





There are five different approaches for an Enterprise to embark on the journey to becoming Intelligent
Enterprise. Each method has its own set of advantages and trade-offs.
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Graphic 2: Types of Technology Approaches

Generative Al SaaS Applications: These are plug-and-play solutions designed for specific use cases,
allowing for straightforward integration with existing systems. They tend to be cost-effective and require
minimal infrastructure. These applications are easy to integrate and don't demand extensive technical
expertise.

Intelligent Apps Platforms: These platforms offer a comprehensive suite of Intelligent Business Automation
technologies, such as Large Action Models, Large Language Models, Agentic Al, Low-Code/No-Code, Robotic
Process Automation (RPA), Intelligent Document Processing (IDP), Intelligent Virtual Assistants (IVA), Process
Intelligence, and Al/ML, that provide a wide range of functionalities. These are integrated and holistic platforms
that offer end-to-end automation offering easy scalability and the flexibility to customize according to specific
needs.

Enterprise-Built Generative Al Solutions: These are custom-specialized models developed by enterprises
and trained on their proprietary data. They offer flexibility for customization and can be scaled according to the
organization's needs. However, they require significant investment and technical skills, making them suitable
for technology-advanced enterprises or those with substantial budgets.

Hybrid Al Solutions: This approach involves using pre-trained LLMs or LAMs from a major provider like
OpenAl or Google and then fine-tuning it with the Enterprise's proprietary data. While this allows for
customization, it can face challenges with scaling due to the limitations in retraining models on new data sets.

Multi-Platform Solutions: With this strategy, enterprises leverage different LLMs/LAMs and Generative Al
solutions for different use cases depending on the accuracy and results. While this approach offers broad
range of functionalities, it can become complex and expensive, making the technology landscape challenging
to manage.

Each of these strategies comes with its own set of challenges and benefits. However, as competition heats up,
making the right choice becomes both urgent and important.

To assist enterprises in navigating these options, we've developed a framework that evaluates each approach
based on investment efficiency and scalability quotient along two axes.
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Investment efficiency encompasses two key aspects:

* Cost Effectiveness: Affordability of implementing the solution or platform

* Technical Feasibility: Level of technical talent required for implementation. The greater
the technical talent needed, the lower the technical feasibility of the solution

The Scalability Quotient includes three dimensions:

* Customization Flexibility: Ability to adapt the solution to specific user needs
» Ease of Deployment: Degree of simplicity in implementation
» Expansion Potential: Solution's capability to manage increasing workloads
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Graphic 3: Evaluation of Technology Approaches

Based on this comprehensive framework, the Intelligent Apps Platform approach stands out as the most
advantageous and holistic solution option. These platforms are easy to scale due to their ability to handle
varying workloads and customize solutions based on enterprise needs and requirements. Additionally, the
Intelligent Apps Platform is more cost-effective compared to other approaches, such as Multi-Platform
Approach, Enterprise-built Generative Al solutions, or Hybrid Al solutions, as these incur significant costs,
demand specialized talent and require extensive technical infrastructure.

Case Example: A prominent Healthcare provider in the US initially partnered with specialized vendors for
various technologies like RPA and IDP at the beginning of their Digital Transformation journey. However, they
later shifted towards a single-vendor strategy. This move to an end-to-end intelligent automation solution
helped them streamline operations and eliminate the complexities of managing multiple vendors.
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Chapter 3

Generative Al’s Role In
- Transforming Business




Generative Al presents a multifaceted opportunity for businesses, offering a wide array of potential
applications. However, this breadth of possibilities has created a significant challenge for many organizations
in determining their starting point and prioritization strategy.

The reality is that the value proposition of Generative Al use cases varies considerably. While some may offer
surface-level appeal, they often fail to deliver substantial business impact. Conversely, other use cases have
the potential to fundamentally transform operational models and drive significant value. The key challenge lies
in discerning between these options and identifying the most strategically relevant applications.

This paralysis is hindering many organizations from capitalizing on the transformative potential of Generative
Al technologies. To address this challenge, we have developed a structured approach that enables businesses
to navigate the complex landscape of Generative Al applications and focus their resources on initiatives that
align with their strategic objectives and offer the highest potential for value creation.

The framework developed to analyze the various horizontal functions and industries considers the below
mentioned parameters.

