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TRUST CUTS DEEPER THAN CODE

shrikanthg@cybermedia.co.in
Shrikanth G

T ec  h T on  i c

If trust is the sharpest weapon, it is also the hardest one to earn. In the age of 
AI execution, that truth matters more than ever.
For the past two years, much of the AI conversation in business has revolved 
around productivity. How much faster can work move? How many hours 
can be saved? How many workflows can be automated? Those are important 
questions, but they are no longer the most important ones.
A more consequential moment is now in front of us. We are at a strategic 
inflection point where digital labour meets human judgement, and where new 
ways of working are beginning to redraw the logic of enterprise execution. AI 
is no longer confined to suggesting, summarising, or assisting. It is beginning 
to trigger actions, resolve exceptions, route approvals, update systems, and 
complete workflows that once demanded human intervention at every step.
That changes the enterprise equation. The real issue is not whether AI is 
intelligent enough to act. In many cases, it already is. The real issue is whether the enterprise is ready to 
trust it.
And trust, in this context, does not come from model sophistication alone. It comes from data. It comes 
from governance. It comes from visibility into how decisions are made, what signals shaped them, 
what boundaries were respected, and who remains accountable when something goes wrong. If data is 
fragmented, if process logic is inconsistent, if control is weak, then AI does not become a force multiplier. 
It becomes a faster way to scale confusion.
That is why trust and data are emerging as the twin foundations of AI execution. One without the other is 
not enough. Trust without good data is sentiment. Data without trust is noise. The autonomous enterprise 
will be built only when both move together.
In the conversations that follow, leaders across banking, cybersecurity, healthcare, software, operations, 
and customer experience make one point repeatedly, even if in different language: AI can only execute at 
the speed of enterprise readiness. And readiness is not a product feature. It is an organisational condition.
This is not a story about replacing people. It is a story about redistributing work, raising the value of 
human judgement, and designing enterprises that know where machines should act and where humans 
must still decide. The future of work will not be defined by AI alone. It will be defined by whether we can 
trust the systems we are building around it.

https://www.linkedin.com/in/shrikanth-govindarajan/?originalSubdomain=in
https://www.normanandozi.com/
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AI is no longer just helping people work. In more and more 
enterprises, it is beginning to execute tasks, trigger workflows, 
and act inside live systems. But before businesses hand AI real 
authority, they must solve for trust, control, and accountability.

The autonomous 
enterprise: When AI moves 
from support to execution

By Shrikanth G

T
Cover Story / Autonomous Enterprise
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T overnight event. It is emerging as a change in where 
authority sits inside the workflow.

That makes this shift qualitatively different from 
the earlier wave of automation. Robotic Process 
Automation and rules engines were rigid. They 
worked best in narrow, repetitive steps. The new 
generation of AI systems is being asked to interpret 
context, act across systems, and complete multi-step 
tasks with a degree of flexibility that earlier tools 
could not handle. As several of the leaders Dataquest 
spoke to, suggest, the question is no longer only what 
AI can tell us. It is increasingly what AI can do for us, 
and what we are prepared to let it do.

WHERE AI IS ALREADY DOING THE WORK
The clearest indication that this shift is real is not the 
rhetoric around agentic AI. It is the range of use and 
real cases where enterprises are already allowing AI 
to execute.

In customer operations, the movement is 
especially visible. Albert Nel of Genesys points to 
high-friction moments such as billing disputes, 
service changes, and delivery rescheduling, where 
AI is beginning to carry the customer journey 
through to resolution by coordinating actions across 
systems and confirming completion in a single flow. 
Sunil Jose of Workday describes a similar change 
in payroll, contract review, and high-volume hiring, 
where AI agents do not just surface anomalies 
but help resolve them, route actions, and reduce 
rework. Gnani.ai, Agora, and Navi point to voice and 

The copilot era is giving way to something bigger. 
For the past two years, enterprise AI has largely been 
seen as a co-pilot. It could summarise, recommend, 
draft, suggest, and occasionally impress. But the 
final step, the consequential one, still belonged to a 
human being. Someone had to review the output, 
approve the workflow, click the button, own the risk.

That is now changing.
Across banking, customer experience, software 

delivery, cybersecurity, HR, supply chains, 
healthcare, and industrial systems, AI is beginning 
to move from the edge of work into the middle of it. 
It is no longer confined to dashboards and prompts. 
In more and more enterprise settings, it is validating 
documents, blocking transactions, resolving service 
tickets, triggering remediation, orchestrating 
workflows, generating code, provisioning access, 
routing approvals, and writing outcomes back 
into systems of record. What used to be framed as 
intelligence is slowly becoming execution.

Paritosh Anand of the Wadhwani Center for 
Government Digital Transformation describes this 
as part of a longer evolution. Enterprises first ran on 
human labour, then on scripted automation, then 
on AI as an analytical partner. What lies ahead, he 
suggests, is a governed model in which AI handles 
routine decisions, escalates when needed, and 
pushes human contribution upward from doing 
to deciding, governing, and imagining. That is a 
useful way to understand the present moment. The 
autonomous enterprise is not arriving as a dramatic 

The autonomous enterprise redistributes work: AI takes 
on more operations, while humans retain judgement, 
exception handling, and accountability, making the 
organisation clearer about where human involvement 
remains truly indispensable today.
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conversational systems that now resolve queries end 
to end, rather than simply assisting human agents.

In banking and financial services, the transition is 
even more striking because the stakes are so visible. 
Kishan Sundar of Maveric Systems says AI is already 
validating documents, running sanctions checks, 
assessing risk, and triggering onboarding decisions in 
real time. Vinod Kumar of Shriram Finance describes 
AI as a proactive execution layer across automated 
onboarding, fraud mitigation, underwriting, 
collections, and workflow orchestration. Digio, Ionic 
Wealth, and SAP also highlight a world in which AI is 
moving deeper into operational finance, compliance, 
and systems of record.

In software engineering and IT operations, the 
line between support and execution has already 
become blurry. Organisations like Brillio says it 
has internally automated close to 100% of Level 1 
operations through AI, turning what used to be alert, 
triage, ticket, and fix into a fully autonomous cycle. 
Harness points to AI triggering pipelines, generating 
and running tests, managing infrastructure changes, 
and entering incident response. Cognizant says over 
30% of its code is already AI-generated, while other 
experts describe agentic software delivery as fast 
becoming table stakes. The pattern is clear. Once 
work becomes repeatable, well-instrumented, and 
tied to clear policies, AI starts to move from helper  
to operator.

Cybersecurity may be one of the fastest-moving 
frontiers because speed is inseparable from risk. Dan 
Schiappa of Arctic Wolf argues that AI in security 
operations is already planning, triaging, investigating, 
and orchestrating response in environments where 
defenders must operate at machine speed. NCDEX 
echoes that view from a CISO’s lens, describing 
AI-driven triage, containment, access enforcement, 
and fraud blocking as part of an emerging policy-
driven execution model. In these environments, AI 
is not just recommending the next move. It is already 
making one.

The same pattern shows up in supply chains, 
manufacturing, and operations. Rajan Sethuraman of 
LatentView talks about AI triggering replenishment, 

rerouting shipments, and dynamically pricing 
inventory. Honeywell describes AI moving 
from passive monitoring to active control in 
manufacturing, logistics, and buildings. Hitachi 
Vantara, Infor, Kellton, and Dell all point to a 
world in which AI is beginning to operate closer 
to the system of action, responding in real time to 
production conditions, infrastructure states, and 
operational constraints.

Healthcare and life sciences add another layer of 
seriousness. Thoughtworks points to AI systems 
that compare trial data, propose next experiments, 
and draft regulatory documentation. Providence 
describes AI organising cancer case information, 
driving registry abstraction, and supporting 
clinical early-warning systems. GE Aerospace, 
while not healthcare, offers a similarly high-stakes 
example of AI moving from design to maintenance 
across the engine lifecycle, including predictive 
maintenance, inspection, and operational 
readiness. In these sectors, the move to execution 
is cautious, but it is unmistakable.

THIS IS NOT FULL AUTONOMY. IT IS CONTROLLED 
EXECUTION
From the expert insights, one thing becomes 
clear: enterprises are not rushing blindly into full 
autonomy. In fact, many of the strongest views push 
back against that assumption. For instance, Akshay 
Gupta of Navi argues that the future is more likely 
to be selectively autonomous, not fully autonomous. 
Rajan Sethuraman makes a similar point when 
he says the organisations getting this right are not 
chasing autonomy everywhere, but starting where 
decisions are repeatable, measurable, and reversible. 
GE Aerospace is even more direct: in critical 
industries, the goal must be augmentation, not 
unchecked automation.

That is an important correction to the activity 
around the autonomous enterprise. What is 
actually emerging is not an AI free-for-all. It is 
bounded autonomy.

In this model, AI is allowed to operate where 
the enterprise can define the rails. The work has 

AI is moving beyond copilots into 
live execution, but enterprises will 
only scale it when trust, control, 
and accountability are built in.
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to be repeatable enough, the data reliable enough, 
the context stable enough, and the consequences 
reversible enough for the business to trust machine 
action. Humans do not disappear. They move up 
the chain. They define intent, set policy, review edge 
cases, monitor drift, and step in when confidence 
drops or ambiguity rises. Several of the insights come 
back to this distinction in different ways: human 
in the loop, human on the loop, human oversight, 
governed autonomy, managed agents, responsible 
autonomy. The terminology varies. The principle 
does not.

That is why the autonomous enterprise is best 
understood not as a replacement story, but as 
a redistribution story. AI absorbs more of the 
operational layer. Humans retain judgment, 
exception handling, and accountability. The 
enterprise does not become human-free. It becomes 
more explicit about where human judgment is 
indispensable.

THE REAL BATTLE IS NOT MODEL INTELLIGENCE. IT 
IS TRUST ARCHITECTURE
One thing is clear from the conversation: AI is not 
being held back by capability alone. It is being held 
back by trust. Again and again, leaders come back 
to the same cluster of requirements: governance, 
explainability, auditability, observability, reversibility, 
permissions, accountability, semantic consistency, 
and human override. Brillio calls it decision 
provenance. Genesys calls for governance at the 
point of orchestration. Workday speaks of enterprise 
rails. Cognizant warns against runaway autonomy. 
SAP frames the problem as controllable autonomy. 
Datadog and Dynatrace point to observability. Tiger 
Analytics, iLink Digital, and several others stress 
shared business context and semantic consistency. 
The vocabulary differs, but the argument is broadly 
unified. Enterprises will not trust AI to execute 
because a model appears clever. They will trust it 
when the surrounding system can prove control.

This is a more profound shift than it might first 
appear. For years, the enterprise AI conversation 
revolved around model performance. Accuracy, 

hallucination, bias, and productivity dominated 
the debate. Those issues still matter, but once AI 
starts acting inside live systems, the question gets 
harder. Not merely: was the answer good? But: who 
authorised the action, what policy was applied, what 
data informed it, can the decision be reconstructed, 
and can the outcome be rolled back if it was wrong?

That is why so many of the tech leaders insist that 
governance cannot be bolted on afterwards. It has 
to be embedded directly into the workflow. It has to 
sit inside the orchestration layer, not outside it. It 
has to travel with the action itself. In a system where 
AI only advises, weak governance is a problem. 
In a system where AI executes, weak governance 
becomes an operational liability.

There is also a second-order issue here that several 
leaders raise with unusual sharpness. AI does not 
only need guardrails. It needs context. An enterprise 
with fragmented data, inconsistent process 
definitions, and multiple competing interpretations 
of business logic is not ready for autonomous action, 
no matter how advanced the model may be. This is 
where the story gets deeper. The real preparation 
for the autonomous enterprise is not simply buying 
better AI. It is making the business legible enough 
for AI to act inside it.

THE ENTERPRISE MUST BECOME LEGIBLE TO AI
The conversations point in the same direction: 
before AI can execute, the enterprise itself has to 
become structurally interpretable.

That means cleaner data, more explicit process 
definitions, better semantic alignment, stronger 
integration with systems of record, and much 
tighter visibility into how work actually gets done. A 
thought from Tiger Analytics underscores that speed 
without a consistent understanding of the business 
becomes a liability. Meanwhile, Genpact says that 
if the underlying data layer is not AI-ready, agents 
become shiny interfaces for broken processes. 
Nagarro talks about shared context and governed 
execution as the basis for coordinated intelligence. 
Cognizant calls context engineering the true 
differentiator, not better prompts.

The autonomous enterprise is taking 
shape as AI begins to trigger workflows, 
make decisions, and act inside systems 
once run by people.
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This may be the most underappreciated part of the 
story. The autonomous enterprise is not just a model 
story. It is an enterprise design story.

It asks organisations to make decision rights 
explicit. To codify exceptions. To clean and align 
data. To instrument workflows. To define escalation 
paths. To decide where AI may act and where it 
must stop. To expose the hidden tribal knowledge 
that experienced professionals have traditionally 
carried in their heads. In other words, AI execution 
is forcing enterprises to confront how much of their 
own operating model remains implicit, inconsistent, 
or brittle.

That is why the winners in this phase will not 
simply be those with the best AI announcements. 
They will be those that turn governance into 
architecture, context into infrastructure, and trust 
into an operating principle.

FROM PILOTS TO OPERATING MODEL
The autonomous enterprise, then, should not be 
mistaken for a futuristic slogan. It is becoming 
visible, but in a very specific way. Not as universal 
autonomy, but as selective, governed execution 

inside workflows that are mature enough to 
support it.

That is where the story stands today. AI is already 
doing real work in customer operations, finance, 
security, engineering, compliance, healthcare, and 
industrial environments. But the organisations 
making genuine progress are not treating this as 
a standalone AI project. They are redesigning the 
operating model around it.

The next winners will not be the ones asking 
only how much AI they can deploy. They will be 
the ones asking harder questions. Where can AI act 
safely? What context does it need? How do we make 
every action observable? Who owns the outcome? 
When must a human intervene? And what kind of 
enterprise do we need to become before AI can be 
trusted to run part of it?

That is the real shift now underway. The co-pilot 
era taught enterprises how to work with AI. The 
execution era is forcing them to decide whether they 
are ready to be governed by the systems they build 
around it. 

shrikanthg@cybermedia.co.in

From banking to healthcare, AI is 
no longer just advising teams. It is 
starting to execute work inside real 
enterprise workflows at scale.



That’s the power of print. In addition to 70% higher recall, according 
to neuroscience research it’s proven that print content is 21% easier 
to understand and more memorable than digital media. That is 
why, print content connects with our brain more e�ciently and 
e�ectively. So, choose to read newspapers.

When it comes
to higher recall,

TRUST
PRINT.

Source: Study by TrueImpact (A Canadian neuromarketing �rm)

SINCE 1982

40+
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For years, enterprise AI lived at the edge of work, surfacing insights, suggesting actions, and helping 
people move faster. That phase is now giving way to something more consequential. Across industries, 
AI is beginning to move inside the workflow itself, validating, triggering, routing, resolving, and, in 

some cases, completing work with minimal intervention. The shift is not universal, and it is far from risk-free. 
But it is real enough to demand a closer look.

In the pages that follow, Dataquest brings together voices from across the technology ecosystem to 
examine how this transition is unfolding on the ground. From banking, cybersecurity, and healthcare to 
software engineering, manufacturing, and customer operations, these perspectives explore where AI 
is already functioning as an execution layer, and what enterprises must solve before they can trust it at 
scale. Together, they reveal that the autonomous enterprise is not defined by AI alone, but by the systems, 
guardrails, and judgement that make AI-led execution possible. 

Inside the  
Autonomous Enterprise

By Shrikanth G

Cover Story / Autonomous Enterprise
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Jaspreet Bindra
Co-Founder, AI & Beyond

AI-driven execution is no longer confined to niche enterprise experiments. 
It is already visible across customer service, manufacturing, supply 
chain, and finance, in exactly the kinds of environments where action 

matters more than recommendation. Chatbots and virtual assistants are 
handling customer issues autonomously rather than merely routing them. 
In manufacturing, predictive maintenance and quality control systems are 
increasingly taking corrective action instead of just flagging conditions for 
review. Supply chains are being optimised in real time as AI adjusts logistics and 
inventory decisions, while finance continues to rely on automated trading and 
fraud systems that can execute transactions at speed.

Taken together, these shifts point to the same larger conclusion: AI is no longer 
just assisting enterprise decisions. It is beginning to execute them. That makes 
the governance question unavoidable. Once AI acts inside live workflows, every 
decision needs to be explainable, auditable, and compliant with the regulatory 
environment in which the business operates.

The central risk, therefore, is accountability and transparency. Enterprises need 
to know not just what the system did, but why it did it, how it arrived there, and 
whether the action can be defended. AI becomes an execution layer only when 
action can be trusted at the same level as any other critical business process. 
That means control, traceability, and responsible design have to scale alongside 
capability. Without them, autonomous execution remains a technical possibility, 
not a trusted operating model.

Execution is spreading faster than 
enterprise trust

Paritosh Anand
Chief AI and Digital Officer, Wadhwani Center for Government Digital Transformation

The rise of the autonomous enterprise is not a sudden leap, but the latest 
stage in a long evolution of work. At the beginning sat pure human labour, 
where every judgement, every action, and every keystroke belonged to a 

person. That gave way to organised automation, fixed macros, rule-based bots, 
and robotic process automation that could execute repetitive tasks quickly, 
but only within narrow and fragile boundaries. The next meaningful shift was 
cognitive rather than operational, with AI surfacing insights, flagging anomalies, 
and offering recommendations while humans remained firmly in control of 
decisions and action.

Most enterprises today still sit in that intermediate phase, where AI can draft 
actions and suggest responses but a person must still approve them. The more 
consequential pivot comes when AI begins to act directly. Routine decisions move 
into autonomous handling, while human roles shift from operator to overseer, 
stepping in when confidence is low or the edge cases become too complex. That 
is the first point at which AI starts to inhabit what was once a human job.

The next stages are even more structural. AI co-workers begin adapting to 
live data, policy rules, and risk signals. Multiple agents coordinate work across 
silos, share goals, and eventually manage entire business processes end to end. 
In that future, the enterprise itself becomes legible to AI. What rises in value is not 
routine execution, but human judgement at a higher level, deciding, governing, 
imagining, and defining the ethical limits within which the system evolves.

The autonomous enterprise raises the 
value of human judgement

https://www.linkedin.com/in/paritoshanand/
https://www.linkedin.com/in/jaspreetbindra/
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Albert Nel
Senior Vice President, Asia Pacific & Japan, Genesys

Customer experience is moving beyond AI that answers queries or automates 
simple tasks. The more important shift is towards AI that can orchestrate and 
execute end-to-end customer workflows across enterprise systems, safely, 

predictably, and at scale. That change is most visible in high-friction moments such 
as billing disputes, service changes, and delivery rescheduling, where AI agents 
can understand intent, coordinate actions across systems, trigger workflows, and 
confirm resolution within a single, connected experience.

This marks a clear departure from earlier automation, which depended on 
rigid, predefined paths and often faltered as journeys grew more complex or 
moved across systems. With agentic AI, and increasingly with large action 
models, enterprises are beginning to use AI not just to respond, but to reason, 
decide, and act in real time within clearly defined guardrails. The value, in turn, 
shifts from incremental efficiency gains to end-to-end outcome delivery: faster 
resolutions, greater consistency, and more personalised, empathetic experiences 
at scale. Human roles do not disappear in this model. They become more focused 
on moments that require judgement, creativity, and emotional intelligence.

The real challenge now is governance at the point of orchestration. Once AI 
begins coordinating actions across systems, channels, and touchpoints, the risk 
no longer sits in a single output. It sits in the entire experience. Trust will depend 
on governance by design, with transparency, auditability, accountability, and 
control embedded directly into the orchestration layer.

From scripted support to AI that resolves 
customer journeys

Singaravelu Ekambaram
SVP and Global Head of Delivery, Americas, Cognizant

Across global enterprises, AI is no longer stopping at recommendation. It is 
already executing consequential work in production, though selectively 
and in the most value-dense parts of the enterprise. Customer operations, 

IT services, finance, and supply chains are leading that shift because these are 
domains where workflows are repeatable, policies are codified, and outcomes are 
measurable. Agents are closing service tickets, completing the last mile of KYC, 
processing claims, adjusting prices, triggering replenishment, resolving incidents, 
and initiating recovery actions end to end. In software engineering, the same trend 
is visible, with over 30% of Cognizant’s code now AI-generated.

Cognizant leans in AI Builder principles: Do not just build models. Build accountable 
systems. The autonomous enterprise will be won not by more AI, but by engineered 
trust at scale. Ekambaram underscores four forces have unlocked this stage: higher 
model reliability, maturing interoperability protocols such as Model Context Protocol 
and agent-to-agent frameworks, enterprise-grade orchestration tooling, and, most 
importantly, treating institutional knowledge as an engineering problem. Context 
engineering, the work of supplying agents with the right operational logic, exceptions, 
and tribal knowledge, has become the real differentiator.

The biggest risk is runaway autonomy. The challenge is no longer whether AI 
can act, but whether its actions remain bounded by explicit decision rights, policies, 
confidence thresholds, identity controls, and fail-safes. Trust breaks when actions 
cannot be explained, audited, paused, or reversed. Cognizant’s answer is governed 
autonomy by design, with telemetry, rollback, human escalation, and kill-switch 
controls built in from the start. 

