
El Khatib, 2015; T M Ghazal et al., 2023b). Etisalat 
maintained a previously solo data system, which 
could not address the communication gap (M. El 
Khatib et al., 2022a), and it seemed difficult to 
identify products which were not suited for 
individual needs (Al-Kassem, 2014; H. Alzoubi et 
al., 2020; Amiri et al., 2020). To remove this hurdle, 
the company implemented Pega centralized 
decision engine through the robotic system for 
implementing the best-personalized action 
(Abudaqa et al., 2022; H. M. Alzoubi et al., 2022b).  
 
2.3. Pricing of new models to support the freedom 
lines 
The robotic process, according to (M. El Khatib et 
al., 2021; Nuseir, 2021) made a revolution in 
customer service with the introduction of AI 
technology. Etisalat has introduced a new pricing 
policy for their new model of robotic service 
process to support the customer base and their 
freedom line (Al-Kassem et al., 2013; R. S. Al-
Maroof et al., 2021b; H. Alzoubi et al., 2022; El 
Khatib et al., 2021; Nuseir and Aljumah, 2020). To 
influence customers through their new pricing 
models, the company has given unique offers to 
customers, like buying e-life (television services) 
online by saving AED199 (R. S. Al-Maroof et al., 
2021a; Bawaneh et al., 2023). They also have 
offered free 1GB of data to the customers for opting 
first online research system (Taher M. Ghazal et al., 
2023)(H. M. Alzoubi et al., 2022c; Mat Som and 
Kassem, 2013).  
 
2.4. Delivery with efficiency using various software 
Through this new mechanism, the service delivery 
of Etisalat becomes efficient (Aityassine et al., 
2022; H. M. Alzoubi et al., 2022f; M. El Khatib et al., 
2022b). Other Robotic mechanisms offered by 
Etisalate are digital solutions, cloud talk, meeting 
platforms, business edge, telemedicine platforms 
etc (Al-Kassem et al., 2012; Aljumah et al., 2021a; 
El Khatib and Ahmed, 2020; Nuseir, 2020). 
 
2.5. Technology Opening of RPA centre of excellence 
to revolutionize customer experience with AI 
 For using various software, they have opened RPA 
centres for the improvement of service speed and 
efficiency in service delivery (Akour et al., 2021; I. 
A. Akour et al., 2022). (AlDhaheri et al., 2023; El 
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Khatib et al., 2019) said that, the software robots 
used by the company support to make the back-
office task 70% faster than before with accuracy (H. 
M. Alzoubi et al., 2020; El Khatib and Ahmed, 2018; 
Varma et al., 2023). 
 
2.6. Invention to provide a digital future 
They have introduced Malaffi software to include a 
cloud mechanism in the smiles app and smart 
stores (Almasaeid et al., 2022). The company wants 
to make a revolution in providing the best 
customer experience by using robotic processes 
backed up with AI processes (M Alshurideh et al., 
2023; Lee et al., 2023)(H. M. Alzoubi et al., 2022i; El 
Khatib et al., 2020a) 
 
2.7. Design for achieving the targets 
This initiative is also meant to make a 
revolutionary change in UAE. Through the 
initiative of technological innovation, Etisalat helps 
UAE to drive towards digitization in the future 
through the project vision-2021 (Ahmad Ibrahim 
Aljumah et al., 2022b; Blooshi et al., 2023; M T 
Nuseir et al., 2022a). The company launched six 
RPA robots in 2021. To facilitate the objective 
presently, they are operating with 76 robots to 
perform 745000 transactions in order to ensure 
management care and to influence back-office 
functions (Alshurideh et al., 2017)(Aljumah et al., 
2020; Ahmad Ibrahim Aljumah et al., 2022a; Tariq 
et al., 2022a). 
 
2.8. Usage of the 5G mobile and broadband service 
Attaran opined that the robotic process can make 
the operational function simple and speedy and 
make technology accessible to everyone with fun 
(Akour et al., 2023; Al-Maroof et al., 2022b). The 
impact of robotic process can be seen on usage of 
the 5G mobile and broadband service in modern 
society (AlHamad et al., 2021; Ghazal et al., 2021; 
Yasir et al., 2022)(Tariq et al., 2022b). 
2.9. The industry is related to telecommunication 
This process can make a funny user experience 
which keeps them more engaged in using 
technology (A I Aljumah et al., 2022a; El Khatib et 
al., 2020b). The target of Etisalat is to meet the 
purpose of deploying robots in a productive way to 
increase customer satisfaction and improve the 
working condition of the company by making 
possible the reduction of FTE and LHT (Gaytan et 
al., 2023; Gulseven and Ahmed, 2022). 

