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Abstract

Today, digitalization is an essential strategic lever for transforming organizational practices and
business models. This article proposes an in-depth theoretical analysis of the impact of digital
technologies on organizational performance, based on a systematic, multidimensional review
of the academic literature. The results highlight four major dimensions through which
digitalization positively influences performance: the acceleration of decision-making processes
via real-time data analysis, the optimization of productivity thanks to automation, the significant
improvement of the customer experience through increased personalization, and a significant
reduction in operating costs.

Nevertheless, this digital transformation also presents complex challenges, such as high initial
technology integration costs, the emergence of increased dependency on digital technologies
and disparities in internal digital skills. To meet these challenges, the article stresses the
importance of effective digital governance coupled with proactive strategic management.
Finally, this research introduces an integrated approach to assessing organizational performance
in a digital context, including relevant indicators such as financial performance, operational
efficiency, innovation capacity, customer satisfaction, internal collaboration and environmental
impact. This perspective enables companies to thoroughly and consistently assess their current

performance, while strengthening their adaptability and long-term competitiveness

Keywords: Organizational performance, Digitalization, Digital transformation, Performance

indicators, Competitiveness.

www.I[JAME.com Page 60



\ ‘I/jAME\ N International journal of applied management and economic§,

N / Vol : 02, N° 15, August 2025 ,
N ‘%\ f’ Applied Management & Economics ° usus L,/
N ISSN : 2509-0720

N

1 Introduction

Today, digitalization is an undeniable phenomenon that is redefining organizational practices,
business models and social interactions. In a world where digital technologies are becoming
strategic levers, companies are faced with a major challenge: improving their performance.
Performance, defined as an organization's ability to achieve its strategic objectives (Drucker,
1954), is a central concept in management. However, in an increasingly digital environment,
the way in which companies measure and improve their performance is evolving rapidly. Thus,
the central issue of this article is: How does digitalization affect corporate performance?
Organizational performance has been conceptualized from various angles over the decades.
Drucker (1954) emphasized the importance of internal efficiency, while Ansoff (1965)
broadened this vision to include the match between internal capabilities and the demands of the
strategic environment. More recently, multidimensional approaches such as the Balanced
Scorecard (Kaplan & Norton, 1992) have made it possible to measure performance through
financial, operational, customer and learning indicators. These different perspectives show that
performance is not limited to financial results, but also encompasses strategic, operational and
change adaptation dimensions.

Digitization, for its part, is a multidimensional phenomenon that transforms companies on
several levels. According to Zuboff (1988), it enables restructuring of operations and improved
organizational coordination. More recently, authors such as Yoo, Henfridsson and Lyytinen
(2010) have shown that digitization promotes the convergence of ecosystems and transforms
business models, while Bharadwaj et al. (2013) highlight its role in innovation and value
creation. These transformations raise questions about how digitization can influence business
performance, notably by speeding up decision-making processes, optimizing productivity and
enhancing the customer experience (McAfee & Brynjolfsson, 2012; Kotler et al., 2017).

The aim of this article is to theoretically explore the dynamics between performance and
digitalization, using a systematic literature review methodology. We will justify the choice of
articles analyzed by focusing on contributions that link these two concepts within a theoretical
framework. Adopting a chronological and multidimensional approach, we will seek to identify
trends, contradictions and gaps in the existing literature, while offering useful insights for
practitioners and researchers alike.

In sum, this article aims to clarify the mechanisms by which digitalization influences corporate
performance, highlighting the opportunities and challenges associated with digital

transformation. By crossing theoretical and empirical perspectives, we hope to contribute to a
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better understanding of performance-related issues in an increasingly digitized environment.

2 Theoretical Foundations

2.1.The Evolution of Organizational Performance

The issue of organizational performance is central to the strategic concerns of many companies,
and various authors have contributed to its conceptualization from a variety of angles.
Performance is first and foremost the ability of an organization to achieve its objectives
effectively and productively, thus emphasizing the importance of efficiency in the management
of resources and internal processes (Drucker, 1954). However, this approach focuses primarily
on the internal dimension of performance, without necessarily taking into account the external
influences that can affect the organization's results.