Onboarding trust at scale: Over 30% of 
Cognizant’s code now AI-generated

https://www.linkedin.com/in/singaravelu-ekambaram-660859/
https://www.linkedin.com/in/alnel/
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Sid Ugrankar
CEO, Qila.io

A more consequential shift in artificial intelligence is taking shape 
beyond chat interfaces and co-pilot tools. The next phase is being built 
around agents that act, not just models that respond. In that emerging 

architecture, a master intelligence sits at the top, orchestrating a network of 
specialised autonomous agents beneath it. These so-called drone agents are not 
simply better prompt responders. They interpret, plan, and execute specific tasks 
with precision, giving software a much greater degree of agency than traditional 
applications were designed to handle.

That is why the comparison with Software as a Service matters. SaaS transformed 
business by making tools such as customer relationship management, finance, 
and communications widely accessible without requiring enterprises to build 
their own infrastructure. But each SaaS product still delivered a defined service 
and a bounded outcome. Autonomous agents push that model further. Instead of 
navigating to a fixed destination, they decide the route themselves, adapting the 
product to the customer’s intent rather than forcing the customer to adapt to the 
product’s design.

In that model, AI stops being a feature embedded inside the product and becomes 
the operating system of the product itself. The implications are significant. 
Businesses can think beyond what service they offer and instead focus on what 
outcome the customer wants delivered. For users, the experience becomes simpler 
and more fluid. They state the intent, and the agent handles the work behind it.

Autonomous agents could make software 
behave like an operating system

Dan Schiappa
President, Technology and Services, Arctic Wolf

Let us focus on cybersecurity. It is emerging as one of the first enterprise 
domains where artificial intelligence is clearly moving from support to 
execution. In security operations, speed, scale, and consistency matter 

more than human-only decision-making can realistically deliver, and the gap 
between signal and action is shrinking fast. At Arctic Wolf, that transition is most 
visible in the Aurora Agentic SOC, where AI agents do more than surface alerts 
or suggest remediation. They plan, manage, and execute security workflows end 
to end, taking on triage, investigation, prioritisation, and response orchestration 
that once depended on manual effort and scarce specialist expertise.

This is not simply a rules-based automation layer with a new label. The model 
is built around what the company calls a Swarm of Experts, where different agent 
types validate findings, initiate actions, and adapt workflows while humans remain 
involved where judgement, escalation, or higher-order interpretation is needed. 
That matters because cybersecurity is one area where defenders cannot afford to 
move slower than attackers, many of whom already operate at machine speed.

The real barrier, however, is trustworthy execution. Early AI systems have been 
undermined by hallucinations, brittle reasoning, drift, and weak accountability, mak-
ing them risky in environments where errors carry operational consequences. Trust 
depends on continuous validation against outcomes, clear governance, disciplined 
human oversight, and proof that AI can outperform traditional workflows safely. 
Until that layer is engineered properly, AI will remain stuck at recommendation.

Security operations are becoming the 
proving ground for execution

https://www.linkedin.com/in/daniel-schiappa-bbb1062/
https://www.linkedin.com/in/sid-ugrankar-qila/
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Vanya Seth
Technology Head, India & Middle East, Thoughtworks

One of the clearest signs of AI crossing from support into execution is 
emerging in life sciences, where the work is data-intensive, highly 
regulated, and deeply dependent on context. Thoughtworks points to 

projects with global pharmaceutical companies such as Bayer and Pfizer, where 
AI research assistants are doing far more than summarising documents. They 
are pulling from decades of toxicology and study data, comparing similar trials, 
proposing next experiments, and drafting early versions of study reports and 
regulatory documents. That matters because it places AI directly inside the flow 
of scientific work rather than at the edge of it.

The same transition is visible in biologics. Organisations such as Gilead are 
using digital twins and AI to create more responsive lab environments, where 
systems continuously re-plan experiments, balance equipment utilisation, 
and flag process deviations in real time instead of waiting for humans to piece 
everything together at the end of a batch. The implication is clear: AI is no longer 
simply informing the scientist. It is helping carry the scientific process forward.

Managing autonomy is the key. Traditional governance before deployment is 
not enough when AI can change a price, approve a payment, or alter production 
capacity inside live workflows. Enterprises need runtime control, full audit trails, 
embedded policy, explainability, and human checkpoints inside the execution 
layer itself. Without that operational governance, AI may remain useful, but it will 
not become trusted.

In life sciences, AI is moving from 
research aid to lab action

Sunil Jose
President, Workday India

The move from AI assistant to AI execution layer is becoming tangible in 
workflows where precision, volume, and business impact intersect. At 
Workday, that shift is most visible in payroll, contract review, and high-

volume frontline hiring. In each of these areas, AI is no longer limited to generating 
insights and waiting for someone to act. It is scanning for anomalies, suggesting 
corrections, routing work, and in many cases carrying a workflow through to 
completion with oversight built into the system.

Payroll offers one of the clearest examples. AI agents can identify missing or 
inconsistent data before a run, propose fixes, and guide administrators through 
resolution, sharply reducing rework and employee escalations. In contract 
management, AI can review large volumes of documents, flag risky clauses, 
compare terms with approved templates, and prepare a first pass of redlines for 
legal teams to approve. In high-volume hiring environments such as retail or shared 
services hubs, AI can manage screening, scheduling, and candidate communication, 
freeing managers to focus on final decisions rather than coordination.

The value is direct and measurable: shorter cycle times, fewer errors, lower 
operational overhead, and better employee and candidate experiences. But that 
only scales when governance is treated as a design requirement. Enterprises 
need role-based permissions, policy controls, audit trails, and human checkpoints 
embedded from the start. AI becomes reliable only when it inherits and respects 
the same guardrails as any other critical system handling people or money.

Workday shows where enterprise AI 
becomes operational muscle

https://www.linkedin.com/in/josesunil/
https://www.linkedin.com/in/vanyaseth1809/
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Mukund Kalmanker
Global Head, Data, Analytics and AI, Apexon

AI is clearly moving beyond assistance and into execution across a widening 
set of enterprise layers, from data engineering and IT operations to core 
business processes and customer-facing workflows. That transition is 

already visible in finance and operations, where AI systems do more than identify 
discrepancies. They can apply business rules, trigger reconciliations, and update 
downstream systems without manual intervention. In customer and domain 
workflows, agents are handling end-to-end journeys such as claims processing, 
service request resolution, and onboarding, making contextual decisions in real 
time and completing transactions across enterprise platforms.

The same shift is visible in pricing optimisation, supply chain management, and 
risk monitoring, where AI is beginning to execute decisions within pre-approved 
thresholds, accelerating response times and helping organisations react faster to 
change. In IT and platform operations, AI-driven systems are managing incidents, 
optimising workloads, and triggering remediation. Even internal functions such 
as HR and finance are moving from conventional application-led workflows 
towards agentic systems operating under strong governance.

The harder question is not whether AI can act, but whether enterprises are 
ready to trust it doing so. That requires robust trust and responsibility frameworks 
rooted in traceability, explainability, governance, AI-based validation, and human 
oversight in critical scenarios. AI should be empowered to execute, but only inside 
an environment that is governed, observable, and aligned with business intent.

The next enterprise edge is responsible 
autonomy at scale

Arun Rajaraman
Senior Director, Software Engineering, Epsilon India

Artificial intelligence is moving most effectively into execution where 
enterprise decisions can be clearly framed, monitored, and reversed if 
needed. That is why some of the strongest use cases are appearing in 

automated campaign optimisation, dynamic pricing, offer orchestration, real-
time fraud response, and IT operations. In these settings, AI is no longer sitting 
outside the workflow as a recommendation engine. It is embedded inside the 
process, taking action within defined guardrails and learning continuously  
from outcomes.

That shift matters because execution changes the stakes. Once AI starts acting 
directly, small errors can scale much faster than human teams are able to catch 
or correct them. The critical issue, then, is governance at scale. Enterprises need 
clarity on accountability, transparency into how decisions are made, and secure, 
resilient controls around data quality, bias, and drift. Without that, automation 
can amplify problems rather than reduce them.

Trust comes when AI systems remain observable, explainable, and designed 
with human override built in. That is what allows organisations to delegate 
execution without surrendering control. The goal is not to automate as much as 
possible for its own sake. It is to ensure that AI can act confidently in the areas 
where speed and responsiveness matter, while the enterprise retains a clear 
line of sight into what the system did, why it did it, and how the action can be 
corrected if needed.

AI becomes useful when action stays 
observable and reversible

https://www.linkedin.com/in/arajaraman/
https://www.linkedin.com/in/mukundkalmanker/
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Arvind Aravamudhan
Senior Director, Software Engineering – Platform, Harness

AI is no longer confined to generating suggestions for developers to 
review manually. It is triggering pipelines, generating and running tests, 
managing infrastructure changes, and taking part in incident response. 

In many organisations, this activity now sits directly inside the flow of software 
being built, shipped, and operated, which means AI is increasingly influencing 
reliability, security, and cost in live production environments rather than in 
controlled side experiments.

That makes governance far more urgent than it was in the co-pilot phase. The 
real problem is not the absence of guardrails in principle, but the fact that many 
of them remain fragmented, unevenly enforced, or too easy to bypass across 
disconnected tools. Once automation deepens, governance cannot remain an 
outer layer around the system. It has to be built into the system itself. Every action 
taken by AI inside the delivery chain needs to be governed through embedded 
policies, permissions, and real-time validation at the point of execution.

The trust challenge, then, is not whether AI can help teams move faster. It is 
whether execution can scale safely without sacrificing control. Platforms that 
standardise how AI operates across the lifecycle, and enforce authorisation, 
validation, and auditability through a single system of control, will define the 
difference between rapid automation and responsible automation. The future 
lies in enforcing decisions at the platform level, not merely surrounding them 
with guardrails.

In software delivery, AI now acts inside 
production workflows

Muthumari S
Senior Director, AI, Brillio

AI has moved beyond the role of a support layer and into end-to-end 
execution across customer service, IT, HR, procurement, sales, marketing, 
and engineering. It’s already visible in internal IT operations, where close 

to 100% of Level 1 work has been automated through AI. What once followed 
a familiar sequence of alert, human triage, ticket, and fix is now handled 
autonomously through detection, root cause analysis, remediation, and closure. 
That is the moment when AI stops helping the system and starts running it.

The same pattern can be seen in customer service, where deployments for a 
large telco and an insurance provider have moved beyond agent assistance into 
full query resolution. AI is handling routine requests, issuing refunds within 
guardrails, and managing workflows across systems, reducing wait times, 
lowering cost per interaction, and cutting agent workload so people can focus on 
complex or sensitive cases.

In HR operations, a global retailer is using AI to orchestrate onboarding, 
generate documents, trigger approvals, provision access, and maintain 
compliance. In procurement, AI agents are negotiating within thresholds, 
routing approvals, and updating downstream systems in real time. In software 
engineering, multi-agent pipelines are now planning, building, testing, and 
deploying with engineers stepping in mainly at checkpoints. The decisive issue, 
however, is decision provenance. Enterprise trust depends on the ability to 
reconstruct exactly why the system acted, what inputs shaped the decision, and 
where human oversight applied.

How AI becomes the system, not support

https://www.linkedin.com/in/muthumari-s/
https://www.linkedin.com/in/arvindaravamudhan/
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Amit Sharma
CTO, Ionic Wealth

Wealth management offers a strong case for what well-executed AI can 
become when it moves past summarisation and into action. With assets 
under management expected to expand sharply in the years ahead, the 

pressure is on firms to serve more clients with greater speed, context, and precision. 
AI is increasingly being used not simply to digest information, but to act as a high-
fidelity execution partner capable of handling high-frequency queries, supporting 
client engagement, and delivering a far more responsive omnichannel experience.

At Ionic Wealth, it reflects in two distinct but related layers. At the business layer, 
proprietary algorithms embedded within the platform’s database go well beyond 
templatised advice, enabling personalised financial planning based on each client’s 
portfolio, goals, and risk appetite. At the engineering layer, tools such as Claude Code 
and Cursor are being used as autonomous agents that understand entire repositories, 
make multi-file changes, run tests, and iterate through tasks with minimal human 
input. That has helped drive close to 80% of new code generation, improve code 
coverage, and accelerate release quality. AI is also unlocking more proactive wealth 
workflows by detecting liquidity events, market shifts, and changes in client cash 
flow so that actions can be triggered within pre-approved mandates.

The deeper challenge is verifiability at execution time, what Sharma describes as 
the intent-to-output alignment gap. The real danger is not simply that AI may be 
wrong, but that enterprises may not realise it quickly enough. Without governance 
and verification built in from day one, AI execution becomes less a leap forward 
than a faster way to make mistakes at scale.

Wealth management is where AI gets 
personal, proactive, and faster

Archana Venugopal
Senior Vice President and Chief Information Security Officer, NCDEX

From the CISO’s chair, the AI execution layer is already taking shape in 
cybersecurity operations, where speed, accuracy, and response time 
directly influence enterprise risk.In security operations centres, AI-

driven platforms are now autonomously triaging alerts, correlating signals, 
and launching containment actions such as isolating compromised endpoints, 
revoking access, or blocking malicious traffic, often within seconds. Similar 
patterns are emerging in identity and access management, where AI can enforce 
access decisions dynamically based on contextual risk, and in fraud systems that 
automatically stop suspicious transactions without waiting for manual approval.

The same trajectory extends into IT operations through AIOps, where AI is resolving 
incidents and optimising systems with minimal manual effort. What defines this 
stage is the emergence of closed-loop, policy-driven execution systems that do 
not merely interpret data but act on it within predefined governance boundaries. 
Most enterprises, however, still operate with a human-on-the-loop model, keeping 
oversight in place while gradually widening the scope of AI autonomy.

That makes the central risk painfully clear: loss of control and accountability. 
Once AI moves from advisory output to live action, the consequences become 
operational and systemic. Trust depends on control frameworks that make every 
AI-driven action traceable, auditable, and reversible, backed by strong policy 
guardrails, continuous monitoring, and fail-safe mechanisms. In cybersecurity, 
where a wrong move can affect business continuity, trust will come not from raw 
accuracy, but from the ability to govern, constrain, and intervene.

For CISOs, the execution shift is already 
operational reality

https://www.linkedin.com/in/archana-venugopal-6a183341/
https://www.linkedin.com/in/amitkmrsharma/
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Akshay Gupta
Associate Director – GenAI, Navi

Two areas stand out. The first is customer experience, where AI-powered 
voice bots and chatbots are no longer just supporting human agents 
but resolving customer queries from start to finish. That includes 

understanding the issue, guiding the user through resolution, and completing the 
required action in high-volume support environments. The second is engineering 
productivity, where AI is moving beyond code suggestions and into the active 
execution of changes across repositories, taking over repetitive or surface-level 
work so engineers can focus on more complex problem-solving.

The broader point is that AI is no longer limited to generating insight. It is 
now embedded within workflows and taking action as part of the enterprise 
execution layer itself. Yet this is precisely where the biggest risk emerges: loss of 
controllability at scale. Once AI begins executing decisions, errors are no longer 
isolated. They can spread rapidly across systems and processes, turning small 
slips into larger operational failures.

That is why strong guardrails, structured quality control, traceability, 
observability, and fail-safe escalation mechanisms matter so much. Enterprises 
need systems that let AI act autonomously, but never without visibility, 
reversibility, and accountability. Navi also makes an important contrarian point. 
The future is unlikely to belong to fully autonomous enterprises everywhere. In 
practice, AI will remain selectively autonomous, handling high-volume, repeatable 
tasks while humans stay involved in ambiguous, high-stakes, or heavily regulated 
scenarios. The goal is controlled autonomy, not total automation.

The future is controlled autonomy, not 
blanket automation

Abhinav Parashar
Co-founder & CEO, Digio

Artificial intelligence is increasingly being embedded directly into enterprise 
workflows. That shift is can be seen in systems designed to improve user 
journeys, strengthen trust, raise productivity, and simplify due diligence. 

This is not AI sitting outside the process and offering guidance. It is AI interacting 
with live data, validating inputs, and enabling faster decisions across critical 
touchpoints inside regulated environments.

The most tangible examples come from compliance-heavy use cases. Digio has 
built AI-enabled offerings around intelligent character recognition, impersonation 
checks, and contact point verification, all of which reduce manual effort in 
verification and shorten turnaround times for regulated entities and their end 
customers. The same pattern is visible in compliance solutions covering AML, 
countering the financing of terrorism, politically exposed persons screening, and 
transaction monitoring. Here, AI is not just identifying potential risks. It is helping 
organisations curate rules and scenarios in line with customer risk appetite and 
operationalise those frameworks in real time.

That makes explainability and governance the essential trust layer. In regulated 
sectors, black-box execution is not acceptable. Enterprises need visibility into how 
decisions are made, traceability across actions, boundaries around where AI agents 
can operate, approval layers for higher-risk moves, and human oversight where 
necessary. Continuous training, testing, and validation are equally important as 
fraud patterns and regulatory frameworks evolve. In real-world enterprise settings, 
trust is built not on capability alone, but on control, transparency, and accountability. 
Only then does AI move from assistive tool to trusted execution layer.

AI inside compliance-heavy workflows 
where speed matters

https://www.linkedin.com/in/abhinavparashar/
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Techkriti 2026: Forging Futures, Fueling Innovation
Techkriti 2026 wasn’t just a fest. It was drones in the sky, robots in combat, generals 
talking strategy, AI talking medicine, and music shaking the nights. Four days where 
tech, war rooms, code, and concerts collided. A campus turned into a mini future.

Techkriti, the annual flagship festival of IIT Kanpur, 
continues to stand tall as Asia’s largest technical 
and entrepreneurial festival. Since its inception in 
1995, it has embodied innovation and excellence. 

The 32nd edition, held from March 19–22, 2026, 
revolved around the theme NeoNousSingularita, bringing 
together technology, intellect, creativity, and electrifying 
experiences under one umbrella.

The name “Techkriti,” a fusion of “tech” and “kriti” 
(creation), perfectly reflects its spirit: a celebration of ideas 
brought to life. Over four action-packed days, the campus 
transformed into a hub of discussions, competitions, and 
unforgettable performances.

A Grand Beginning: Day 0 Highlights
The festival commenced with an inauguration at the 
Main Auditorium, featuring the ceremonial lamp lighting 
and addresses by institute dignitaries. GVG Yugandhar, 
Director General of the Aircraft Accident Investigation 
Bureau, delivered a keynote on aviation safety and 
aerospace innovation, followed by Rahul Mazumdar’s talk 
on making India a global drone hub. The day also featured 
events like Hovermania, Atlassian Career Café, and aerial 
showcases like Multirotor.

Day 1: Technology, Leadership, and 
Electrifying Nights
Day 1 blended intellect and energy. Major General C. S. 
Mann spoke on indigenous defense technology and self-
reliance. Global experts like Dr. Eric Grimson discussed 
medical technology and AI advancements. Group Captain 
Subhanshu Shukla inspired audiences with insights on 
India’s return to space. Competitions like Bridge Design 
Challenge, Atlassian and Eightfold AI Hackathons, 
Manoeuvre, IARC, and CNC showcased technical brilliance. 
The day ended with a high-energy EDM Night by Nucleya.

Day 2: Diversity of Ideas and  
Unstoppable Energy
Day 2 focused on inclusivity and innovation. The 
Women in Tech Panel featured Shailaja Donempudi, 
Dipti Saudagar, and Taranjeet Kaur, sharing leadership 
journeys. Mouna Neelkanta delivered the AWS keynote, 
followed by Air Marshal Balakrishnan Manikantan’s 
defense insights. Competitions like Sky Sparks, 
Multirotor, and TGP continued, while Band Night by 
Omkar energized the evening.

Day 3: Strategy, Strength, and a Grand Finale
The final day featured the impactful panel “Operation 
Sindoor: Tri-Service Operations in the 21st Century,” with 
Lt. General D. P. Pandey, Air Marshal Philip Thomas, and 
Rear Admiral Ajit Thekkepat discussing modern warfare 

By DQ Bureau

and joint operations. Robowars thrilled audiences with 
intense battles of custom-built machines. The festival 
concluded with a spectacular Bollywood Night by 
Sachin-Jigar.

A Celebration Beyond Boundaries
From insightful talks and intense competitions to 
electrifying pronites, Techkriti 2026 was more than a 
festival: it was an experience. With participation from 
across the country and visionary speakers, it reinforced its 
role as a platform where ideas come to life.

As the curtains fall, Techkriti continues to inspire 
the next generation of innovators and leaders, pushing 
boundaries and shaping the future.

https://techkriti.org/
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Samit Shetty
Country Leader, Automation Platform, IBM India & South Asia

The shift towards the autonomous enterprise is already visible in workflow-
centric automation, where AI is being embedded directly into business 
operations across HR, IT, customer service, and finance. The model is 

no longer limited to support or recommendation. It is increasingly built around 
systems that can detect, decide, and act in real time across end-to-end workflows.

IBM points to its own “client zero” transformation as proof of that shift. By 
combining AI and automation, the company says it has delivered USD 4.5 
billion in productivity gains globally and designed more than 155 AI use cases 
across core functions. In HR, its AskHR AI agent now handles 94% of employee 
queries autonomously, reducing support tickets by around 75% against 
historical levels, while overall transformation efforts have lowered operating 
budget by 40% over the past four years. In IT operations, AI-led automation 
has cut standard support tickets by 56% between 2022 and 2024, with AI 
agents resolving about 86% of employee queries. IBM also cites work with API 
Holdings, where AI-driven observability using IBM Instana helped reduce mean 
time to resolution by up to 30%, and with Karnataka Bank, where a modernised 
API platform improved scalability by 50% and reduced operational costs  
by 30%.