 
2.10. Standard maintaining AI service 
Radke opied in 2020 that technology innovation 
backed up by AI technology can reduce waiting 
time and save working hours (Abudaqa et al., 2021; 
Alzoubi and Ahmed, 2019; Louzi et al., 2022a). It 
definitely can improve industry to 
telecommunication in a moderate and standard 
way and data protection system under the 
legislation (Ahmed et al., 2022; El Khatib and 
Ahmed, 2019)(Khatib and Opulencia, 2015; 
Mubeen et al., 2022; Nuseir and Aljumah, 2022). 
 
2.11. The process to reduce the errors 
As the data gets secured with the robotic process, 
errors can be reduced, which can ensure data 
security (Khatib et al., 2022; E. Khatib et al., 2021). 
The company is using AI for better customer 
experience and giving empathy (Louzi et al., 
2022b). 
 
2.11. Methods using AI technology 
Thus a positive change has occurred in society, and 
Etisalat has used that procedure for its own 
development as well as to encourage the 
technological development of the UAE (Blooshi et 
al., 2023; Farrukh et al., 2023; T M Ghazal et al., 
2023a). AI is in the process of continuous evolution 
and continuous change to ensure sustainable 
customer service in UAE (Muhammad Alshurideh 
et al., 2023). 

 Society using the technology 
The AI-based robotic process prepares society to 
use technology. 

 Culture in the young generations  
The culture of the young generation gets influenced 
due to close intimacy with social media like 
Twitter, Facebook and Instagram. Technology 
makes them more open towards the world (M. T. 
Alshurideh et al., 2022c). 

 Habits of people 
Technology changes the habit of a new generation. 
Social media acts as an ecosystem which is 
popularly known as viral (Muhammad Turki 
Alshurideh et al., 2023a; Nuseir and Elrefae, 2022). 

 Movements that lead the influencers 
Du also launched its RPA and hiring for developers. 
The company also launched several autonomous 
networks with CAI and WAE (Al-Maroof et al., 
2022a; H. M. Alzoubi et al., 2022g). 
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3. RESEARCH METHODOLOGY 
The research methodology usually refers to the 
different strategies and approaches that is used by 
your research in order to justify the research 
objectives and for testing the hypothesis. For this 
research a qualitative approach has been adopted 
that deals with collection of data through open-
ended questions the study has also employed a 
deductive research approach in order to test the 
existing theory. In regards to this a survey 
questionnaire with a sample size of 20 was created 
and responses were created from different 
working employees of Etisalat.  
Collection of both primary and secondary data has 
been collected and the responses gathered have 
helped Tim testing the hypothesis in order to fulfill 
their research objectives the secondary data was 
collected by conducting a literature review 
approach wherein information was collected from 
different platforms and journal articles across the 
telecommunications sector of UAE. 
 
4. DATA ANALYSIS 

 
Figure 1: Demographic 

 
 
The majority, or 45%, of the respondents, is from 
the age group of 30-40 years, and another 30% of 
the respondents are from the age group of 41-50 
years. Thus most of the responses have come from 
some individuals who are at least 30 years of age 
and are expected to have substantial experience in 
the relevant field. 
 

 
Figure 2: Demographic Gender Details 

 
The respondents have been dominated by male 
respondents as 65% of the respondents are male, 
and the rest are female. 
 

 
Figure 3: Respondents Experience 

 
20% of the respondents are of the opinion that they 
have 10 years of experience in the field 0f RPA. 
Again another 30% are saying that they have 15 
years of relevant experience, and the majority 40% 
are defining that they have 20 years of relevant 
experience in the field of RPA. Thus the 
respondents of are having long years of relevant 
experience, where the minimum years of 
experience of the respondents are 10 years. 
Therefore the respondents are supposed to have 
substantial experience in delivering detailed, 
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reliable information (Aljumah et al., 2023). 
 

