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Edit

WHICH PERSONA WILL  
YOU CHOOSE IN 2026?
In hindsight, as we reflect over the pandemic years, it did not just accelerate digital 
adoption, it reshaped our collective DNA. It made us more human, resilient, and 
adaptive. In a world defined by constant headwinds, the winners are not those who 
seek stability but those who learn to thrive in motion.

Every era produces its defining archetype. Futurists William Strauss and Neil Howe, 
in their Fourth Turning theory, argued that human history moves in 80 to 100-year 
cycles, each driven by a new generation’s response to crisis. By that logic, we are 
living through another turning, an era of profound disruption and renewal. Whether 
you call it the age of AI, the post-pandemic reset, or the era of the never normal, one 
thing is certain: reinvention has become a survival skill.

Organisations, much like individuals, must now choose their persona. Are they builders, innovators, or laggards? 
The best enterprises are reconfiguring themselves like LEGO blocks, modular, data-driven, and responsive 
to customer sentiment. They do not just serve customers; they co-evolve with them. Customers today are not 
segments but communities that shape product evolution in real time through digital influence and feedback loops.

To stay relevant, businesses must design for adaptability, aligning purpose, process, and technology in a state of 
perpetual beta. This means more than deploying AI or automation. It means cultivating a mindset of continuous 
learning and experimentation.

The hardest question remains timeless: how do we paint the plane while flying it, and keep repainting it mid-air as 
customer needs, markets, and technologies change? The answer lies not in restoring the past but in embracing the 
next turning, one defined by agility, empathy, and intelligent transformation.

As enterprises step into 2026, this choice will define them: to rebuild for comfort or to reimagine for change. What 
we choose, we become.

shrikanthg@cybermedia.co.in
Shrikanth G

T e c h To  n ic

https://www.normanandozi.com/
https://www.linkedin.com/in/shrikanth-govindarajan/?originalSubdomain=in
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RRingCentral: The global leader in AI-powered 
business communications
As companies adapt to hybrid work and growing 
customer expectations, communication has become a 
strategic advantage. It connects employees, customers, 
and partners, driving the way organizations innovate 
and compete in a digital-first world.

RingCentral has been at the forefront of this shift. 
A pioneer in Unified Communications as a Service 
(UCaaS) and Contact Center as a Service (CCaaS), 
the company has evolved from a cloud-telephony 
innovator into a global platform supporting more than 
half a million businesses worldwide.

RingCentral’s unified platform brings together 
every mode of communication modern businesses 
rely on. RingEX enables seamless calling, messaging, 
and meetings in one reliable workspace. RingCX 
extends that experience, combining voice, chat, 
email, and social channels, enabling support teams 
to engage customers seamlessly across every 
channel. RingCollab provides high-quality, secure 
collaboration for teams and clients. At the heart 
of it all is ACE (AI Conversation Expert, formerly 
RingSense AI), which powers these solutions with 

RingCentral is redefining business communications with AI-powered 
platforms like ACE, driving seamless collaboration, intelligent insights, 
and innovation from its India hub to empower enterprises globally in a 
digital-first world.

Reimagining Business 
Communication in the Age of AI: 
The RingCentral India Story

intelligence, transforming everyday interactions into 
actionable, data-driven insights that help people work 
smarter and serve customers better.

Together, these solutions reflect RingCentral’s 
vision: technology should simplify communication, 
not complicate it.

“Our journey has always been about making 
communication simpler, smarter, and more human,” 
says Sathesh Murthy, SVP and Managing Director, 
RingCentral India.

RingCentral’s philosophy is simple: when 
communication works effortlessly, it drives 
productivity and growth. With 99.999% uptime, 
enterprise-grade security, and robust data compliance, 
RingCentral remains a trusted partner for industries 
such as banking, healthcare, and government. Its 
leadership has also been recognized globally, with the 
company named a Leader in the 2025 Gartner Magic 
Quadrant for Unified Communications as a Service 
for the eleventh consecutive year.

AI at the Core: Turning voice into intelligence
Artificial intelligence is redefining how people 
communicate, transforming everyday interactions 

RingCentral - At a Glance
•	 Founded: 1999

•	 Global Employees: 5,000+ Customers: 500,000+ businesses 
worldwide

•	 India Presence: Bengaluru Innovation Hub (450+ employees)

•	 Core Platforms: RingEX | RingCX | RingCollab | RingSense AI 

•	 Recent Recognitions: Great Place to Work (2023 & 2024), 
Industry Mover Award (2024), Global Excellence Award (2024) 
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Sathesh Murthy 
SVP and Managing Director,  

RingCentral India.

Our journey has 
always been 

about making 
communication 

simpler, smarter,  
and more human.
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into opportunities for insight and improvement. At 
RingCentral, this innovation comes to life through 
ACE, which converts conversations into actionable 
intelligence that enhances decision-making and 
customer outcomes.

ACE unifies data from calls, messages, and 
meetings to reveal real-time sentiment, trends, and 
opportunities. It produces clear summaries and 
recommendations that help teams act faster and make 
better decisions.