Complementing this vision, the notion of performance has been broadened to include the match
between an organization's internal capabilities and the demands of its strategic environment
(Ansoff, 1965). A high-performance organization is not just internally efficient, but must also
adjust and respond to the challenges imposed by a dynamic external environment. This point
of view marks an evolution from the previous approach, which did not so explicitly consider
the strategic interactions between the organization and its environment.

Taking a more integrated view, some authors add that an organization's performance is
multidimensional, involving financial, operational and organizational performance
(Venkatraman & Ramanujam, 1986). This approach proposes a measure of performance that
takes into account all of an organization's activities, partly in line with the idea that the strategic
environment influences the entire organizational structure. However, this vision goes further by
integrating different types of measures that provide a more comprehensive view of
performance, going beyond the sole measurement of internal efficiency.

This multi-dimensional approach finds an extension in the Balanced Scorecard model, which
conceptualizes performance through four essential perspectives: financial, customer, internal
processes and learning (Kaplan & Norton, 1992). By integrating these different dimensions,
this model enables a global assessment of performance, while highlighting the importance of
balanced strategic management. Thus, like previous approaches, this vision sees performance
not simply as a financial indicator, but as a set of interconnected factors which, together, reflect
the health and success of an organization.

However, this vision often remains focused on strategic design, and may lack a more pragmatic
assessment of the actual effectiveness of the actions taken. An alternative approach focuses on

concrete measures of the effectiveness and efficiency of implemented actions, emphasizing the
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real impact of applied strategies, measured by tangible results (Neely et al., 1995). This point

of view complements the Balanced Scorecard approach by focusing more on the operational
impact of actions rather than their mere strategic alignment.

In the same spirit, a perspective focused on the creation of value through strategic activities
emphasizes that performance lies not just in the efficiency of internal processes, but in the way
these processes create value in a unique and hard-to-imitate way (Porter, 1985). This concept
finds an echo in the idea that an organization's performance is based on its rare, valuable,
inimitable and non-substitutable resources, assets that give it a sustainable competitive
advantage (Barney, 1991). Thus, while the first approach emphasizes the strategic value of
activities, the second focuses on fundamental resources, suggesting that performance is based
on the optimal exploitation of these distinctive resources.

It is important to note that performance should not only be measured through financial
indicators, but also through non-financial measures, such as innovation, customer satisfaction
and growth (Richard et al., 2009). In other words, while financial criteria remain crucial, an
organization's long-term performance depends on its ability to evolve in a constantly changing
environment and adapt to market needs. This is partly in line with the idea that strategic
adaptation to a changing environment is essential to organizational performance.

Indeed, adaptability is a key point in dynamic capability theory, which considers that an
organization's performance lies in its ability to adapt its resources in response to external
changes (Teece et al., 1997). This dynamic approach ties in with the previous vision by
emphasizing the importance of strategic adaptation, but adds it to a more theoretical framework
of resource management in a context of uncertainty.

Finally, a more relative perspective on performance argues that its definition depends on the
point of view adopted, and that what may be perceived as a financial success in one context
might be considered a successful adaptation in another (March & Sutton, 1997). This view
invites a more nuanced and contextual analysis, where the criteria for success vary according

to the expectations of different stakeholders and the organization's objectives at any given time
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Fig. 1. Evolution of Organizational Performance
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Thus, by these different perspectives, it appears that organizational performance cannot be
reduced to a single dimension. It must be approached in a multi-dimensional way, taking into
account financial results as well as strategic, operational and adaptation to change. This
integrated approach provides a more accurate assessment of performance in a complex,
constantly changing environment.

2.2.Digitalization: A Multidimensional Transformation

Digitization is a pervasive phenomenon that is profoundly changing organizational, economic
and social practices. Its impact extends far beyond companies to societal dynamics and human
interactions (Brennen & Kreiss, 2014). However, its conceptualization in academic literature
varies according to the perspectives adopted: technological, organizational, strategic or
economic. This literature review proposes a chronological and multidimensional analysis of
academic contributions on digitalization, highlighting its theoretical and empirical evolution.
Early research on digitization focused on its role in automating tasks and improving
organizational efficiency. Zuboff (1988) identifies digitization as a computerization process
enabling companies to restructure their operations, notably through new forms of coordination
and organizational control. This perspective is part of a technocentric logic, in which
digitization is perceived as a tool for optimizing production processes.