 
Figure 4 : Implementation of RPA 

 
65% of the respondents are defining the fact that it 
is quite risky to implement RPA in the process of 
project completion as the wrong implementation of 
RPA to the project can bring disaster. 

 
Figure 5 : Automation in Project Risk Management 

 
35% of the respondents are of the opinion that 
selecting the wrong part of the project for 
automation enhances the risk of project failure as 
the whole operation of the project will be carried 
out in a wrong way with the lack of synchronization 
in time management between the automated work 

and human work (Muhammad Turki Alshurideh et 
al., 2023b; Nadzri et al., 2023). 
The majority of the respondents are of the opinion 
that for successful implementation of RPA in the 
completion of the project, it is essentially required 
to properly choose the part of the project work that 
has to be automated. Generally, the most 
complicated and time-consuming parts of the 
project are supposed to automate using RPA, and 
the less complicated and time-consuming are 
supposed to be left for human operation (Aziz et al., 
2023). However, if the less complicated portion of 
the project is being automated, then there will be a 
lack of synchronization between the outcome of 
the automated arts and that of the manual or part, 
and therefore the project is supposed to incur more 
time and cost for completion in comparison to the 
situation where the right part or the complicated 
operation of the project has been successfully 
automated. 
 

 
Figure 6 : Sharing Framework of RPA 

20% of the respondents agree with the fact that 
implementation of RPA is more difficult and risky 
when it has to be implemented in a network of 
several departments that are working together for 
the completion of the project. Another 25% 
strongly agree with the fact. 
However, it is not worth mentioning that 35% 
(10% strongly disagree & 25% disagree) do not at 
all support the opinion. 
The survey responses come up with a crucial fact 
regarding the implementation of the RPA in an 
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environment of departmental collaboration where 
there is a strong opinion  that it is very risky to 
implement RPA for project completion when 
several departments are in participating in the 
process as in such a situation the successful 
completion of the project entails that there must be 
a strong understanding among the departments 
regarding how they will share the automated part 
of the project for the completion of the share of the 
task that has been allotted to that department. Any 
lack of understanding and synchronization 
between the departments can make the whole 
project fall apart due to the mishandling of the RPA 
technology.  
However, another group of respondents are not 
supporting the opinion, and they are of the opinion 
that the application of a little efficiency and good 
understanding can lead to the successful 
implementation of RPA in the multi-handler 
project. The most crucial requirement is that there 
should be regular communication and 
coordination between the departments with 
respect to the precise time frame that will be used 
for utilizing the automated operation by each of the 
departments and such activities will definitely lead 
to the successful implementation of RPA for project 
completion in a multidepartmental framework 

 
Figure 8 : Process of Robotic Configuration 

 
35% of the respondents agree, and another 35% 
strongly agree that if the wrong configuration is 
being set with the robot, then the whole process of 
the automatic project completion may go in vain 
(Mohammed T. Nuseir et al., 2022). 

The wrong configuration of the robotic machine is 
probably the biggest risk that a project manager 
may face while dealing with the implementation of 
RPA in a project process (A I Aljumah et al., 2022b). 
Due to the wrong configuration, the automated 
action by the robot will not be able to deliver the 
required quality of work and the whole 
performance of the project is supposed to decline 
drastically. A wrong configuration in the robotic 
system may result in the development of poor-
quality products and thus leads to project failure 
and loss of reputation for the business 
organization. 

 
Figure 9 : RPA System Command 

45% of the respondents strongly opined in support 
of the fact that it is quite difficult to employ a 
person in the commanding position who has 
knowledge about all the departments in the 
organization, especially when the RPA system has 
to be entered into a working situation where 
several departments are working together for the 
completion of the project and is supposed to share 
the RPA system (M. T. Alshurideh et al., 2022a; 
Nuseira and Aljumahb, 2020). 
One of the crucial revelations of the survey is that 
apart from the wrong configuration, one of the 
significant risks in the process of implementing 
RPA can be identified as the getting a proper 
person to regulate and overview the whole process 
or mechanism in an efficient way. In other words, 
the application of the RPA system for project 
management can go wrong if there is no person to 
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decide which department is when supposed to 
access the RPA system and what should be the time 
limit that should be set for the application of the 
RPA system by each different units engaged in 
project completion to ensure systematic and 
synchronized working. 