As AI starts making decisions and triggering actions, trust depends on 
sovereignty across data, technology, and operations. Without that layer of control, 
autonomous AI may scale experimentation, but not enterprise confidence.

AI scales when control stays with  
the enterprise

Deepak Visweswaraiah
Senior Vice President and Managing Director, Pegasystems India

Enterprise AI has reached an inflection point where the central question 
is no longer what AI can tell the business, but what it can do inside the 
business process itself. For years, AI largely operated as an insight layer, 

augmenting human judgement with predictions and recommendations. That 
model is now giving way to something more operational: AI as an execution layer 
capable of taking action autonomously within live workflows.

This is already visible in customer service, fraud detection, and workflow 
orchestration. In these environments, decisions are no longer merely surfaced 
for human review and delayed action. They are being triggered and executed in 
real time. At Pegasystems, that means AI can recommend the next best action 
and automatically launch the associated case-resolution workflow. In financial 
services, it can detect potential fraud and immediately initiate an investigation 
or block a transaction. In operations, AI-driven decisioning can orchestrate 
workflows dynamically across systems without manual intervention, turning 
insight directly into action.

That is why governance now sits at the centre of the autonomous enterprise 
conversation. The real barrier is not intelligence alone, but trust. Enterprises need 
transparency, explainability, and control over how AI-driven decisions are made 
and executed. Without that foundation, the risk of unintended consequences 
and compliance gaps becomes too high. AI will succeed as an execution layer 
not because it is clever, but because it is governed responsibly and consistently 
at scale.

When AI stops suggesting and starts acting

https://www.linkedin.com/in/deepakvis/
https://www.linkedin.com/in/samitshetty/
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Rahul Mahajan
VP & CTO, Digital Business Transformation, Nagarro

The shift from AI as passive adviser to AI as active executor is accelerating 
in organisations that treat AI initiatives as enterprise-grade products 
rather than experiments layered onto old systems. The most successful 

approaches are being built for governed execution from the outset, with 
guardrails, explainability, evaluation frameworks, confidence thresholds, and 
carefully designed human handovers embedded directly into operations. That 
shift is especially visible in agentic platforms, multimodal intelligence, and 
context-aware architectures where multiple specialised agents coordinate across 
workflows rather than operating in isolation.

What is changing here is not just model quality, but the system around the model. 
Shared context is becoming the real breakthrough. When every system operates 
with the same business understanding and under the same rules, fragmented 
automation begins to turn into coordinated intelligence. That requires looking beyond 
conventional AI engineering and investing in specialised agentic governance skills 
and semantic modelling that make execution more reliable across the enterprise. 
The harder challenge, however, is change management. It is an even bigger 
issue than model risk alone. Trust in execution depends on whether enterprises 
redesign skills, structures, accountability models, and continuous-improvement 
practices around agentic operations. It also depends on much wider AI literacy 
across leadership teams, business functions, and front-line workers. Even the most 
capable autonomous system will fail to scale if people do not understand when to 
trust it, when to challenge it, and how to improve it. Technological maturity matters, 
but organisational readiness decides whether AI can truly move into execution.

Governed execution begins with shared 
context, not hype

Premalakshmi Ramakrishnan
MD & Area Vice President, India and SAARC, NetApp

Many organisations still treat AI as a decision-support layer, but it is 
already executing operational decisions across the enterprise. In banking 
and financial services, AI is approving or blocking transactions in real 

time, detecting fraud, and automating compliance. The same shift is visible in 
telecom, manufacturing, and the public sector, where AI is helping manage 
networks, optimise supply chains, and respond to cyber threats as they happen. 
The bigger change now is that AI is moving beyond applications and into the 
data and infrastructure layer. Once it begins managing the systems that run the 
business, including data, cloud, and cyber resilience, it stops being a tool on the 
side and starts becoming part of the operating model itself.

That is where infrastructure becomes decisive. NetApp underscores the high-
throughput AI infrastructure, automated data pipelines, and hybrid multi-cloud 
data connectivity and governance as the foundation that allows autonomous 
AI operations to scale securely. In this view, the autonomous enterprise will 
ultimately be built on data infrastructure because AI can only execute as fast, and 
as safely, as the environment behind it allows.

The central risk is data trust. Fragmented data across on-premises systems, 
multiple clouds, and business platforms can lead AI to act on incomplete or 
inconsistent information. Enterprises need unified, governed, and secure 
data environments, with clear visibility, access control, cyber resilience, and 
recoverability, before AI can be trusted to execute at scale.

AI execution will only be as strong as the 
data beneath it

https://www.linkedin.com/in/premalakshmi-pr/
https://www.linkedin.com/in/mahajanmaha/
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Vinod Kumar
Chief Digital Officer, Shriram Finance

Artificial intelligence is rapidly shifting from an advisory instrument into a 
proactive execution layer across financial services. In the front office, it is 
already managing large parts of the customer lifecycle, from automated 

onboarding built on document verification, data extraction, and real-time eligibility 
decisioning, to conversational systems that not only answer queries but also 
trigger backend actions. It is also enabling proactive personalisation by deploying 
pre-approved offers without manual intervention.

The deepest change, however, is visible in credit and risk, where AI increasingly 
functions as a core decisioning engine. Credit underwriting models are beginning 
to influence approval and rejection outcomes directly. Fraud systems can 
autonomously identify, flag, or block suspicious transactions. Alternative data is 
being pulled straight into automated decision engines. In operations and the back 
office, AI acts as a digital operator, handling KYC, compliance checks, anomaly 
detection, workflow orchestration across legacy and modern systems, and 
collections strategies that adapt in real time to borrower behaviour. The shift is no 
longer from question to recommendation. It is from question to action executed 
within defined governance boundaries. That makes explainability and accountability 
the defining challenge. In regulated environments, black-box decisioning cannot 
be the basis for trust. Every action must be auditable and justifiable, ownership of 
outcomes must be clear, and drift or bias must be monitored continuously. Human-
on-the-loop governance, explainable AI frameworks, and real-time overrides are 
what separate scalable AI execution from unmanaged risk.

Shriram Finance sees AI becoming the 
operating engine of decisions

Jayanth Sekar
Sr. Director, Data Science & AI – Customer Experience, GE Aerospace

At GE Aerospace, artificial intelligence is no longer an experimental 
layer sitting beside engineering. It is already operating at scale across 
the lifecycle of an engine, from design and production to inspection, 

maintenance, and workforce productivity. One of the clearest examples comes 
from engine design, where researchers have demonstrated generative AI 
capable of producing hundreds of design iterations in seconds, compressing the 
development cycle for future engine technologies and moving AI from design 
support into active participation.

The same shift is visible in fleet readiness. GE Aerospace monitors its 
global fleet of roughly 50,000 commercial engines around the clock using AI 
to identify predictive maintenance issues. That has led to a 45% increase in 
issue detection, 60% faster lead times in identifying maintenance needs, and 
a 50% reduction in false alerts. AI-powered inspection tools, including the 
Blade Inspection Tool developed at GE Aerospace’s Bengaluru Technology 
Centre, have halved inspection times. The company is also using AI to forecast 
work requirements for engine maintenance so the right parts are available 
before an engine even arrives at a Maintenance, Repair, and Overhaul facility. 
Its internal generative AI platform, AI Wingmate, is used by around ~11,000  
employees daily.

GE Aerospace puts AI to work across the 
engine lifecycle

https://www.linkedin.com/in/vinod-kumar-a2179455/
https://www.linkedin.com/in/jayanth-sekar-9b9285a/
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Arun Ramchandran
CEO, QBurst

The real inflection in enterprise AI is not better conversation. It is the move 
from reactive chat interfaces to agentic workflows that execute multi-
step tasks across systems. That distinction matters because chat-based 

AI, however useful, still depends on humans to drive the process. Agentic AI 
changes that by allowing digital workers to plan, react, and collaborate inside 
business environments with far greater autonomy, provided they operate within 
clear guardrails.

That is no longer confined to knowledge-intensive work. QBurst points to 
emerging use cases in sectors such as mining and manufacturing, where agentic 
AI, and in some instances Physical AI, can perceive the physical environment, 
verify raw materials against delivery standards, and trigger supply chain alerts 
automatically. In such settings, AI is moving from information and insight 
towards action. More importantly, it is beginning to take on what Ramchandran 
describes as the intent layer of the organisation, translating business goals into 
coordinated, system-level execution.

The central risk, however, is data accuracy and readiness in the enterprise 
context. If the data feeding the system is not current, contextual, or consumable, 
AI-led execution becomes unreliable at best and dangerous at worst. That is 
compounded by the fact that AI agents do not fail like traditional software. They 
can fail silently and inconsistently. Trust, therefore, requires a managed-agents 
approach built on observability, full execution tracing, human-in-the-loop 
controls, and systems designed for recovery rather than blind automation.

The real shift is from chatting to doing

Vijay Vijayasankar
Global Agentic AI Officer, Genpact

Genpact’s view of the autonomous enterprise is grounded in what it calls 
Agentic Operations, a model that shifts work from being human-processed 
and human-validated to machine-processed and human-validated. The 

difference sounds subtle but significant. AI is no longer only helping workers 
move through a process. It is increasingly executing the process itself, resolving 
exceptions, orchestrating actions, and driving measurable outcomes within 
defined guardrails.

Accounts payable offers a clear example. Genpact’s AP Suite uses a network of 
pre-trained, self-learning AI agents to autonomously ingest and validate invoices, 
trace missing supplier data, streamline inquiries, and resolve exceptions while 
escalating only the most complex cases for human review. The result is greater 
precision and more straight-through processing, but it also points to a larger 
truth: AI only becomes truly useful as an execution layer when the enterprise 
is architected for responsible action at scale, not when agents are simply bolted 
onto broken workflows.

That is why Genpact ties trust to AI-first redesign rather than isolated 
deployment. Enterprises need process intelligence at the core, with autonomy 
designed across data, architecture, orchestration, and governance. If the 
underlying data layer is not ready, agents become polished interfaces sitting on 
top of flawed processes. The organisations pulling ahead are the ones deliberately 
designing AI-led workflows where agents behave like a governed workforce, 
scaling autonomy without sacrificing trust, auditability, or human judgement.

Agentic operations as the next enterprise 
operating model

https://www.linkedin.com/in/vijayasankarv/
https://www.linkedin.com/in/raknz/
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Praveen Ojha
CTO, EPAM India

Enterprise AI is moving closer to execution in a number of high-impact 
environments, but the transition remains uneven. Financial services, 
manufacturing, retail, and healthcare are among the sectors where AI is 

being plugged into live operations to improve workflow efficiency and support 
faster decisions. In financial services, AI is becoming part of transaction flows, 
enabling real-time risk decisions and more adaptive customer interactions. In 
manufacturing, it is powering closed-loop systems that learn continuously from 
sensor data to improve production, quality, and energy use. In retail, it is helping 
orchestrate end-to-end commerce, while in healthcare it is finding a place inside 
clinical pathways under strong human oversight.

The common thread is proximity to the system of action. AI is no longer sitting 
entirely outside workflows. Even so, most enterprise deployments are still not 
mature enough to be fully embedded into production execution layers. They 
remain assistive, decision-support driven, and tightly bounded by guardrails. 
That caution reflects a deeper issue. The real risk is not the sophistication of the 
model, but the systemic reliability of the environment in which it operates.

In fragmented enterprises with uneven governance, AI often fails subtly 
through drift, misalignment, and inconsistent behaviour that is hard to detect at 
scale. That makes trust a matter of predictability, traceability, and control rather 
than intelligence alone. The answer lies in deliberate re-architecture, where data 
is standardised, systems interoperate cleanly, and governance is embedded 
throughout the AI lifecycle rather than added after the fact.

The real issue is not the model, but the system

Arun Balasubramanian
Managing Director, India & SAARC, Dynatrace

In fast-scaling digital environments, AI is already moving beyond analysis 
and into live execution. That is especially visible in sectors such as digital 
commerce and banking, where performance, uptime, and customer experience 

are business critical. During peak events such as festive traffic surges, AI is no 
longer only flagging anomalies for teams to investigate. It is autonomously scaling 
infrastructure, optimising workloads, and resolving performance bottlenecks in 
real time.

What makes this possible is not automation alone, but a combination of full-
stack observability and precise, context-aware understanding of how complex 
systems behave. He points to a wider regional pattern as well. Across APAC, 
many organisations are already pushing agentic AI into limited production and 
departmental deployments, with a growing share moving towards enterprise-
wide integration. The acceleration is particularly visible in customer-facing 
applications, where teams are prioritising AI to improve satisfaction while also 
monitoring agent performance and data quality more closely.

That makes the central risk easy to define: lack of trust in how AI makes 
decisions. In tightly connected environments, an action taken without the right 
context can create downstream consequences that quickly become costly. 
Enterprises need AI grounded in real-time context, guarded by clear policies, and 
supported by full traceability of actions. Without that foundation, autonomy at 
scale becomes a liability rather than an advantage. With it, AI can move from 
being a support layer to a trusted engine for resilience and digital experience.

How AI is already acting inside digital 
pressure points

https://www.linkedin.com/in/praveen-ojha-30b0019/
https://www.linkedin.com/in/arunbalasubramanian/
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Deb Deep Sengupta
Area Vice President, South Asia, UiPath

The shift underway is not just from insight to automation, but from insight-
led systems to execution-led systems. That marks a fundamental change 
in how work gets done. Traditional AI largely focused on surfacing insights 

and automating discrete, rules-based tasks. It could recommend, predict, or assist, 
but the responsibility for execution still sat with people. Agentic AI changes that 
boundary. It is now taking action inside workflows, resolving cases, enforcing 
compliance, and in some situations completing transactions end to end.

This is already visible in high-volume functions such as customer operations, 
finance, and compliance, where consistency, speed, and process discipline matter 
more than isolated intelligence. The real value does not come from insights alone. 
It comes when decisions are connected to systems, processes, and actions across 
the enterprise. In that sense, execution depends on orchestration, not intelligence 
by itself. Work is no longer routed to people by default, with automation added 
later. It is increasingly being orchestrated dynamically across humans, agents, 
and systems based on capability, allowing long-running and complex processes 
to flow end to end.

The main risk is assuming AI is ready for execution when the enterprise is 
not. Most organisations still run on fragmented systems, inconsistent data, and 
workflows not designed for autonomous action. That is why pilots often stall 
in production. Trust will depend on governed workflows with orchestration, 
auditability, policy enforcement, and human oversight built in from the start.

AI delivers value only when execution is 
orchestrated end to end

Ritwik Batabyal
CTO and Innovation Officer, Mastek

The enterprise AI shift is no longer about better answers. It is about systems 
that can plan, act, and coordinate work across functions with far less human 
intervention. That change is already visible across customer service, 

operations, supply chain, finance, compliance, and enterprise IT. AI agents are 
moving beyond handling frequently asked questions and into operational action, 
whether that means processing refunds, rebooking services, escalating complex 
cases, dynamically rerouting shipments, or adjusting production schedules in 
response to changing supply, weather, or demand conditions.

The same progression is visible in finance and compliance, where autonomous 
trading and risk systems can monitor live conditions, execute trades, and enforce 
thresholds simultaneously. Inside enterprise IT, internal agents are beginning to 
deploy software updates, resolve tickets, and balance workloads on their own. 
The broader pattern is unmistakable. Enterprises are re-architecting workflows 
around AI agents that do not just advise humans on the next step, but carry that 
step forward themselves.

That makes accountability and transparency the foundational trust 
requirement. Before organisations delegate execution, they need governable 
intelligence, AI that can be monitored, understood, and constrained within clearly 
defined human boundaries. Explainability, auditability, and regulatory alignment 
are no longer optional features. They are the conditions under which AI can move 
from useful automation to trusted enterprise execution. Without that layer of 
control, faster action simply means faster exposure to risk.

AI has already crossed into action

https://www.linkedin.com/in/deb-deep-sengupta-a138121/
https://www.linkedin.com/in/ritwikbatabyal/


30 | April, 2026	 www.dqindia.com	 A CyberMedia Publication | DATAQUEST

Cover Story / Autonomous Enterprise

Jayaprakash Nair
Global Head of Data and AI – Lab and Capability Center, Altimetrik

Enterprise interest in AI-led execution is rising, but the movement remains 
cautious, especially in regulated sectors such as banking, financial 
services, and life sciences. Altimetrik’s view is that companies are willing to 

reimagine workflows with AI, but only when autonomy can be tightly controlled. 
Deterministic agents may occasionally be granted full autonomy after extensive 
due diligence, yet the moment an AI system becomes probabilistic or stochastic, 
enterprises become much more hesitant. The reason is simple: these decisions 
are not binary, and even highly experienced humans can struggle with them, let 
alone models operating with narrower context windows.

That uncertainty is worsened by the fact that AI outputs can change over 
time. The same system may produce different, even conflicting, answers under 
different conditions, making the decision path harder to trust. Probabilistic 
engines still provide real value, but they are far better suited to a model where 
a human remains in the loop and judgement is preserved at critical moments.

That is why Nair places such strong emphasis on Responsible AI. Fairness, 
reliability, accountability, explainability, transparency, inclusiveness, privacy, 
and security are not interchangeable buzzwords. They are distinct disciplines 
that together determine whether AI execution can be trusted. In practice, most 
organisations may not wait until every condition is perfect. They will prioritise the 
most important tenets first and move forward with supervision. But trust will only 
deepen when building the right product is matched by building it the right way.

Caution, not speed, defines serious 
enterprise AI

Chandrasekar Ramamoorthy
Co-founder, Mozark.AI

AI is already deeply embedded in our own product, engineering, testing, 
and sales workflows, making it a strong example of how execution begins 
inside the operating core of a business. In product development, AI has 

changed how work gets initiated. Product managers can now create functional 
prototypes directly instead of drafting long traditional requirements documents, 
reducing the back-and-forth that often slows collaboration between product and 
engineering teams. In development itself, AI agents are generating nearly 50% of 
the company’s code, helping accelerate feature rollouts, shorten release cycles, 
and increase organisational agility.

As a quality assurance platform, we also use AI to raise test productivity and 
coverage, enabling better outcomes with less manual effort. The commercial side 
shows a similar pattern. In sales, AI helps teams instantly generate customised 
prototypes, dashboards, and analytics based on each prospect’s needs, making 
demonstrations more relevant from the first interaction and helping shorten the 
journey from lead to order.

The trust question, however, is equally practical. Before AI can be relied on as 
an execution layer, agents must be rigorously validated for security, accuracy, 
and performance. As systems gain access to more tools and data sources, the 
testing burden only increases. The effectiveness of AI ultimately depends on the 
quality, security, and privacy compliance of the tools and contextual data it relies 
on. Autonomous execution can only scale when that foundation is assured.

How AI is reshaping product, testing, and 
sales together

https://www.linkedin.com/in/jpnair/
https://www.linkedin.com/in/chandra-r/
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Aveg Agarwal
India Business Head, Bidgely

India’s power sector offers a compelling view of how AI is moving from insight 
to execution in environments where decisions must happen at scale and in 
real time. With more than 250 million smart meters being rolled out under the 

Revamped Distribution Sector Scheme, utilities are beginning to move beyond 
analytics towards automated action. That includes dynamic load balancing, 
outage prioritisation, and far more personalised consumer engagement, all of 
which make distribution companies more responsive while freeing human teams 
to focus on higher-order decisions and customer outcomes.

In this setting, AI is no longer simply recommending what utilities should 
do next. It is helping them act faster, with more granularity, and across a much 
larger operational footprint. Bidgely argues that this is where vertical AI becomes 
important, because it allows utilities to deploy specialised machine learning 
models inside their own cloud environments rather than relying on generic 
black-box systems outside their security perimeter.

Utility leaders remain wary of moving sensitive infrastructure data beyond 
their established boundaries, and with good reason. Data sovereignty and model 
brittleness are major concerns when critical infrastructure is involved. The 
answer lies in systems that preserve sovereign control while still enabling much 
richer operational insight. If that balance is achieved, the shift from analytics 
to execution could unlock not just better utility operations, but very significant 
economic value at scale.

India’s power sector move from analytics 
to action

Sajith Nambiar
Head of Solutions, UST

AI is moving most credibly into execution in environments where 
workflows are repeatable, data is available, and the operating boundaries 
are already defined through business rules. That is the pattern UST sees 

across service operations, document-led workflows, and process orchestration. 
In IT and service operations, AI is no longer limited to summarising incidents or 
recommending next steps. It is increasingly classifying tickets, enriching cases 
with business context, routing work to the right teams, triggering remediation 
workflows, and in some cases carrying out low-risk actions automatically.

The same progression is visible in procurement, finance operations, compliance, 
and customer support, where agentic systems can extract information, validate it 
against business rules, and push the workflow forward without waiting for human 
intervention at every stage. In such settings, AI stops being a point solution and 
becomes part of the operating fabric of the enterprise. The key enabler is not 
just a better model, but a stronger enterprise foundation, one where business 
context, process logic, policies, and metadata are cleanly connected.

That is why UST defines the main risk as governance of action. A poor 
recommendation can still be reviewed, challenged, or ignored. An executed 
action changes the equation completely. Trust depends on guardrails, role-based 
permissions, policy boundaries, escalation thresholds, and the ability to explain, 
observe, and reverse what happened. The future will belong not to more powerful 
AI alone, but to AI that is more controllable, transparent, and safe to act.