In the 1990s, this vision evolved with the work of Tapscott (1995), who approached digitization
from the angle of the digital economy. He demonstrates that the integration of information
technologies is not limited to the automation of processes but induces a profound transformation

of economic structures and power relationships between market players. In parallel, Negroponte
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(1995) highlights the transition from an analog to a digital society, marked by the increasing
dematerialization of information and the mutation of communication channels.

With the rise of digital technologies, digitization is gradually being perceived as a socio-
technical phenomenon, involving organizational and cultural mutations. Tilson, Lyytinen and
Serensen (2010) emphasize that digitization is not limited to the adoption of new technologies
but entails a rethinking of organizational structures and practices. This theoretical framework
highlights the idea that digitization is a dynamic, iterative process, influenced by interactions
between technologies, users and institutions.

This transformation is also affecting industries. Yoo, Henfridsson and Lyytinen (2010)
demonstrate that digitalization is driving the convergence of ecosystems, blurring the
boundaries between industries. The increasing integration of digital capabilities into products
and services is forcing companies to rethink their business models and competitive strategies.
Furthermore, Westerman, Bonnet and McAfee (2011) highlight the role of digitalization in
improving organizational performance and customer experience. Their approach emphasizes
the need for companies to adopt a proactive digital transformation in order to maintain a
competitive edge.

From the mid-2010s onwards, the literature places greater emphasis on the innovative potential
of digitalization. Fichman, Dos Santos and Zhiqiang (2014) explain that digitalization is a
fundamental lever for innovation, enabling companies to develop new products, services and
business models. This dynamic is based on process optimization, automation and the strategic
use of data.

Pagani (2013) takes an evolutionary approach, emphasizing the impact of digitalization on
consumer behavior and consumption patterns. This perspective underlines the need for greater
organizational flexibility, where companies must continually adapt to digitally induced
transformations.

With this in mind, Bharadwaj et al (2013) highlight three essential components of digitalization:
data integration, process automation and business model innovation. According to them,
digitization enables companies to rethink their organizational structure in order to create new
sources of value.

More recent research highlights the impact of digitalization on companies' value creation and
competitiveness. Legner et al. (2017) define digitalization as a strategic process aimed at
integrating digital technologies into operations, products and services to redefine the way

companies generate value.
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In the same vein, Parviainen et al (2017) stress the need for an integrated approach to
digitalization, where the objective is not limited to improving operational efficiency, but
extends to a profound transformation of company-customer interactions. This approach
highlights the importance of aligning digital capabilities with strategic objectives.

At the dawn of the 2020s, digitalization is perceived as a systemic transformation affecting all
economic and social spheres. Verhoef et al (2021) explain that digitalization encompasses a
strategic reconfiguration of customer interactions, optimization of internal processes and
redesign of value chains. This approach emphasizes the need for effective digital governance
and an innovation-oriented organizational culture.

Finally, Kraus et al (2024) point out that digitalization is an evolutionary process requiring a
clear strategic vision. They emphasize the importance of companies' ability to adapt to digital
transformations, highlighting the importance of effective change management for a successful

digital transition.

Fig.2. Evolution of Digitalization: A Chronological Journe
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Source: Authors

In the Moroccan context, recent research reveals that many SMEs confuse digitization,
digitalization, and true digital transformation, often mistaking basic practices such as document
scanning or social media use for strategic digital change. This conceptual confusion leads to
fragmented adoption, inefficient use of technologies, and limited strategic alignment with
organizational goals. The study emphasizes that such misunderstandings, combined with
structural barriers and resistance to change, hinder the effective implementation of
transformative digital strategies, thereby widening the digital divide and weakening

competitiveness (Moussaoui et al., 2025).
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However, recent research highlights that digitalization also entails hidden challenges that may
hinder its success, particularly within Moroccan SMEs. These include the financial burden of
continuous training, unplanned cybersecurity expenditures, technological obsolescence, and
strong internal resistance to change, especially in traditional and resource-constrained firms. To
address these obstacles, the study recommends phased investments, public—private training
initiatives, and tailored change management strategies adapted to SME realities. These findings
underscore the urgent need for supportive public policies and financial mechanisms to foster
inclusive and sustainable digital transitions in emerging economies (Moussaoui et al., 2025).