* Contribution of an Industry or Function that helps assess the extent of value creation by:

o Evaluating the scale of the global talent base

o ldentifying the average wages associated with each of the horizontal functions and industries

» Al Transformation Potential, that each of these functions and industries possesses
based on the degree of disruption that the technology can drive across the value chain

Impact Assessment of Generative Al Across Business Functions and Industries
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Graphic 4: Impact Assessment of Gen Al across Business Functions and Industries
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The Transformative Impact of Generative Al Across Enterprise Functions

Using this framework, we've assessed various business functions to help enterprises determine where to focus
their efforts. By reorganizing the data into a graph, we can clearly see how each function is primed for
technological disruption. This visual representation helps leaders make informed decisions about their
investments in Generative Al use cases.
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Graphic 5: Impact of Gen Al across Enterprise Functions

Customer Service and Sales & Marketing emerge as critical functions with substantial Al transformation
potential. The global workforce of approximately 60 million in these roles underscores their significant impact
on organizational performance. These customer-centric functions are particularly susceptible to Generative Al
advancements, making them key areas for innovation.

A deeper dive into these top two functions, through our detailed value chain analysis and an examination of
current enterprise adoption levels, reveals the evolving landscape of Generative Al integration in
customer-facing operations.

Customer Service Adoption Analysis

Customer Service Value Chain

CUSTOMER
INTERACTION

CUSTOMER
ANALYTICS
AND INSIGHTS

KNOWLEDGE O
MANAGEMENT

pErRFORMANCE (® compLaANt (®

MANAGEMENT MANAGEMENT RESOLUTION

‘ Customer Feedback/ Customer Database
Multi Channel Support Agent Feedback Escalation Management Call Summarization Management

; . Call Transcription/ -
FAQs Quality Assurance Compensation Management Neies Carmiitm Training Modules
Call Routing Performance Analytics Dispute Resolution Systems Sentiment Analysis Community Forums

- cketi ) Predictive Analytics on Internal Knowledge
Ticketing Support Root Cause Analysis Customer Preferences a——

Self-Service Portals

[Adoption Low Medium High]

Intensity O O O
Graphic 6: Adoption Analysis of Customer Service Gen Al Adoption ~ Low

12



Multi channel support and customer feedback summarization are among the most widely adopted and early
use cases for Generative Al. Multi channel support involves integrating Generative Al into chatbots or virtual
agents to enhance customer service across various communication platforms. Similarly, Al-driven customer
feedback summarization helps organizations efficiently analyse and interpret customer feedback, providing
actionable insights for improving services and products.

Case Example: A leading financial giant successfully deployed EvolutelQ to enhance their customer service.
By implementing a comprehensive conversational Al system, they were able to improve customer satisfaction
by 72%, reduce customer acquisition costs by 33%, and increase share of wallet by 40%. The Al-powered
solution effectively handled a wide range of customer inquiries, from loan applications and servicing to general
FAQs, across multiple channels.

Sales & Marketing Adoption Analysis

Sales & Marketing Value Chain
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Graphic 7: Adoption Analysis of Sales & Marketing

In Sales & Marketing, early and widely adopted use cases for Generative Al include those that enhance
personalization, such as personalized marketing techniques. These applications leverage Al to deliver tailored
marketing messages and strategies, creating a more individualized experience for customers and improving
engagement and conversion rates.

Case Example: A leading consulting firm deployed EvolutelQ's RAG-based solution to enhance customer
engagement. By leveraging EIQ's data processing and Al capabilities, the firm was able to create personalized
newsletters, resulting in a 60% increase in open and click-through rates, a 76% improvement in customer
engagement within six weeks of going live, and a doubling of overall bottom-line revenue

The Transformative Impact of Al Across Industries

Next, we will assess prominent industries, using the framework to help understand which ones are most
impacted by Al.
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According to the Federal Reserve Economic Data of St. Louis, Retail and Healthcare alone employ over 30
million people in the United States. This substantial workforce underscores the significant economic impact
and contribution of these sectors.

To gain a deeper understanding, we will explore the detailed value chains of Retail & CPG and Healthcare &
Lifesciences, providing an analysis of the impact of Generative Al adoption within these industries.
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Graphic 9: Adoption Analysis of Retail & CPG
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The Retail & Consumer Packaged Goods (CPG) industry is highly customer-centric, relying on numerous
personalized strategies to maintain customer engagement. As a result, use cases involving personalized
recommendations and customized shopping experiences are particularly prominent. Generative Al can
significantly enhance these efforts by delivering tailored product suggestions and improving overall customer
interactions.

Case Example: Mercari, an e-commerce enterprise leveraged Generative Al to transform online shopping for
its customers into a personalized, conversational experience. By understanding user preferences and needs
through engaging dialogue, the Al-powered shopping assistant recommends products tailored to individual
tastes. This innovative approach simplified the product discovery process also introduced shoppers to items
they might not have considered otherwise, boosting sales and customer satisfaction.

Healthcare & Lifesciences Adoption Analysis
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Graphic 10: Adoption Analysis of Healthcare & Lifesciences

Generative Al has a significant impact on Healthcare & Lifesciences by enhancing molecular design, target
discovery, clinical trial optimization, and literature screening. It accelerates drug development, improves trial
efficiency, and synthesizes scientific literature, advancing research and innovation in the field.