Complementing ACE is RingCentral’s AI 
Receptionist (AIR), which automates call routing 
and spam filtering, allowing teams to focus on high-
value engagement. Behind the scenes, predictive 
models continuously refine routing, performance, and 
contextual understanding, ensuring every customer 
connection feels seamless and informed.

RingCentral’s leadership in AI is built on its voice 
heritage. With more than two decades of experience in 
enterprise communications and billions of minutes of 
secure, anonymized call data, the company has created 
one of the world’s richest repositories of conversational 
intelligence. This scale provides ACE with a uniquely 
accurate understanding of how people communicate 
and collaborate in real-world business settings.

According to RingCentral’s 2025 State of AI in 
Business Communications report, 81% of business 
leaders plan to adopt tools that analyze voice data in 
the next year, recognizing it as the richest source of 
customer and employee insight. Voice is more than 
a channel for RingCentral. It’s the data backbone 

that powers ACE’s distinctive precision, reliability, 
and insight.

For contact centers, ACE enables real-time 
sentiment and intent detection, post-call summaries, 
and practical coaching insights. By transforming 
unstructured voice data into clear, actionable insights, 
organizations can identify patterns, streamline 
workflows, and enhance customer relationships.

“AI-driven communication isn’t about removing the 
human element; it’s about enriching every interaction 
with context and understanding,” adds Murthy.

RingCentral India: The innovation hub 
powering global growth
India plays a defining role in RingCentral’s global 
innovation strategy. The company’s presence 
here represents not only growth but leadership in 
technology development. In 2024, RingCentral 
became the first global cloud provider to deliver 
enterprise-grade UCaaS and CCaaS solutions that 
are fully compliant with Indian telecom regulations, 
supported by a Pan-India Unified Licence from the 
Department of Telecommunications.

This milestone underscores RingCentral’s 
commitment to India’s enterprise ecosystem. 
The Bengaluru Innovation Hub, with over 450 
professionals, leads product development across 
various areas, including AI, natural language 
processing, automation, and user experience.

“India is not an extension of our global operations; 
it’s an accelerator of innovation,” says Murthy.
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Teams in India are advancing ACE’s capabilities 
by refining voice models, improving real-time 
translation, and building scalable analytics pipelines. 
Their work ensures that RingCentral’s AI-driven 
solutions maintain accuracy, reliability, and 
compliance at a global scale.

By embedding intelligence into every stage of 
communication, RingCentral India is helping 
enterprises transform conversations into meaningful 
insight and measurable impact.

Customer Success: Turning collaboration 
into competitive advantage
The value of RingCentral’s unified communication 
and analytics capabilities is best seen through its 
customers. A leading business process outsourcing 
company operating across 36 countries partnered with 
RingCentral to modernize its global communications, 
replacing multiple regional systems with a unified, 
cloud-based platform.

By deploying RingEX, RingCX, and ACE, the 
company connected customer engagement, analytics, 
and reporting across its operations. Integrations with 
ServiceNow, Microsoft Dynamics, and MuleSoft 
provided real-time visibility, proactive monitoring, 
and faster cross-functional collaboration.

The Customer reported:
•	 40 percent faster onboarding and deployment 

across 30+ sites
•	 99.999 percent uptime
•	 25 percent faster issue resolution through  

ACE analytics
•	 Lower operational costs through automation and 

centralized management

“Unified communications are now central to digital 
maturity,” adds Murthy. “Through AI and cloud 
technology, we’re helping enterprises collaborate 
more intelligently than ever before.”

This transformation reflects a larger industry 
shift. Cloud communications are no longer about 
cost savings alone; they’re about speed, visibility, 
and intelligence. With ACE and its integrated suite, 
RingCentral helps customers move from reactive 
operations to proactive, insight-driven collaboration.

India: Looking ahead
RingCentral’s India story mirrors its global vision: to 
build technology that scales worldwide while staying 
locally relevant. From a small engineering pod in 
2020 to a thriving innovation hub in 2025, the journey 
underscores India’s growing role in shaping the future 
of AI-powered communication.

“Our engineers, designers, and data scientists collabo-
rate daily with global peers, delivering continuous inno-
vation while nurturing a uniquely Indian creative ethos. 
We call this Global Scale, Local Soul,” says Murthy.

Over the next five years, RingCentral India plans to:
•	 Expand engineering capacity to accelerate ACE and 

AI-led innovation
•	 Deepen R&D across analytics, automation, and user 

experience
•	 Strengthen enterprise partnerships through secure, 

compliant cloud services
•	 Continue contributing to global initiatives that 

make communication smarter and more human
RingCentral’s purpose remains the same: 

empowering enterprises to communicate smarter, 
faster, and with purpose. For RingCentral, India is 
where much of that future is being built.



14 | November, 2025	 www.dqindia.com	 A CyberMedia Publication | DATAQUEST

Cover Story / CIO Playbook 2026

From the basement to the boardroom, enterprise IT has evolved 
from a cost centre to a value engine. As AI reshapes the 

enterprise, CIOs must now lead transformation by design.

