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Abstract: By using artificial intelligence (Al), enterprises can transform their operations to address many challenges, including AI
illiteracy across the organization, low success rates of Al pilot projects, as well as under-utilization of their Global Capability Centers
(GCCs). The operationalization of the transformation has been made possible using structured project frameworks that support four
strategic pillars. First, a comprehensive Al strategy was created for use cases using advanced technologies. Second, the organizational
model was redesigned to enable quicker, more efficient cross-functional alignment and decision making. Third, the GCCs were re-
positioned as revenue-generating hubs from cost centers. Finally, the establishment of enhanced financial intelligence capabilities through
which enterprises improved their management of ledgers, reduced the time taken to close financials and improve forecasting accuracy.
Utilizing these interrelated frameworks, the enterprises have experienced a strong return on their Al investments, achieved significant cost
savings, and enhanced enterprise leadership positioning. As the framework continues to evolve, companies expect to increase operational
independence and expanded revenue-generating opportunities by 2028.
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L. INTRODUCTION

Artificial Intelligence (Al) literacy, both from a technical and organizational perspective, represents multiple vital skills
including increasing employee creativity and productivity, enabling users to identify and mitigate potential institutional bias
contained in Al systems. Effective implementation of Al at the enterprise level extends the development of an organization through
the use of Al tools in the execution of business activities and the development of new products and/or services in accordance with
organizations’ strategic requirements. The development of Al competency itself consists of the design, development,
implementation, and continual improvements of systems to address business challenges. Companies are faced with significant
challenges, including the technology itself, privacy of personal information, and structural bias. Addressing these challenges is
critical for effective, and sustainable use of Al. The primary challenge with the implementation of Al technologies is the user’s
inability to accurately verify the results of the Al systems. To address this, it is critical for users to enhance their Al literacy through
critical thinking enhancement, and organizations to establish governance mechanisms to promote appropriate and informed use of
Al tools.

Organizations continue to face barriers to the adoption of Al because of high implementation costs and complexity
involved in integrating Al systems into their operations. This limits enterprise-wide enablement of AI. However, by improving Al
literacy, organizations improve decision-making capabilities, facilitate the successful implementation of Al enablement programs
that spur creativity, and drive enhanced productivity. Conversely, Al systems may exacerbate existing digital inequalities between
those who have access to technology and those who are underserved. An example of inadequate governance of Al development is
when companies build Al systems that are insecure, unreliable, or poorly designed. There is a need to define the difference between
Al literacy and Al competency. Al literacy is the foundational body of knowledge surrounding Al and its ethical implications.
Conversely, Al competency is using Al literacy and apply it in the real world. Both capabilities support responsible technology
usage and emphasize the need for experiential expertise to enhance the value and sustainable benefits of Al-related transformation.

By the year 2026, organizations will be encouraged to move from incremental and small-scale enhancements larger-scale
transformation through the implementation of Al-based solutions to enhance their view of their operations and financials so that
they have a solid corporate foundation that will enable them to thrive in an Al-driven world. The overall objective of this type of
transformation is to prepare Global Capability Centers (GCCs) to shift from exclusively cost-neutral roles to innovation and
technology leadership in order to deliver sustainable value and gain a competitive advantage. With this transformation,
organizations will achieve a fundamental change within their ecosystems by creating a culture of agility, Al fluency, and increased
accountability for financial results thus making informed investment decisions. The transformation consists of four fundamental
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areas of focus: developing an Al strategy that is based in rigorous cost-benefit analysis; building an agile and scalable operating
model; redefining Global Capability Centers (GCC) to become technology hubs vs an offshore centre to achieve cost benefits and
integrating the financial processes of the organization to produce a wholistic view of the organization's performance.