 
Figure 10 : High Risk to Ensure cyber Security 

 
55% strongly agree and 30% of the respondents 
agree with the fact that it is very difficult to 
maintain data privacy in an RPA system and 
therefore is enhancing the risk associated with the 
use of the RPA system for project automation 
(Arshad et al., 2023). 
In most common cases in case of large projects 
several internal departments and sometimes some 
external expertise works for the completion of the 
project and therefore there arise a huge scope of  
sharing project data by multiple parties when 
multiple parties are sharing the RPA system. 
Therefore if without proper measures being taken 
for ensuring the cyber security then application of 
an RPA in an environment of multiparty project 
management may appear as a disaster 
(Alshawabkeh et al., 2021; M T Nuseir et al., 
2022b). 

 
Figure 11 : Project Process during RPA brekadown 
 
50% of the respondents are of the strong opinion 
that if the RPA process breaks down, then the 
progress of the project may get completely stopped 
if the project resources are to be arranged in a 
completely new way for carrying out the project 
operations manually. Another 15% of the 
respondents completely agree with the fact. 
However, to what extent the project progress will 
be affected due to the breakdown of the RPA 
system depends upon the need of the alignment of 
the resources while shifting from the automated 
mode to the manual mode (Aljumah et al., 2021b). 
 
STEP 1: Create a list of top 10 digital 
transformations in your industry and then do a 
SWOT analysis of your industry or organization.  
This part will discuss top key digital 
transformation which is: Distract the network 
elements that are automatically managed to 
communicate virtualised infrastructure (Fan et al., 
2015; Nuseir et al., 2020). Specific product security 
to reactive becomes a central transformation in 
anticipation and Limited data exploitation 
development approach for analyzing the collecting 
data. Also, close management system delivers to 
access open platform architecture. While, a limited 
portfolio of traditional services is expanded to offer 
new digital services as well as managing limited 
suppliers that are existing in a vibrant ecosystem in 
the digital economy (Nuseir et al., 2021). The 
business model is set to multiple business models 
to optimize the value of new business models.  
Where digital telecommunication organization is a 
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digital culture organization. The last key, is to focus 
on the traditional channels that are adapted to the 
multiple channels in a market and dimensional 
customer relationship management of the 
customer experience . 
 
5. DISCUSSION 
5.1. SWOT analysis 

 Strength:  
The telecommunications company has excellent 
customer service to boost its industry resource 
capabilities. Their customer services sales are 
attributes that enhance this industry to their 
competitive advantages (Ullah, 2019). The 
telecommunication industry has high tech 
technology that can help to increase their business. 
Fiber-optics technology is the most powerful 
technology for their industry.  

 Weakness:  
Telecommunication companies offer better 
services that will switch to angry customers. 
Telecommunication services are not replaced and 
their services are very slow in the marketplace 
(Zarca, 2020). Slow services can hurt their 
customers in a competitive marketplace.  

 Opportunities:  
Telecommunication has new technology for their 
customers that increases customers' interest to 
help this industry (Chen, 2021). The 
telecommunication industry has a big marketplace 
for its customers to keep rapidly adopting new 
technology. Their marketplace was especially 
introduced to speed up their services.  

 Threats:  
The telecommunication industry's economical 
condition threats this industry that creates to the 
company's future success. Government regulation 
against the telecommunication company to 
increases their business industry. The 
telecommunication company offers their 
customers the same new features which is an 
external threat for this company.  
 
STEP 2: Create a list of top 10 digital initiatives by 
digital native disruptors most relevant to your 
organization and or industry.  
The top keys initiative used are: Automatically 
managed to communicate virtualized 
infrastructure that distracts the network elements 
in anticipation of specific product security reactive 
become a central transformation. The collecting 

data-limited exploitation development approach 
for analyzing developmental management and use 
the Open platform architecture to access a close 
management system delivers. New digital services 
of traditional services are expanded to offer a 
limited portfolio while, Limited suppliers that are 
existing in a vibrant ecosystem in the digital 
economy is to manage the systems. Business model 
is set to multiple business models to optimize the 
value of new business models. At the end of key 
point, digital telecommunication organisation is a 
digital culture organisation. To the multiple 
channels in a market focus on the traditional 
channels that are adapted and Dimensional 
customer relationship management of the 
customer experience. 
The key digital transformation initiatives taken by 
Etisalat are the automatically managed virtual 
infrastructure that distracts the network element. 
Anticipation of specific product security to became 
the center of transformation. The limited 
exploitation of data development and its 
management is huge. The suppliers are limited in 
the existing and vibrant ecosystem. The focuses on 
traditional channels are adapted as well. Digital 
telecommunication has a digital cultural 
organization in the dimension of customer 
relationship experience.   
 