AI execution where workflows are 
repeatable and bounded

https://www.linkedin.com/in/avegagarwal/
https://www.linkedin.com/in/sajithnambiar/
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Srividhya Srinivasan
Co-founder & CTO, Amagi

A fundamental shift is taking place in high-velocity industries such as 
media and digital publishing, where AI is moving from advisory support 
to becoming the execution engine itself. Earlier, AI functioned as a digital 

assistant, summarising data, generating text, or suggesting tags while human 
operators still navigated fragmented interfaces and manually pushed the work 
forward. Agentic AI changes that equation by collapsing the interface itself. In 
this model, AI is no longer recommending a clip selection or draft. It is identifying 
the narrative, carrying out spatial reformatting, applying brand packaging, and 
publishing the final asset directly to endpoints.

That matters because AI has moved from advising the workflow to becoming 
the workflow. In sectors where speed and output variation are high, that shift has 
major implications for how content is produced, packaged, and delivered. The 
productivity upside is obvious, but so is the risk. Once AI becomes the execution 
layer, a hallucination or logic error is no longer an internal misstep. It becomes a 
live, public-facing mistake.

The real challenge, then, is operational control at scale. Enterprises need to 
solve the black-box problem by making AI actions traceable and explainable. 
That means moving away from opaque systems and towards deterministic, 
policy-driven guardrails governed by plain-English business rules, compliance 
requirements, and brand standards. Human-in-the-loop approval gates must 
remain available where needed. Trust will not come from making AI smarter alone. 
It will come from making its boundaries transparent, explicit, and enforceable.

When AI becomes the workflow

Aarti Kapur
Leader, Platform and Solutions, Tiger Analytics

The move from AI as support tool to AI as execution layer is already visible 
in how enterprises are running specific workflows directly on their data 
platforms. In demand planning and compliance, AI is no longer stopping at 

insight generation. It is monitoring data, updating forecasts, generating reports, 
and triggering the next action within the same workflow.

Retail offers a clear example. Demand is being recalibrated in real time, with 
replenishment decisions triggered directly from the system. In compliance 
functions, the same pattern is taking hold. Anomalies are flagged, reports 
are generated, and follow-up actions are initiated without waiting for manual 
stitching across separate tools. What makes this possible is not only the 
model, but the architecture. Intelligence is being embedded within the data 
layer itself, with agent-driven workflows handling specific tasks and moving 
processes forward.

That also explains the real risk. Trust breaks down when AI acts on inconsistent 
definitions, fragmented data, or an unreliable understanding of the business. 
Speed without guardrails is not acceleration. It is liability. The answer lies in a 
strong data and semantic foundation, shared definitions of metrics and rules, 
clearly bounded execution rights, and audit trails that make every decision 
traceable and reversible. AI may be ready to execute, but enterprises still need to 
become structurally ready to let it do so responsibly.

How data platforms are becoming  
action platforms

https://www.linkedin.com/in/srividhya-srinivasan-60806b1/
https://www.linkedin.com/in/aartikapur/
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Yogesh Jadhav
Group CTO, Choice International & Choice Techlab

One of the sharpest warnings in the autonomous enterprise conversation 
is not about hallucination, model drift, or context limits alone. It is about 
over-trust. Yogesh Jadhav describes the missing capability as calibrated 

distrust, and the phrase resonates, because it captures a deeply human problem 
that technology by itself cannot solve.

When an AI agent produces polished output, clean error handling, sensible 
logging, and apparently strong test coverage, reviewer vigilance tends to fall. 
Cognitive load drops, and with it, scrutiny. The result is what Jadhav calls quality 
debt at velocity. Decisions are approved because they look convincing, not 
because they have been properly evaluated. Over time, an organisation starts 
accumulating actions that were signed off but never fully understood.

That risk becomes existential in regulated sectors such as financial services. A 
single unreviewed assumption about data handling, compliance interpretation, 
or execution logic can create serious regulatory exposure. The danger is 
subtle because the system may appear competent, even elegant, while quietly 
embedding flawed judgement into live workflows.

The implication for enterprises is uncomfortable but essential. Trust in AI 
execution cannot be built on fluency alone. It requires disciplined scepticism, 
review mechanisms that remain active even when output looks impressive, 
and operating cultures that resist mistaking polish for proof. Without calibrated 
distrust, autonomous execution creates not just efficiency, but hidden 
institutional risk.

Why AI confidence can be deceptive

Tanu Garg
AI Service Delivery Transformation Leader, EY GDS

At EY GDS, the shift from AI as assistive layer to AI as execution fabric 
is already taking shape across engineering, risk and compliance, and 
data operations. The transition is not being driven by isolated tools, 

but by a structured operating model. A governed marketplace of AI assets 
and accelerators, aligned to prioritised use cases and cleared through rigorous 
information security and compliance checks, allows teams to reuse proven 
solutions at scale. That reduces duplication, shortens time to value, and turns AI 
from one-off experimentation into an execution capability.

A key differentiator is the codification of domain knowledge into ontology-
driven knowledge cartridges. These allow AI to generate outputs that are far 
more contextual and industry-specific, pushing it beyond generic assistance and 
into execution-grade intelligence embedded within workflows. Trust is being 
treated in the same structured way. Evaluation and governance are built into the 
model lifecycle from the outset, covering quality, security, and responsible use. 
Live telemetry from engagements feeds standardised evaluation pipelines so 
performance can be monitored continuously as solutions scale.

The real risk here is not the technology itself, but fragmented and ungoverned 
adoption. Organisations will struggle if AI spreads unevenly across functions 
without shared controls, context, or discipline. The ones that succeed will be 
those that embed AI into how work is done, govern it rigorously, and scale it 
through reuse rather than reinvention.

Embedding AI into the execution fabric of 
service delivery
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Kanakalata Narayanan
Vice President, AI and GenAI, Ascendion

Software development is emerging as one of the clearest proofs that 
AI has moved from insight into execution. Agentic systems are now 
autonomously writing, testing, and deploying code inside continuous 

workflows, producing measurable gains in productivity, cost efficiency, and time 
to market. The important point, however, is not simply that AI is augmenting 
developers more effectively. It is that AI is being embedded as an execution layer 
within core operations.

That shift changes the conversation from capability to operating model. The 
biggest blocker is no longer technological readiness. It is whether enterprises 
have redesigned decision rights, accountability, governance, and performance 
metrics to match this new reality. Many are still attempting to layer AI onto 
legacy structures, which is why so many programmes remain stuck in pilot 
mode despite serious investment. Execution at scale demands more than better 
models. It demands system-level redesign.

In that sense, the winning pattern is human-AI collaboration by design. 
AI drives execution where speed, repetition, and pattern recognition matter. 
Humans retain judgement, control, and accountability where interpretation, 
ambiguity, or risk rise. Organisations pulling ahead are the ones aligning AI 
directly to business outcomes and rethinking delivery itself, moving away from 
effort-based models and towards value-based execution. The lesson is clear. The 
autonomous enterprise is not built by sprinkling AI on old processes. It is built by 
redesigning the enterprise around what AI can now do reliably.

Execution succeeds only when the 
operating model changes

Venkat Sitaram
Senior Director & Country Head, Infrastructure Solutions Group, Dell Technologies India

As enterprise AI matures in India, the shift from assistive intelligence to 
execution layer is becoming visible across core business processes. 
That includes IT operations, cybersecurity, supply chain, and customer 

experience, where AI is moving beyond insight generation and into autonomous 
decisioning and action. Self-healing AIOps and real-time, AI-optimised logistics 
are among the strongest examples of this broader evolution.

The underlying drivers are equally important. This change is being powered by 
more capable data platforms, stronger edge computing architectures, and deeper 
integration of AI into enterprise applications. In other words, the execution shift 
is not happening because AI suddenly became useful in isolation. It is happening 
because the surrounding infrastructure is finally maturing enough to support 
action at enterprise scale.

Dell Technologies positions this as an operationalisation challenge rather than 
a model showcase. Scalable infrastructure, edge-to-core architectures, secure 
data foundations, and trusted environments are what allow AI to move safely from 
recommendation to execution. That makes trust, transparency, and governance 
essential, not optional. Autonomous execution can only scale if enterprises know 
how decisions were made, what systems were touched, and where boundaries 
remain in place. The autonomous enterprise, from this perspective, is not a 
futuristic slogan. It is the next stage of enterprise architecture, where AI becomes 
part of how the business runs, provided the infrastructure and governance are 
strong enough to carry that weight.

Dell sees the execution shift spreading 
across India’s enterprise stack

https://www.linkedin.com/in/kanakalata-narayanan-b30a995/
https://www.linkedin.com/in/venkat-sitaram-8798a8b0/
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Rakesh Ravuri
Chief Technology Officer & Senior Vice President, Engineering, Publicis Sapient

For years, AI sat in the enterprise as a layer of insight, analysing data, 
producing recommendations, and supporting human decision-making. 
That balance is now changing. AI is moving into the core of execution 

itself, especially in software engineering and enterprise operations. In software 
delivery, it is not just assisting developers but helping build, test, refactor, and 
modernise systems. Delivery is becoming more continuous and machine-
assisted. At the same time, workflows such as claims processing and customer 
onboarding are shifting from suggested next steps to AI-driven decisions that 
are actually executed inside the process.

This marks the arrival of a new architectural layer, AI as a decision engine 
embedded within enterprise workflows. The deeper risk, however, is not 
simply hallucination or isolated model error. It is what happens when AI-driven 
decisions scale without shared context, visibility, and control. Ravuri describes 
this as decision debt. As organisations deploy multiple agents across functions, 
each one may optimise locally while creating fragmentation globally. One agent 
approves what another might reject. Over time, the enterprise accumulates 
inconsistent decision logics that are neither fully traceable nor aligned.

That is why trusting AI as an execution layer requires more than better models. 
It demands governance structures where decisions are observable, traceable, and 
continuously evaluated, supported by shared context layers and clear boundaries 
between autonomous action and human oversight. The challenge is no longer 
whether AI can decide. It is whether enterprises can govern those decisions at scale.

AI execution creates decision debt  
if left unguided

Ganesh Gopalan
Co-Founder & CEO, Gnani.ai

Voice AI is emerging as one of the clearest examples of how artificial 
intelligence can move from support into execution at scale. In high-
volume, decision-intensive functions such as customer support, sales 

operations, lead qualification, and collections, AI is no longer limited to agent 
assistance. It is increasingly owning end-to-end workflows, resolving queries, 
qualifying leads, processing requests, and launching follow-up actions without 
depending on human intervention at every step.

Gnani.ai’s Inya VoiceOS is designed around that transition. It enables voice 
AI agents not just to understand and respond, but to take action by integrating 
with backend systems, executing tasks, and completing entire interactions end 
to end. This has clear operational implications for functions such as collections, 
outbound engagement, and customer service, where consistency and response 
speed directly shape business outcomes. The scale of impact is already visible. 
One deployment with a top-three bank handled over one crore customer 
interactions, increased call-handling capacity by 270%, and improved customer 
satisfaction by 50%, all without adding headcount.

The real risk is not whether AI can drive decisions, but whether it can do so 
predictably and accountably. Trust depends on clear decision boundaries, human 
oversight where needed, robust monitoring, and the ability to trace why an agent 
acted the way it did. In this model, conversation analytics becomes a governance 
layer, not just a reporting one. It gives enterprises the audit trails needed to trust 
autonomous voice systems in live operations.

Gnani.ai is turning voice AI into an 
enterprise execution engine
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Sanjay Agrawal
Head Presales and CTO, Hitachi Vantara India and SAARC

AI is moving into execution most credibly in environments where real-time 
action matters and the data infrastructure is mature enough to support 
it. That pattern is already visible across healthcare, manufacturing, and 

financial services. In healthcare, AI is no longer just flagging anomalies. It is 
triggering workflows such as case prioritisation and data routing across clinical 
systems. In manufacturing, the transition is even more direct. AI has moved 
from predictive insight to autonomous control, with systems ingesting machine 
data and adjusting production parameters in real time. In financial services, AI 
is increasingly blocking transactions, adjusting risk thresholds, and initiating 
compliance workflows inside highly governed environments.

What ties these examples together is infrastructure. Agentic AI, in this view, is not 
just another application layer trend. It is meaningful because it plans, coordinates, 
and executes multi-step actions across many systems and agents. That makes 
contextuality critical. The system must know which agent should do what, when, 
and why. None of that is possible without robust hybrid data infrastructure, low-
latency integration between information technology and operational technology, 
and secure environments where action can be grounded in reliable data.

The larger shift, then, is from AI as co-pilot to AI as operator. Outcomes 
increasingly depend on how quickly and accurately enterprises can turn data 
into action. Where the infrastructure is resilient and context-rich, AI moves into 
execution. Where it is not, the system remains stuck in assistance mode.

Execution begins where data can move  
at action speed

Rahul Lodhe
Global Vice President, Head of SAP Copilot Joule, and Head, SAP Artificial Intelligence India, SAP

The clearest evidence of AI moving from insight to execution lies not in what 
it can analyse, but in what it can now complete inside systems of record. 
The shift is most visible in workflows that are high-volume, rule-rich, and 

tightly connected to core enterprise platforms. In procurement, for example, AI 
has moved well beyond extracting data from invoices and purchase orders. It is 
now validating documents against policy, routing approvals, and writing results 
back into enterprise resource planning systems without waiting for a human to 
initiate each step.

The same logic applies in supply chain operations, where production-planning 
agents can perform prerequisite checks, identify workarounds, and trigger 
downstream workflows autonomously. In IT operations, systems are moving 
from anomaly detection to real-time investigation and response. In engineering, 
an automotive supplier used a squad of AI agents to generate initial test case 
descriptions from historical requirements, cutting the time required by 50% for 
certain requirement types. The common thread is architectural. These are agents 
with defined permissions, access to live systems, and the ability to close the loop 
by updating records and changing states directly within the workflow.

That makes controllable autonomy the central issue. Enterprises need end-to-
end accountability for what an autonomous system did, why it did it, and whether 
the action can be reversed. Auditability must be treated as a design constraint, 
not a compliance afterthought. Until then, the rational response will be to keep 
humans as the final executors.

How AI closes the loop inside systems  
of record
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Ranga Jagannath
Senior Director – Growth, Agora

AI is moving fastest into execution where automation and real-time 
interaction intersect. Customer experience is a strong example. Voice 
AI agents are now handling inbound queries, resolving routine issues, 

qualifying leads, and routing complex cases without human intervention. With 
platforms such as Agora’s Conversational AI Engine, developers can deploy real-
time voice agents that understand speech, respond instantly, and manage multi-
turn conversations with ultra-low latency. That means AI is no longer simply 
providing suggestions. It is actively participating in operational workflows.

The same shift is visible in outbound engagement. AI agents are now capable 
of conducting sales outreach, running surveys, and scheduling appointments 
at scale. Multimodal AI agents, powered by real-time application programming 
interfaces, can combine voice, text, and contextual signals to take action during the 
interaction itself. Conversational AI is also expanding into robotics and connected 
devices, bringing voice-driven execution into smart products and Internet 
of Things environments. That promise, however, rests on a fragile condition: 
reliable real-time performance at scale. Once AI becomes an execution layer, 
the tolerance for error drops sharply. Latency spikes, audio drops, response lag, 
or misread intent can directly damage user experience and business outcomes. 
Trust therefore depends on more than model intelligence. It depends on ultra-low 
latency, high availability, resilient communication layers, strong oversight, and 
clear escalation paths. Without that infrastructure, AI remains a tool. With it, AI 
starts to behave like a true execution system.

AI execution depends on real-time 
interaction that never breaks

Rengarajan Thiruvengadam
Senior Director – Head of Operations, TransUnion GCC India

AI begins to move from insight into day-to-day execution when the 
operating model is unified. Across our GCC network, AI is being applied 
to how platforms run, how products scale, and how decisions are 

operationalised. In India, this shows up across a wide stack, from contact centres 
and technology transformation to advanced analytics, risk decisioning, fraud 
prevention, and identity-driven insight. The common thread is that AI is not 
being treated as an isolated tool. It is being embedded into common platforms 
under shared engineering standards and governance.

That convergence model matters because it allows AI solutions to move more 
smoothly from design to deployment. Engineering, research and development, 
information technology, and business process management operate as a single 
enterprise engine rather than as disconnected silos. As a result, explainable 
and accountable AI can be built directly into operations and customer-facing 
outcomes at scale. The defining requirement remains trust. AI-driven action 
must be secure, explainable, and aligned with enterprise policy, governance, 
and regulatory expectations. That trust should be anchored in a security-
first innovation approach, with ‘Data Risk Committee’ oversight, structured 
AI risk assessment, and ongoing tracking of global regulatory developments. 
The organisation’s AI principles, focused on fairness, safety, transparency, 
accountability, and data protection, are aligned with recognised frameworks 
such as the National Institute of Standards and Technology AI Risk Management 
Framework. That is the core lesson here. AI earns its role as an execution layer 
only when governance is built in from the start.

Accelerating AI execution on unified 
platforms and governed trust
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Ganesan Karuppanaicker
Chief Technology Officer, Birlasoft

Artificial intelligence is moving decisively from insight generation to direct 
execution across core enterprise functions. In areas such as IT operations, 
supply chain management, and customer experience, it is no longer 

confined to recommendations. It is resolving incidents, orchestrating workflows, 
and triggering real-time decisions within clearly defined guardrails. What is 
powering this shift is a new generation of agentic AI models that combine 
contextual awareness with enterprise-grade controls, allowing systems to act 
rather than merely advise.

The most meaningful progress is happening where AI is embedded directly into 
execution layers across cloud, data, and enterprise resource planning environments. 
That is where faster decision cycles, stronger operational resilience, and measurable 
productivity gains begin to show up. At Birlasoft, this evolution is reflected in 
initiatives such as Optimus, which moves beyond co-pilots towards AI-orchestrated, 
end-to-end processes where intelligence is built into how work actually gets done. 
The company has backed that with an AI-first process reimagination framework, 
reimagination workshops with business teams, defined agent responsibilities, 
human-in-the-loop checkpoints, and a validated agentic technology stack.

The core risk is governance at scale. Once AI moves from insight to action, 
the risk shifts from a flawed recommendation to an undesirable outcome. Trust 
depends on actions remaining auditable, bounded, and accountable, with end-to-
end traceability of what the agent did, why it did it, and who owns the outcome

Birlasoft makes the case for AI that runs 
the business

Avani Prabhakar
Chief People and AI Enablement Officer, Atlassian

Our view is that AI is a cultural transformation first and a technology 
shift second. That hypothesis matters because the move from support 
tool to execution layer only works when AI is woven into strategy, ways 

of working, and day-to-day decision-making across teams. One of the clearest 
examples is NORA, the Newlassian Onboarding Rovo Agent, built not by 
engineers but by members of the People team using our no-code AI platform. In 
just two weeks, the team went from idea to live, embedded agent.

What makes NORA significant is that it is not sitting on the edge of the 
workflow answering questions. It applies policy, routes requests, and triggers 
actions across Jira and Confluence directly inside Atlassian’s system of work. 
Since launch, it has answered more than 19,000 onboarding questions and saved 
over 2,000 hours of manual operations work. It has also accelerated AI fluency 
from day one, with 96% of new hires becoming weekly active AI users and 45% 
emerging as AI super users.

The real risk is speed without boundaries. Agents must behave like well-
managed digital teammates, operating only on trusted data, within explicit 
guardrails, and inside an auditable framework. Trust is not only a technical 
architecture problem. It is a cultural one, requiring responsible technology 
principles, clear guidance, leadership modelling, and safe spaces for teams to 
experiment and learn.

AI becomes part of the system  
of work
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Rhys Oxenham
VP & General Manager for AI, SUSE

The shift from AI support to AI execution is not being built inside closed 
ecosystems, but through the open source community. In its view, open 
source provides the transparency, flexibility, and vendor-agnostic 

architecture enterprises need to handle complex, data-intensive, agentic systems 
at scale. The recent rise of the OpenClaw project is one example of how quickly 
that shift is becoming real, showing that highly complex, multi-step workflows 
can be automated through autonomous agents.

Two early execution zones stand out. The first is physical AI, robotics, and the 
edge. In factory settings such as food production plants, agentic workflows can 
use computer vision to detect anomalies or labelling errors in real time and trigger 
immediate corrective action locally, where latency matters most. The second is IT 
infrastructure and operations. Agentic workflows can now detect vulnerabilities, 
assess impact on production clusters, test patches in sandboxes, and deploy 
remediation in line with company policy. We are also working on native Model 
Context Protocol extensions across its Linux and Kubernetes portfolio to provide 
a governed bridge between large language models and enterprise tooling.

The trust challenge is inseparable from governance and digital sovereignty. 
Once agents gain access to proprietary data, critical infrastructure, and enterprise 
tools, organisations need least-privilege access, rate limiting, continuous 
auditability, revocation controls, and clear escalation paths. Trust will depend on 
how securely and transparently agents operate across the full stack.

Agentic AI turning infrastructure into 
active execution

Anand (Jude) Kannabiran
Vice President, Delinea (APJ-Asia)

In India, one of the clearest signs of AI moving from insight to execution is 
emerging in identity and security control planes. In sectors such as banking, 
financial services, and fintech, AI can potentially block Unified Payments 

Interface transactions automatically while enforcing step-up authentication in 
real time. In large enterprises, it can dynamically grant and revoke privileged 
access, rotate credentials, and enforce least privilege with little or no human 
intervention. In this model, identity itself becomes part of the execution layer. 
AI is not merely detecting risk. It is controlling access and containing threats at 
operational speed.

