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AI-DRIVEN BUSINESS SERVICES:  

How AI is Streamlining Efficiency and Value Delivery for 

the GBS/ GCCs 

 

Global Capability Centers (GCCs) or Global Business Services (GBS) units are integral 

to their parent organizations' strategic imperatives. With the rapid advancement of AI, 

GBS/GCCs are undergoing a intense transformation, viewing AI as pivotal in propelling 

them to new heights of innovation and efficiency. This shift marks a significant 

evolution in their role from traditional service delivery centres to strategic hubs driving 

AI-led initiatives. 

 

In India, many GCCs are strategically positioning themselves as models for AI Centres 

of Excellence. They are deploying various AI-led strategies to achieve this, whether 

through federated approaches involving multiple teams, centralized models focusing 

on top-tier talent, or hybrid approaches tailored to specific needs. Moreover, GCCs are 

expanding their ecosystems by partnering with startups, research institutes, and 

accelerators, fostering collaborative models such as platform evangelization, 

licensing agreements, co-innovation, and even acqui-hiring. 

 

Furthermore, GCCs are increasingly adopting competency-based models, aiming to 

swiftly develop and deploy AI capabilities aligned with their parent organizations' 

business needs. This includes creating AI roadmaps, developing new offerings, and 

integrating closely with business teams to ensure tangible outcomes. Such initiatives 
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not only enhance innovation but also elevate them to exemplars of transformation 

within their industries. 

 

To support these endeavours, they are focusing on talent mapping strategies tailored 

for AI and data engineering roles. They are blending internal skill development with 

external talent acquisition to meet evolving requirements effectively. This strategic 

approach ensures that GCCs can sustain their AI capabilities and continue driving 

innovation without compromising on talent quality or availability. 

 

We recently surveyed business services leaders to gauge their perspectives on 

embedding AI into core business operations. The results were unequivocal - a full 

100% viewed AI integration as essential for unlocking innovation. Not a single 

respondent expressed scepticism or ethical reservations. This consensus is 

significant for understanding that AI is no more being considered as an overhyped 

novelty, it is now an indispensable catalyst for digital transformation.  

 

The Democratization of AI 
 

Historically, AI capabilities were 

restricted to tech giants and 

research institutions with the 

budgets and talent to develop 

customized AI solutions. Those 

barriers are crumbling rapidly. 

 

Today, pre-trained foundation 

models, cloud-based AI services, no-

code platforms and advanced APIs 

have made advanced AI remarkably 

accessible and affordable even for 

lean enterprises. Natural language 

processing, computer vision, 

predictive analytics - cutting-edge AI 

functionality can be seamlessly plugged into business workflows. 

 

This democratization has turbocharged AI adoption and accelerated its infusion at all 

levels - from intelligent document processing and customer service chatbots, to 

predictive maintenance and automated cybersecurity incident response. 

Amplifying Human Intelligence 
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Rather than being 

relegated to niche 

automation tasks, modern 

AI is becoming a catalytic 

co-pilot, amplifying 

human intelligence and 

accelerating innovation 

cycles. Generative AI 

models can now derive 

insights from massive 

data volumes, surface 

non-intuitive correlations, 

and even propose radically new ideas that were unthinkable before. 

 

AI’s capacity to learn, reason, and iterate exponentially faster than the human mind is 

proving to be a game-changer. It has transitioned from a productivity tool to an 

innovation multiplier. 

 

The Hyper-Personalization Enabler 
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Customized engagements, micro-segmentation, tailored recommendations - 

businesses' ability to deliver unique value propositions at scale is becoming pivotal. 

Blanket one-size-fits-all approaches are swiftly being antiquated by AI's hyper-

personalization prowess. 

 

By dynamically learning granular customer preferences, behaviour patterns, and real-

world contexts, AI systems can precisely tailor every product/service interaction. 

From Netflix's personalized content streams to Amazon's predictive cross-selling 

models - AI is delivering impactful growth by understanding customers better than 

they understand themselves. 

 

Responsible AI Considerations 
 

While ethical AI design remains a question mark, 

rather than being an impediment, an AI-augmented 

core is emerging as a source of competitive 

advantage. AI integration is enabling organizations 

to become more innovative, agile, efficient, and 

customer-centric. 

 

Responsible AI frameworks that bake in security, 

privacy, transparency, and algorithmic fairness best practices are being embraced as 

an innovation accelerator. From autonomous vehicles' safety imperatives to finance 

models eliminating bias - trustworthy AI is unlocking transformational opportunities. 

 

The path forward is clear. In today's relentlessly disruptive business environment, 

ubiquitous AI integration is becoming the innovator's imperative for survival, and the 

new baseline for competitive vigour. Those ignoring this tectonic technology shift will 

be rendered irrelevant by more agile, data-driven, and AI-infused disruptors. Embrace 

the inevitable or be rendered obsolete by it. 

 

As AI's capabilities continue to expand at a staggering pace, its integration into 

business processes is becoming inevitable for any organization seeking a sustainable 

competitive edge. GBS/ GCCs in India are at the forefront of leveraging AI to drive 

business transformation and customer-centric innovations. By establishing 

themselves as hubs of AI competence, they not only enhance their own capabilities 

but also attract global organizations looking to capitalize on India's burgeoning tech 

talent and innovation ecosystem. This strategic positioning underscores AI's pivotal 

role in shaping the future of GCCs as leaders in innovation and transformation within 

their respective sectors.  
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