STEP 3: Create a list of the top three digital 
disruptions across all four elements – business, 
technology, industry, and society – most relevant to 
your organization and/or industry.  
In Business: the impact of the element relevant in 
Business telecommunications for employees make 
it possible to accomplish the company work. also, 
Digital disruptors in telecommunication 
companies will have long term business with the 
next generation business increasing process.  The 
Telecommunication companies despite increasing 
their business demand for new technology and 
changing the customer preference that is forcing 
community company operators to adopt a new 
business model. 

 In Technology:  
Digital disruptor technology system replaces 
habits though attributes are recognized the 
superior. The largest video services by the 
telecommunication company to advertising largest 
business that leading to the global requirement 
business. Digital disruptors in telecommunication 



A. Al Zarooni, & M. El. Khatib                     International Journal of Business Analytics and Security (IJBAS) 3(1) -2023-  83  

https://doi.org/10.54489/ijbas.v3i1.198                                                                                                   Publisher: GAFTIM, https://gaftim.com 

technology causes are economic and social changes 
that are generated by many circumstances 
together Telecommunication companies' 
technologies are 5G networks and the internet of 
things. This company’s technologies are widely 
used in data mining and forecasting. 

 In Industry: 
A telecommunication system consists of a receiver 
that receives the signal back into useful 
information. A transmitter that takes to a signal 
transmission that carries the signal information 
and the technology in the telecommunication 
industry has seen primarily related to changing 
business to being able to adapt to the technology 
industry 

 In Society:  
The scope of communication that is enabled the 
people to enhance to stay their organization in 
Contributing good communication information in 
new technologies. Telecommunication technology 
keeps to more aware of their environment and the 
government's push up to be more accountably and 
encourage the efficient system to more 
participation. 
 
STEP 4: Create a list of the top three digital 
initiatives by your competitors.  
First Competitor is ATCOM: ATCOM technology has 
great technology as a companion, especially for an 
event. ATCOM guest's technology is fascinating to 
the installation awaited on the innovative launch of 
their technology. Atcom is particularly proud of its 
technology responses that are significant to its 
positive messages. ATCOM bought a new 
technology that is life through an initiative to focus 
on the automation of featuring solutions to 
improve the customer experiences. ATCOM 
presented a technology that is envisioned by the 
company. ATCOM also shared the stage that gives 
an audience glimpse of what social media will bring 
forth. 
Second Competitor is 3Wnetworks: The 3W 
network process is forced to join with Elsewedy 
Electric to integrate information in the future is 
driving the force that is connecting companies by 
joining their 3W networks that is a valuable 
business technology to their industry growth and 
increasing their industrial development.  3W 
networks have multiple sectors offering the best 
technology that is available in a market of 
technology. 3W network is a leading system 

integrator whose strategic position is their ideal 
choice for the technology industry. 
Third is Axiom Telecom:  It is contextual 
information that provides a customer's insights 
that are applied to an enterprise and a software 
system. New suppliers identify the industry's 
overall digital parts to stay a competitive project. 
Axiom telecom has developed supplier relationship 
management that is related to making decisions. It 
is analyzed that the revenue that is aggregating 
massive industry data points is from the 
forecasting technology. Communication is an 
initiative undertaken by business technology. 
Axiom telecom technology identifies those that are 
being used in cloud applications. 
And Last is Ooredoo: This can be planned to travel 
enabling staff with leave days. They look forward 
to seeing the continued benefits of being an 
initiative institution and seeing their international 
communication to operate the company across 
their technology system. This technology has been 
the strategic digital initiative by Ooredoo.  The 
company's strategic plan is to advance by 
increasingly adapting its way of working methods. 
Employees are being given flexible initiative work. 
This technology has been initiated by Ooredoo. 
Ooredoo technology announced a flexible working 
initiative that has been pioneering for the last 
years. 
 
