
 

Community of Interest 
5th May 2021 

The second Cambridge Service Alliance (CSA) Community of Interest meeting 
will take place on the 5th May 2021 via Zoom.  We would like to invite our 
industrial partners to attend this virtual meeting to discuss “The future of digital 
services in the new pandemic-driven era:  Challenges and Opportunities”.  Not 
that long ago – in pre-digital times – a company would have a business model 
and strategy supported by a technology strategy. Today’s world is a lot more 
complicated, with technology architecture informing business strategy and 
business model innovation as much as the other way around. In this session, 
the expectation is that the CSA jointly with our industry partners will discuss the 
business context and practical issues to explore the possibilities of digital 
transformation, digital twins’ applications, customer experience and business 
models via platforms.  We will have industry and academic presentations to 
provide insights into What is the research and practice telling us about these 
topics to identify key challenges and opportunities of research themes and 
scope future research opportunities. There will be an executive insight report 
to summarise and document key insights from this event. 

Agenda 
 
09.00   Dr Mohamed Zaki, deputy director, CSA 

Welcome 

09.15   Theme: Customer Experience 
Gautam Jha  
Digital acceleration in UK’s high street fashion retail: An 
exploration with Primark 
 

09.55  Theme: Digital Strategy 
Salla Palos, Director of Transformation Services, Microsoft   
Digital Building Lifecycle – Evolution of Design Service to Service 
Design 
 

10:35 Coffee Break 

10.50   Research theme: Platform Business Model 
Professor Annabelle Gawer, University of Surrey  

  Platform business models 

11.30   Round Table Poll and Discussion 

12.10 Research theme: Digital Transformation Strategies  
John Vickers, Principal Technologist, NASA  
Advanced Manufacturing Technology Strategies  

12.50- 13.00  Close and wrap-up 



 
 
Date:   Wednesday 5th May 2021 - 09:00-13:00hrs  
Location:  Webinar, Zoom  
 
Zoom Registration Link :  
https://eng-cam.zoom.us/webinar/register/WN_UCYWd234QEao02MvQ4Ppnw 
 
To secure your place for this CoI meeting, please register at the link above.  
For further information contact Jacqueline Brown jjb78@cam.ac.uk. 
 
 
 
 

https://eng-cam.zoom.us/webinar/register/WN_UCYWd234QEao02MvQ4Ppnw
mailto:jjb78@cam.ac.uk


 
Researcher Speaker Profiles 
 
Gautam Jha, Doctoral Student, University of 
Cambridge 
 
Gautam Jha is a PhD student under the supervision of Dr. 
Mohamed Zaki in the Cambridge Service Alliance.  His 
research interests are in the areas of integrated customer 
experience in the context of digital transformation.  
Gautam has spent several years in the industry advising on 
experience led and data driven transformation at scale.  
He has successfully led a diverse set of DDAT (Digital, Data 

and Technology) professional services engagements across sectors and 
geographies.  He has partnered with senior stakeholders up to the C-suite, at the 
intersection of business and technology.  His clientele includes TVH parts, Marks & 
Spencer, SSE, Legal & General, Virgin Media, Avaya, Telefonica and Elsevier, to 
name a few.  Gautam started his career as a software developer in product 
engineering and progressed to take up technology leadership positions at digital 
agencies like EPAM systems and Accenture Interactive.  He holds a Bachelor’s 
degree in Mathematics and a Master’s degree in Computer Applications from the 
University of Delhi. 
 
 
Presentation brief: 
 
The UK high street fashion retail was impacted severely by the lockdowns due to 
the pandemic.  A lot of businesses went through years of forced digital adoption 
in a few weeks.  I will be analysing digital acceleration in the sector by particularly 
exploring the landscape through Primark, a leader in the fashion retail business.  
Prior to the pandemic, Primark defied all odds by betting against digital and not 
only survived but thrived in the age of ecommerce.  I will be discussing the 
benefits, challenges and opportunities of digital in the new normal and sharing my 
thoughts on how to prepare for digital acceleration. 
                                   

    
         
 
Salla Palos, Director of Transformation Services, Microsoft   
 
Salla Palos is the Director of Transformation Services at 
Microsoft. Salla identifies herself as an innovation leader and 
an industry change agent specializing in digital transformation 
of the digital building lifecycle. She has also been widely 
recognized as one of the most innovative and forward-thinking 

people in the sector. Her strategy is to unify a clear vision around the Digital 
Building Lifecycle framework: consolidating the physical, social, and digital 



 
environments as a data centric entity, empowering the end-user experiences 
with emerging technologies. 
 
Presentation brief: 
 
Traditional design service outputs the design intent – the one-time high quality 
design service to a real estate owner.  All the thinking that led to decisions 
remain in history.  The decision-making outcomes are tangible for the facility 
managers and real estate operators every day.  The past without a connection 
to the future is hindering the continuous improvement of total performance of 
built environment today.  The digital building lifecycle leads us to reimagine 
business models for more continuous digital thread.  The paradigm shift from 
design service to service design might leverage the knowledge of the past as 
the intelligence of the future. 