The CIO Playbook: Reimagining 
Transformation in a Shifting Economy

By Shrikanth G

T
he shift has been unmistakable since the 
early 2000s. CIOs are no longer confined 
to the sidelines; they now stand at the 
centre of business transformation. Yet, 
the question persists — for how long? If 
technology leaders fail to evolve, to infuse 

new capabilities and align IT with business value, the 
very purpose of transformation collapses.

As Richard Hunter and George Westerman observed 
way back in their 2009 book: The Real Business of IT, 
“The cost of IT is not the value of IT.” They argued that 
technology leaders must communicate in business 
language, demonstrating in measurable terms how 
IT drives performance and profitability. Even as 
IT accounts for a significant share of global capital 
spending, many boards still question whether those 
investments yield real returns.

Their proposed remedy remains strikingly 
relevant today: “It’s not about IT — it’s about business 
outcomes.” That single paradigm shift continues to 
define the modern CIO’s journey — from managing 
infrastructure to mastering impact.

FROM BASEMENT TO BOARDROOM: THE LONG 
ASCENT OF ENTERPRISE IT
It began in the basement — a dimly lit room filled 
with humming servers, punch cards, and blinking 
terminals. From those EDP rooms of the 1980s to 
today’s AI-infused boardrooms, enterprise IT has 
climbed every floor of the corporate pyramid, evolving 
from a support function to a strategic driver of growth.

Yet beneath this ascent lies a new uncertainty. As 
markets shift, budgets tighten, and AI blurs the line 
between automation and intelligence, CIOs stand 
at another inflection point. The rules of enterprise 
technology are being rewritten again — not by 
infrastructure, but by data, AI and insight.

THE BASEMENT YEARS: WHERE IT BEGAN
In the early decades, IT lived below ground — both 
literally and hierarchically. The Electronic Data 
Processing (EDP) or Management Information 
Systems (MIS) department was the silent engine of 
the organisation, focused on uptime, payroll runs, 
and printouts.
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F
rom AI-first operating models to adaptive 
data ecosystems, a new generation 
of digital leaders is redefining what 
transformation really means. Across 
industries, CIOs, CDOs, CTOs, field 
CTOs, engineering heads, and business 

leaders are no longer just running IT — they are 
shaping performance, resilience, and growth.

In conversations with Dataquest, tech leaders reveal 
a common truth: digital transformation is no longer 
a one-off modernisation push; it is a discipline of 
continuous reinvention. The language has shifted 
from systems to synergy, from infrastructure to 

Cover Story / CIO Playbook 2026

Designing the Future: 
How Tech and Business Leaders Are 
Reshaping Enterprise Transformation

By Shrikanth G

intelligence, from cost control to value creation.
They speak of balancing agility with governance, 

redefining ROI, operationalising AI, and turning 
technology partnerships into co-innovation engines. 
Transformation, they agree, is now measured not by 
what enterprises implement, but by how fast they 
learn, adapt, and deliver outcomes that matter — to 
customers, employees, and shareholders.

This special CIO Playbook collection brings 
together those perspectives to show how India’s 
digital decision-makers are navigating disruption and 
how digital service providers are helping them design 
the next chapter of the intelligent enterprise.
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A
s digital transformation matures, 
enterprises are shifting from project-
based modernisation to systemic 
reinvention. In this conversation with 

Dataquest, Annadurai Elango, President – Core 
Technologies and Insights at Cognizant, shares 
how AI is redefining the enterprise playbook—from 
agentic ecosystems and ambient transformation 
to continuous reinvention that blends intelligence, 
infrastructure, and impact.

How has digital transformation strategy evolved in 
response to shifting business conditions?
Digital transformation has evolved from platform 
upgrades to systemic reinvention. In this new 
paradigm, transformation is continuous, contextual, 
and deeply embedded across business functions. 
Enterprises are now architecting AI-first operating 
models where AI agents augment human workflows. 
This shift is driven by the need for speed and 
adaptability in volatile markets. At Cognizant, 
we’ve launched the Agent Foundry framework and 
AI Factory to develop and scale AI-first operating 

Cognizant’s Annadurai Elango on how enterprises are moving 
from automation to intelligent orchestration, powered by  

AI-first operating models.

Reimagining transformation: 
From platform upgrades to 

AI-first enterprises

By Shrikanth G

Annadurai Elango 
President – Core Technologies and Insights, 
Cognizant

Digital transformation 
has evolved from 
platform upgrades to 
systemic reinvention—
continuous, AI-first, and 
deeply embedded across 
business functions.
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models, enabling clients to move from bolt-on 
automation to intelligent orchestration—driving 
resilience, speed, and new revenue streams.

What remains the toughest challenge: aligning budgets 
with strategy, managing talent, or proving ROI?
Proving ROI is the most elusive. AI-led initiatives 
often yield nonlinear returns, making traditional 
metrics inadequate. The challenge lies in quantifying 
value across hybrid workforces, agentic ecosystems, 
and evolving governance models. As transformation 
becomes more ambient and cross-functional, ROI 
must encompass productivity, innovation, and 
sustainability—not just cost savings.