3 Digitalization as a Catalyst for Organizational Performance

Digitization has profoundly transformed companies, improving their performance across
several key dimensions. One of the main contributions of digitalization is the acceleration of
decision-making processes. According to McAfee and Brynjolfsson (2012), the ability to
analyze data in real time thanks to digital technologies enables companies to make faster, more
informed decisions. This decision-making agility strengthens their ability to adapt to market
changes, offering a significant competitive advantage.

At the same time, optimizing productivity has been greatly facilitated by process automation.
Brynjolfsson and Hitt (2000) point out that the reduction of idle time and improved workflows,
made possible by information technology, maximize resource utilization and increase overall
productivity. These productivity gains translate into improved operational efficiency and a
greater ability to respond to market demands.

Another crucial dimension is improving the customer experience. Kotler et al (2017) highlight
the impact of digital tools, such as customer relationship management (CRM) systems and
artificial intelligence, in personalizing interactions and making customer service more
responsive. These technologies enable companies to better understand and anticipate customer
needs, thereby increasing their satisfaction and loyalty.

Digitization also helps to reduce operating costs. Porter and Heppelmann (2014) explain that
optimizing supply chains and reducing inefficiencies, made possible by connected
technologies, reduces fixed and variable costs. This cost reduction improves companies'
profitability while enabling them to reinvest in strategic initiatives.

Enhanced collaboration is another major benefit of digitalization. Yoo et al (2010) point out
that digital platforms, such as collaborative tools and enterprise resource planning (ERP)
systems, facilitate communication between teams and partners. This improved collaboration

translates into better coordination and higher overall performance.
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Finally, digitization fosters increased innovation. Bharadwaj et al (2013) show that access to
in-depth data and the ability to carry out digital simulations enable companies to develop new
products and services faster and more efficiently. This innovation dynamic is essential to remain
competitive in a constantly changing economic environment.

Digitization acts as a performance catalyst, speeding up decision-making, optimizing
productivity, enhancing the customer experience, reducing costs, strengthening collaboration
and stimulating innovation. These dimensions, backed by solid academic research, illustrate
how digital technologies are transforming businesses and enabling them to thrive in an
increasingly connected world.

Fig. 3. Impact of Digitalization on Organizational Performance
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4 Performance Indicators in a Digital Context

Performance measurement in the context of digitalization relies on key indicators to assess the
effectiveness of digital transformations. Among these indicators, operational efficiency
occupies a central place. Brynjolfsson and McAfee (2014) point out that metrics such as the
average time to complete a task, the rate of automation and the reduction in human error are
essential for measuring the impact of digital technologies on internal processes. These
indicators reflect companies' ability to optimize their operations and gain in productivity thanks

to digitalization.
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In terms of financial performance, Legner et al (2017) highlight indicators such as the return on
investment (ROI) of digital tools, cost per unit produced and improved profit margins. These
measures make it possible to assess the profitability of digitalization initiatives and their
contribution to the financial competitiveness of organizations. Cost reduction and resource
optimization, made possible by digital technologies, often translate into significant financial
gains.

Customer satisfaction is another crucial indicator in a digital setting. Kotler et al (2017)
emphasize the importance of metrics such as Net Promoter Score (NPS), retention rate and
speed of response to customers via digital tools (e.g., chatbots, CRM). These indicators reflect
companies' ability to offer a personalized, responsive customer experience, which is essential
for maintaining a competitive edge in an increasingly digitalized market.

Employee adoption of digital technologies is also a key success factor. Venkatesh et al (2003)
point out that indicators such as the percentage of adoption of digital tools and the rate of use
of solutions (e.g., ERP, CRM) enable us to assess the effective integration of technologies into
daily practices. Successful adoption is often synonymous with greater efficiency and
organizational agility.

Innovation is another pillar of performance in a digital environment. Yoo et al (2010) highlight
indicators such as the number of new products or services developed thanks to digital
technologies, and the time it takes to bring an innovation to market. These metrics illustrate
companies' ability to leverage data and digital tools to stimulate creativity and accelerate the
innovation cycle.

Finally, collaboration and connectivity are key dimensions for measuring digital performance.
Fichman et al (2014) highlight the importance of indicators such as the number of interactions
via collaborative platforms, the efficiency of communication flows and the reduction of
organizational silos. These measures reflect the ability of digital technologies to facilitate
cooperation between teams and improve internal coordination.