That is especially important in a market like India, where transaction 
volumes are massive, systems are complex, and regulatory scrutiny is intense. 
Autonomous enforcement, therefore, cannot be treated as a futuristic possibility. 
It has to be operationally ready, deeply governed, and aligned with compliance 
frameworks from the start.

The risks are equally clear: uncontrolled privilege, weak audit controls, and 
over-automation without governance. In identity environments, these risks are 
amplified because one poor decision can ripple across systems at scale. Trust 
depends on AI acting within strict identity controls, enforcing least privilege, 
maintaining full audit trails, and preserving human oversight in higher-risk 
scenarios. AI execution only becomes viable when identity, compliance, and 
governance frameworks move together rather than in parallel.

Identity is becoming AI’s execution 
control plane
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Yadi Narayana
Field CTO, Asia-Pacific & Japan, Datadog

The shift from AI insight to AI execution is further along than many 
enterprises admit, though it remains more nuanced than the hype 
suggests. In several environments, AI has already moved beyond 

surfacing anomalies for human review and is beginning to close parts of the 
operational loop within defined guardrails. One of the strongest examples is 
incident response, where AI can identify root causes, recommend actions, and, in 
more mature settings, execute predefined remediation steps such as rolling back 
deployments or isolating services.

As AI gets closer to live execution, the decisive requirement becomes 
observability over the AI itself. Datadog’s view is that observability is not a passive 
monitoring function sitting alongside the system. It is the intelligence layer 
underneath it, ensuring that the signals AI acts on are accurate and correlated, 
surfacing drift and unexpected data flows, and creating the audit trail that makes 
the system governable. Without that visibility, trust becomes fragile very quickly.

The biggest risk is the absence of observability over AI behaviour in production. 
Models drift. Prompts can be manipulated. Workloads can run away and create 
costs or operational disruption. The more authority enterprises delegate to AI, 
the more important real-time telemetry becomes. The organisations that scale 
execution confidently will not be the ones moving fastest, but the ones that can 
see clearly what the system is doing and intervene decisively when needed.

Observability is the trust layer beneath 
execution

Hari Atmakuri
GVP, Data, AI & Products, Providence India

At Providence, one of the clearest changes is that AI is no longer confined 
to clinical decision support. It is starting to reshape the workflows 
themselves. Clinical early-warning systems are a strong example. AI 

agents continuously monitor patient data, detect early signals, validate them 
against clinical criteria, and trigger timely alerts for intervention. That means AI 
is not simply helping clinicians interpret information. It is actively shaping how 
the workflow moves.

The same pattern appears in more complex coordination settings, such 
as preparing cancer cases for specialist review. A process that once required 
heavy manual effort to bring together patient histories, diagnostics, clinical 
guidelines, and trial options is now being organised into structured, decision-
ready summaries. In clinical registry abstraction, AI can extract data from 
unstructured records, validate it against reporting standards, and generate 
structured submissions while sending exceptions for human review. Providence’s 
registry management platform has already been deployed across 38 facilities, 
delivering up to twice-faster submissions, 25–30% cost efficiency, and 85–90% 
improvement in data quality. The organisation also points to its work on central 
line-associated bloodstream infections, where a machine-learning model built on 
data from over 83,000 patients helps identify risk within a 24–72 hour window 
across 56 facilities. Trust in this environment depends on context, compliance, 
consistency, and reliability. In healthcare, AI execution has to remain observable, 
auditable, aligned to clinical and ethical boundaries, and strengthened by human 
oversight where judgement matters most.

AI becomes part of healthcare execution
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Vijay Gummadi
CEO, Autorox

The auto repair industry has long struggled with a trust gap, and much 
of that comes from the way work is still carried out. Handwritten job 
cards, diagnostics stored in a technician’s head, and endless messaging 

for approvals may seem ordinary, but they create structural chaos that makes 
it hard to scale workshops with consistency. We are tackling that problem by 
embedding AI directly into the workflow rather than treating it as a separate 
advisory tool.

Its AI Service Advisor acts as a real-time guide for technicians. Based on a 
customer’s complaint, it walks the technician through a structured diagnostic 
checklist, suggests the required parts and labour, and turns the job card into 
a living workflow rather than a static note. Estimates are effectively locked in, 
approvals can be triggered instantly, and billing errors are caught before invoices 
are generated. The result is that a junior technician can begin to perform with the 
consistency and precision of a far more experienced professional because the 
process now carries the expertise within it.

The trust question is straightforward. Speed without accountability is 
dangerous. If AI acts on messy or incomplete data, the business does not just 
get a flawed report. It gets a broken process. That is why every AI-driven action 
needs a visible, auditable trail, along with constraints and guardrails that preserve 
human control over critical decisions. The real opportunity is not speed alone, but 
radical transparency.

How AI is fixing the garage workflow

Phil Lewis
Senior Vice President, Solution Consulting International (EMEA & APJ), Infor

AI is moving into execution most effectively when it is embedded within 
operational systems rather than sitting outside them as a separate 
analytics layer. Infor sees that transition clearly across distribution, 

food and beverage, and manufacturing. In distribution, the shift is visible in 
warehouse and order management, where AI is not just forecasting demand but 
actively orchestrating fulfilment by prioritising orders, optimising pick-pack-ship 
workflows, and dynamically repositioning inventory across locations.

In food and beverage, the execution stakes are even higher because variability 
affects margins, product quality, and compliance. Here, AI is being embedded 
within industry-specific enterprise resource planning systems to adjust 
production runs based on ingredient availability, optimise batch yields, and 
maintain real-time traceability. On the manufacturing shop floor, the most 
advanced use cases are appearing in ‘Manufacturing Execution Systems’, where 
AI synchronises schedules with live machine data, triggers maintenance before 
failures occur, and responds to line variability without disrupting throughput.

The common thread is context. Purpose-built platforms that give AI the 
operational awareness to act within real business constraints. That is also why trust 
breaks down when AI is treated as an add-on layer that generates recommendations 
disconnected from how the enterprise actually works. Enterprises will trust AI as 
an execution layer only when it is grounded in real workflows, real-time trusted 
data, and the operational interdependencies that shape actual outcomes.

AI is trusted only when it lives  
inside operations
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Steven Schneiderman
VP, Technology and Forward Deployed Context Engineer, Emids

The strongest production-level use cases for AI execution are emerging in 
operational environments where decisions are repeatable, rules-driven, 
and time-sensitive. In healthcare, that includes prior authorisation intake, 

documentation review, claims triage and routing, payment integrity workflows, 
provider data validation, and member service processes. In these settings, AI 
is not simply surfacing an insight for someone to act on later. It is assembling 
documentation, validating data, triggering next steps, routing cases, and in some 
situations initiating transactions within carefully defined guardrails.

What makes this shift real is that enterprises are no longer deploying AI as a 
standalone model. They are embedding it into operational systems that combine 
data, workflow context, decision logic, and governance. Once those pieces come 
together, AI can take on execution responsibilities for specific tasks while humans 
retain oversight for exceptions, clinical judgement, and high-risk decisions. That 
is where the most credible adoption is taking shape.

The biggest risk is not the model itself, but the absence of context and 
governance inside the workflow. If AI does not understand the operational, 
regulatory, and data environment in which it acts, it can execute quickly but 
incorrectly, creating compliance and operational risk at scale. Trust depends on 
clear decision boundaries, full auditability, and governance frameworks that treat 
AI-driven actions with the same seriousness as human-led operational decisions.

The biggest risk enterprises must 
address is not the model itself, but the 
lack of context

Ashish Modi
President – India & APAC, Honeywell

The move from AI insight to AI execution is becoming visible in environments 
where large volumes of operational data must be analysed and acted upon 
in real time. Industrial settings offer some of the clearest examples. In 

manufacturing, AI is no longer sitting on top of dashboards as a passive layer 
of analysis. It is helping teams make small but critical adjustments continuously, 
stabilising processes, managing variability, and sustaining operations so that 
human teams can focus more on higher-value decisions.

The same shift is visible in logistics and warehousing, where routing, inventory 
movement, and order prioritisation are becoming more dynamic because systems 
can react to changing conditions rather than follow static rules. In buildings, AI 
has moved beyond tracking energy use and occupancy to actively controlling 
heating, ventilation, air conditioning, lighting, and overall building performance. 
Much of this happens quietly in the background, but it is already changing how 
efficiency and sustainability are delivered in practice.

The decisive risk is data reliability. In industrial settings, AI is only as reliable as 
the operational data beneath it, and poor-quality or fragmented data can affect 
safety, uptime, and business continuity. Honeywell’s position is that enterprises 
need trusted, explainable, domain-trained AI supported by strong data integrity, 
cybersecurity, and human oversight. The shift to execution can scale only when 
the underlying operational technology environment is understood deeply enough 
for AI to act predictably and safely.

Industrial AI moving from insight to 
controlled response
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Sree Balaji
Co-founder and Group CEO, iLink Digital

The clearest enterprise movement from AI insight to AI execution is 
happening where companies have already built a unified, real-time data 
foundation. In those environments, AI is embedded directly into the 

core data and application stack rather than operating as a separate analytics 
layer. That allows it to act on business events as they happen instead of simply 
interpreting them after the fact.

Balaji points to a strong example in commercial bid intelligence. What was 
once a manual review of requests for quotation and blueprints has been turned 
into an AI-powered optical character recognition and decisioning system. The 
platform now ingests documents, evaluates specifications, determines feasibility, 
and ranks opportunities automatically, allowing a single user to manage tens 
of thousands of requests while prioritising the most valuable ones in real time. 
In another case, iLink helped unify data across multiple enterprise systems 
into a central platform. Once that foundation was in place, AI could move from 
generating insights to enabling real-time decision-making and workflow triggers 
across the business.

The biggest risk is allowing AI to act without a shared definition of business 
context. In fragmented enterprises, data is interpreted differently across teams 
and systems. That may be manageable in analysis, but it becomes dangerous 
in execution. Trust depends on strong semantic foundations, cybersecurity by 
design, clearly defined execution boundaries, and controlled autonomy that 
expands only as reliability and confidence grow.

Execution begins when data, context,  
and action align

Sumeet Agrawal
Vice President, Product Management, Informatica at Salesforce

The shift from “AI told me” to “AI did” is becoming visible where enterprises 
have built a trusted and governed data foundation. Informatica’s Global 
CDO Insights 2026 study points to AI increasingly moving beyond 

identifying issues and into autonomously resolving them. One of the clearest 
examples is inside data pipelines, where AI is now being embedded to detect 
and fix quality problems in real time, preserving data integrity and context rather 
than leaving those issues for human teams to clean up later.

That same pattern is spreading across IT, customer service, and sales. AI is 
beginning to close tickets, trigger follow-up actions, and move pipeline workflows 
ahead without manual intervention. The broader significance is that AI is starting 
to act confidently inside production environments instead of remaining confined 
to pilots and proofs of concept.

The real risk is weak governance. Once AI starts updating records, triggering 
workflows, or engaging customers directly, every decision must be transparent, 
auditable, and controllable. Without that, enterprises risk costly errors 
and erosion of trust that can be difficult to repair. Informatica’s position is 
straightforward: the question is not simply whether AI can execute, but whether 
the enterprise’s data infrastructure and governance framework are strong 
enough to support responsible, trustworthy execution with full accountability. 
Trusted data is not an input to AI execution. It is the condition that makes that 
execution possible.

Trusted data is what turns AI from  
advice to action

https://www.linkedin.com/in/sreebks/
https://www.linkedin.com/in/sumeet-agrawal-2b74676/
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Jaideep Vijay Dhok
Chief Operating Officer – Technology, Persistent Systems

AI is rapidly moving from insight and recommendation into real-time 
execution inside core enterprise workflows. The most visible impact 
is appearing where AI is integrated into operating models rather than 

deployed as a standalone intelligence layer. That is the transition from systems of 
record to systems of action. Software development and engineering operations 
are one strong example, where AI is being used across code generation, testing, 
and deployment to improve delivery at scale. Process automation is another, 
with rule-based approaches evolving into agentic, outcome-led workflows that 
can initiate, manage, and optimise tasks with minimal intervention. Predictive 
analytics is also changing shape, turning into real-time decisioning systems that 
act on signals rather than merely reporting them.

A particularly telling example comes from a large United States commercial 
bank that worked with Persistent to embed AI into its lending workflow. The real 
breakthrough came not at pilot stage, but when the bank operationalised AI within 
the process itself, standardising data quality, codifying financial parameters, and 
embedding human oversight to meet risk and regulatory requirements. That 
allowed the bank to move from AI-assisted insights to execution-ready credit 
memo generation at scale. The central risk that hampers AI execution is weak 
data foundations, especially gaps in quality, lineage, and governance. Trust 
depends on governance-by-design, with explainability, accountability, security, 
and compliance built into the workflow itself. Automating an existing process 
as is will only take AI so far. Real returns will come when businesses redesign 
products and processes to make AI native to the experience.

AI only scales when governance moves 
inside the workflow

Suhail Gulzar
Senior Manager, Solutions Engineering, Neo4j

AI has already crossed into execution in ways many enterprises 
underestimated. Across Neo4j’s customer base, the pattern is clear. AI 
is no longer sitting on the sidelines, handing people a report. It is inside 

the workflow, making decisions, triggering actions, and closing loops. Uber’s 
ConfigGraph is a case in point. Built with Neo4j and GraphRAG, it validates 
configurations in real time across domains, catching misconfigurations before 
they spread. Product launches that once took weeks of careful coordination 
can now happen in minutes because the system is executing with graph-based 
guardrails built in.

Other examples make the same point. Walmart’s Cross-Channel Insights 
initiative combines a knowledge graph with a ReAct agent to turn employee 
feedback into actions that programme managers can use immediately. In 
life sciences, Pfizer is using knowledge graphs and GraphRAG to run drug 
manufacturing at a scale that would be almost impossible to orchestrate 
manually across factories worldwide. In each case, the knowledge graph is not 
just storage. It is the reasoning substrate that lets AI act consistently across 
complex dependencies. That is why explainability at the moment of action 
becomes the decisive risk issue. When AI is executing, post-mortem explanation 
is not enough. Enterprises need decisions that are explainable by construction. 
Neo4j’s argument is that explainability cannot be bolted on. It has to be structural, 
with every decision traceable through meaningful relationships that humans and 
regulators can inspect and challenge.

Execution becomes trustworthy when 
explanation is structural

https://www.linkedin.com/in/jaideep-vijay-dhok/
https://www.linkedin.com/in/suhailgulzar/
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Raghavendra Chinhalli
CIO, HGS

Across the technology landscape, AI is moving quickly from insight generation 
to Intelligent Experience-led execution. In customer experience operations, 
generative and agentic AI are no longer confined to analysing journeys. They 

are beginning to predict intent, orchestrate the next best action, and autonomously 
execute responses across voice, chat, and digital channels. That ability to deliver 
predictive, personalised, and outcome-driven experiences at scale is becoming a 
genuine differentiator.

A similar shift is visible in HR and employee experience services. AI platforms 
are being used to assess skill gaps, recommend personalised learning pathways, 
automate HR interactions, and proactively nudge employees. The value lies not only 
in reducing manual effort, but also in strengthening engagement and workforce 
readiness for client delivery. In internal support functions such as finance, HR, 
and supply chain operations, AI is increasingly executing rather than advising. 
Embedded into core enterprise resource planning and operational systems, it can 
ingest transactional data, demand signals, and external market inputs to forecast 
requirements, flag anomalies, automate approvals and replenishment, and trigger 
interventions before problems escalate. The single biggest risk is opaque decision-
making combined with unresolved data ownership and privacy concerns. Once AI 
starts acting directly in sensitive domains such as customer experience, pricing, 
or service resolution, lack of transparency becomes a control problem. Trust 
depends on explainable AI, strong data governance, clear usage rights, auditable 
logs, privacy safeguards, and human oversight in high-impact decisions until AI 
has earned the right to operate more independently.

AI is becoming the execution layer of 
experience and operations

Kishan Sundar
Senior Vice President & Chief Technology Officer, Maveric Systems

Artificial intelligence has moved beyond assisting banking workflows and 
is beginning to operate them in real time, especially where execution was 
once slowed by manual checks and fragmented compliance processes. 

The clearest shift is visible in Know Your Customer and Anti-Money Laundering 
during onboarding, long considered among the biggest bottlenecks in financial 
services. AI is now validating documents, running sanctions checks, assessing 
risk, and triggering onboarding decisions in minutes rather than days, with 
human intervention reserved largely for exceptions.

The same movement is visible in fraud and payments. AI is no longer 
just identifying suspicious patterns for teams to inspect later. It is blocking 
transactions, launching investigations, and enforcing compliance actions 
instantly. The shift extends into software delivery as well, where AI agents, 
grounded in enterprise requirements, architecture, and policies, can generate 
code, create test cases, execute validations, and prepare releases. In customer 
operations, they can close complaints, update records, and trigger workflows 
without escalation.

That changes the trust equation completely. The real concern is not just bias 
or hallucination in isolation, but their combination with regulatory exposure and 
weak accountability. In a sector governed by model risk, enterprises need clear 
guardrails around what AI can execute, full traceability of actions, and human 
oversight in higher-risk scenarios. AI earns trust only when it remains governed, 
auditable, and accountable.

Banking AI moves from review to 
regulated action

https://www.linkedin.com/in/raghavendrachinhalli/
https://www.linkedin.com/in/kishan-s-8383615/
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Rajan Sethuraman
CEO, LatentView Analytics

The movement from insight to execution is becoming most visible in parts 
of the enterprise where decisions happen frequently, outcomes can be 
measured, and quick wins create the confidence to scale. Supply chains 

provide a clear example. AI is no longer only forecasting demand. It is triggering 
replenishment, rerouting shipments, and dynamically pricing inventory. In product 
innovation, it is continuously folding real-time signals into portfolio decisions, 
compressing cycles that once took quarters into weeks. In customer operations, AI 
agents are resolving queries end to end rather than merely assisting human teams.

What stands out is that the organisations making genuine progress are not 
chasing autonomy for its own sake. They are starting where decisions are 
repeatable, measurable, and reversible. That disciplined approach matters because 
the biggest risk is not the absence of model sophistication, but the absence of 
robust data governance. Enterprises need to know where their data comes from, 
who is using it and for what purpose, whether it meets regulatory obligations, and 
whether the models built on top of it continue to behave as intended over time.

These are not separate governance problems. They form a single discipline that 
many organisations still have not developed at the pace that AI deployment now 
demands. Governance is also what protects against drift and bias, particularly 
in high-impact use cases such as fraud detection where small shifts can have 
outsized consequences. In the autonomous enterprise, the real bar is not merely 
whether the model was right. It is whether the organisation can understand, justify, 
and stand behind what it did.

Execution scales where outcomes are 
measurable

Amit Yadav
Vice President and Head – Global Delivery, Kellton

The most meaningful shift is happening where Agentic AI moves beyond 
suggesting and begins operating. The transition is from traditional 
systems of record to systems of action, where enterprise platforms do 

not just store or analyse information but actively carry work forward. In logistics 
and manufacturing, that means AI is no longer simply predicting a supply chain 
bottleneck. It is autonomously rerouting shipments and adjusting inventory 
orders directly inside the enterprise resource planning system, delivering faster 
response times and sharper operational efficiency.

A similar pattern is emerging in digital engineering. AI is moving from code 
assistance to autonomous, self-healing systems that can detect production 
failures, trace root causes, and deploy patches automatically. This reduces 
downtime and lowers reliance on manual intervention. By integrating AI 
agents into enterprise middleware, organisations can execute complex, multi-
step workflows such as hyper-personalised customer journeys and automated 
claims processing at a speed and scale traditional insight-led models  
cannot match.

The biggest risk is uncontrolled autonomy. Once AI is allowed to act, even a 
small mistake can turn into a high-stakes business liability. A hallucination in a 
live workflow that can move money, alter inventory, or modify records is no longer 
a technical nuisance. It is an operational risk. Trust depends on strict guardrails, 
strong access boundaries, auditability, explainability, reversibility, and a safety-
first architecture that keeps humans in the loop for critical decisions.

The rise of systems built to act

https://www.linkedin.com/in/rajan-sethuraman-a1a5a72/
https://www.linkedin.com/in/yadavamit9/
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Nitin Chandel
GVP & India Country Manager, UKG

Artificial intelligence is moving beyond recommendations and into 
execution, especially in structured, compliance-heavy environments 
where speed and accuracy matter. One clear example is frontline workforce 

scheduling. What was once a manual, time-consuming task is increasingly being 
handled by AI agents that do more than suggest possible replacements. They 
can identify qualified workers based on skills, certifications, availability, and 
preferences, coordinate shift swaps, and update schedules with minimal human 
intervention. That marks a meaningful move from AI as a support tool to AI as an 
execution layer inside day-to-day operations.

The real barrier to trust, however, is governance and accountability. Once AI 
starts acting autonomously, enterprises need to know how decisions were made, 
whether those decisions were fair, and who is responsible when something goes 
wrong. Without that clarity, the risks multiply quickly: opaque decision-making, 
bias from flawed or incomplete data, compliance failures, and uncertainty over 
ownership of outcomes.

