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Agility is a critical strategy for adapting to short technology lifecycles and meeting
evolving customer demands. The study’s aim is to analyze agility factors in telecom
sector through a digital transformation lens, employing a mixed-method. Initially, a
literature review and interviews with 10 experts in digital transformation and
telecom identified key agility factors using content analysis. Subsequently, the
fuzzy Delphi method ranked eight prominent factors: flexible organizational
structure, multi-skilled workforce, data-driven decision-making, adoption of
emerging technologies, innovation ecosystem, platform development, collaboration
enhancement, and organizational learning. In the next phase, fuzzy DEMATEL
analyzed these factors, presented in a causal diagram. The study targeted purposive
sampling, and validated its methodology using CVR, CVI.

Findings revealed that flexible organizational structure is a influential factor, while
platform development is influenced. This research provides a roadmap for telecom
companies to enhance agility, transform digital disruptions into growth
opportunities, and thrive in a competitive digital ecosystem.

Finally, actionable insights for industry leaders to align with global trends while
addressing local market dynamics effectively.
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Extended Abstract

Introduction:

In the rapidly evolving digital era, the telecommunications (telecom) industry faces unprecedented challenges
and opportunities driven by transformative technologies such as artificial intelligence, 5G, and cloud computing.
These technologies have shortened technology lifecycles and shifted customer expectations, necessitating
organizational agility to remain competitive. Agility, defined as an organization’s ability to adapt swiftly and
effectively to unpredictable and dynamic market conditions, is critical for telecom companies to thrive in this
environment. According to McKinsey, agility hinges on two core components: speed and stability, enabling
firms to respond to market shifts while maintaining operational consistency. In the context of Iran’s telecom
industry, agility is particularly vital due to the need to align with global digital transformation trends while
addressing local market dynamics and technological disruptions. The industry’s traditional operational models
are increasingly inadequate, and companies must embrace agility to navigate the complexities of digital
transformation, reduce costs, enhance customer satisfaction, and create new revenue streams. This research
addresses the gap in practical knowledge regarding agility in Iran’s telecom sector by identifying and analyzing
key agility factors through a digital transformation lens. The study emphasizes the importance of a structured
roadmap to integrate emerging technologies, foster innovation, and align organizational processes with market
demands. By leveraging insights from global reports, such as those by Deloitte and McKinsey, and combining
them with localized data, the research aims to provide actionable recommendations for telecom companies in
Iran. The necessity of agility is underscored by its role as a strategic enabler, allowing firms to anticipate
changes, seize opportunities, and maintain a competitive edge in a digital ecosystem. This summary outlines the
methodology, key findings, and implications of the study, offering a concise yet comprehensive overview of
how agility can drive successful digital transformation in Iran’s telecom industry.

Methodology:

The research adopts an applied-exploratory approach, utilizing a mixed-method design that integrates qualitative
and quantitative data to ensure a robust analysis of agility factors in Iran’s telecom industry. The methodology
is structured in two main phases: factor identification and analysis, conducted through a combination of literature
review, expert interviews, and advanced analytical techniques. In the first phase, a comprehensive literature
review was conducted using targeted searches in electronic databases with keywords related to agility and digital
transformation in telecom. This step identified frequently cited agility factors, forming the theoretical foundation
of the study. To validate and refine these factors, semi-structured interviews were conducted with 10 experts in
digital transformation and telecom, selected based on criteria such as holding a Ph.D. in a relevant field, over 10
years of executive experience in Iran’s telecom industry, and demonstrated expertise through publications or
professional achievements. The interviews continued until theoretical saturation was reached, ensuring all
relevant factors were captured. Additional factors emerging from the interviews were incorporated into the initial
list. The identified factors were then subjected to the fuzzy Delphi method to screen and rank them based on
their importance. A panel of 20 experts, including the initial 10 and an additional 10 with similar qualifications,
completed standardized fuzzy Delphi and fuzzy DEMATEL questionnaires. The fuzzy Delphi method was
chosen to handle the inherent uncertainty in expert opinions, using triangular fuzzy numbers on a five-level
linguistic scale to quantify responses. Factors achieving a threshold agreement of 0.75 were retained, resulting
in a refined list of eight key agility factors. In the second phase, the fuzzy DEMATEL method was employed to
analyze the interrelationships among these factors, identifying cause-and-effect dynamics. This involved
constructing a direct relation matrix based on expert inputs, normalizing it, and calculating a total relation matrix
to determine the degree of influence and dependence among factors. The validity of the research tools was
assessed using content validity ratio (CVR) and content validity index (CVI), with a composite reliability (CR)
score of 0.94, indicating high reliability.
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The methodology ensured a systematic and rigorous approach to understanding the complex interplay of agility
factors in the context of digital transformation.