Case Example: A leading pharmaceutical company aimed to enhance knowledge accessibility and utilization.
By leveraging EvolutelQ's Enterprise Intelligence Solutions, including Generative Al and Conversational Al, they
increased information repositories by 95%, improved search efficiency by 80%, and boosted productivity by
71%. This demonstrates the power of Al in driving data-driven decision-making and accelerating research.
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The shift towards Enterprise Intelligence necessitates a fundamental reimagining of business operations. Many
organizations are transitioning from isolated automation efforts to a more comprehensive Intelligent Business
Automation (IBA) approach. However, the path to Intelligence is not straightforward; a strategic and prioritized
approach is often essential.

Our playbook is designed to guide enterprises through this complex landscape, with a focus on identifying and
implementing high-impact use cases. By adopting this holistic approach, enterprises can work towards
creating more adaptive and efficient organizations, ensuring successful IBA implementation.
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Graphic 11: Playbook to Scale Intelligent Business Automation

Use Case Prioritization

- The first and foremost step for an enterprise is to identify the right use-cases for automation. This can be
done using the framework provided in Chapter 3.

- After selecting use cases, set KPIs and metrics to measure success, including output accuracy, error rate, and
content relevance.

Technology Readiness

- The next step is to create a Centre of Excellence (CoE) focused on Generative Al and to oversee the
implementation of the Intelligent Apps Platform.

- Enterprises must ensure that high-quality, unbiased data is used for training Large Language Models (LLMs)
and Large Action Models (LAMS). This data should be managed by skilled data engineers to guarantee
accurate and impartial outputs and actions.

- Enterprises should upgrade outdated applications to modern apps for smoother integration with the
Intelligent Apps Platform.
Platform Selection

- Define and identify essential technical specifications including scalability (based on data volume), Al-driven
features, and integration capabilities.

- Assess the platform's advanced Al and ML capabilities, particularly in Generative Al and Agentic Al, and its
ability to adapt to evolving Al technologies.

- Evaluate its ability to run models behind a firewall, which provides an extra layer of security to protect
sensitive data and maintain confidentiality while ensuring robust operational integrity.
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Deployment & Scaling

« Incorporate feedback mechanisms to refine Al models, improving accuracy, reducing biases, and enhancing
interactions.

- After deploying high-impact use cases, focus on lower-priority functions to fully achieve Intelligent
Enterprise status.

Monitor & Continuous Improvement

- Regularly audit Al systems to evaluate performance and effectiveness in meeting business objectives.

« Continuously monitor Al regulatory updates to ensure compliance and mitigate legal risks.

- Establish an ethical framework within the enterprise for Al use, focusing on data privacy, fairness, and
transparency.

People & Change Management

People and Change Management a continuous process that is essential at every stage of the
implementation. Here are some best practices to follow:

- Appoint Al champions from each team to facilitate the adoption of Intelligent Business Automation.
- Hire or train staff for roles and skills like data engineering, Al ethical auditing, and prompt engineering.

- Implement comprehensive Al Literacy Programs to ensure that everyone in the organization
understands the capabilities and limitations of Al

Technology Architecture of Intelligent Apps Platform

Selecting the right platform is crucial for effectively implementing Intelligent Business Automation and
evolving into an Intelligent Enterprise, as this is where the true foundation of intelligence is built.

By breaking down the key components of an ideal Intelligent Apps Platform, we gain an in-depth
understanding of its technology architecture. This approach emphasizes the critical elements that drive
transformative outcomes and illustrates how a holistic Intelligent Apps Platform seamlessly integrates
and enhances enterprise operations.
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Graphic 12: Architecture of Intelligent Apps Platform
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Data Input

This is the initial stage, where diverse data from various sources are fed into the system. Examples include
manual data entry, Enterprise Applications, and loT devices. This stage ensures comprehensive data capture,
allowing organizations to gather extensive and accurate information. By integrating multiple input methods,
this stage is crucial for informed decision-making and enhancing operational efficiency.

Once the data has been input, the Intelligent Apps Platform begins to function, encompassing several layers:

Data Layer

The Data Layer is the first layer and consists of components such as Data Fabric Architecture, Data Flows, and
Event Flows. It plays a critical role in organizing, storing and managing data, as well as facilitating the flow and
sharing of data. This layer is vital for creating a unified data environment that supports data consistency and
accuracy across the organization.

Integration Layer

The Integration Layer is crucial for enabling different systems within an enterprise to interact seamlessly. This
layer ensures that the Intelligent Apps Platform can integrate and communicate with existing enterprise
systems using components like Application Programming Interfaces (APIls), Robotic Process Automation
(RPA), and Enterprise Connectors. This layer is essential for creating an interconnected environment that
streamlines workflows and enhances operational efficiency.