That is why governance has to be built in from the start. Enterprises need 
clear policies on AI use and accountability, cross-functional oversight across 
technology, legal, compliance, and HR, and systems that make decisions traceable 
and explainable. Bias monitoring, fairness checks, and alignment with local and 
global regulations also become essential. Human oversight must remain in place 
for critical decisions. AI can scale execution, but it cannot replace accountability.

AI takes the shift-planning burden out of 
frontline operations

Sumeet Mathur
Senior Vice President and Managing Director, ServiceNow India

One of the clearest examples of AI moving from support to execution is now 
emerging in HR service delivery (HRSD), where workflows are structured, 
repetitive, and closely tied to employee experience. ServiceNow points to 

Coforge as a live example of what this looks like at scale. The company rolled 
out an AI-powered HRSD platform across 35,000 employees globally, with AI 
agents handling predictive onboarding, automated goal-setting, and real-time 
performance analytics. That is no longer a trial run or a proof of concept. It is AI 
embedded directly into enterprise operations.

What makes the example more telling is that Coforge is itself a leading 
ServiceNow partner, deploying similar systems for clients while also choosing 
to run the platform internally first. That reveals something important about 
enterprise confidence in AI execution. Trust is rarely built in the demo. It is built 
when organisations use the system themselves, watch it hold under pressure, 
and see that it can operate within real business conditions.

The bigger obstacle, however, is fragmentation. Many enterprises have pockets 
of AI that work well inside one system but fail the moment they need to operate 
across two. The problem is not model intelligence alone. It is that the AI cannot 
see the full workflow, access connected data, or complete actions across systems 
with different owners and rules. Until the enterprise becomes more connected, AI 
execution will remain partial, not truly autonomous.

HR is where AI starts to execute

https://www.linkedin.com/in/nitin-chandel-6b175a1/
https://www.linkedin.com/in/mathursumeet/
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Explainability is not just about wiping away the mystery of 
that stubborn and evasive AI Black Box. It is also about 

interpretability, trust, safety and responsibility. Has the industry 
cracked this mystery? Will it?

AI without subtitles.  
For how long now?

By Pratima H

Cover Story / Explainable AI
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E it when needed. It’s one of the key guardrails for AI 
transparency and accountability.” Espouses Das who 
has been doing interesting research in digital and 
societal resilience.

Sergio Gago, CTO, Cloudera swings it back to how 
innovation broke differently for ML and AI. “When 
we all were working with ML, we became good at 
interpretability, auditability, benchmarking, ethics’ 
implementation, data fabric governance, security 
and control of those algorithms. We did not have 
this problem of explainability. Gen AI came in and 
has bypassed this question. Once Gen AI arrived, 
a lot of action happened in innovation labs which 
did not connect back to data teams. It was ‘wow’ so 
CEOs started putting it into production. And when 
innovators were asked to ‘explain’ or ‘interpret’ – they 
shrugged because it was all experimentation. But the 
legal and cybersecurity teams did not shrug- they 
emphasised it as a serious issue.”

Dutt reckons that the black box problem is not 
going away. A modern transformer model can contain 
billions of parameters distributed across hundreds 
of hidden layers. Humans cannot trace a specific 
outcome back through that architecture to a single 
cause. That is the nature of the beast and it is precisely 
why these models are so powerful. The trade-off 
between accuracy and interpretability is not just 
incidental; it is baked into the design.”

Doesn’t this ‘AI black box problem’ also affect 
adoption, trust, and safety? Yagub Rahimov, CEO 
of Polygraf AI (a company that is aiming to mitigate 
AI risks with explainable, air-gapped AI) answers in 
the affirmative, pointing out how explainability has 
become even more critical as AI has escaped out of 
chatbots agentic experiments to production. “The 
‘black box’ problem isn’t just an academic issue. 
‘Black box’ AI directly impacts enterprise adoption 
where in Europe over 92 per cent of enterprises 
are restricted from deploying AI in production and 
in the US over 40 per cent just cannot. In sectors 
like telecom or banking, a model misclassifying 
sensitive data or generating an unsafe response 
doesn’t become just an error, it creates a giant 
regulatory and reputational risk environment. 

Every Edward Cullen has a Bella Swan. One mind in 
the whole world that his supernatural ultra-powers 
just cannot read. Some mental shield that prevents 
both Edward and Volturi from figuring out what is 
she actually thinking when she is not saying it. In 
‘The Twilight’ zone of AI’s very disruptive arrival in 
the technology industry, Bella’s mind’s unreadability, 
however, cannot be that harmless or cute. If AI stays 
like that – beautiful, fascinating, mysterious, sweet 
but hard to explain- it is not exactly a shy, pretty and 
enigmatic heroine.

AI explainability is, instead, a very serious blind 
spot. It is hard to shake a hand that we cannot see. It is 
hard to interpret a language that is all cipher. It is hard 
to trust something that we cannot explain.

We have been discussing this ‘sort of ’ dead-end 
since the initial days of AI’s hype. And today, the 
connotations are even more serious and convoluted.

Unexplainable AI- Still a sore thumb
No Enterprise organisation would trust a user without 
verification. Why trust your AI? Santanu Dutt, Vice 
President & Head of Technology, Asia Pacific-Japan 
at Zscaler asks that simple question when explaining 
explainability’s value. “The AI systems making 
mission critical enterprise decisions today are, in 
many cases, fundamentally unknowable. That is 
actually not a product flaw but a structural feature of 
how modern deep learning works. It is a problem that 
the industry cannot ignore anymore.”

No wonder, there were reports with Anthropic CEO 
Dario Amodei saying that his company does not know 
whether its models are conscious – seems ‘the latest 
one, when asked, assigns itself roughly a 15 per cent to 
20 per cent probability of being conscious.’

Let’s ask a behavioural expert in the area of public 
safety governance too. Think of explainability as the 
foundation of trustworthy AI, the way Sumita (Mira) 
Das, Lecturer (Adj.), John Jay College of Criminal 
Justice sees it. “It’s what bridges the gap between how 
an AI model works internally, and whether the people 
relying on it can actually understand and trust its 
outputs. AI explainability makes the AI’s reasoning 
visible enough that people can trust it, and question 
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Explainability helps, but the deeper issue is 
operational trust. Understanding AI decisions after 
the fact is not something enterprises need. Critical 
operation teams need to ensure those decisions are 
safe in real time, have visibility and full control.”

And there are other, less inevitable factors that 
compound the problem, Dutt posits. “Proprietary 
concerns lead organisations to deliberately obscure 
their models, even from internal teams. There is also 
a temporal problem. Because many models engage 
dynamically to keep learning and continuously 
updating their internal weights as new data arrives, 
any explanation you generate today may be obsolete 
by tomorrow. Explainability in a static model is 
already difficult. In a living system, it becomes a 
moving goal post.

Fan Ho, ED & GM, Asia Pacific, Solutions & 
Services Group, Lenovo affirms that explainability is 
definitely a top-of-the-chart area. “Everyone wants 
to understand how data is coming out from AI. It is 
one of the significant governance aspects- specially 
when AI raises concerns around hallucinations and 
accuracy.”

D D Mishra, Gartner Analyst also warns about 
a new term called AI insanity. He avers that 
explainability and data transparency is becoming a 
key point in contract negotiations. “AI insanity can 

be in the system. You cannot completely control it but 
you can put guardrails. Explainability is important. 
We need to ask questions like- who is the owner of 
data? Where is it being used? How is it being leveraged 
by the provider? Vendors can easily use open-ended 
statements but CIOs should avoid them and try to 
have clarity on data and models- as much as they can.”

Also, Explainability and interpretability are easy 
to be blurred in the same bracket. Interpretability 
explains the machine, while explainability reassures 
the human need however neither guarantees control 
right now, the way Rahimov captures it pithily. “That’s 
why many organisations are shifting focus from 
understanding every decision to ensuring decisions 
stay within defined boundaries.”

Cracking this Level 10 Jigsaw
It may be a dark room with a very black cat but the 
blindfolds are slowly being unfolded. From the night 
vision goggles of SHAP values to the walking canes of 
surrogate models, a lot has been wielded to break the 
AI explainability ice.

Shapley values (SHAP or SHapley Additive 
exPlanations), for instance, tap on the good old 
formulas of game theory (what output when we try 
this inputs, with trials and many permutations and 
combinations) to decipher how a machine learning 
model works. They measure contribution of each 
feature with breakdowns of various predictions.

There is also the approach of ‘feature attribution’ 
which identifies which feature contributed the most 
to the model’s decision. Finding dominant features 
and unravelling the correlation between features is 
also a way to get some peek into the AI hood.

Then we have something called ‘Integrated 
Gradients’ – a method that approximates the integral 
of gradients all along the path from a baseline input 
to the actual input. And, of course, surrogate models 
– approximations of complex and black-box neural 
networks and models to find some understandability 
in a model. They mimic what a model gives out, 
preserving the patterns and using decision trees, 

We see CIOs and CISOs being asked to trust systems that influence customer 
interactions, financial decisions, and sensitive data flows, without clear 
visibility into why and how those decisions are made. That creates a gap in 
accountability. And this year will be the first year many of these organisations 
will need to go through audits and defend themselves. Many will fail!
- Yagub Rahimov, CEO of Polygraf AI

How to Explain AI

•	 Surrogate Models

•	 SHAP Values

•	 Feature attribution

•	 Observability

•	 Visibility

•	 Transparency tools

•	 Regulation and by-design principles

https://www.linkedin.com/in/yrahimov/
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linear models, or rule-based systems- finding some 
sense of a dotted line between inputs and outputs 
without the deep and dark walk in the black box area.

For security and enterprise teams, the XAI toolkit 
is maturing rapidly. SHAP (SHapley Additive 
exPlanations) values are a very useful set of tools 
available, avers Dutt. “Derived from game theory, 
SHAP assigns each input feature a precise contribution 
score for a given prediction. In a cybersecurity context, 
this means you can identify not just that a file was 
flagged as malware, but specifically which specific 
line of code tipped the model’s decision. This level of 
granularity that makes the difference between an alert 
an analyst can act on and one they will ignore.”

These techniques are valuable, especially for model 
development and validation, dissects Rahimov. “Data 
scientists use such techniques to understand feature 
importance, debug models, and identify bias during 

training. In regulated and critical industries, they 
also provide a level of transparency that auditors 
expect. However, limitations of these techniques 
become clear in real production environments. 
Models don’t perform the same in real-life as they 
do in sandbox environments. Attribution methods 
like SHAP or integrated gradients are retrospective. 
They explain decisions after they happen, often with 
approximations that is going to confuse any non-
technical stakeholders to interpret. They don’t address 
real-time risk but are ‘cool’ for simulations.” He shares 
how in fast-moving critical enterprise systems waiting 
for a post-hoc explanation is not sufficient to prevent 
harm. “Major harm can be done. At Polygraf we also 
use these tools at R&D level but in production they 
would not be sufficient.”

As Dutt points out, Surrogate models — most 
commonly LIME — take a different approach: they 

The volume alone demands urgency. Our data shows that AI transactions have 
increased 83% year-over-year. At that scale, a model that hallucinates, exhibits 
bias, or makes a security misclassification is not an academic concern. It is a 
live operational risk. Explainability has to keep pace with deployment.
- Santanu Dutt, VP & Head of Technology, Asia Pacific-Japan at Zscaler

Explainability vs. Interpretability

1.	Interpretability is about understanding how a model works internally. You get to understand the model structure, 
its weights, and how inputs map to outputs. Interpretability being a needed element, is typically associated with 
simpler models where this relationship is more transparent. Explainability in AI, on the other hand, is about 
providing human-understandable reasons for a specific decision. No matter how complex the underlying system is, 
operators need to be able to explain the decisions taken.

	 In a regulated enterprise or a critical operations environment, this distinction not only matters it is compulsory. 
A fraud detection model might be interpretable if it’s rule-based, but a large language model generating financial 
decision responses to a banking customer requires full explainability. When a regulator demands, they need to be 
able to explain why that 27-year-old single mom was denied a $10,000 credit line – was is because of her marital 
status, race, gender or based on truly financial merit?

	 The challenge is that most modern AI systems, especially large models that enterprises are sold as holy-grails, 
are not inherently interpretable. They make operators rely on post-hoc explanations, which are approximations, 
not ground truth – they need ground truth & full control.

	 As spelt out by Yagub Rahimov, CEO of Polygraf A

2.	Interpretability is a proactive quality: it describes models that are ‘glass boxes’ by design, where the decision 
logic is inherently human-readable, as in a linear regression or a shallow decision tree. Explainability is typically 
reactive: it is the process of producing a post-hoc justification for an output that a complex, opaque model has 
already generated. Trust is the outcome of both but it is not automatic. It is earned through consistency and 
verification.

	 As sliced by Sumita (Mira) Das, Lecturer at John Jay College of Criminal Justice; and Criminal Justice Ph.D. 
Candidate, City University of New York – Graduate Center

https://www.linkedin.com/in/santanu-dutt-0ab0048/
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build a simplified approximation of a complex model’s 
behaviour in a localised region, making it possible 
to understand specific decisions without needing to 
understand the entire architecture. These are valuable 
when you need to explain an outcome to a non-
technical stakeholder quickly.

Surrogate models approximate complex systems 
with simpler ones, which help AI researchers and 
operators with understanding, but they introduce 
abstraction as well as potential inaccuracies, 
Rahimov notes.

As to Attribution, Rahimov opines that it often tells 
why something happened, a risk officer need to know 
whether it should have happened at all.

There are other approaches too like human-
in-the-loop systems, and by-design approaches. 
“Human-in-the-loop systems add oversight, but 
they don’t scale well in high-volume, real-time 
environments. Scaling requires trust as a power not 
as a checkbox. By-design approaches are promising 
but they most of the time come with trade-offs in 
performance, especially for complex tasks with 
reasoning models. Each one of these methods play 
a role, but none fully solve the complete problem on 
their own.” Rahimov contends.

AI Phrenology- Now and Next
Explainability is not a stone-wall anymore. But a lot 
remains to be done.

Recent advances are real, but the gap is still wide, 
the way Dutt sees it. “The progress in Explainable AI 
(XAI) over the last two years has been significant. But 
the most important shift has not been as much on 
the technology front but regulatory. The EU AI Act 
and GDPR have transformed explainability from a 
research preference into a legal obligation for high-
risk applications. When regulators require you to 
explain a decision, “well, our model gave this answer” 
is no longer an acceptable answer.”

Das urges that both AI tech-providers and their 
enterprise clients need to lean into AI explainability. 
“Providers need to move away from opaque ‘black 
box’ development toward more transparent systems 

backed by documentation, audits, and surrogate 
models that can demonstrate at least high-level 
approximation of the actual models. While enterprises 
need to figure out ways to embed AI explainability 
into their governance oversight, compliance reviews, 
and internal user trainings. Admittedly, these things 
may be more challenging than they sound.”

Technically, Dutt believes, we have moved 
beyond the era of visual heat maps into something 
more meaningful: contextual, natural language 
justifications that allow business stakeholders to 
interrogate why a system answered in a specific 
manner. “That is a useful advancement. But there is 
a counterpoint to this: many enterprise deployments 
are still running on models where these techniques 
are applied as an afterthought, and then lifted and 
shifted into architectures that were never designed 
for transparency.”

We believe, enterprises need a layered approach, 
Rahimov recommends. “You combine good model 
design, make sure that you have a well-defined AI 
policy, place a human oversight and run real-time 
enforcement mechanisms that are based on your 
company policies that operate independently of 
the model. Tools that give you control, visibility 
and enforcement ability within your operational 
requirements. I think the goal is reliable behavior 
under real-world conditions.”

Making visibility and explainability a part of AI 
contracts is the next big step, seconds Mishra. “You 
may negotiate a very good contract but you may not 
be able to deal with all the risks- like observability, 
hallucinations, paranoia, and psychological issues 
of AI. You need to ask for proper governance. 
Guardrails are very important. The provider may tell 
you- it is not responsible for the output but you can 
always insist on guardrails.”

Rahimov also encourages to look beyond the 
notion of explainability. “Trust doesn’t come from 
perfect explanations or AI systems that are designed 
to agree with everything you say. Trust comes from 
predictable, controllable behavior. AI’s black box isn’t 
just a transparency problem, it’s a control problem.”

Explainability is definitely a top-of-the-chart area. Everyone 
wants to understand how data is coming out from AI. It is one 
of the significant governance aspects- specially when AI raises 
concerns around hallucinations and accuracy.
- Fan Ho, ED & GM, Asia Pacific, Solutions & Services Group, Lenovo

https://www.linkedin.com/in/fan-ho-a86416101/
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Low transparency either on the tech-provider side, or 
on the enterprise client side can slow down adoption, 
if enterprise users become wary of what they don’t 
understand or don’t trust, as Das also warns. “Plus, 
you can’t safely scale AI if you can’t show plainly, why 
your model made a prediction or recommendation, 
or the type of data used to train the model. Emerging 
regulatory frameworks like the EU AI Act and the US 
AI Bill of Rights are soon going to require enterprises 
to legally comply with AI transparency in their use 
cases, especially those in high stakes sectors like 
finance, healthcare, and the government that serve the 
public based on eligibility decisions. And that makes AI 
explainability much more than a best practice.”

An AI output should not be trusted simply because 
it was produced by a high-performing model, insists 
Dutt. “It must be verified, through explainability, 
before it is permitted to drive autonomous enterprise 
action. In security terminology, every AI decision is an 
access request. And access requires justification.”

Gago advises using factors like benchmarking, 
interpretability, agentic governance and explainability 
as per a use-case. “Agents should not be created in 
isolation, they should be part of the data pipeline- 
with all the goodies of a well-architected machine 
learning. The agentic use-case should be configured as 
per the accuracy, risk appetite, benchmark, alignment, 
completeness and explainability desired. We are 
trying that with Agent Studio.”

The most operationally powerful technique, though, 
is the What-If Analysis, underlines Dutt. “By allowing 
practitioners to modify input variables and observe 
how outputs shift, it enables counterfactual reasoning: 
If we had changed just this one firewall rule, would 
the AI have classified this differently? That question 
is what separates a team that understands its AI from 
one that merely uses it.”

Do we need that X-Ray, and so much?
So how long until we can truly ‘see inside’ AI systems? 
Does it even matter?

Does it even matter is the scary question here to 
many CISOs, answers Rahimov. “I believe we’re 

making progress, but fully understanding large, 
complex AI systems at a granular level will likely not 
be possible by themselves as is. As models grow in 
scale and autonomy, the idea of transparency get to 
fade away – how do you bring up transparency into 
50 agent autonomous operation? More importantly, 
seeing inside the AI models is likely not even be the 
right goal. I think what matters is not whether a CISO 
can see inside every decision, but whether he can trust 
the system to operate within their defined corporate 
policy limits.”

The most significant shift on the horizon, as 
Dutt envisages, is the move from explainability as 
a retrospective tool to interpretability as a baseline 
design principle. “Some of the emerging generation 
of models are being built for transparency from 
the ground up, enabling real-time human-in-the-
loop auditing rather than post-hoc justification. 
Essentially we are moving in a direction where 
Interpretability will become Job Zero. We are also 
seeing the emergence of what might be called GenAI 
2.0, where the priority is shifting from raw scale 
— more parameters, larger context windows — to 
verifiable reasoning. The goal is to have generative 
models that can prove their logic, not merely assert 
it. For enterprise security teams, this is not abstract: 
hallucinations and biased reasoning are not just 
quality issues, they are potential attack surfaces with 
scope for lateral movement.”

Enterprise leaders should rethink AI 
explainability, reasons Rahimov. “AI explainability 
is important, but it’s not enough. They need 
continuous visibility into how AI behaves, assign 
corporate, divisional and even individual policies 
and be able to enforce those policies in real time 
with clear audit trails for accountability. They need 
visibility, control and enforcement.”

All in all- At this point it seems we need some 
white-hat force that is confident when it says- No 
one is safe from Phineas Phreak. Hopefully, every AI 
Bella has a Phreak. 

Emerging regulatory frameworks like the EU AI Act and the US AI Bill 
of Rights are soon going to require enterprises to legally comply with AI 
transparency in their use cases, especially those in high stakes sectors. 
And that makes AI explainability much more than a best practice.
- Sumita (Mira) Das, Lecturer (Adj.), John Jay College of Criminal Justice

pratimah@cybermedia.co.in
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                       n the wake of AI, contract negotiations 
are a lot about really-fine fine print and blurry legal 
fonts. Gartner’s VP Analyst D D Mishra (with a forte 
in vendor management and sourcing) uncaps some 
emerging realities, concerns, challenges and tips 
in this follow-on chat after his session at the recent 
Gartner Security & Risk Management Summit

Your session on Contracts was quite fascinating and 
punctuated with new terms. Like Input Indemnity and 
Vendor Hazards. How is this new phase changing SLAs 
and contract negotiations?
There are a lot of factors that enterprises have to 
be careful about in this new world of AI. A lot of 
indemnification is being factored in; and many 
changes are happening. A lot of it is favourable to 
customers. A lot of it is challenging for vendors. We 
have to find a balance, specially from an AI perspective. 
Having the right contract in place is a challenge. You 
have to be very careful and read between the lines, 
ensuring that no risk is being turned a blind eye upon. 
There are many new risks like links to URLs. There is 
a lot of hype around AI. Clients have signed multiple 
contracts. It is like being in a server room with multiple 
wires coming out and going in all the directions. You 
might struggle with visibility so it makes sense to read 
your contracts really-really well.