Results and Discussion:

The study identified eight critical agility factors in Iran’s telecom industry, ranked using the fuzzy Delphi
method: (1) flexible organizational structure, (2) multi-skilled workforce, (3) data-driven decision-making, (4)
adoption of new technologies, (5) innovation ecosystem, (6) platform development, (7) collaboration
enhancement, and (8) organizational learning. These factors were further analyzed using fuzzy DEMATEL to
uncover their interdependencies and influence patterns. The results indicate that a flexible organizational
structure is the most influential factor, significantly impacting other agility dimensions. This aligns with global
studies, such as McKinsey’s 2017 report, which emphasizes the role of adaptable structures in enabling rapid
responses to market changes. A flexible structure facilitates the integration of new technologies and supports
cross-functional collaboration, crucial for digital transformation. The multi-skilled workforce and data-driven
decision-making ranked as the next most influential factors, highlighting the importance of human capital and
data analytics in driving agility. A skilled, versatile workforce enables telecom companies to adapt to
technological shifts, while data-driven decision-making ensures strategic decisions are grounded in real-time
insights, enhancing responsiveness to customer needs. The fuzzy DEMATEL analysis revealed that platform
development is the most influenced factor, suggesting it depends heavily on the successful implementation of
other factors, such as technology adoption and innovation. This finding challenges the notion that platform-
based models alone can drive agility, indicating that a holistic approach integrating all factors is necessary.
Organizational learning and collaboration enhancement also showed significant interdependence, reflecting their
role in fostering continuous improvement and strategic partnerships. For instance, collaborations with external
stakeholders, such as technology providers or startups, can accelerate innovation and market responsiveness.
The cause-and-effect analysis categorized factors into causal (e.g., multi-skilled workforce, data-driven
decision-making, technology adoption) and effect factors (e.g., platform development, innovation ecosystem).
Causal factors act as accelerators, indirectly enhancing effect factors when prioritized. This insight suggests that
telecom companies should focus on building a robust foundation of skilled talent and data capabilities to drive
broader agility outcomes. The findings align with Deloitte’s 2017 report, which identifies agility as a key driver
of cost reduction, revenue growth, and customer satisfaction in telecom.

Conclusion:

This research provides a comprehensive framework for enhancing agility in Iran’s telecom industry amidst
digital transformation. By identifying and prioritizing eight key agility factors, the study offers a actionable
roadmap for telecom companies to navigate the complexities of a digital ecosystem. The prominence of a flexible
organizational structure as the most influential factor underscores the need for structural adaptability to support
technology integration and innovation. Investments in a multi-skilled workforce and data-driven decision-
making are equally critical to enable rapid responses to market dynamics. The interdependencies revealed by
the fuzzy DEMATEL analysis highlight the importance of a holistic approach, where platform development and
innovation rely on the successful execution of other factors. For Iran’s telecom industry, these findings
emphasize the need to move beyond traditional operational models and embrace agility as a strategic imperative.
Companies should prioritize leadership commitment to change, foster a culture of innovation, and invest in
technologies like 5G and Al to stay competitive. The study’s implications extend beyond Iran, offering insights
for telecom industries in similar emerging markets. By adopting agile strategies, companies can transform digital
disruptions into opportunities for growth, improving operational efficiency and customer satisfaction. Future
research could explore the practical implementation of these factors in specific telecom firms or compare agility
practices across different industries to further refine the framework. This research serves as a critical resource
for policymakers and industry leaders aiming to position Iran’s telecom sector as a leader in the digital economy.

Keywords: Digital transformation, Agility factors, Telecom industry, Fuzzy
DEMATEL
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