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Background and context

Scope of this report

Geography: Global

Industry: Market activity of 60+ leading 

GBS organizations in adopting and 

scaling generative AI 

Services: Generative AI

Generative AI has great potential to reshape working 

methods, offering immense opportunities across various 

industries. Its application spans many business and IT 

processes, with enterprises carrying out PoCs to take 

advantage of the potential.

However, despite its transformative promise, the adoption 

journey is likely to be fraught with challenges such as data 

privacy concerns, ethical considerations, and integration 

complexities. These challenges underscore the need for a 

strategic and methodical approach to generative AI 

implementation.

Global Business Services (GBS) organizations can play a 

pivotal role in helping enterprises achieve this feat as they 

are uniquely positioned to spearhead generative AI 

initiatives, driving efficiency and innovation across the 

enterprise. As per our report last year (Generative AI: The 

Disruption the GBS Model Needs, or Just Another Over-

hyped Technology?), less than 20% GBS organizations 

were piloting generative AI use cases. However, the 

landscape has since evolved, with more than 50% of 

these organizations now actively engaged in pilot and 

production stages.

In our latest report, we have analyzed 60+ leading GBS 

organizations globally to identify how GBS are adopting 

and scaling generative AI in their operations. We have 

also examined GBS’ current adoption strategies, planned 

approach, use case prioritization, talent and governance 

models, key performance metrics, critical success factors, 

and future plans for generative AI adoption.

This comprehensive analysis provides valuable insights 

into the current state of generative AI in GBS 

organizations, offering a roadmap for successful adoption 

and scaling. Read on as we uncover the trends, best 

practices, and actionable steps that can help GBS 

organizations navigate the complexities and fully unlock 

the potential of generative AI.

https://www2.everestgrp.com/reportaction/EGR-2023-59-R-6067/Toc
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Executive summary

Current state Key observations Roadmap to success

 Generative AI has emerged as one of the key 

priorities for GBS organizations in 2024, with 

significant investments aimed at leveraging its 

potential to improve efficiency, enhance 

customer experience, and increase automation

 While the adoption was limited in 2023, 2024 

has seen a significant shift, with over 50% of 

the GBS organizations transitioning from 

bystanders to active experimenters. More than 

55% organizations are planning to complete 

their first generative AI implementations within 

the next 12 months

 However, scaling up generative AI across the 

enterprise still remains a challenge due to 

unclear business cases, integration with legacy 

systems, data privacy concerns, and lack of 

specialized talent

 Across industries, Retail and Consumer Packaged 

Goods (RCPG), technology, and Banking Financial 

Services and Insurance (BFSI) are leading in 

experimenting with generative AI use cases, 

whereas sectors such as manufacturing and oil and 

gas are lagging

 GBS organizations are prioritizing high-impact, easy 

to adopt use cases, particularly in IT services, data 

analytics, HR, supply chain, and procurement

 These initiatives are typically managed by 

centralized innovation/data/AI teams and funded 

from innovation/transformation budgets or enterprise 

/ Chief Information Officer (CIO) budgets

 There is an increasing trend toward collaborative 

approaches, with GBS organizations partnering with 

external technology vendors to build and enhance 

generative AI solutions

 Additionally, there is a strong emphasis on building 

AI talent pipelines, with significant investments in 

upskilling and reskilling employees

To fully leverage the evolving landscape of generative 

AI technology, GBS organizations need a well-defined, 

step-wise implementation strategy:

 Assess organizational readiness before you enable 

generative AI

 Identify and prioritize high-impact, easy to adopt use 

cases

 Ensure seamless integration with existing systems

 Build prototypes and PoCs to validate use cases 

before full-scale deployment   

 Forge strategic partnerships with AI innovators, start-

ups, and technology vendors 

 Carefully evaluate risk and develop risk management 

plans

 Measure impact with advanced Key Performance 

Indicators (KPIs)

 Build a robust AI talent pipeline
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This study analyzes the current adoption of generative AI across GBS organizations; below are four 

charts to illustrate the depth of the report

There is a visible shift in the role of GBS in generative AI efforts vis-à-vis 2023 Top challenges faced by GBS in adopting and scaling gen AI

GBS adoption of generative AI use cases across functions and industries Framework for successful generative AI implementation
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⚫ Actively exploring and 
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further adoption
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⚫ Running pilot projects to 

test feasibility and potential 

benefits

⚫ Developing a strategic 

approach to generative AI 

integration

Production
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successful pilots to full-

scale production
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Role of GBS in generative AI adoption across functions?
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What are the top challenges faced by your GBS 

organization in scaling and implementing 

generative AI solutions?
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Measure generative AI 
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the right use cases

Select the right 

operating model

Invest in talent as a 

strategic asset
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