Is that where input indemnity also comes in?
When we think of Input Indemnity, it’s about 
how providers agree to indemnify, defend or hold 
customer harmless against any liabilities, damages, 
costs (including reasonable attorneys’ fees) payable 
to a 3rd party arising out of a claim that alleges 

Who owns the data, where is that data coming from, how will it be 
used, is it all sovereign, what about input-indemnity, what about 
multiplier-pricing, what about new SLAs and pricing models – so 

many questions, so many what-ifs, so many words to squint at when 
you look closely at the shiny AI packaging!

D D Mishra 
Senior Director Analyst, Gartner

Forget the Genie, Read The AI  
Bottle’s Label

By Pratima HI

infringement of any 3rd-party IP right. One should 
verify if this indemnity exists and consult legal experts 
if these terms are silent.

Two years back, there was a lot of hype around AI. 
Vendors did not offer such indemnities. But these 

https://www.linkedin.com/in/ddmishra/
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topics have started coming up recently. One should 
make sure the legal team is also part of the contract 
process so that nothing hurts the organisation in 
the form of surprises ahead. A lot of legal advice is 
suggested – even for smaller contracts.

Data ownership is part of this discussion too. Does it 
work for both organisation data and data used by the 
provider from somewhere else?
Yes. Providers can bring in data that might evoke some 
kind of liability on the enterprise. Someone else’s IP 
can also be part of the purview of AI models. We see 
a lot of fragmentation of data in AI’s usage, and data 
management -when clubbed with processing costs- 
can turn into a nightmare. Also, contract negotiations 
should address areas like output ownership (like 
generated data- data or content generated by 
Generative AI service prompted by customer data), 
acceptable use of data, usage rights, ownership rights 
for customer-owned models and customer-adapter 
models, shared IP ownership in case of co-creation 
models etc. Enterprises can consider legal counsel to 
develop a contract language that assigns appropriate 
rights for all parties.

How has AI changed pricing models and SLAs?
AI pricing is evolving a lot at this point. It can be per 
agent or per workflow or token-based. There are 
many models possible. Organisations need to build 
their own Centre of Excellence formats to model 
these areas and leverage new factors to their benefit. 
They should not blindly pick up a vendor pricing 
model and follow it. That said- there is no thumb rule. 
But one can use knowledge and negotiation levers. 
Example- in token-based pricing, one can easily lose 
tokens if they are not consumed in a given period. So 
one can negotiate about carrying them forward. CIOs 
should know how to optimise models and try to have 
competencies to model within the organisation.

Can you also explain more about ‘vendor multiplier 
pricing’ which you talked about in your session?
Multiplier pricing is a pricing mechanism where 
the provider has the ability to put a multiplier and 
escalate costs. They should be covered during contract 
negotiations for long-term context and optimisation 
of costs.

How much would SLAs change ahead? What’s your eye 
catching through client discussions?
It is all going to move forward – from experience for 
end users to sentiment measurement. Earlier, only 15-
20 per cent people would give feedback- which could 
be either extremely happy or otherwise. Now SLAs 
are changing a lot- and it would be all about value- in 
whatever way it gets defined, and created, ahead. SLAs 
are becoming business-oriented and moving towards 
new set of expectations on experience. Clients want 
value. The ‘watermelon impact’ days are over.

What’s that?
Traditional SLAs were like a watermelon. Green 
from the outside from an IT lens. And red from 
the inside from a business lens. Now the lines 
between IT and business have blurred completely. 
IT has become very-very strategic now. It cannot be 
separated from business.

Do clients have the same strength of negotiation levers 
with Big vendors as they have with mid-sized ones?

It depends on how big the client is. Negotiation 
happens at many levels. It also rests on the standards, 
expectations and levers an organisation has unique to 
its context.

Should repatriation be at the back of one’s mind?
It can be. Although I have not seen many examples 
of successful roll-backs but insourcing is a broad 
discussion topics among many clients- in many 
outsourcing conversations. It is not a trend as such but 
the conversations around this are significant. One has 
to know one’s options if something fails, if something 
needs to be switched to another vendor, if something 
has to be taken over- because any provider be it small- 
or mid- or big-sized can have a vulnerability.

Can Sovereignty move from cosmetic vendor promises 
to a real contract clause?
AI and Data sovereignty have moved beyond 
conversations. It is an emerging risk at this point of 
time. Specially in the VUCA (Volatility, Uncertainty, 
Complexity and Ambiguity) world. Sovereignty is 
both a threat and an opportunity for providers. Client 
conversations show us that enterprises are very keen 
on sovereignty – as seen in the last few months. It 

AI-It is like being in a server room 
with multiple wires coming out and 
going in all the directions.
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can also fragment outsourcing into localised models. 
Vendors can create hype. Clients can have inflated 
expectations- and both lead to a deadly cocktail. The 
reality is settling in now and we can see emergence of 
local data centre and capabilities – beyond superficial 
tick-marks. Also, regulatory forces and geo-political 
aspects would also influence this space a lot- example- 
the Pax Silica agreement.

How crucial are 3rd-party risks?
It is an evolving space. You may negotiate a very good 
contract but you may not be able to deal with all the 
risks- like observability, hallucinations, paranoia, 
and psychological issues of AI. You need to ask for 
proper governance. Guardrails are very important. 
The provider may tell you- it is not responsible for the 
output but you can always insist on guardrails. Also 
risk assessment should be done in a proactive way- 
like one can ask for sub-contractor lists, emphasise on 
notice of changes, incorporate right of termination for 
unreasonable/unsatisfactory change and so on.

Does it affect contracts and SLAs when the industry 
keeps hearing about safety-heads of big players either 
walking away or being vocal about AI ethics and safety?
Yes. Directionality changes when leadership changes. 
One player’s roadmap may align with yours but the 
direction changes when alliances change, when 

spin-offs create changes (IBM or Atos are good 
examples here) – whether they go through or not. New 
regulations and new roadmaps affect contracts too.

Does this mean AI will create a lot of legalese work- 
more headaches for CIO and contract-work?
There are many unknown-unknowns at this point. You 
cannot cover all kinds of risks. Just ensure important 
checks and balances. Use guardrails. Contracts should 
be formed in a way that they do not lead to any survival 
challenges ahead. Selection of use-case is important 
here. Some clients I know thought of rolling back 
agentic AI because of use-case issues. It makes sense 
for making a good contract even if it is a small case 
because tomorrow it will scale up and get complex.

What do you foresee ahead?
We are moving towards an autonomous era and it will 
bring many significant changes. The labour-arbitrage 
model of outsourcing will move to technology-
arbitrage now. As sovereignty, compliance and geo-
politics enter the picture, traditional agreements will 
change a lot. With a good percentage of our GDP 
coming from IT, we need to be cognizant of these 
changes. Outsourcing will change both on demand and 
supply side. We need to be ready for all the changes. 

Vendors can create hype, Clients 
can have inflated expectations- and 
both lead to a deadly cocktail.
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                      ayaprakash Nair, Global Head of Data 
and AI - Lab and Capability Center, Altimetrik gives 
us a tour of ALTI AI Adoption Lab- with the lens 
of AI-production gaps, real data loads, integration 
points, compliance constraints and performance 
expectations, stress tests, transfer learning issues, 
data drift, overfitting/underfitting a model and why 
AI projects fail. And of course, the Polanyi Paradox.

What spawned this lab and how much does it 
contribute to the company’s overall customer 
footprint?
The creation of the ALTI AI Adoption Lab came 
from a clear trend we observed across industries. 
Many enterprises were experimenting with AI 
pilots, but only a very small percentage were able 
to move beyond proof-of-concept into production. 
The challenge was not model access or data alone, 
but the engineering discipline, governance, security 
and integration required to deliver AI safely and 
at scale. The ALTI AI Adoption Lab was built to 
close this gap and provide a structured path from 
idea to production. Today, it plays a central role in 
our AI first strategy by helping enterprises rapidly 
test use-cases, validate outcomes in real operating 
conditions and deploy them with measurable 
business impact.

Legacy complexity is a big reason for the AI pilot quicksand. 
Most pilots stall, not because the model is weak, but because the 

surrounding environment is not ready to operationalise it. Let’s get a 
closer look at this AI dead-end.

Jayaprakash Nair 
Global Head of Data and AI - Lab and  
Capability Center, Altimetrik

AI- stuck in the petri-dish paradox

By Pratima HJ

How much work is coming out of India? Is it in the 
similar space as AI-as-a-service solutions offered by 
some vendors?
India continues to be a major innovation and 
delivery hub for these engagements. While the lab 
includes capabilities that may appear similar to AI 

Many enterprises 
were experimenting 
with AI pilots, but 
only a very small 
percentage were 
able to move beyond 
proof-of-concept into 
production.

https://www.linkedin.com/in/jpnair/
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as a service, it goes beyond simply offering access 
to models or tools. The ALTI AI Adoption Lab is 
designed for enterprise readiness, trust, scalability 
and customisation, which makes it fundamentally 
different from a plug and play AI service model.

Can you explain the key points as well as challenges in 
the lab-to-factory cycle?
The lab to factory cycle was created to address one 
of the biggest gaps in enterprise AI: moving from 
experimentation to real-world deployment. The ALTI 
AI Adoption Lab follows a structured approach where 
ideas are prototyped quickly, validated against real 
enterprise data, and then engineered for production 
environments with the appropriate governance, 
security and controls. The intention is to ensure 
that AI projects are not just innovative in concept, 
but operationally viable, scalable and aligned with 
business outcomes.

What kind of stress-tests are important to ensure 
against AI project failures?
One of the most important aspects of our process 
is stress testing. We evaluate AI solutions in 
conditions that closely reflect live enterprise 
environments, including real data loads, integration 
points, compliance constraints and performance 
expectations. This helps identify issues early, whether 
related to model accuracy, hallucination risk, latency, 
cost efficiency or operational safety.

How do you help on the relevance, choice and data-
adequacy parts when it comes to model and LLM 
selection as per the domain and context?
A key part of our approach is ensuring that the right 
model is selected for the right domain and use case. 
The ALTI AI Adoption Lab uses a model-agnostic 
methodology, supported by tools such as the LLM 
Benchmarking Accelerator and DomainForge, 
to compare models across accuracy, cost, latency, 
contextual relevance and regulatory suitability. We 
also assess the adequacy and readiness of enterprise 
data, including whether a task requires a base model, 
an instruction tuned version, a domain adapted model 
or a smaller customised model. The goal is to balance 

performance with trust, efficiency and practical 
deployment constraints rather than defaulting to the 
largest or most commercially visible model.

Are transfer learning issues, data drift, overfitting/
underfitting a model real problem areas?
Challenges like transfer learning complexity, data drift, 
and overfitting or underfitting are real in enterprise 
environments, especially as models move from 
controlled environments to dynamic operational data 
streams. These issues require monitoring, versioning, 
lineage tracking and periodic re-evaluation to maintain 
performance and trust over time.

How much are factors like complexity and 
incompatibility of legacy environments responsible for 
the AI Pilot paradox?
Legacy complexity plays a significant role in 
what is often referred to as the AI pilot paradox. 
Many pilots are designed and tested in controlled 
conditions, where the focus is on demonstrating 
capability rather than ensuring fit with real business 
systems. Once these pilots need to interact with 
fragmented data sources, older infrastructure, 
compliance workflows, and enterprise-grade security 
requirements, the gaps become clear. This is where 
most pilots stall, not because the model is weak, but 
because the surrounding environment is not ready to 
operationalise it.

This is why the ALTI AI Adoption Lab focuses on 
production conditions early in the lifecycle. Instead 
of treating integration, compliance, and change 
management as late-stage tasks, they are built into the 
design and testing cycle from the start. By aligning AI 
solutions with existing environments and operational 
realities upfront, enterprises can break the cycle of 
promising pilots that never make it into production.

Any specific verticals that fast-track AI better than 
others? Any regions that are AI fluent when compared 
to other geographies?
From our research, industries with strong digital 
foundations are adopting AI faster. Sectors like 
Finance & FinTech, Healthcare & Life Sciences, and 
Retail & E-Commerce already have large, structured 

GenAI is emerging as a bit of a leveller. Prior to 
the GenAI storm, the AI run-up was primarily 
consuming structured and semi-structured data. 
GenAI has changed it for digital laggards.
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data sets, repeatable workflows, and clear business 
cases tied to efficiency, personalisation, and risk 
reduction, making them naturally faster movers in AI.

Having said that, GenAI is emerging as a bit of 
a leveller. Prior to the GenAI storm, the AI run-up 
was primarily consuming structured and semi-
structured data. The usage of unstructured data was 
comparatively limited. GenAI, with its expertise 
with unstructured data, changed that. So companies 
which were laggards in the Digital space could still 
participate, to some extent at least, in GenAI-based 
value generation.

What have your best examples been so far?
Some of our strongest examples come from 
sectors where AI use cases are closely aligned 
with measurable business outcomes and where 
data and processes are reasonably mature. In 
pharmaceuticals, for instance, the ALTI AI Adoption 
Lab has supported AI first initiatives across drug 
discovery, clinical development, manufacturing, 
supply chain intelligence, and commercial analytics, 
helping clients improve decision making, accelerate 
processes, and reduce operational risk. Other 
examples include automation in financial services, 
personalised customer engagement in retail, and 
network optimisation in telecommunications. These 
projects demonstrate how a structured lab to factory 
approach, combined with governance and domain 
expertise, can deliver AI at scale.

Also, best lessons on why AI fails in some (95 per cent- 
as seen in some studies) places?
AI often fails because pilots are designed in isolation, 
without considering production realities, integration 
with legacy systems, or operational constraints. Data 
may be insufficient, misaligned, or not representative 
of real-world conditions. Lack of monitoring, 
governance, and engineering rigor also contributes, as 
does over reliance on generic models without domain 
adaptation. In short, it is not AI itself that fails, but the 
end-to-end ecosystem around it.

Can you elaborate – by opening the hood?
This can be explained with a simple scenario, that 

is witnessed repeatedly in the industry --- a specific 
business problem is identified as high priority – 
then, the data required for solving this problem is 
identified, and manually aggregated from the various 
sources- then, the team, again, manually cleans up 
this data, and builds the solution around it- then, 
the business loves it, and says, ‘let’s put this into 
Production’. This is where the problem magnifies. 
For this solution to run in Production, the data 
aggregation, cleansing etc. needs to happen very 
frequently, meaning, this data pipeline needs to be 
automated. And that is no mean task. It’s normally a 
rather large undertaking, as compared to a one-time 
manual data prep that was done for the POC. Add to 
that all the considerations of ‘Responsible AI’ — bias, 
fairness, reliability, transparency, privacy, security etc 
that need to be carefully adhered to, in the Production 
system. In summary, the cost, timelines and risk of 
going into Production are way more than the POC.

Using AI at the workplace- specially agentic AI- have 
you ever observed/faced the Polanyi paradox?
The Polanyi paradox where tacit knowledge is 
difficult to formalise or encode for machines can be 
relevant when using AI in the workplace, particularly 
with agentic AI. In many enterprise tasks, some 
work that humans perform effortlessly is difficult to 
automate because the knowledge is implicit, context 
dependent, or requires judgment that is hard to 
capture in data. Agentic AI systems face an added 
challenge as they are expected to act autonomously 
while relying on structured rules, domain knowledge, 
and reliable feedback.

In our AI builds and deployments, we are extremely 
cognizant of the risk of ignoring the Polanyi paradox 
(and instead treating AI as a magical silver bullet). 
Practically speaking, wherever agents require certain 
human intuition, we prefer ‘not’ to automate those 
parts. Instead, we recommend taking a Human In The 
Loop (HITL) approach. The AI bot/agent does what it 
does best --- aggregating data, analysing it, identifying 
anomalies etc --- and the human then checks the info 
surfaced by the agent before decisions are taken. 

In many enterprise tasks, some work that humans 
perform effortlessly is difficult to automate because 
the knowledge is implicit, context dependent, or 
requires judgment that is hard to capture in data.
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                      ail wagging the dog’? Would that 
expression fit when AI is slowly spilling far and 
wide in the wheelhouse of software coding, QA and 
engineering? How much would humans stay (and 
with relevance) now? Or should we ask ‘how’? While 
Nvidia’s Jensen Huang advocates zero-percent coding 
and letting AI take over those keyboards, let’s find out 
more in this interview with Madhu Murty Ronanki, 
Co-Founder & Head of India Operations, QualiZeal.

On one hand, AI is no more a guest in the coding and 
engineering fields – being deified for its speed, cost-
gains and automation. On the other hand, we are still 
debating about production-readiness, accuracy, tech 
debt, novelty gaps and new kinds of bugs spawned by 
AI. Where are we exactly in this dance between ‘Hey AI’ 
and ‘Why AI’?
I can tell my perspective from an IT services 
company. We started five years back. I can see that 
in the last few years Gen AI has truly disrupted 
software in many ways. That’s why there is this 
uncertainty about its future. A lot of people are 
trying to build AI systems. Software engineering 
is also changing with agentic systems, LLMs, bots 
and enterprise POCs. We do software testing for our 
customers. Till now, we were applying traditional 
ways with human-intensive development work. Now 
there is quality engineering with new innovations 
like QMentisAI. It is QualiZeal’s GenAI-powered 
quality engineering platform that accelerates 
and automates the full software testing lifecycle, 
reducing testing timelines by up to 60 percent while 
improving coverage and accuracy.

How?
We analyse the requirements very early in natural 
language, the tool understands them and we can 
use structured approaches to tell the product owner 

And Dog-Walkers Stay. It’s the post-AI world in coding and software 
engineering. More about humans.

Madhu Murty Ronanki 
Co-Founder & Head of India Operations, QualiZeal

Horse-Whisperers Win.  
Cat-Herders Lose.

By Pratima H‘T

about the quality of requirements. Then we can 
refine the requirements so that acceptance criteria 
is well-defined. It also helps in decision-making, 
readability, and understanding. This saves time and 
gives an ‘improved’ requirement. This is important 
as most software problems start with requirement 
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phases. We can solve some problems with AI. We can 
use structured tests to find defects early and fix them. 
With the automated tests, the whole workflow can 
give 50-60 per cent time efficiencies. But the human-
in-the-loop is always important. It does a lot when it 
comes to reviewing and correcting AI.

We saw Jensen Huang’s urging engineers for zero-
percent coding- what happens now to novelty and 
complexity of coding? Can zero-percent coding work?
Nvidia, of course, has a different angle here. Full 
automation in coding? Well, we are not there yet. 
And I do not think we will ever get there also because 
of the inherent way in which AI works. Right now 
some models are doing coding but one has to be an 
intelligent programmer to get the best out of this 
capability. A below-average coder would not be able 
to do the best. And most people believe they are smart 
enough for this new world but one has to be really 
smart to play with AI.

Can AI tools make novel and complex code- the way 
humans do?
If you are an engineer capable of building the world’s 
most complex code, you now have AI to help you 
do that easily and faster than before. But not every 
coder will be able to do that. Code-related work will 
become AI-generated but the human imagination and 
involvement will be needed. AI will never be a master- 
only an assistant.

Why is AI-code not that production-ready despite 
all the euphoria? Bain &Co. has talked about 
‘unremarkable savings’; a CodeRabbit’s study showed 
1.7x more problems with AI code, an METR study told 
AI slowed down developers by 19 per cent – what’s 
holding AI back?
AI improves productivity but it has to be used 
judiciously. Gen AI is non-deterministic and these 
outcomes can have their inherent risks. They will not 
lead to the same outcomes every time. So we have 
to leverage these systems with the boundaries and 
challenges in mind.

What happens to the quality side – we have seen studies 
come up (like that of Apiiro) that show AI-code can have 

4x velocity but 10x more security vulnerabilities than 
with erstwhile methods.
QA is critical in traditional software approaches also. 
But in Gen AI it is easy to expose and exploit security 
vulnerability- Unlike yesteryears when a hacker had 
to be really adept and had a lot of time on his hands. 
Today hackers can do all that with simple English 
and a few clicks. The issue with AI is that its non-
deterministic characteristic opens up a new can of 
quality issues. Like fairness. It is as fair as the data it is 
trained on; so some unacceptable biases can creep in 
easily. Hallucinations, accuracy issues, explainability 
and opacity also add to concerns. The confident bluff- 
that’s another danger.

Is there still a stigma or ego-hesitation to using AI  
in coding?
It was possibly present two years back but now coders 
see value too. Now there is substantial AI literacy. 
There is awareness about high-quality prompts.

How serious is AI slop here? Also issues like AI can 
remove safety checks, give poor syntax, struggle with 
flawed logic and spin out fake output?
Human-in-the-loop- that has to be there and 
continuous. AI is an assistant. As AI gets used, 
workflows can be tweaked, review mechanisms 
should be brought in and product owner must review 
and approve what AI makes – before the next stage 
happens. Workflow redesign is integral for seamless 
integration of AI.

How is all this changing the outsourcing market  
for India?
Right now the model was about T&M contracts. 
Customers will expect efficiencies to be gained by AI. 
Selling IT based on headcount will no longer work. 
Outcomes will take the place of body-shopping. It’s a 
buyer’s market. AI-literacy is getting important and 
headcount growth is fading. Net-new hiring is low. 
Big companies have started bagging new contracts 
which are no longer multi-million deals but small-
ticket AI-based contracts. The next two quarters will 
see a lot of tweaking. 

