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This research report delves into the transformative influence of Generative AI (GenAI) across 
key industry sectors such as IT Services, Technology/Software, and Business Process 
Outsourcing (BPO). Anchored by a detailed market overview, the report not only maps the 
GenAI value chain and the strategies of leading market players but also integrates findings 
from our targeted survey, which collected responses from industry leaders across these 

sectors. The survey aimed to capture firsthand insights into how businesses are navigating 
the GenAI landscape, from integration challenges to strategic advantages

The report is structured into three main sections:

Market Overview Ƙ An exploration of the GenAI ecosystem, outlining its essential 
components, major technological drivers, and the competitive strategies of market leaders 
that shape industry standards and innovations

Sector Impact Analysis Ƙ Examining the effects of GenAI on IT services,  
technology/software, and BPO companies, this section uses survey data to showcase the 
ÃÎöÎ×àĔčƃ·öÊƃÄÝ·ððÎöØÎčƆƃü××ÎĉàöØƃ·ƃÃ·ð·öÄÎÊƃĆÎĉčĆÎÄĔàġÎƃüöƃ?Îö GƦčƃàõĆ·ÄĔƃüöƃüĆÎĉ·Ĕàüöčƃ
and services

M&A Activity Ƙ An analysis of strategic, PE and VC investment trends in GenAI space since 
2021, focusing on platform companies and those utilizing third -party GenAI technologies. It 
covers deal geography, capital raised and the role of types of inevstors with a breakdown of 
industry segments

Disclaimer: the information herein is accurate or complete. This report was prepared with in Technology Holdings market resea rch department and recipients 
of this report should not interpret the information herein as sufficient grounds for an investment decision. This presentatio n includes logos or words that may 
be registered trademarks of their respective organizations. Such use is solely for purpose of convenience in referring to the  trademark owners and their 
products/services. This presentation and its content are not endorsed, sponsored or affiliated with any trademark owner..
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Technology Holdings (TH) is a global boutique investment bank dedicated to delivering M&A 
and capital raising advisory services to Technology Services, Software, Consulting, Healthcare 
Life Sciences and Business Process Management Companies  globally with enterprise values 
ranging from US $25 Million to US $500 Million.

TH has a global team of over 120 people across nine countries including UK, France, Germany, 
Spain, USA, Canada, Australia, Singapore and India.
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Market Overview: 
GenAI Market Size and 
Market MAP

SECTION I
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Á Rapid Market Expansion: Projected growth from $18 billion 
in 2023  to $549 billion by 2032, with a CAGR of 46.5%

Á Significant VC Influence: A US $6 billion AI deal in Q2 2024 
spiked VC investments by 29%, signaling strong interest in 
GenAI

Á Tech Giants Lead Innovation : Microsoft  and Google are 
integrating GenAI deeply into consumer and enterprise 
products , enhancing productivity and search capabilities

ÁGenerative AI in Automation: Set to revolutionize intelligent 
automation by enabling higher intelligence tasks beyond 
routine automation

Á Slow Adoption Despite Potential : Many firms remain in 
experimental phases with GenAI, with significant adoption 
not expected for two more years

Á Reskilling for GenAI: Nearly half of the workforce in leading 
companies will require reskilling to leverage GenAI effectively 
within the next two years and make it mainstream

ÁMarket Lag in Early 2020s: Despite the initial downturn, 
current VC activity and deal counts are rallying, indicating a 
resilient and rebounding GenAI market

GenAI Market Surge from US $18 Billion in 2023 to US $549 Billion in 2032
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Market Overview

|öðÎ·čÝàöØƃöÎĢƃÊàõÎöčàüöčƃü×ƃØĉüĢĔÝƃ·öÊƃàööüġ·ĔàüöƆƃ?Îö GƦčƃĔĉ·êÎÄĔüĉĨƃĆĉüõàčÎčƃÎħĆ·öčàġÎƃØðüÃ·ðƃ
opportunities

1: Generative AI Market Report , July 2024, Precedence Research

Figure 1: Generative AI Market Size, 2023 -2032  (US$ Billion)1

Top 5 Industries Poised for GenAI Adoption 2

Healthcare

82%
of respondents

Banking & 
Financial Services

73%
 of respondents

Retail & 
ecommerce

73%
 of respondents

Professional 
Services

64%
 of respondents

Hospitality

59%
 of respondents

2: Technology Holdings GenAi GõĆ·ÄĔƃüöƃGyƃrÎĉġàÄÎčƆƃyÎÄÝöüðüØĨƃƮƃ*kaƦčƃŀľŀłƃčėĉġÎĨ

