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ABSTRACT

The purpose of this chapter is to present research describing work in an organizational context in 
order to optimize the practices established in the most diverse domains of knowledge, attending to the 
relationships between information and communication technologies (ICTs) and sustainability in the 
post-COVID-19 pandemic era. An empirical study into the impact of digital transformation via unified 
communication and collaboration (UC&C) technologies on the productivity and innovation of a global 
automotive enterprise is thus reported on in the chapter. The primary research question addressed in 
the study was: To what extent does digital transformation, implemented through unified communication 
and collaboration technologies, impact productivity and innovation within a global automotive enter-
prise? The conclusion of the study is that digital transformation, delivered via an integrated framework 
with UC&C technologies, impact productivity and opportunity for driving innovation within a global 
automotive enterprise.
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INTRODUCTION

When commenting on the positive experiences encountered during a live musical performance, American 
composer Libby Larsen famously observed that technology sometimes creates barriers to communication 
among human beings (Ross, 2001) by driving a yearning for the intimacy that a live performance brings, 
with the performer being present, standing near the audience and looking into their eyes.

In order to describe the general perspective of the chapter, developments in the industry and the global 
market are introduced, not only relating to such human interaction, but also focusing on the theme of 
entrepreneurship, innovation, sustainability, and Information and Communication Technologies (ICTs) 
in the post-COVID-19 era. A look is taken at the importance of ICTs to business and enterprises in gen-
eral, which have been witnessed over the last few years. New business models, new marketing channels 
and new markets are reached using ICTs. ICTs are a daily support and, many times, a way to develop 
creativity and innovation, which is expected to remain important in terms of renewed efforts in the post-
COVID-19 pandemic era. Currently, most enterprises are dependent on Information Systems (IS)/ICT, 
in order to support their business strategies. IS/ICT can promote the implementation of strategies and 
enhancers of the optimization of the various aspects of business.

The experiences of the first author against a background relating to enterprise digitization enable-
ment through Unified Communication and Collaboration (UC&C) technologies (Bolton, Goosen, & 
Kritzinger, 2016) and the impact of digital transformation on the productivity and innovation at a global 
automotive enterprise led to the establishment of the problem domain. Definitions of e.g. digitization, 
which is increasing the demand for digital human-to-machine and human-to-human communication and 
interaction, were thus established and supported by a literature review.

The main focus of the chapter reported on in this study was on the automotive industry, which offers 
a unique opportunity for research, due to the exceptional confluence of commercial and technical evolu-
tions that are currently occurring across a broad set of critical business functions. Evolutions within the 
automotive industry, such as the electrification of vehicle platforms, digitization of large-scale manufac-
turing, enhanced digitization of retail experiences, autonomous and connected mobility services, globally 
shared vehicle architectures and globalization of operations, are driving rapid change and broad enterprise 
digital transformation. The chapter also raises issues related to the impact this has on people in affected 
enterprises, focusing on the increased demands for integrated real-time communication and integration 
with the emerging digital landscape of technologies and processes (Eigner, 2016). Combined with long-
standing histories of industrial development (some automotive manufacturers have been in operation 
for over 100 years), the challenges experienced as automotive enterprises digitize business processes 
and evolve to digital business models provided a fertile landscape for the development of research data 
(Leyh, Schaffer, Bley, & Forstenhausler, 2017). The automotive sector was thus contextualized in terms 
of challenges with regard to the digital integration of technology systems, business processes and people.

The pandemic introduced disruptions to everyday life, in terms of, for example, ways of working, 
learning and socializing. These challenges bring difficulties to a number of sectors, such as tourism, 
aviation, etc., but also present a set of opportunities, with new solutions being developed in terms of 
ways to sell, market, teach and learn, etc.

Not only in market enterprises, but also in social enterprises, the digital economy and ICTs are im-
portant tools that can empower social entrepreneurship initiatives to develop, fund and implement new 
and innovative solutions to social, cultural and environmental problems. Digitization is more than a 
trend and ICTs are common and influential to the wellbeing of millions of people virtually everywhere. 
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