In parallel this report provides a framework for developing Al literacy within the global marketplace as a strategic response
to the shortage of talent, evolving regulations, and limited access to Al learning for employees. Additionally, this report provides
practical approaches to improve operational efficiency through AI by providing measurable outputs, defined risk mitigation
strategies, and compelling value propositions for stakeholders. Ultimately, the project is aimed at catalytically re-engineering
existing business processes and increasing the speed of innovation for GCC as they become strategic enablers of competitive
advantage and the rapid cycles of innovation that occur in an ever-changing global environment. [2].

GCCs are currently ill-equipped to answer the challenges of global market participation. With the increasing number of
Al entrants into the economy, GCC faces a lot of uncertainty regarding the social and legal impact of Al, the costs associated with
procuring Al-ready data, and the need to modernize current business models with Al solutions. To meet the challenges, GCCs are
embarking on an initiative that provide practical-skills based training regarding Al, separate from foundational literacy as defined
by progressive methodologies that utilize accelerated training approaches through workshops or certification tracks. This program
will utilize federated learning to provide regulatory compliance and will proactively identify capabilities gaps through an upskilling
strategy.

Through the implementation of federated learning models and improved governance frameworks for Artificial Intelligence
(AI), GCCs are well positioned to impact future workplace environments. The creation of innovative operating models encourages
technology-based enterprises to collaborate within a responsible and safe Al framework will drive innovation. By embedding Al
into delivery systems, GCCs will move towards being the leaders in creating solutions that will provide their enterprises with real
competitive advantages. To support this vision, strategic stakeholder communication will focus on the financial benefits derived
through Al innovation and efficiencies as well as long-term value creation associated Al-based intellectual property. Through this
effort, GCCs reinforce enterprise growth, broadening their Al capabilities and solidifying their role in transforming the through
innovation.

II. RELATED WORK

India’s Global Capability Centers (GCCs) has progressed from a pure low-cost service / call centre model to a strategic
innovation hub with a long-term focus on developing capability. Recent research indicates a noticeable shift in the priority of
organizations towards expanding project management capabilities and improving operational efficiency — accelerated during the
COVID-19 pandemic. Additionally, a major part of this transformation has been the integration of Artificial Intelligence (Al) and
Generative Al within GCC operations through the development of automation frameworks and creating new products, services
utilizing AI. Companies have also used Al to bridge the gap between technology and business processes, improving the efficiency
of workflows, and building confidence in new systems.

Successful implementation of Al in organizations requires effective change management using iterative pilot programs
and defined governance frameworks. Equally important is the need for enterprise-wide Al literacy and learning to foster
transformation initiatives and to build operational resilience. GCCs will continue consolidating enterprise-wide functions and
creating next-generation capabilities with advanced data pipelines and improved systematic discovery of use cases that enable
greater scalability, improved financial management, and increased control over portfolios through real-time analytics.
Foundational definitions and structured frameworks will support enablement programs in understanding how users adopt and
experience Al-enhanced capabilities. Scholarly literature and industry white papers can further support these frameworks through
enablement programs' understanding of how to implement Al in organizations.

To this end, the goal of this research is to develop a systematic framework for the implementation of Al-related projects
in a structured manner by establishing focal points, applying sound citation processes and advancements in technology. The
literature review of ten peer-reviewed research studies found that Al is a major factor in transforming the operation of GCCs and
developing employee capabilities through its application. The overwhelming majority of these studies contained the following
three common themes: transitioning to an agile approach; expanding the use of AI across the operational process; and the
importance of having strong human capital and governance frameworks. The body of literature encompassed both academic
journals and organizational reports; researchers undertake to address the future role of GCCs, using Al to enhance organizational
productivity, and the ethical implications of implementing Al.

Based on the findings of these studies, it appears that Al literacy is necessary for the successful implementation of Al and
directly correlated with positive employee engagement and successful change management. Numerous studies have shown that
employees with a greater degree of Al literacy tend to have a higher level of engagement with their organization and exhibit less
resistance to change. Therefore, the author recommends the establishment of targeted training programs designed to enhance
employee understanding of Al application within GCCs. This enables organizations to translate Al capabilities into business results
[6].