Decisioning Layer
Next is the Decisioning Layer, where Data is transformed into actionable insights. This layer incorporates
components such as Al/ML, including Generative Al, Quantum Computing, Constraint Solving, and Decision

Trees, enhancing the organization's analytical capabilities and enabling faster, more accurate, strategic, and
real-time decision-making.

Deployment Layer

The Deployment Layer enables an enterprise to deploy the Intelligent Apps Platform in either a cloud or hybrid
environment. This platform offers flexibility, allowing for a full cloud deployment or a hybrid approach that
combines at least two of the following: on-premises, private cloud, and public cloud services.

Execution Layer

At the pinnacle of this architecture is the Execution Layer, which integrates all processes and technologies to
deliver actionable outcomes. This layer encompasses RAG pipelines, hyper-contextualized and personalized
templates, Agentic Al, and Automated workflow generation.

For example, RAG pipelines allow the system to retrieve specific details, enabling the generation of
personalized and accurate responses. Additionally, Agentic Al and Large Action Models (LAMs) facilitate
autonomic actions based on decisions made in the Decisioning Layer.

Security & Governance Layer

The Security & Governance Layer spans the entire architecture and is crucial at every stage. This layer plays a
vital role in preventing data breaches and ensuring compliance with regulatory requirements. It includes
components such as Cybersecurity Mesh Architecture, Data Anonymization Techniques, compliance
measures, the Generative Al-powered Secure Al Framework (SAIF), and Al Identities.

For example, Cybersecurity Mesh Architecture provides a flexible and scalable approach to protecting data
and systems across distributed environments. Additionally, the Generative Al-powered Secure Al Framework
(SAIF) adapts security protocols to emerging threats and evolving patterns, responding to unusual activity or
potential breaches in real time. This layer is critical for maintaining trust and reliability within the system,
ensuring that data is protected and that processes are conducted ethically and transparently.
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Combining all these layers, the output is delivered through various applications, including loT apps, mobile
apps, web apps, virtual agents, autonomous vehicles, and so on. This output is then used by various
stakeholders within an enterprise, including customers, employees, partners, investors, and external users
such as regulators.

Throughout this whitepaper we have seen that, to achieve true intelligence, enterprises must adopt intelligent
business automation through a holistic and fully integrated Intelligent Apps Platform. By unifying various
technology layers into a single platform, they can significantly enhance their technology infrastructure. This
integration provides clearer visibility into data flows, simplifies system management, and optimizes overall
business operations.

In the face of digital transformation complexities, this strategic move is imperative. It not only keeps
enterprises at the forefront of industry advancements but also redefines standards of efficiency,
responsiveness, and security. Armed with cutting-edge tools, enterprises can swiftly adapt to market
dynamics and meet customer demands, securing a competitive edge.
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About EvolutelQ

EvolutelQ is on a mission to revolutionize and democratize digital business for enterprises with its EIQ
platform. EIQ is integrated intelligent business automation platform empowering organizations to create
exceptional user experiences through process orchestration, RPA, data, and event processing, Al/ML,
enterprise connectors, and front-end application development. Its user-centric approach ensures that
even non-technical users can drive digital transformation with ease, thanks to its intuitive
low-code/no-code interface.

Discover more about EvolutelQ :

About Zinnov

Founded in 2002, Zinnov is a global management and strategy consulting firm with a presence in Santa
Clara, New York, Houston, Seattle, Bangalore, Gurgaon, Paris, and Pune.

With a team of experienced consultants, subject matter experts, and research professionals, Zinnov
assists software companies, global system integrators, enterprises, and private equity firms in developing
actionable insights that help them create value - across dimensions of both revenue and optimization.
Over the past 21 years, Zinnov has successfully consulted with over 250+ Fortune 500 companies by:

* Structuring and implementing digital transformation levers enabled by technologies like Al/ML,
cloud, loT, and automation;

¢ Advising global PE firms in asset shortlisting and target evaluation, commercial due diligence,
and value creation;

¢ Helping global companies outline and drive their open innovation programs, design and operate
accelerator programs, and enable collaboration with start-ups across specific use cases and
predefined outcomes;

¢ Enabling global companies to develop and optimize a global engineering footprint through center
setups and technology and functional accelerators to achieve higher R&D efficiencies,
innovation, and productivity;

e Growing revenue for companies' products and services in newer markets through account
intelligence, market entry, and market expansion advisory

Zinnov serves clients across software, semiconductor, storage, consumer electronics, automotive,
telecom and networking, healthcare, banking, financial services, and retail verticals in the US, Europe,
Japan, and India. For more information, visit or reach out to us at
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