Are enterprises accelerating automation, AI, and cloud 
investments, or recalibrating them for efficiency?
Both. Enterprises are scaling AI and cloud to unlock 
new business models while recalibrating for efficiency. 
The rise of agentic AI—systems that plan, act, and 
self-improve—is reshaping software development, 
IT operations, and customer engagement. This dual 
motion reflects a strategic pivot: innovation-led growth 
paired with operational discipline. shrikanthg@cybermedia.co.in

What’s one “playbook” principle every CIO should 
follow to stay adaptive and value-focused?
Treat AI as a capability, not a tool. CIOs must 
industrialize AI with governance, modularity, and 
explainability. The playbook demands a shift from 
experimentation to enterprise-grade deployment—
modernizing tech stacks, orchestrating multi-agent 
systems, and embedding ethical AI frameworks. 
Adaptability now hinges on how well CIOs can 
harmonize intelligence, infrastructure, and impact.

How can technology partners help CIOs  
reimagine transformation strategies for this 
changing economy?
Technology partners must evolve from solution 
providers to co-architects of transformation. CIOs 
expect domain-specific AI capabilities, secure 
and scalable architectures, and collaborative 
innovation. The future belongs to partners who 
bring not just platforms, but foresight—helping 
enterprises navigate complexity, unlock latent 
value, and build resilient ecosystems. 

The new playbook for CIOs: treat AI as a 
capability, not a tool—industrialise it with 
governance, modularity, and explainability to 
harmonise intelligence and impact.
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A
s digital transformation enters a more 
mature, outcome-oriented phase, enterprises 
are shifting from expansion to optimisation. 
In this conversation with Dataquest, Prakash 

Kumar, Head of Corporate IT at ZEISS India Global 
Capability Center, discusses how transformation 
strategies are becoming more business-led, value-
anchored, and precision-driven — where AI, 
automation, and data connect seamlessly to create 
resilience and innovation.

In what ways have digital transformation  
strategies evolved as enterprises navigate changing 
business realities?
Digital transformation today is far more adaptive 
and outcome-driven than ever before. The focus 
has shifted from large-scale modernization projects 
to building agile, data-connected systems that can 
respond quickly to market dynamics. At ZEISS, we 
see transformation as a business-led initiative where 
technology becomes the enabler for faster innovation, 
smarter decision-making, and stronger customer 
value. The goal now is not just to digitize processes but 
to create a culture of continuous evolution.

Among aligning strategy with budgets, nurturing talent, 
and demonstrating ROI—what remains the toughest 
balancing act for CIOs?
All three are interconnected, but the toughest 
challenge lies in translating innovation into 
measurable business outcomes. Technology 
investments must now deliver clear ROI while 
also enabling future readiness. Balancing cost 

Prakash Kumar of ZEISS India GCC on aligning 
transformation with measurable value and building agile,  

AI-enabled ecosystems that deliver long-term impact.

Driving digital clarity: How 
ZEISS India is shaping adaptive, 
AI-powered transformation

By Shrikanth G

Prakash Kumar 
Head of Corporate IT,  
ZEISS India Global Capability Cente

https://www.linkedin.com/in/prakashkt/?originalSubdomain=in
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optimization with innovation especially in a fast-
evolving digital landscape requires strong governance 
and strategic clarity. As an organization we emphasize 
capability building and talent empowerment 
just as much as technology investment to ensure 
transformation delivers lasting impact.

Are organisations continuing to scale their automation, 
AI, and cloud initiatives, or are they now focusing more 
on fine-tuning and efficiency?
We’re seeing a shift from acceleration to optimization. 
Enterprises have already made foundational 
investments in AI, automation, and cloud. The 
current focus is on extracting maximum efficiency, 
interoperability, and intelligence from these systems. 
Our approach is to use AI and analytics to enable 
precision whether in manufacturing, R&D, or 
customer experience so that every investment directly 
enhances efficiency and innovation.

From your perspective, what guiding principle should 
every CIO adopt to ensure transformation remains 
adaptive and value-driven?
Anchor every transformation initiative to business 
value. Technology for technology’s sake no longer 
works. The most successful CIOs are those who 
treat transformation as an evolving partnership shrikanthg@cybermedia.co.in

between people, processes, and platforms. We believe 
adaptability comes from empowering teams with data 
and tools that translate insights into tangible outcomes.

In this fast-changing economy, how can technology 
partners play a more strategic role in helping CIOs 
reimagine transformation and deliver lasting impact?
In today’s dynamic business environment, CIOs are 
looking for more than vendors—they’re looking for 
strategic collaborators who can co-own outcomes. 
Technology partners must bring a deep understanding 
of the enterprise’s business context, not just technical 
expertise. The focus has shifted from delivering 
standalone solutions to co-creating value through 
integrated ecosystems that drive measurable impact.