Full automation in coding? Well, we 
are not there yet. And I do not think 
we will ever get there.

pratimah@cybermedia.co.in
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                                             ith all his experience and atrium-
view into everything that technology touches; he 
tells us why humans ‘can’ never be elbowed out by 
technology. But also- why humans ‘should’ never 
be nudged away. Definitely never in a hotel that 
stands for warmth and experience. Let’s see where 
technology checks in, and where it checks out

Has technology got a wider suite at the group in the 
last few years? What’s your most prominent part of 
technology’s use today? And how does it affect  
guest experiences?
We were always using data but in the last two to three 
years we have started using data’s power across the 
entire gamut of a guest experience- from check-in 
to check-out. Earlier it was limited to using excel 
sheets, some festival campaigns etc. but now with 
AI, all this has become tailored, consistent and based 
on patterns derived from lots of data-sets. We have 
started understanding the behaviour of guests with 
AI tools. The hospitality is a people-industry and 

With over 23 years of experience in this uniquely-human industry,  
Nikhil Dev, General Manager, IT, The Lalit Suri Hospitality Group has the 
room with the perfect view of humans intermingling with technology. Mr. 

Dev has been leading high-impact transformation programs including 
multi-property IT modernisation, customer engagement platforms, 

enterprise system integrations, and technology-driven guest experience 
initiatives. He has had prior stints at Warner Bros. Discovery, and The 

Leela Hotels and IHCL (Taj Group) too.

Nikhil Dev 
General Manager, IT, The Lalit Suri Hospitality Group

The Doorman may open the gates 
for AI, but he never leaves

By Pratima HW

The problem of ‘too 
much technology’ is 
possible in hotels in 
the US etc. but not 
in Indian hotels.

https://www.linkedin.com/in/nikhildev3/
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has become a lot data-driven now. It helps in making 
loyalty programmes better, proactively personalising 
a campaign – example, avoiding communicating to a 
vegetarian guest about a sea-food festival.

Can you give us a peek into the kind of technology 
adopted so far at the group?
We have various tools for various areas. Like Opera 
cloud – PMS (property management system) 
application, primarily hosting guest data and front-
office hotel operation. Then there is Symphony 
for Point-of-sale operation for F&B outlet revenue 
powered by Oracle. There is Hotlync for Complaint 
management system for recording and responding 
to guest request and feedback recording. There 
is TableCheck - a Table management system for 
managing the restaurant table management and outlet 
efficiency. We also have LJI Gravity – Loyalty tech 
platform for loyalty fully digital point-based program 
and Dining program.

Is it a bit of a tight-rope walking between hyper-
personalisation while avoiding intrusion?
It is actually a challenge. And after the DPDP Act’s 
impact, the industry has to be extra careful about user 
consent. If someone unsubscribes from campaigns etc., 
that has to be strongly taken care of. In this industry, 
users tend to complain a lot about spam. We make sure 
that everything is respectful of user’s privacy and wish. 
All our software and tools also work on that principle 
with built-in authentication-based access to data.

So when a user submits an identity proof while entering, 
that data stays secure and in the right hands?
A year back that would have been difficult but now 
the era is about 100 per cent privacy. All our systems, 
whether Oracle or Hotlync have built-in compliances. 
We have strict control over personal devices. They are 
not allowed inside the premises and employees take 
data through dedicated scanners and devices only. The 
rights of access are role-based and authentication-
driven. We make sure that guest data is always safe. 
It is a big mandate for this industry- because we have 
foreign guests so we observe GDPR and since we 
have Indian guests we do observe DPDP- it’s a double 
regulatory purview.

There were ransomware attacks and other cyber-
incidents in US hotels some time back. Do you think 
data becomes specially vulnerable in hotels? Is there 
anything like ‘too-much technology’ here?
The problem of ‘too much technology’ is possible 
in hotels in the US etc. but not in Indian hotels. 
The Indian hospitality, as you might have also 
experienced, is less transactional and more about 
warmth and end-to-end experience. It’s not just about 
service but service with smile and empathy.

So, as Rory Sutherland spotted, the ‘Durbaan’ person 
may not be adding any explicit value at the gate, but his 
being there at the entrance still matters?
Absolutely! He has his own signature- tall, royal 
looking, with a smile. He carries his persona. Unlike 
in the US, where hospitality can be cold, Indian hotels 
are all about warmth and going out of the way to 
make a great guest experience. That human touch and 
reassurance will never fade. The technology is coming 
at the back-end to help humans do it better and faster. 
Humans stay at the front-end.

Does that explain some roll-backs of technology  
that some hotels have decided upon? Like self check-
in’s removal?
The self check-in works as per the brand that a hotel 
edifies. It is apt for cost-centric ones but not so much 
for experience-centric ones. It became prevalent dur-
ing Covid but was removed later. Now we facilitate any-
thing a guest wants for pre check-in parts to accelerate 
the physical check-in process. But humans stay.

Is it possible for human employees to translate all kinds 
of data they pick for software and AI? Specially the 
insights they catch intuitively?
We focus on capturing the right data and relevant data 
in as much ways as can be possible. As an operations 
head, a lot of care is taken about data quality. All this 
helps a lot in predictive analytics.

An example of how data helps, if you can share?
One of our guests asked for a soft pillow and lemon 
tea with honey only two weeks back. It was taken in 
our data-sets and in a way that all our properties could 
use it. So the next time, he checked in, we served the 

Humans cannot leave everything 
to AI- else we would be just 
dumb bodies sitting on a couch.
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soft pillow and the exact tea of his liking without 
his asking. He had that ‘wow’ reaction. Our OPERA 
Cloud is a centralised system that makes insights 
available across all properties.

It is a common scenario today- One human asks his AI 
to make a hotel reservation, and it connects to another 
AI at the hotel desk. When AI starts talking to AI, it can 
eliminate humans and converse in its own syntax. Is 
that a concern?
Everyone is talking about AI in some way today. But 
we have to realise the importance of governance. It 
cannot be left on its own. One is the maker, another is 
the checker. The roles between humans and AI cannot 
be swapped. Both cannot be one. Then there would 
no room for humans for aspirations, for growth, for 
higher ideas. Humans cannot leave everything to AI- 
else we would be just dumb bodies sitting on a couch. 
Governance matters. As we move ahead, a lot of guide-
lines on that frontier would emerge at global level.

What’s coming up next in terms of technology adoption 
at your hotels?
Very soon, we  we are launching Repup CRM which 
is not an off-the-shelf tool but something that we 

have customised a lot. It is a paperless solution. 
This will allow a new level of guest experience 
with predictive insights as well ways for 
incentivising loyalty, pre-booking specific choices 
and a lot more. It will streamline Guest CRM 
and paperless Front office operation (check-in, 
Manage booking, upselling, e-regcard, marketing 
and campaign etc.)

You must be getting a lot of technology pitches- how 
do you decide which ones to adopt?
My formula for technology use is simple- It has to 
be future-centric. It has to be scalable. It has to be 
integrated well with existing systems. And it should 
never compromise with guest data safety.

So what are your concluding thoughts?
In the hotel industry, data is a big tool. But it is also a 
big responsibility. Specially with all the attacks. And 
more so, with all the high-profile guests that luxury 
hotels have. We use 24/7 monitoring and the best-
in-class cybersecurity tools. We have to be a step 
ahead of the attacks. Data is a big responsibility. 

In the hotel industry, data 
is a big tool. But it is also 
a big responsibility.
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AI tools are already inside marketing teams. The real advantage  
lies in building strategy, workflows, and measurement that turn speed 

into measurable revenue growth.

The marketing team of tomorrow  
is being built today

By Prabhvir Sahmey

M
ost marketing teams I work with today have 
an AI tool. Very few have an AI strategy.

There is a significant difference, and it 
is showing up in the numbers. Generative 

Artificial Intelligence (AI) adoption in business more 
than doubled between 2023 and 2024 — from 33% to 
71% — yet a quarter of marketing professionals still 
cannot define what return they are getting from it.

I have spent 25 years building advertising businesses 
from zero — Google Marketing Platform in India, 
Samsung’s Connected TV (CTV) monetisation — and 
the pattern is always the same.

Technology without intent does not transform 
organisations. It makes existing confusion faster and 
more expensive.

Where Most Marketing Teams Stand Today
The gap between where teams are and where they 
need to be is not primarily technical. It is structural 
and strategic. (see next page table)

What Recovered Capacity Actually Unlocks
The AI conversation in marketing is too often framed 
around cost reduction. That is the wrong lens. Sunil 
Nair, Co-Founder of Clairva, which builds licensed 
video data infrastructure and AI workflows for the 
Global South, frames it precisely: “AI in marketing 
becomes valuable not when it cuts cost, but when it 
expands revenue capacity.”

His team has seen this directly. For a leading 
jewellery brand, AI-assisted planning compressed a 
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AI on one workflow, measure for 60 days, then 
decide. Companies that moved deliberately report 
USD 3.70 in value for every dollar invested, with 
top performers reaching USD 10.306. Deliberately 
means knowing what revenue door you are trying to 
open before you begin.

The Honest Reality
AI will not fix a marketing team that lacks strategic 
clarity. What it will do is accelerate whatever you 
already are. I saw this with programmatic: it did not 
fix poor media strategy — it made poor media strategy 
more expensive, faster. The same principle applies 
here, at a pace most leaders are not ready for.

The marketing team of tomorrow is leaner, faster, 
and more outcome-focused. The leaders building 
it today are running small experiments, recovering 
capacity deliberately, and reinvesting it where human 
judgement still matters most: strategy, relationships, 
and the creative instinct no model has replicated.

Start there. The tools will follow. 

10–15 day campaign cycle to 2–3 days — enabling 3–4 
times more campaigns per commercial window. For a 
water purification brand, AI cut production logistics 
so significantly that the team moved from concept 
to market in days, not weeks. Brand-specific micro-
models reduced creative iterations from 5–7 rounds 
to 2–3, meaning faster approvals and earlier market 
entry. Earlier entry into time-sensitive demand 
windows is not an efficiency gain. It is a revenue gain.

Broader data confirms this. Early AI adopters in 
marketing report an average 12% return on investment 
(ROI), with content teams reclaiming roughly 11. 
4 hours per week per employee. The top  
reported benefit — cited by 79% of marketers — is 
increased efficiency.

Efficiency is a means, not an end. The teams pulling 
ahead treat recovered time as a strategic input, not a 
productivity headline.

Three Things to Implement This Quarter
1.	 Define the outcome before selecting the tool. 

Content volume is not an outcome. Pipeline velocity 
is. Cost per qualified lead is. Begin with the metric, 
work backwards to the workflow, then to the tool — 
in that order, not the reverse.

2.	Run a workflow audit, not a tool audit. Map your 
ten most time-consuming tasks and rank them 
by strategic value. AI belongs in the low-value, 
high-volume quadrant first — lead enrichment, 
drafting, scheduling, reporting. Brand strategy and 
creative direction are the destination you fund with 
recovered capacity.

3.	Measure before you scale. Set a baseline, deploy 

Dimension Marketing Teams Today Marketing Teams: 2026–27

Content production High effort, long cycles,  
inconsistent output

AI-assisted drafts, human editorial layer, 
rapid iteration

Campaign planning Intuition and historical data,  
slow to adapt

Real-time signal integration, predictive 
modelling

Audience segmentation Broad personas, manually  
updated quarterly

Dynamic micro-segments, continuously 
refreshed

Performance reporting Retrospective, weekly or  
monthly cycles

Near-real-time dashboards, AI-generated 
insight

Team structure Specialists in silos: SEO, copy,  
design, data

Generalist operators with AI tools + 
specialist oversight

Decision-making HiPPO-driven † Data-informed, AI surfacing blind spots

Skills required Platform proficiency,  
creative execution

Prompt engineering, workflow design, 
outcome measurement

† HiPPO: Highest-Paid Person’s Opinion — a well-documented decision-making bias in marketing organisations. The above table is not 
exhaustive but covers some of the most common marketing use cases across businesses.

Prabhvir Sahmey is Founder & CEO of StratPulse Techlabs 
and a Fractional Chief Strategy Officer for funded platforms 

in programmatic advertising, MarTech, and CTV. He 
led Google Marketing Platform in 

India from near-zero to USD 500M 
in revenue, and built Samsung Ads’ 

CTV monetisation business in India. 
He holds a patent in interactive TV 

technology, was named in the Digital 
40 under 40, and was recognised as 

CTV Leader of the Year.
maildqindia@cybermedia.co.in

https://www.prabhvir.com/
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Governments could function as orchestrator, investor, 
regulator & anchor customer to drive strategy

Are You Ready for Sovereign AI?

By Raju Chellam

STRATEGIC SIGNIFICANCE
What exactly is sovereign AI? McKinsey says it does 
not have a single definition. Rather, it is the result of 
interactions between four components: territorial 
(where data and compute physically reside), 
operational (who manages and secures data and 
compute), technological (who owns the underlying 
stack and intellectual property) and legal (which 
jurisdiction governs access and compliance).

In other words, sovereign AI is about a nation’s or 
an organization’s ability to develop and control its 
own AI capabilities to ensure strategic independence 
and alignment with domestic values and laws. 
“Viewed this way, sovereign AI is a spectrum of 
potential solutions distributed across different tiers 
of sovereignty, depending on stakeholder and local 
circumstances,” McKinsey explains. “Sovereign 
AI thus represents one of the largest opportunities 
within AI.”

An effective sovereign ecosystem is not necessarily 
one in which everything is built domestically. 
Instead, it is one in which key control points 
are sovereign by design, even if other elements 

The CTO presented the company’s AI 
sovereignty draft plan at the board meeting. 
“This plan gives us full control of our data, 

total governance assurance, and independence 
from external influence,” the CTO proclaimed after 
going through a dozen slides. “I would urge the 
board to approve it so we can get started.”

After a brief bout of bickering, a consensus was 
reached. “I love it, especially the part where the AI 
can make autonomous decisions,” the chairman 
said. “Just as long as every decision is reviewed 
by legal, compliance, risk, audit committee, and 
especially that one director who only checks email 
twice a day.”

If that anecdote made you snigger, check out this 
trigger: According to a report by McKinsey, about 
30% to 40% of AI spending could be influenced by 
sovereignty requirements, representing a market 
of some US$500 billion to US$600 billion globally 
by 2030. Gartner predicts that 35% of countries will 
be locked into region-specific AI platforms using 
proprietary contextual data by 2027, up from just 
5% currently.
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data centers. Data and cloud are the driving forces 
powering digital transformation and business 
model reinvention. The problem? High risk and 
reliance on third-party service providers, data 
stored on external platforms, and potentially an 
ever-larger surface for cyberattack.

“Regulators across Europe, the Middle East and 
Africa are stepping up their focus on data residency, 
data protection and other key aspects of cloud 
sovereignty,” says a report by PwC. “But sovereignty 
is far more than just a compliance exercise. As 
organizations move beyond cloud migration to focus 
on optimization, trust and accountability, sovereignty 
allows them to innovate on their own terms. They can 
leverage their cloud and AI capabilities, safe in the 
knowledge that data access is under their control and 
their tech choices remain open.”

Should the formulation of your sovereign 
cloud strategy be left to tech teams? Nope. PwC 
advocates active input and sponsorship from 
business, compliance and data management teams 
and urges organizations to define (their sovereign 
strategy), tailor (AI models to strategic goals), set 
(clear and realistic boundaries), design (their cloud 
architecture) and build (strategic partnerships with 
key stakeholders).

“As organizations embrace digital transformation, 
clear control over where and how data is governed 
should be a strategic imperative,” says James 
Rashleigh, a PwC UK cybersecurity partner. 
“By taking ownership of cloud data governance, 
leadership teams will not only be able to deliver 
compliance, but also resilience.”

Data centers are the critical backbone to help 
enable AI sovereignty. “As a result, data centers and 
AI factory infrastructure will see explosive build-up 
and investment, propelling a few companies that 
control the AI stack to achieve double-digit, trillion-
dollar valuations,” Gartner’s Gupta says.

So how can your organization be ready for sovereign 
AI? Gartner advises focusing on the following:
•	 Design: Model agnostic workflows using 

orchestration layers that enable you to switch 
between LLMs across regions and vendors.

•	 Ensure: AI governance, data residence and  
model tuning practices are able to meet country-

of the stack may remain open to partnerships, 
interoperability and competition.

“The most effective ecosystems operationalize 
‘minimum sufficient sovereignty’ with a repeatable 
decision rule: Classify workloads by the importance 
of regulatory issues and third-party exposure,” 
McKinsey says. “Assign a sovereignty tier with 
explicit requirements for data residency, key 
ownership and access controls.”

Even jurisdictions with advanced capabilities 
are rarely self-sufficient across all layers and often 
rely on external providers in at least part of the 
stack, particularly in hardware and advanced 
compute. That’s why building a sovereign AI 
ecosystem involves coordination across four groups: 
Governments (to shape trust, rules and demand); 
providers (to create the underlying technology and 
platforms), enterprises (to convert infrastructure 
into real economic value) and investors (to supply the 
capital and risk tolerance needed to scale solutions).

The concern? Companies are changing alignment 
due to concerns of overly Western influence. 
AI sovereignty will therefore lead to reduced 
collaboration as well as duplication of effort. Gartner 
predicts that nations establishing a sovereign AI stack 
will need to spend at least 1% of their GDP on AI 
infrastructure by 2029.

“Countries with digital sovereignty goals are 
increasing investment in domestic AI stacks 
as they look for alternatives to the closed US 
model, including computing power, data centers, 
infrastructure and models aligned with local laws, 
culture and region,” says Gaurav Gupta, a Gartner 
vice president. “Trust and cultural fit are emerging 
as key criteria. Decision makers are prioritizing AI 
platforms that align with local values, regulatory 
frameworks and user expectations over those with 
the largest training datasets.”

Localized models could deliver more contextual 
value and regional LLMs could outperform global 
models in applications such as education, legal 
compliance and public services, especially in non-
English languages.

CLOUD COMPONENTS
AI is dependent on data, much of which resides in 

Sovereign AI is not about building 
everything at home. It is about owning 
the control points that matter most.
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specific legal, cultural and linguistic regulations 
and requirements.

•	 Establish: Relationships with national cloud 
providers, regional LLM vendors and sovereign AI 
stack leaders in priority markets, as well as build a 
vetted list of partners.

•	 Monitor: AI legislation, data sovereignty rules and 
emerging standards that may affect where and how 
they can deploy AI models and process users’ data.

GOVERNMENT GOALS
Governments could function as orchestrator, 
investor, regulator and anchor customer. Because 
they possess the unique ability to turn fragmented 
ambition into coordinated execution and also set AI 
sovereignty goalposts.

Governments define which workloads require 
strong sovereignty (such as defense, sensitive citizen 
data apps and critical infrastructure), which can use 
hybrid models, and which can remain largely global. 
They then translate those choices into actionable 
controls (such as data classification, key ownership 
and auditability). By creating certification regimes, 
governments can help standardize what “trusted” 
means so that regulated industries can adopt the 
guidelines quickly.

McKinsey says successful sovereign AI ecosystems 
tend to emerge through three overlapping waves:
•	 The First Wave: Focuses on establishing the 

baseline and unlocking early demand. Leaders 
clarify which workloads require sovereign controls, 
translate those decisions into governance and 
procurement mechanisms, and launch a small 
number of lighthouse use cases large enough 
to justify initial investment. The goal is not 
completeness but credibility, by creating early 
proof that sovereign environments can operate 
reliably, securely and at scale.

•	 The Second Wave: Concentrates on scaling 
shared infrastructure and data ecosystems. With 
demand signals in place, ecosystems expand 
compute and energy capacity on bankable terms, 
industrialize operating models, and invest in 
sector-specific data products and data-sharing 
mechanisms. This is where many initiatives falter. 
Because they attempt to scale infrastructure 

without first resolving governance, operating 
model and talent constraints.

•	 The Third Wave: Builds durable advantage 
and exportable capability. Ecosystems deepen 
specialization in selected domains, support a 
competitive provider landscape, and enable start-
ups and integrators to scale. At this stage, trusted 
capabilities become not just domestic enablers but 
sources of regional or global differentiation.
The most common failure mode is mis-sequencing. 

This occurs when there’s heavy investment in shared 
assets before demand and governance are ready. Or 
by pursuing global leadership ambitions without the 
data, adoption, and operating foundations required to 
sustain them.

“Ultimately, sovereign AI is not about full-stack 
independence; it is an ecosystem play,” McKinsey 
says. “Those who orchestrate coherent systems—in 
which sovereignty is applied at critical control points, 
and governments, solution providers, and enterprises 
align incentives—could turn infrastructure into 
trusted capabilities and turn trusted capabilities into 
scaled outcomes.”

Since we started with one C-Suite fable, let’s end 
with another: The CFO unveiled the company’s new 
AI sovereignty validation framework at the board’s 
strategy meeting. “This framework ensures full 
financial transparency, algorithmic accountability and 
zero dependency on external black‑box services,” he 
said, scrolling through a deck bursting with acronyms. 
“The sooner we deploy, the sooner we reduce 
operational risk.”

The board murmured approvingly, until the vice chair 
leaned forward. “I like it, especially the part about the AI 
having complete operational autonomy,” he smirked. 
“Just make sure every autonomous action comes with 
a cost‑benefit analysis, a three‑scenario forecast, and a 
footnote explaining why we shouldn’t panic.” 

Raju Chellam is a former Editor of 
Dataquest and is currently based in 

Singapore, where he is the Editor-in-
Chief of the AI Ethics & Governance 

Body of Knowledge, and Chair of 
Cloud & Data Standards.
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Governments may shape sovereign AI 
by setting rules, funding infrastructure 
and creating trusted demand at scale.
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