In addition, the environmental impact of digital technologies has become a major issue. Hilty
et al (2006) highlight indicators such as the reduction in carbon footprint thanks to digital tools
(e.g., reduced travel) and the energy consumption of digital infrastructures. These measures can
be used to assess the contribution of technologies to corporate sustainability and environmental
responsibility.

As a result, performance indicators within a digital framework cover a diverse range of

dimensions, from operational and financial efficiency to customer satisfaction, technology
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adoption, innovation, collaboration and environmental impact. Backed by solid academic
research, these indicators offer a robust framework for assessing and optimizing digital
transformations in organizations.

Fig. 4. Enhanced Digitalization—Performance Framework
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5 Conceptual Model: Digitalization and Organizational Performance

The enhanced conceptual model illustrates the interactions between digitalization and
sustainable organizational performance through several strategic mediators. It shows that
digitalization is not limited to the integration of technologies, but acts as a global lever for
organizational transformation. This transformation involves process optimization, strategic
innovation and customer experience enhancement, all of which collectively contribute to value
creation and competitive advantage.

Three main mechanisms explain the impact of digitalization on performance. Firstly, process
transformation and automation improve operational efficiency and reduce costs. Secondly,
innovation and digital strategy facilitate adaptation to market changes and encourage the

development of new business models. Finally, customer experience and digital collaboration
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enhance stakeholder satisfaction by improving internal and external interactions. These three
mediating axes contribute to value creation by optimizing resource management and fostering
greater flexibility in the face of environmental change.

Value creation and competitiveness play a central role in this model, acting as a linchpin
between digitalization and sustainable performance. The accumulation of gains in efficiency,
innovation and customer engagement strengthens the strategic position of companies and their
ability to maintain a competitive edge. In this way, digitization does not directly generate
performance, but fuels an evolutionary process in which organizations continually adapt their
capabilities to meet new market demands.

Fig. 5. Conceptual Model
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Ultimately, this model demonstrates that digitization, when well managed, leads to sustainable
organizational performance that goes beyond mere financial profitability. It is based on greater
resilience, better resource allocation and the ability to innovate over the long term. This
theoretical framework offers an integrated, pragmatic vision of the effects of digitalization,
enabling companies to optimize their digital strategies while ensuring sustained, sustainable

growth.
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6  Conclusion

Digitization is a transformative phenomenon that is redefining organizational practices and
business models, offering companies unprecedented opportunities to improve their
performance. As shown by the various theoretical and empirical perspectives explored in this
article, digitalization influences performance across several key dimensions: accelerating
decision-making processes, optimizing productivity, enhancing customer experience, reducing
operational costs, strengthening collaboration and stimulating innovation (McAfee &
Brynjolfsson, 2012; Kotler et al., 2017; Bharadwaj et al., 2013). These transformations, backed
by solid academic research, illustrate how digital technologies enable companies to adapt to an
ever-changing environment and strengthen their competitiveness.

However, digitalization is not without its challenges. Potential tensions, such as technology
adoption overheads, increased system complexity, technology dependency risks and digital
skills inequalities, underline the need for careful, balanced management (Legner et al., 2017;
Parviainen et al., 2017). To maximize the benefits of digitalization while minimizing its risks,
companies need to adopt a strategic and integrated approach, aligning their performance
objectives with the capabilities offered by digital technologies.

Finally, this article highlights the importance of a multidimensional vision of performance in a
digital framework. Performance indicators, whether financial, operational, customer or
innovation-related, offer a robust framework for assessing the impact of digital transformations
(Kaplan & Norton, 1992; Venkatraman & Ramanujam, 1986). By integrating these dimensions,
companies can not only measure their short-term success, but also ensure their sustainability
and ability to adapt to future changes.

In short, digitalization represents both an opportunity and a challenge for companies. By fully
exploiting the potential of digital technologies while managing the associated risks,
organizations can transform their performance and position themselves as key players in an
increasingly connected world. Future research should continue to explore the complex
dynamics between digitalization and performance, incorporating emerging perspectives such
as artificial intelligence and environmental impact, to provide even more relevant insights for

practitioners and researchers alike.
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