Recently published studies also corroborate the positive relationship between Al literacy, workplace engagement,
employee trust, and technology adaptation. The results confirm that increased Al literacy translates to improved productivity, and
smoother implementation of Al technology. Around 76 peer-reviewed studies highlighted increased levels of Al literacy are linked
to improved employee trust in organizations, reduced employee fear, and diminished resistance to Al implementation. However,
researchers also caution against trusting Al tools without the parallel development of specific technical and critical thinking skills.
Collectively, the current body of literature builds an emerging framework for generative Al implementation, highlighting specific
skills needed to adopt generative Al, and illustrating the direct relationship between Al literacy and improved job performance [7].
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The literature emphasizes the ethical application of Al technology and establishes best practices for application of these
principles in the workplace. In summary, companies that focus on cultivating Al literacy can expect to increase their workforce’s
support for Al usage by 20-30% simply by having an employee’s volume of engagement with Al technology. Therefore, as
generative Al evolves, companies should implement long-term measurement methodologies to assess and measure performance
with generative Al technology as part of their organization. Companies also derive additional benefit from generative Al
technologies through structured education programs to enhance employee capability and support responsible and ethical data
management practices when using technology [8], which can lead to improved decision-making and innovation within the
organization's engagement, ultimately resulting in a more effective integration of Al solutions across various departments.

III. METHODOLOGY
3.1 Program Design and Framework
Using a mixed-methods action research approach, an enterprise transformation program was developed. This combination
of quantitative performance metrics as well as qualitative assessments of organizational systems, allowed to evaluate all operational
outcomes existing within the organization and to better understand the organization's dynamics with respect to organizational
transformation. The program consists of four linked research pillars; all focused on alleviating specific bottlenecks in an enterprise
and all supporting the ultimate goal of Al-based enterprise transformation.

3.1.1 Al Strategy Implementation

The AI Strategy pillar used a structured programmatic intake and evaluation framework that focused on continuous
evaluation of the program's success. A GPT-5 based intake portal was developed using AWS SageMaker to review each Al use
case against previously established business criteria. Each initiative was evaluated through a weighted scoring model of four
factors: strategic alignment to corporate strategy, feasibility of implementation, return on investment (ROI), and overall complexity
to implement. In parallel, the certification assessment was conducted across more than 5,000 employees (by role) to establish a
baseline level of Al knowledge Al literacy prior to the launch of the program and subsequently measure/track the capability growth
of all employees.

3.1.2 Organizational Operating Model
A current state organizational assessment was carried out to provide an in-depth evaluation of existing structures and
processes, including those related to decisions and workflows. The assessment methodology included:
e 47 structured interviews with leadership and functional teams.
A historical analysis of 340 ServiceNow Change Requests.
A mapping of 42 identified organizational gaps with a RACI matrix.
Establishing a baseline measurement of decision velocity using time-tracking data.

3.1.3 GCC Evolution Framework

Transforming Global Capability Centres (GCC), placed emphasis on quickly and accurately migrating enterprise
capabilities through four main criteria: ability to access data; compatibility of technology stacks, availability of skilled talent and
alignment with business strategy. These criteria served as basis for evaluating the successfully migration of capabilities to GCC
environments. Knowledge transfer was evaluated based on completion metrics —94% of knowledge transfers were completed as
planned. Contribution value was measured by tracking revenue associated with the GCC's capability, currently measured to be
5.2% of total revenue generated by the GCC. Additionally, quantifiable cost savings through operational efficiencies associated
with the GCC were tracked.