Expected Impact of GenAI 
on Business Objectives 2

91%
 of respondents

Increased Employee 
Productivity

82%
 of respondents

Improved Operational 
Efficiency

82%
 of respondents

Enhanced Customer 
Experience

73%
 of respondents

Cost Savings



The GenAI Ecosystem: Key Players and Pioneering Technologies
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GenAI Market Map
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Infrastructure GenAI

Horizontal GenAI Vertical GenAI
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Back Office

Healthcare
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Text Search Video Voice Hardware

Source: TH Analysis
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GenAI Applications: 
Global Industry Insights 
and India Growth 
Trajectory

SECTION II
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GenAI Revolution: Leading Industries and Emerging Applications
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Market Overview

Showcasing the transformative impact and future of GenAI across pivotal sectors

Healthcare & Life 
Sciences

Banking & Financial 
Services Use Cases

Retail & 
eCommerce Use 
Cases

Professional 
Services Use Cases

Hospitality Use 
Cases

Use Cases Today

Á Predictive Analytics

Á Medical Imaging Analysis

Á Genomic Sequencing 
Interpretation

Á Remote Monitoring

Emerging Use Cases

Á Autonomous Robotic Surgery

Á AI designed personalized 
treatment plans based on 
patients' unique health profile

Á AI-Enabled Epidemic Outbreak 
Prediction

Use Cases Today

Á Fraud Detection Systems

Á Risk Management, Credit 
Scoring

Á Algorithmic Trading

Á Customer Service Bots

Emerging Use Cases

Á AI in Regulatory Compliance

Á Blockchain Transaction Analysis

Á Behavioral Biometric 
Authentication

Use Cases Today

Á Personalized Recommendations

Á Customer Sentiment Analysis

Á Inventory Management

Á Automated Customer Support

Emerging Use Cases

Á Augmented Reality Shopping

Á Predictive Customer Behaviour 
Modelling

Á AI-Driven Supply Chain 
Logistics

Á Automated Personal Shopping 
Assistants

Use Cases Today

Á Automated Document Drafting

Á Conflict of Interest Detection

Á Case Prediction Algorithms

Á Tax Optimization 

Emerging Use Cases

Á Predictive Policing

Á AI Jurors

Á Virtual Legal Assistance

Á Contract Analysis & 
Renegotiation

Use Cases Today

Á Dynamic Pricing Models 

Á Customer Preference 
Management

Á AI-Managed Bookings

Á Virtual Concierge Services

Emerging Use Cases

Á AI for Personalized travel 
itineraries

Á Robotic Hospitality Services

Á AI in Event Management

Á Predictive Maintenance

Source :Everest Group



GenAI in India: A Rapid Ascent in Innovation and Investment
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GenAI: The India Growth Story

GöÊà·Ʀčƃ?Îö GƃÎÄüčĨčĔÎõƃàčƃ·ÄÄÎðÎĉ·ĔàöØƃĢàĔÝƃĿľľǀƃčĔ·ĉĔėĆčƃĉ·àčàöØƃ|rƃƻńľľƃõàððàüöƆƃÊĉàġàöØƃàööüġ·Ĕàüöƃ·Äĉüččƃ
sectors

1 :  Is Generative AI beginning to deliver on it promise in India  Report by EY 

Á Rapid Innovation: In 2024, a surge in proofs of concept and 
production deployments marked significant progress in GenAI 
applications across various sectors in India

Á Diverse Applications: Enterprises adopted GenAI for internal 
processes, customer service enhancements, and marketing 
automation, with varying degrees of implementation and 
success

Á Investment Landscape: The year witnessed robust investment 
activity with major deals like US $50 million investment  in 
Krutrim SI Designs by Matrix Partners and 70%  acquisition of 
Decision Point by Latent View Analytics for US $39 million in 
May 2024

Á Emerging Challenges:  Enterprises face hurdles like hallucination 
issues in LLMs, data privacy concerns, and the high costs of LLM 
services which affect the pace of adoption 

Á Government Initiatives: IndiaAI Mission operationalized with 
significant investments aimed at fostering a conducive AI 
development environment

Á Market Outlook : Continued investment in GenAI, particularly in 
native language processing and enterprise applications, predicts 
a bullish growth trajectory for the sector