We believe successful partnerships are built on three 
pillars—alignment, agility, and accountability. CIOs 
now expect their tech partners to align innovation 
with business strategy, stay agile to market shifts, and 
be accountable for tangible results. The emphasis is 
on delivering not only technology capability but also 
operational insight, user experience, and long-term 
scalability. Transformation today is no longer about 
implementing tools—it’s about building trust and 
delivering outcomes that matter. 

The most successful CIOs are those 
who treat transformation as an 
evolving partnership between people, 
processes, and platforms.
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A
s enterprises move from experimentation 
to scaled digital maturity, the focus has 
shifted from implementing tools to 
embedding intelligence. In this interaction 

with Dataquest, Ganesh Mahadevan V, CIO and 
CDO, at Bosch Global Software Technologies, 
outlines how AI, agility, and adaptability define the 
next phase of enterprise transformation — and why 
collaboration, not just capability, drives success in 
the AI-first era.

How has the approach to digital transformation 
evolved in recent years, especially as enterprises 
adapt to shifting markets and customer expectations?
Over the past few years, we have seen digital 
transformation evolve from being a series of 
disconnected experiments into a holistic, AI 
First enterprise strategy. We’ve moved beyond 
treating technology as a project; it’s now a living 
capability that continuously adapts to the market 
and customer needs. At Bosch Global Software 
Technologies, our goal has been to adopt digital as 
a cultural mindset, not just a technology upgrade. 

Ganesh Mahadevan V of Bosch Global Software Technologies 
on why transformation today is continuous, cultural, and 

powered by an AI-first vision.

The AI-first mindset: Bosch 
Global Software Technologies’ 

playbook for progress

By Shrikanth G

Ganesh Mahadevan V 
CIO and CDO, 
Bosch Global Software Technologies

Every investment 
must translate into 
measurable impact, 
whether it’s optimising 
operations, enhancing 
productivity, or unlocking 
new revenue streams.

https://www.linkedin.com/in/ganesh-mahadevan-v-4a9095b/?originalSubdomain=in
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The focus has shifted from implementing tools to 
driving value creation — building ecosystems that 
connect people, processes, and data. Today, digital 
transformation is about how fast and effectively 
we can empower teams and accelerate business 
decisions through intelligent automation and AI-
driven insights.

When it comes to transformation, what’s the most 
challenging aspect—budget alignment, talent 
enablement, or demonstrating tangible ROI?
The toughest challenge is not purely financial, it’s 
cultural. We can align budgets and strategies on 
paper, but success depends on how we empower 
people to think digitally and act decisively. We often 
say, “One dollar saved is one dollar earned.” Every 
investment must translate into measurable impact, 
whether it’s optimising operations, enhancing 
productivity, or unlocking new revenue streams. 
True ROI emerges when technology, talent, and 
purpose come together — when people are inspired 
to create value, not just deliver projects.

Are enterprises doubling down on automation, AI, 
and cloud adoption, or have priorities shifted towards 
optimisation and sustainable growth?
Enterprises are doing both. They are certainly 
accelerating our automation, AI, and cloud 
initiatives, but with a sharper focus on efficiency 
and long-term sustainability. Cloud migration, 
for instance, is only the first step. The real 
transformation begins when you start re-
architecting processes and governance around 
intelligence and agility. For us, it’s about ensuring 
that every AI model and automation workflow 
directly contributes to measurable value creation. 
Efficiency and innovation must coexist because, at 
the end of the day, one dollar saved is indeed one 
dollar earned.

What core principle should guide CIOs today as  
they strive to remain agile, business-focused, and shrikanthg@cybermedia.co.in

future-ready?
It would be: Adapt. Accelerate. Grow.

Adapt: Stay ahead of change by embracing it, not 
resisting it.

Accelerate: Move fast, but with clarity and 
governance.

Grow: Focus on sustainable, long-term value 
creation, not short-term wins.

This mindset defines the AI First Playbook 
for modern CIOs. Transformation isn’t a one-
time project; it’s a continuous loop of learning, 
experimenting, and scaling responsibly. The goal is 
not perfection, it’s progress.

How do you see the role of technology partners 
changing in this environment? What do CIOs and CTOs 
now expect from their ecosystem collaborators?
The era of transactional partnerships is over. What 
CIOs need today are co-creation partners who 
share accountability for outcomes. At Bosch Global 
Software Technologies, we look for partners who 
can adapt to our context, empower our teams with 
capability and insight, and accelerate execution with 
agility and accountability. The best partnerships go 
beyond delivery — they co-create value, share risks, 
and measure success in terms of business impact and 
value creation.

Modern CIOs expect three things:
1.	Strategic empathy – understand our business 

before proposing technology.
2.	Co-innovation – work with us to solve real 

problems, not just sell solutions.
3.	Sustainable impact – ensure that every initiative 

contributes to efficiency and purpose.
We expect partners to embrace an AI First 

mindset, accelerate joint outcomes, and empower 
enterprises to scale responsibly. In today’s economy, 
collaboration is currency — and as I always remind 
my teams, one dollar saved is one dollar earned. 