3.1.4 Financial Intelligence Integration

The financial transformation approach involved combining multiple finance-related systems into one common database
architecture that used PostgreSQL. Previously, financial data was contained in 17 different ledger accounts that were spread across
8 different ERP systems and 12 different reports. The information gathered for this consolidation gave rise to the development of
a centralized financial data environment that not only provided improved governance and transparency, but also uniformity in the
reporting of financial data. At the same time, capabilities were developed to track project-related work hours, providing more
visibility into the usage of resources as well as providing better resources for managing forward looking financial forecasts. In
addition, visual representation of enterprise-wide financial data was provided through interactive financial dashboards developed
in Tableau. This provided real-time visibility into enterprise financial performance. The forecasts were then assessed for their
accuracy against the actual financial outcomes, and scenario modelling based on GPT-5-derived data insights.

3.1.5 Data Collection and Analysis

The program made use of multiple tools to retrieve data from different platforms such as JIRA (Project Management Tool),
ServiceNow (ITSM Tool), AWS (Cloud Infrastructure Platform) and Tableau (Analytical Tool). The program tracked 127 epics
across 4 different pillars of work and analysed 1,247 Al use cases. Quantitative data was gathered using automated ingestion
pipelines resulting in a 98% complete data lineage which formed the basis for the statistical analysis using comparative (pre-post)
measures at the significance level of p < 0.05. The qualitative data was obtained from the quarterly business reviews [26] with the
steering committee collected through executive feedback sessions.
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IV.RESULTS
4.1 Program Execution Metrics
Throughout the transformation, 127 epics were managed by the TPM JIRA tower to deliver 52 Al use cases across the
enterprise. Strong governance and successful execution were reflected in the key delivery metrics. The TPM team completed 340
ServiceNow change requests with a 99% success rate. 47 risks were addressed pro-actively and 26 business reviews were held in
FY25. The TPM team assessed 1,247 use cases using the GPT-5 portal with an 88% certification rate.

4.2 Financial Outcomes
The program achieved $21 million in operational efficiency using advanced analytics, automation of processes and
improved governance of finance practices, resulting in a return on investment from several areas within the organization.

Metric Pre-Program Post-Program Improvement
GCC annual savings $0 (cost center) $21M realized New revenue stream
Month-end close duration 12 days 2.5 days -79%
Forecasting accuracy Baseline 92% New capability
ROAI multiple N/A 8.7x Industry leadership
Revenue contribution (GCC) N/A 5.2% New capability

Table 1: Financial Impact Metrics

The Financial Intelligence pillar improved decision-making capabilities by using a sophisticated data visualization tool
like Tableau. This in turn enabled automatic capital allocation resulting in a 75% increase in decision making speed compared to
traditional reporting methods. The integration of project-based time tracking has helped organizations accurately forecast budgets
and plan for resource allocation. Collectively these solutions have accelerated the financial close process to approximately 2.5
days, thereby significantly enhancing the organization's ability to operate in a transparent and agile manner.

4.3 Workforce Transformation Results

The company’s efforts to improve employees' Al knowledge has produced a strong outcome. Approximately 4,400
employees are now Al certified. Additionally, 62 percent of the staff now utilize Al tools daily.
The completion rate for various certification programs stands at 78 percent - exceeding the initial goal of 75 percent. There are
now over 5,000 employees in every department who are Al certified.

4.4 Technical Architecture Outcomes

The establishment of a 7-layer reference architecture was the basis for multiple major technological breakthroughs,
including significant enhancement of data lineage - from 0% - 98%. ERP systems were integrated and all enterprise data was
standardized under a unified PostgreSQL database schema leveraging AWS SageMaker cloud capabilities.
The architecture also enabled the deployment of a large language model (LLM) built on GPT-5 together with automated
synchronization between Jira and ServiceNow via respective APIs. In parallel, the corporate data fabric provided a consistent and
unified view of numerous disparate data sources. The integration fabric further streamlined operational workflow by integrating
Jira and ServiceNow.

4.5 Comparative Performance Analysis
The 7-Layer reference architecture provided a structured approach to developing organization strategy allowing the
business to make decisions based on data and improve overall performance.