STEP 5: List of top three digital disruptions across 
all the five key areas of disruption that are most 
relevant to the organization. 
The top three digital disruptions happen after big 
data, the internet of things (IoT) and machine 
learning (ML). The factors of digital disruptions in 
telecommunication are economic, geopolitical, 
natural disasters and social changes. In order to 
fight these disruptions, Etisalat has transformed 
itself towards a digital agenda and launched a 5G 
network. However, the digital disruptions help in 
gaining the competitive markets.  
The company faced disruption with the pandemic 
and announced it would meet its digital goals. 
There was a drop of .4 billion from 2019 to 2020. 
The chairman put forward that the performance 
that the company gave during the unfortunate 
circumstances are more than what was expected.   
Understanding of the digital initiatives 
The core strategy for a sustainable economy and 
customer satisfaction of the customers is digital 
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transformation. It includes cloud-based products, 
the development of digital channels and the 
adoption of an RPA system. The channels like 
mobile apps, customer portals and websites play 
an important role in the maintenance of the brand 
name.  
The company is committed to digital innovation. 
This would meet the changing needs of 
stakeholders and meet their goals. The process 
involved in digital initiatives is robotic centers, 
Digital bots, cloud express, digital innovation 
centers, trade finance platforms, Cloud talk 
platforms, Business edge and SD-WAN. The apps 
like digitization of processes and product 
integration with new features within this 
transform the experiences of customers. The 
company uses Central Feedback Management 
which is a system to control the usage data and set 
the limit for Talk time.  
It is registered that the company has achieved 
300,000 registered users on its consumer mobile 
app and records 55,000 B to B customers. The 
existing stores have been transformed into smart 
stores to give a unique customer experience with 
the latest touchpoints. The number of digital stores 
has increased to 10 across UAE. Etisalat selected 
Ericsson for BSS (Business Support System) and 
IoT to improve traffic.  
Let’s look at each of the key areas of digital 
disruption one by one using the trend-benefit 
framework  
The key elements of digital disruptions are email, 
video streaming, mobile or smartphones and 
online references. The digital disruptions could 
make a better workplace. It enables growth, and 
customer satisfaction. The cryptocurrency based 
digital banking disruption also includes the key 
elements of disruptions. However, there are risks 
involved with the growth. They are the increased 
use of technologies like mobile computing, cloud 
computing and AI. 
 
5.2. List the top three initiatives across all five areas 
of digital disruption.  

 Marketing and Distribution:  
Competitor like Du are gaining power with the 
launch of AI for their products. The video 
streaming issues, data usage and remote working 
disruptions are some of the disruptions. The 
company also partnered with NICE for the CXone 
cloud platform for its entry into the UAE. Etisalat 

joins hands with Samsung mobiles for the 
distribution of smartphones. It was marked with a 
MoU agreement. 

 Product and service:  
The company launched cloud gaming services 
which is an HD game directly brought to TV. The 
broadband services like Al Shamil and eLife 
became popular. The eLife service offers unlimited 
data usage with superfast download. Etisalat 
launched its 5G service, to manage the disruptions 
faced by the consumers during the pandemic 
(Majithia, 2020).  

 Processes:  
The plug and play issue could be solved by Linksys 
routers. The complaint against broadband services 
and internet usage is a common problem which is 
solved with higher connectivity cables under the 
sea via Sri Lanka Mumbai seaways. 

 Ecosystems:  
The IoT is committed to connecting to 
revolutionized the companies and making smart 
cities with world-class health care system. The 
company is committed to developing an 'Internet 
of Things' ecosystem inside the country. The 
ecosystem of telecommunication services includes 
the vendors and the enterprise. With the 
disruptions, the relationship between them is 
disturbed 

 Supply chains:  
The Company enhanced its supply chain strategies 
to shift from the isolated units. The supply chain 
integration has reduced cost and increased the 
customer service quality. In the pandemic, there 
was a disruption of customers buying new sims of 
Etisalat due to the restriction. 
 