The era of transactional partnerships 
is over. What CIOs need today are 
co-creation partners who share 
accountability for outcomes.
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A
s transformation becomes an ever-evolving 
business capability, enterprises are 
rearchitecting themselves around agility, 
data, and intelligence. In this conversation 

with Dataquest, Kelvin Cheema, Global CIO and 
Managing Director – Global Transformation & 
Change, at Acuity Knowledge Partners, explains how 
the digital mandate has shifted from execution to 
orchestration, and why alignment, measurement, and 
co-creation define the modern enterprise playbook.

How have enterprise transformation strategies matured 
in recent years amid constant market volatility and 
evolving customer expectations?
Digital transformation has evolved from being an 
IT-driven initiative to becoming the very fabric 
of how modern organisations think, operate, and 
compete. The early focus on digitisation and process 
automation has given way to a far more strategic 
model – one that fuses business design, technology, 
and data into a single, adaptive operating rhythm.

In the past, transformation meant upgrading 
systems or migrating to cloud platforms. Today, 
it means re-architecting the enterprise itself, 
aligning technology with business economics, 
client outcomes, and agility. The pace of market 
disruption, coupled with rapidly shifting customer 
expectations and regulatory pressures, has forced 
organisations to abandon static programmes in 
favour of modular, outcome-focused delivery models 
that can evolve continuously.

True digital maturity now depends on embedding 
agility, data, and intelligence into the enterprise core. 

As transformation becomes continuous, enterprises must 
align strategy, agility, and intelligence to deliver measurable, 

enduring business value.

Orchestrating value: The 
new discipline of continuous 

digital transformation

By Shrikanth G

Kelvin Cheema 
Global CIO and Managing Director – Global 
Transformation & Change, Acuity Knowledge Partners

https://www.linkedin.com/in/kelvincheema/
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Leading organisations no longer collect information; 
they operationalise it. AI and data models trained on 
proprietary insights are transforming how decisions 
are made and how problems are solved – moving from 
reactive analysis to proactive value creation.

When balancing budgets, talent, and measurable 
impact, which challenge do you find the most defining 
for digital leaders today?
In every transformation, three dimensions test 
leadership consistency – budget discipline, talent 
capability, and ROI delivery. Yet the most difficult 
and decisive is alignment. Alignment is the invisible 
architecture that binds strategy to execution and 
ensures that every investment, capability, and 
initiative drives measurable business value.

Technology investments can no longer be treated 
as isolated expenditures; they are strategic levers 
of performance. The key is ensuring that every 
initiative connects to defined business outcomes 
– growth, efficiency, experience, or risk reduction, 
with a measurable owner, baseline, and timeframe 
for impact. This discipline transforms ambition into 
accountable progress.

Talent remains the living core of transformation. 
As automation and AI reshape how work is done, 
the future will belong to organisations that build 
digitally fluent, data-literate teams while nurturing 
adaptability and creative problem-solving. 
Developing that human layer of digital capability is as 
critical as any system investment.

Proving ROI, meanwhile, means moving 
beyond pilots and embedding technology directly 
into business workflows where value is realised, 
sustained, and scaled. The challenge is that strategy 
shifts faster than budgets, talent supply is dynamic, 
and measurable impact often extends beyond fiscal 
cycles. The role of a modern CIO is therefore to 
orchestrate this balance, to translate strategic intent 
into technology execution without losing agility  
or accountability.

Are enterprises today speeding up their AI, cloud, and 
automation investments, or recalibrating them for 
efficiency and long-term value?
Enterprises today are balancing speed and 
sustainability. The old race to digitise has evolved 

into a more deliberate pursuit, accelerating where 
strategic value compounds, while recalibrating 
systems and cost structures for scale and resilience. 
True progress is not about moving fast, but about 
moving with precision.

Automation, AI, and cloud are now inseparable 
levers of enterprise performance. The focus has 
shifted from experimentation to orchestration, 
connecting these technologies within a single 
operating model that amplifies agility, intelligence, 
and governance. The most successful organisations 
are no longer information gatherers; they are problem 
solvers, embedding intelligence into workflows to 
deliver measurable business outcomes.

AI has become the defining inflection point. 
Models trained on proprietary data and embedded 
in private, governed environments are transforming 
decision-making, risk management, and operational 
design. The shift from descriptive analytics to 
predictive and prescriptive intelligence is collapsing 
time-to-insight and liberating human capacity for 
higher-value work.

Discipline, however, is what turns innovation 
into endurance. Cloud investments are being 
rationalised through financial and operational 
lenses, ensuring every dollar advances strategy. 
Sustainable transformation requires both 
acceleration and calibration – one drives relevance, 
the other resilience.

What guiding rule should define a modern  
CIO’s playbook for leading adaptive, outcome- 
oriented transformation?
The most important principle for any CIO today is 
deceptively simple: every transformation must begin 
with value and be engineered for agility. In a volatile 
and fast-moving environment, success depends not 
on how much technology you deploy, but on how 
effectively you align it to outcomes that matter.