Layer 1: Company Results
The focus of this layer was to measure results based on business outcomes both fiscal and operational. A specific example
was $21M in cost savings. There was an increase in Al proficiency of employees, and a positive return of investment.

Layer 2: Decision-Making Mechanisms

The second layer supported data driven decision-making process through data analytics and reports. Dashboards and
reports built in Tableau such as forecasting models, pricing predictions, capital allocation in real time (used by the executive
leadership team) provided decision-makers with the ability to make informed decisions with accurate data.

Layer 3: Enterprise Data Fabric
The enterprise data fabric provided a consistent, scalable data foundation for the company. It standardized data models and
supported automated data ingestion ensuring access, reliability, and governance of data enterprise wide.

Layer 4: Integration Fabric

This layer focused on the interoperability between systems so that data could flow seamlessly from one system to another.
For example, by integrating Jira and ServiceNow, the integration fabric ensured consistent flow of data from one system to another
and avoided operational inefficiencies that arose from having a fragmented workflow.
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Layer S: Execution Pillar
The execution layers supported the company's strategic initiatives with a strong focus on the Al strategy and financial

intelligence. These pillars helped guide the actual implementation of initiatives that in turn delivered value to the business and

allowed the company to meet its long-term profitability goals.

Layer 6: Governance and Orchestration
The governance and orchestration layer provided oversight and coordination across initiatives. It allows effective

management of project changes, risks, and dependencies in alignment with organizational objectives.

Layer 7: Strategic Mandate
The final layer defined the organization’s overall strategic direction. It defined high-level cost reduction goals for the

company, outlined strategic libraries and playbooks, and provided a structured four-pillar framework to help guide executive
leadership in pursuing company goals.
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V.DISCUSSION

5.1 Integration of Findings with Program Objectives

Overall, the results show that the four-pillar framework could drive business transformation across all strategic pillars. One
example of the transformation was the achievement of 88% certification rates for Al. This indicated that the structured process
used to design and prioritize Al opportunities was effective.

As a result of this strategy, 52 Al use cases were deployed — an increase of 400% over the organization's baseline of 13
Al use cases. This demonstrated the value of establishing clearly defined processes for intake and evaluation enabling organizations
to efficiently identify high-impact initiatives and maximize their return on investment [9][10].

Additionally, the organizational operating model (how companies implement their operational strategy) transformation
resulted in a 75% acceleration in decision velocity through the implementation of centralized RACI framework. This was directly
linked to the research supporting Al-driven design of organizations [11].

5.2 GCC Evolution as Strategic Capability Hub

A significant shift occurred in how GCCs operate. They have evolved beyond being low-cost hubs to become strategic
contributors to business values. With this transformation, GCCs have realized around $ 21 million in cost savings. This outcome
supported prior research that highlighted the expanding and strategic role of GCCs within multinational organizations [12].

In addition to these financial contributions, GGCs also completed 94% of their knowledge transfer initiatives
demonstrating strong operational capability, and ability to effectively implement transition processes. By accomplishing this goal,
GGCs also address a common concern of offshoring - the risk of losing critical capabilities.

5.3 Financial Intelligence and Decision Velocity

Consolidating 17 individual financial ledgers into one unified organizational view led to fewer requirements for extensive
reconciliations significantly accelerating the overall financial processes. As a result, month end closing cycles decreased to 2.5
days representing a 79% efficiency improvement. This significant improvement aligned with existing research showing operational
benefits of integrated financial data systems.

Further, GPT-5-based enhanced data collection and analysis provided a 92% forecast accuracy rate. This performance
exceeded the industry average of 75 percent — 85 percent [13], demonstrating that combining artificial intelligence with financial
processes can improve both prediction accuracy as well as decision-making abilities in a significant manner.