Figure 2: GenAI Use Cases in Indian Organizations 2024 1 

35%

25%

18%

11%

9% 2%

Intelligent Assistants for Point tasks

Marketing Automation

Document Intelligence

Customer Facing Chatbots

Coding Assistants

Process Automation

ŀƃƇƃGöÊà·Ʀčƃ?ÎöÎĉ·ĔàġÎƃ GƃrĔ·ĉĔėĆƃU·öÊčÄ·ĆÎƃnÎĆüĉĔƆƃŀľŀŁƆƃGöÄłŀƃƃ

66%1

ü×ƃGöÊà·ƦčƃĔüĆƃŃľƃ

most valued 

unicorn startups are 

already using AI 

and GenAI

15-20%1

of proofs of 

concept by 

domestic 

enterprises have 

been rolled out into 

production 

30-40% 1

of proofs of 

concept by global 

capability centres 

based in India

100+
GenAI startups in India have 

raised more than

 US $ 6002 

Million
since 2019

88%2

 Indian GenAI startups 
are in seed stage

58%2

 Indian GenAI startups are 
founded in or after 2021



As GenAI advances, it reshapes industries with scalable solutions and drives 

innovation. ?·ĉĔöÎĉƦčƃGõĆ·ÄĔƃn·Ê·ĉƃhighlights how Light LLMs , Open-Source 

LLMs, and Multimodal AI  are set to impact BPO, Software, and IT Services by 

accelerating deployment and enhancing flexibility. These technologies enable 

businesses to boost efficiency, improve customer engagement, and create 

more value Ƙ

Á Light LLMs enable scalable GenAI solutions for customer service and 

automation with lower computational needs

Á Open-source LLMs drive rapid customization, fostering innovation in 

software development and IT services

Á Multimodal AI integrates text, video, and audio data, enhancing industry 

applications and advanced analytics

Á GenAI embedded into existing  workflows automates processes, boosts 

efficiency, and improves customer experiences across industries

By 2026 , single-modality AI models will lose out to multimodal AI 

models in over 60% of GenAI Solutions, up from less than 1% in 2023  

 Ƙ Gartner

10

Impact of GenAI on Businesses 

GenAI solutions driving efficiency and Innovation across industries

Key GenAI Technologies Transforming Industry Operations: Gartner Impact Radar

©2024, All Rights Reserved | www.technologyholdings.com Source: Impact Radar for Generative AI, Dec 2023, Gartner
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Impact of Gen AI on IT 
Services, BPO and 
Software Sector: 
A Technology Holdings 
Survey Insights

SECTION III
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How GenAI is Reshaping the IT Services Landscape
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Impact of GenAI on IT Services Sector

GenAI to drive efficiency and self -sufficiency across IT and business with automation, AI and natural language 
interactions

Á Efficiency Gains: Generative AI is automating repetitive 

tasks, allowing IT services companies to focus on higher-

value work

Á Innovation in Service Offerings : GenAI enables faster 

innovation, improving customer offerings with advanced 

AI-driven solutions

Á Improved Data Analytics : AI-driven analytics allow IT 

services firms to provide deeper insights for clients, 

improving decision -making and business outcomes

Á Talent Optimization: AI helps IT services firms optimize 

their workforce by automating low -skilled tasks, enabling 

reskilling towards advanced tech roles

Á Custom Solutions: IT services companies are leveraging 

GenAI to develop custom solutions that streamline 

internal operations and optimize client delivery models

Á Risk Mitigation: AI aids in identifying potential risks in 

client projects and operations, ensuring better quality 

control and security

Banking & Financial Sector

Å Blockchain and Transaction Security

Å AI-Driven Fraud Detection

Source:  Deloitte, Infosys, Morgan Stanley

Case Study 1:

Á Infosys implemented GenAI to automate repetitive IT 
Management tasks

Á Achieved a 30% reduction in  downtime, minimizing 
service disruption for Siemens

Á Improved client support efficiency by 40%, leading to 
faster response times and enhanced customer 
satisfaction

Case Study 2:

Á Morgan Stanley integrated OpenAI technology to deliver 
insights to financial advisors, enhancing efficiency 
and scale

Á Proprietary AI-driven tools like Next Best Action and 
Genome to personalize client communication

Á Morgan Stanley is akÎö àƦč only wealth management 
client advancing AI based solutions for wealth 
management services

Shifting from Tools to Business Focussed Services &

IT 
Efficiency

Business 
Efficiency

Business 
Process Value

Á Autonomous Incident Management

Á Transition/Document Generation

Á Autonomous Coding

Á Project Specific GenAI automation

Á Leverage Industry and Business 
Knowledge

Á Integrate Business Process Assets 
with ERP 

Á Business Process Automation

Á Improve Business User Experience

Á Reimagined Business Processes 
Enabling New Business Opportunities

Á Business KPI Driven Operate Services

Á Embedded Automation & AI 
Capabilities

Á Self-help/Self -healing systems



Significantly 
Improved

38%

Moderately 
Improved

54%
Moderately 
Woresened

8%

GenAI Influence on Client Services and Delivery Models in IT Services Sector
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Impact of GenAI on IT Services Sector

yDƃrėĉġÎĨƃÝàØÝðàØÝĔčƃ?Îö GƦčƃĉüðÎƃàöƃĉÎčÝ·ĆàöØƃÄðàÎöĔƃàöĔÎĉ·ÄĔàüöčƃ·öÊƃüĆÎĉ·Ĕàüö·ðƃĆĉ·ÄĔàÄÎč