STEP 6: Create a list of top three transformations 
across the following key technologies that are most 
relevant to your industry.  
Platforms- Etisalat has joined hands with Ericsson 
to improve its Business Support System in Egypt. It 
gives smart district platforms, digital healthcare 
platforms, tourism platforms, and oil gas and 
entertainment platforms. It also provides online 
marketing services like website creation, managed 
website solutions and online presence. 
Customer Network- The customer base of Etisalat 
is more than 5 decades old and has a strong 
network of customers. In order to optimize the 
customer network Etisalat has deployed ADNOC 
Sour Gas and Union Insurance for customer 
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satisfaction. The customers are helped with 
admissions to universities, holding the companies, 
providing healthcare services and convenience 
stores. 
Business Analytics and Big Data- It helps to attract 
millions to the ecosystem. It is also an intelligent 
marketing strategy. Its social media analytics 
solution is based on product suits. It helps to 
realize their opinion of the products and services. 
The company understands the importance of social 
media presence with their sentiments. 
AI and machine learning- Artificial intelligence is 
considered a prerogative. The virtual personal 
assistance, maps and traffic with the GPS, online 
customer services (like bill payment, web 
solutions). Social media, search engines and the 
product recommendations are all that machine 
learning could serve to the customers. 
Blockchain and IoT- It also joined with 300 cubits 
of Hongkong for the reduction of transactional. it 
gives access to the digital resources of Etisalat. It 
also joined with the Yitu technology of china for the 
development of surveillance systems. Etisalat has 
taken the blockchain IoT development. The 
programme has been named “Future Now” with 
Telco. 
Robotic Process Automation- RPA has reduced the 
boring work of the back office with activities. It is 
used to process the high volume and route tasks 
like billing and new sim delivery. The software 
robots of the company have increased the accuracy 
of the job. RPA technologies use technology that 
could reduce the workload of data entry jobs and 
after-sales services. 
XR- As a part of Dubai's future program, Etisalat 
has launched AR and VR to change the experiences 
in virtual. XR training creates a multisensory 
environment that is more interactive and engaging. 
Augmented reality is the extended term of virtual 
reality, mixed reality and augmented reality. 
Edge Computing- It would help the customer with 
their transportation, logistics, manufacturing and 
oil and gas industry it gives power to Core 
Orchestration which is commuted with the plug 
and play feature. Etisalat launched 5G for edge 
computing with Microsoft in 2021. 
Drones- Smart delivery reduces the time between 
the production and delivery. The company has 
launched triple drop drone delivery for logistics. It 
gives security The drones technology launched in 
2019 at GITEX is the new technology used to 

capture the views from anywhere. 
The AI robots were there for a long but the 
digitization and the pandemic made their presence 
significant. The audience also experiences digital 
news bots which could be translated into several 
languages for single worldwide news. This reduced 
the workload of translators. Various companies are 
incorporating AI which makes the work look 
simple. Customer service is the top priority of any 
company. Around 90% of the survey showed 
customers opt for products with the best after-
sales services. In this world, the service is given 
24*7. This reduced the cost and increases service 
efficiency. 
TAF is an automated framework having built-in 
features which provide solutions to some of the 
common problems of automation. It consists of an 
enhanced page of the object model. It also has plug 
and plays model of automation that drives the 
keywords. Ti does help in the maintenance of test 
codes to make them readable.  
The key elements of the TAF framework are 
equipment, procedure, testing tools, test 
automation and scripts. Three components are 
management, service designs, automated 
deployment, serendipity management and the 
user.  
The benefits of the TAF framework are faster 
return, concentrated storage of tests, retention of 
the data, rapid results, separation of duties and 
lower maintenance through reuse. This framework 
has an experience of more than 50 years which 
supports java-based scripting.  
 
STEP 7: Based on the previous steps, compile a list 
of all key transformations. 
First, The 5G was first launched at the iconic tower 
of Burj Khalifa which marked the digital 
transformation journey and created a new 
milestone.  Meanwhile, The RPA model has created 
a greater solution to enhanced customer 
experience and efficiency. The collaboration with 
Accenture and oracle has led to give better digital 
transformation experiences. It went to MOW with 
Oracle for SMB which targets the enterprise clients. 
It has rebranded its e& group which accelerates the 
journey for the empowerment of the society. 
Comvive, the leader in digital solution has 
partnered with Etisalat to offer caller tune services. 
It is considered the adoption of new digital 
services. The company partnered with the Dubai 
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police for the delivery of the Oyoon project. It was 
raised to increase awareness of safety for the 
citizens. The B2B services of Etisalat, especially in 
the cybersecurity and cloud connectivity with the 
Help AG operation enabled secured and digital 
transformations for all its customers. The company 
also worked with DMCC for a smart and sustainable 
network. Maroc Telecom has invested in digital 
technologies for the education sector and 
distributed more than 10,000 books that were 
available on the Etisalat platform. The Etisalat 
cloud express is in collaboration with Amazon web 
services and Microsoft Azure. The Ministry of 
Interior, along with Etisalat continues with the 
Hassantuk project to make a smarter fire alarm 
solution which covers 40,000 villas 
 
STEP 8: Make a list of transformations across the 
impact/difficulty matrix. 