5.4 Workforce Transformation and AI Literacy

The company reached an important milestone by increasing level of Artificial Intelligence (Al) awareness within the
company to 88%, which greatly exceeded the company’s previous goal of 75%. This was a strong indicator of the company’s
improvement of overall Al maturity and demonstrated that over 62% of the company’s workforce were using Al-related methods
daily. Prior to this, the company only provided education and certification for its employees’ understanding of Al principles. It
now offers its workforce the opportunity to continue utilizing these principles on a consistent basis.

Employees levels of Al competence and awareness often correlated to the individuals’ roles within the company. As such,
improving Al competence required development and reinforcement through regular training sessions, workshops, and access to
updated resources and tools [14]. The high degree of effectiveness of the Al-enabled platform and related methodology contributed
significantly to the company's overall success. In addition, a successful initiative demonstrated a certification completion rate of
over 78% of 5000+ employees. This figure was representative of the magnitude of the initiative.

5.5 ROAI Achievement and Sustainability

Compared to digital transformation through Al provided an average of 6.5 times more returns; traditional methods of
digital transformation typically provided 2-4 times increase in ROI. The higher return from Al is the result of using a four-pillar
strategy that diminished barriers in each of the structural design, workforce, and process elements of the business at the same time
instead of just delivering Al by itself [15].

5.6 Technical Architecture as Enabler

The development of the 7-layer reference architecture was successful at translating strategic goals into elements of
technology delivery that resulted in a 98% completion rate for data lineage across all areas of the organization. This reflected the
company's capability to automate and enhance its data governance processes. In addition, the integration between JIRA and
ServiceNow for change request approvals had a 99% success rate. The innovation created a reusable Al architecture with GPT-5
pipeline to implement Al capabilities in AWS SageMaker, which greatly decreased the cost associated with implementing Al
capabilities for future initiatives. The reusable Al architecture also allowed the organization to increase the scalability of its Al
implementation with future projects, enabling teams to efficiently adapt and expand their Al solutions as business needs evolve.

5.7 Limitations and Considerations

The project's results are significant, but there are limits on how they relate to the program's ongoing impact. One key
limitation is that the 18-month duration of the program was not indicative of long-term viability for maintaining an Al-capable
workforce. This limitation makes conclusions based upon data challenging. Further research is needed to determine the type of
impact. Al could impact future operations and processes, especially in areas like efficiency, decision-making, and how the
workforce functions. Since the program was tested in only one pilot organization, the four-pillar Al model was not applied to other
organizations with diverse operational structures, where it might produce new outcomes and insights.
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VI.CONCLUSION

The enterprise transformation program was supported by a reliable model containing four major pillars and a reference
architecture consisting of seven layers. Its focus was to deliver improvements related to financial transparency, organizational
capability, and workforce readiness for Al. The key outcomes of the program were

1. Consolidation of 17 financial ledgers into one single enterprise-wide view.
2. Significant reduction in month-end close time.
3. Improved forecasting accuracy due to the adoption of advanced analytics.

Significant progress has been made with respect to developing Al Literacy amongst employees and enabling them to be
engaged in a variety of Al initiatives, far exceeding initial expectations. Over time, the company transitioned its GCC from being
a low-cost hub to being a strategic capabilities hub with millions of dollars in cost savings.

In terms of governance capabilities, there were regular business reviews conducted, consistent and comprehensive risk
management practices put in place and clear accountability mechanisms incorporated across all levels of management.
Additionally, a strong technical foundation was established through the implementation of scalable Al platforms and
comprehensive data lineage, enabling trust, traceability, and sustainability of Al-driven outcomes.

The combination of these efforts resulted in a positive return (ROI) from investments made in Al, illustrating that
successful enterprise-wide transformation through Al occurred when there was alignment of strategy, organization design, talent
development, and financial infrastructure.

Future studies will determine the long-term impact of Al readiness, adaptability of framework across many industries, and
whether Al literacy will be sustainable as technology continues to evolve. It will remain essential for continued enhancement of
governance and workforce enablement initiatives to maintain a competitive advantage in the rapidly evolving world of Al.
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