 
 
Professor Annabelle Gawer, University of Surrey  
 

Annabelle Gawer is the Chaired Professor in Digital 
Economy, Director of the Centre of Digital Economy, 
Head of Department of Digital Economy, 
Entrepreneurship and Innovation at the University of 
Surrey Business School, and a Visiting Professor of Strategy 
and Innovation at Oxford University Saïd Business School. 
A pioneering scholar on digital platforms and innovation 
ecosystems, she is a highly-cited author or co-author of 30 
articles and 4 books including The Business of Platforms: 
Strategy in the Age of Digital Competition, Innovation, 
and Power (2019). Prof Gawer advises the European    

Commission as an expert in the Observatory of the Online Platform Economy. 

 
Presentation brief: 

 

To survive and thrive in a post-Covid world that will be more digitally connected 
than ever, how can you adapt your value proposition to take advantage of the 
digital connections and new habits your customers and partners have adopted? 

 

Professor Annabelle Gawer, pioneering author on platforms, will explain how you 
can get inspiration from Google, Amazon, and Facebook, and leverage platform 
business models to create new value for your customers, partners, and 
organization. She will present a simple actionable framework on how to build a 
successful platform business, from of her most recent book The Business of 
Platforms: Strategy in the Age of Digital Competition, Innovation, and Power 
(2019). 
 

https://www.amazon.co.uk/dp/0062896326/ref=cm_sw_r_em_api_c_pgb5BbBSPQG3E
https://www.amazon.co.uk/dp/0062896326/ref=cm_sw_r_em_api_c_pgb5BbBSPQG3E
https://www.amazon.co.uk/dp/0062896326/ref=cm_sw_r_em_api_c_pgb5BbBSPQG3E
https://ec.europa.eu/digital-single-market/en/news/study-online-platforms-contrasting-perceptions-european-stakeholders-qualitative-analysis
https://ec.europa.eu/digital-single-market/en/news/study-online-platforms-contrasting-perceptions-european-stakeholders-qualitative-analysis
https://ec.europa.eu/digital-single-market/en/expert-group-eu-observatory-online-platform-economy


 
                                      
                              
 

John Vickers, Principal Technologist, NASA 
 
John Vickers concurrently serves as a principal 
technologist for the Space Technology Mission 
Directorate at NASA Headquarters, and in the senior 
leader position for advanced and in-space 
manufacturing at NASA’s Marshall Space Flight Center. 
Mr. Vickers is also the manager of the NASA National 
Center for Advanced Manufacturing. He has over 35 
years of experience in materials and manufacturing 

related research and engineering for propulsion, spacecraft and scientific 
systems. As principal technologist and senior leader, Mr. Vickers leads the 
nationwide NASA team for strategic technology planning and stewardship of 
crucial cross-cutting capabilities needed to accomplish the NASA goals of space 
exploration missions and to expand growth for the commercial space industry.  
 
Presentation brief: 
 
NASA is broadly pursuing and accelerating a digital transformation strategy 
across the junctures of missions, technology, workforce, stakeholders and 
infrastructure.  The digital twin methodology is foundational to understanding 
and integration of modelling and simulation across all of NASA’s ambitious thrusts 
of the transformation.  John Vickers as one of the originators of the digital twin 
concept will discuss priorities, challenges and use cases for NASA’s imperative of 
a digital twin-driven ecosystem. 
 
 
                                     --------------------------------------------------------------- 
 
  
 
 
  
 
 
 

 
 
 
 



 

Cambridge Service Alliance Research 
Programme 

 
The future of digitally enabled service business 

 
In collaboration with our gold partners we have developed a research 
programme which addresses some of the key challenges facing organisations 
as they undergo digital transformation. 
 

⇒ How to benefit from emerging technologies that can impact product 
and smart service Innovation? 
 

Pilot projects in which emerging technologies such as Blockchain and AI are 
used to solve real-world business problems and demonstrate their impact on 
product and service innovation. 
 

⇒ How to manage and improve their customer experience? 
 

Machine learning and big data analytics provide new insights into customer 
experience, help firms understand what their customers really think of them 
and improve the services they deliver. 
 

⇒ How to use digital platforms to create new business models and revenue 
streams? 
 

Lots of firms are investing in digital platforms but are not yet reaping the 
rewards. This stream looks at the role of platforms in managing the customer 
experience and how they can be used to create new business models and 
generate revenue streams. 
 

⇒ How to formulate a successful digital transformation strategy? 
 

Use our structured approach to understand and clearly articulate the drivers 
of change, where the firm wants to be in the future and the capabilities it 
needs to get there. 
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