 First Transformation Initiative:  
The first transformation that is carried out across 
the Etisalat market for digital innovation with the 
company strategy. Most valuable customer brand 
is focus on digital channels. 5G network uses cases 
are tasted. And the exploiting of 5G technology in 
enable to new services.  

 Second Transformation Initiative:  
Second transformation that is carried out across 
the Etisalat market for digital innovation with the 
company strategy is the RPA model. RPA model has 
created a greater solution to enhance customer 
experience and efficiency. Robot process 
automation use case are initiates. The exploiting 
power of robot process automation technology is 
enabled to new services.  

 Third Transformation Initiative:  
Third transformation is carried out across the 
Etisalat market for digital innovation with the 
company strategy is MOW. MOW with oracle for 
SMB which targets the enterprise client. The 
exploiting the power of MOW will enable to new 
services.  
 
STEP 9: Identify the most relevant digital 
transformation plans. 
At the Final Step, will identify a plan of digital 
transformation strategy with the priority for each. 
In smart connectivity: High-speed internet is the 
right which offers the consumers the proper 
working environment. It offers cloud computing 
and wifi called as Smart connectivity. While In 

business devices: It combines the form of business 
models to make a value to discuss the role of 
devices that is the Business devices. In 
communication and collaboration: Employees 
need to access more productive and more efficient 
to make a digital transformation company for 
Communication and collaboration. However, in 
office productivity the Digital transformation 
should lead to high employee management that is 
empowering employees to make a decision quickly 
and the Digital transformation in digital marketing 
is about harnessing using technology to evolve all 
aspects of Digital marketing. Digital transformation 
is a new process to secure their data system 
process is disappearing security responsibility and 
security. Also, Digital business edge offers an 
advantage to the small businesses to innovate and 
customize their products for the individual 
customers of Business edge. In analytics the data 
transformation data analytics is composed 
includes diagnostic and prescriptive that have the 
different objective processes. The Digital 
transformation intelligence to make changes 
through the introduction that collects data using 
the machine and Intelligence. At the end, The 
digital transformation marketplace have managed 
all-trans marketplace 
 
6. CONCLUSION & RECOMMENDATION 
The analysis highlights the major risk of the 
implementation of the RPA system as per the 
current trend for minimizing the cost and time in 
project management and for expediting the whole 
process of project management, especially when 
the organization is walking on the path of 
digitization. According to the primary data 
information as gathered through the survey, 
selection of the wrong part of the project for 
automation, wrong configuration, inefficient 
regulating and monitoring, breakdown of the RPA 
system, data security breech & inefficient sharing 
of the RPA system are the major risks in the process 
that can lead to massive loss in the process of 
project management and the project may fail with 
a substantial business loss. The research reveals 
that among the different risks of applying the RPA 
system the risk of wrong configuration and 
automation of the wrong part of the project 
appears as the most difficult risk to handle and only 
employees who are having relevant experience in 
the field can deal with the issue by taking proper 
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decisions.  
When an organization is looking to implement the 
RPA system in the business operation process then 
the business must look for the relevant expertise 
from inside or can hire outside for developing the 
framework of operational method on the basis of 
which a specific or most suitable RPA system will 
be implemented for a particular business 
organization depending upon the nature of 
operation. 
Only the opinion of the experts who have long 
years of experience in the field should be taken for 
automating the part of a project. The experts with 
long (say at least 10 years) years of experience 
should be taken under consideration to decide  the 
part of the project to be automated and accordingly 
the configuration codes will be developed for the 
implementation of the project 
Rigorous coding based security to be undertaken 
for preventing data breach when the RPA system is 
gong to be shared by multiple units who are part of 
project completion. 
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