Every initiative should begin with clarity of 
purpose. What is the value hypothesis? What problem 
are we solving? Who owns the outcome, and when 
will impact be visible? Without those answers, 
transformation risks becoming technology for its own 
sake. The most successful leaders translate ambition 
into measurable value – in revenue, efficiency, 
experience, or resilience.

Transformation is no longer about 
speed — it’s about precision, alignment, 
and value that endures.
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Architecture then becomes the critical enabler. 
Agility must be built into the design, through modular 
platforms, adaptable processes, and feedback-driven 
operating models that allow business change, talent 
movement, and technological evolution to coexist 
seamlessly. Measurement turns agility from theory 
into discipline. Continuous value reviews, architectural 
checkpoints, and strategy resets ensure transformation 
remains evidence-led rather than aspirational.

Every initiative must answer three questions: Why 
value? Why now? Why this architecture? In a world 
defined by velocity and volatility, transformation isn’t 
about doing more – it’s about doing what matters, 
faster, smarter, and with enduring value.

How has the CIO–partner relationship evolved, and 
what defines a successful collaboration in the current 
business climate?
In today’s fast-shifting economy, the role of the 
technology partner has evolved from supplier to 
strategic co-architect. CIOs now expect partners to 
operate not on the periphery of transformation, but 
at its core, helping shape strategy, accelerate value 
creation, and ensure technology becomes a driver of 
sustained business outcomes.

The most successful partnerships start with a shared 
strategic agenda. True collaboration means aligning 
technology solutions with the enterprise vision, 
business architecture, and desired value hypothesis. 
It’s no longer about component delivery; it’s about 
shared accountability for measurable impact.

Equally important is alignment of incentives. The 
strongest partnerships are built on outcome-based 
commercial models, where success is defined by time-
to-value, productivity gains, or cost efficiency, not 
billable hours. This creates mutual commitment and 
genuine innovation.

Today’s CIOs also demand composable, 
interoperable platforms that integrate seamlessly into 
existing ecosystems, avoiding vendor lock-in while 
accelerating scale through APIs, microservices, and 
modular architectures. Partners must bring both agility 
and discipline – speed balanced with governance.

Above all, the modern CIO looks for a co-
innovation mindset. The best partners don’t just 
implement, they co-create. They experiment, 
prototype, and help shape the next wave of 
enterprise capability. 

True digital maturity lies in orchestrating 
technology, talent, and data around 
measurable outcomes.

shrikanthg@cybermedia.co.in
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D
igital transformation is no longer about 
scale — it’s about smart execution. In this 
interaction with Dataquest, Ashish Kasi, 
VP – Software Engineering at Sabre, explains 

why ROI must be redefined, why interoperability is 
the new performance metric, and how technology 
partners are stepping up as co-innovators in driving 
measurable value.

How has digital transformation strategy been redefined 
in today’s business landscape?
Digital transformation has undergone a fundamental 
reset. Organisations have moved from technology-
led initiatives to business-outcome-driven strategies, 
where transformation is measured not just by systems 
deployed, but by value delivered. In today’s economy, 
every engineering decision must be based on whether 
it makes us more resilient, more efficient, or more 
competitive.

What do you see as the toughest challenge for 
enterprises driving transformation?
The toughest challenge I believe is proving ROI, but 

Ashish Kasi of Sabre on why ROI must evolve,  
interoperability must lead, and technology partners must  

act as true co-innovators.

From cloud-first to  
cloud-smart: The new rules of 

digital transformation

By Shrikanth G

Ashish Kasi 
VP – Software Engineering, 
Sabre

One non-negotiable 
playbook principle is to 
prioritise interoperability 
over perfection. Build 
modular, scalable 
systems that evolve 
incrementally.

https://www.sabre.com/locations/india/team/ashish-kasi/
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it’s more nuanced than what meets the eye. Businesses 
are balancing immediate cost optimisation against 
long-term capability building. The real difficulty 
lies in quantifying the transformation initiative’s 
compound effects – be it improved time-to-market, 
enhanced customer experience, or organisational 
agility. These don’t always fit neatly into traditional 
ROI models, yet they’re critical to survival.

How are enterprises balancing acceleration in AI and 
automation with operational efficiency?
On AI, automation, and cloud, businesses are doing 
both – acceleration and recalibration, strategically. 
They’re investing in AI that directly impacts core 
metrics and automation that eliminates repetitive 
work, freeing talent for higher-value activities. 
Simultaneously, they’re optimising their cloud 
spend, moving from ‘cloud-first’ to ‘cloud-smart’, 
ensuring every workload runs where it delivers 
maximum value per dollar.

What guiding principle should CIOs follow to stay agile 
and value-focused?
One non-negotiable playbook principle is to shrikanthg@cybermedia.co.in

prioritise interoperability over perfection. 
Build modular, scalable systems that evolve 
incrementally. In volatile markets, the ability to 
rapidly reconfigure the technology stack is more 
valuable than having the ‘perfect’ solution, which 
could take years to implement.

How should technology partners evolve to remain 
relevant to CIOs and engineering leaders?
The ask from technology partners has evolved 
dramatically. They’re expected to develop 
solutions that integrate seamlessly, not create silos. 
Organisations seek pricing flexibility that scales 
with business cycles and, most importantly, industry 
expertise coupled with a co-innovation mindset. 
The most trusted partners today act as strategic 
advisors, challenge assumptions, and commit 
to shared success beyond SLAs. Partners who 
understand that mutual success is interdependent, 
and who show up as strategic advisors rather 
than vendors, are the ones earning the trust from 
engineering leaders. 

Digital transformation has undergone a 
fundamental reset. Organisations have 
moved from technology-led initiatives to 
business-outcome-driven strategies.
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allowing intelligent conversations and smart decision-
making at scale. Data 360 is the trusted layer that 
organizes and adds context to data, turning it into 
useful insights with tools like Intelligent Context 
and Tableau Semantics. Customer 360 Apps hold the 
knowledge of the business, now powered by AI agents 
that understand customers, processes, and workflows 
deeply. Finally, Slack that functions as the agentic 
operating system for the enterprise. Slack provides a 
single conversational workspace where humans and 
AI agents can collaborate, helping improve employee 
productivity and support business growth. Employees 
can search, collaborate, and take action across 
company data, applications, and workflows, while 
AI agents gain the context needed to work alongside 
them effectively

Already, the results speak for themselves. Over 
12,000 customers have adopted Agentforce 360, 
collectively managing 1.6 million customer service 
requests — executed with precision, empathy, and 
measurable gains in productivity and satisfaction.

Empowering the Agentic Enterprise:  
Real-World Impact
The Agentforce story extends beyond technology 
to illustrate practical business transformation. 
Several global companies are showing how agentic 
innovation can influence industry operations. At 
Dreamforce 2025, the keynote highlighted success 
stories from five customers —Williams-Sonoma, 
PepsiCo, Pandora, FedEx, and Dell — demonstrating 
how Salesforce solutions support businesses with 
AI and unified data. Two of these success stories, 
Williams-Sonoma and PepsiCo, demonstrate 
the impact of implementing Salesforce solutions 
to streamline operations, enhance customer 
engagement, and drive growth.

Williams-Sonoma, Inc.: Personalization  
at Scale
As the world’s largest digital-first, design-led 
home retailer, Williams-Sonoma, Inc. is leveraging 
Salesforce to unify customer data and deliver 
personalized experiences across its iconic portfolio — 
from Pottery Barn and West Elm to Williams Sonoma 
Home and Rejuvenation. Williams-Sonoma, Inc. 
established its brands, including Pottery Barn and 
West Elm, in India through a franchise agreement 
with Reliance Brands Limited back in 2018 and 
launched the first stores in Mumbai in early 2020, 
along with e-commerce platforms

By integrating its proprietary technologies with 
Salesforce’s platform, Williams-Sonoma has created 
a 360-degree view of the customer, driving more 
meaningful engagement across every touchpoint. 
Using Data Cloud and Marketing Cloud, the company 
now delivers personalized communications at 
unprecedented scale, while Sales Cloud and Service 
Cloud streamline B2B operations for business clients 
such as hotels and restaurants.

Meanwhile, Slack acts as the central collaboration 
hub, connecting teams through AI-driven search and 
data insights — fueling faster decision-making and 
innovation across the company’s global operations.

PepsiCo: Reinventing Go-To-Market Efficiency
For PepsiCo, one of the world’s largest food and 
beverage companies, Salesforce’s Agentforce 
represents a leap toward a more connected, data-
driven future. As one of the first in its industry to 
deploy Agentforce at scale, PepsiCo is using AI agents 
to automate key functions, improve customer support, 
and empower sales teams to focus on strategic growth.

With Salesforce Data Cloud, PepsiCo can now 
unify customer data across sources to build a single, 
trusted profile for each retailer. Consumer Goods 
Cloud provides real-time visibility into inventory, 
enabling field teams to enhance in-store execution 
and optimize product stocking. Integration with 
Service Cloud allows AI and human agents to 
work in sync for faster, more responsive service. 
Meanwhile, Marketing Cloud empowers PepsiCo to 
translate consumer insights into targeted, automated 
campaigns that strengthen brand loyalty.

The Next Revolution in Enterprise AI
With Agentforce 360, Salesforce is introducing a new 
approach to work that integrates data, AI, and people 
to support continuous intelligence and collaboration. 
Across industries — including retail, manufacturing, 
logistics, and consumer goods — Agentforce demon-
strates that AI, when implemented responsibly within 
trusted systems, enhances human capabilities rather 
than replacing them. As more organizations adopt the 
Agentic model, Salesforce aims to create an environ-
ment where employees have AI support, processes 
are more intelligent, and interactions contribute to 
improved outcomes and business growth. 

(Shipra Sinha, Senior Analyst, CyberMedia Research (CMR) 
was invited to attend Dreamforce 2025 in San Francisco).

maildqindia@cybermedia.co.in
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