86%

57%

64%

57%

14%

Virtual Agents/Chatbots

Content Generation

NLP

NLQ

Other

80%

73%

53%

47%

20%

Reduction in manual tasks

increased throughput or output

Faster problem resolution

Enhanced Accuracy

Other

Fig 11: How does your organization measure 
productivity improvement result from GenAI 
adoption?

Fig 8: How is GenAI currently utilized within your 
organization to enhance internal operations?

Fig 9: If your organization does not currently use 
GenAI, what is the timeline for investment in these 
solutions?

Fig 12: How do you measure the impact on GenAI 
on internal operations?

Fig 10: Which client offering areas have seen the 
most significant GenAI Impact?

Fig 13: How has GenAI impacted your client -facing 
service delivery models?

Within 1 
year
44%

1-2 years
31%

2-3 years
19%

No current 
plans to invest

6%

Significantly 
Improved

33%

Moderately 
Improved

67%

55%

73%

64%

27%

9%

9%

Customer Service

Operations

Marketing & Sales

Human Resources

Research & Development

Other

Source: Impact of GenAI on Software, BPO and IT Services Sector, 2024, Technology HoldingsN=131



Revolutionizing BPOs: The Impact of GenAI on Outsourcing
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Impact of GenAI on BPO Sector

GenAI is transforming BPO operations, merging human expertise with AI efficiency for unparalleled service 
quality

Source: indigo, American Express

Generative AI Security and Privacy Concerns

Integration and Compatibility Issues

Adding the Human Touch

Quality Control and Consistency

Ethical and Bias Concerns

Respond to 
seasonal peaks 
and demand 
surges with 
greater ease

Enhance 
interactions by 
delivering more 

personalized 
experiences

Dive deeper into 
data to boost 

workforce 
optimization 

and staff 
training

Automate 
repetitive and 

time -consuming 
tasks so staff 
can focus on 
more valuable 

work

Á Enhanced Customer Experience : GenAI boosts 

tailored experiences, improving satisfaction and 

loyalty through personalized services

Á Increased Efficiency : Automates routine tasks, 

freeing staff for complex jobs, thus elevating 

productivity and reducing costs

Á Predictive Analytics Mastery : Leverages customer 

data for insightful behavior analysis, aiding BPOs in 

strategic decision -making

Á Scalability Solutions : GenAI enhances BPO 

flexibility, efficiently managing seasonal peaks and 

customer inquiries

Á Risk of Premature Adoption : Caution advised as 

GenAI can yield unpredictable outcomes, 

particularly in customer -facing roles

Á Supportive Agent Assistance : GenAI best utilized 

as a support tool, ensuring outputs are verified by 

human agents for reliability

Better Customer 
Experience

Access
 Insights

Increased
Efficiency

Scalability

Challenges of Implementing GenAI àöƃ*kaƦčƃ

Benefits of GenAI àöƃ*kaƦč

Case Study 1:

Á IndiGo introduced 6Eskai, an AI-driven chatbot , 
utilizing GPT-4 technology

Á Custom -built on Microsoft Platform , tailored 
beyond generic AI solutions

Á Chatbot boasts 1.7 trillion parameters ; skilled in 
nuanced communication and humor

Á 6Eskai handles inquiries, manages bookings, and 
offers customized travel suggestion

Case Study 2:

Á GenAI deployed for personal and small business 
financial services

Á Focuses on refining predictions of customer 
behavior  for better financial planning

Á Aims to enhance decision -making processes in 
financial contexts

Á Exploring innovative methods to elevate customer 
service and experiences.



GenAI Impact on BPO Operations: Technology Holdings Survey Insights
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Impact of GenAI on BPO Sector

?Îö GƃĉÎčÝ·ĆÎčƃ*kaƦčƆƃÎöÝ·öÄÎčƃÎ××àÄàÎöÄĨƃ·öÊƃÄüõĆÎĔàĔàġÎƃ·Ê·ĆĔ·ÃàðàĔĨ

Source: Impact of GenAI on Software, BPO and IT Services Sector, 2024, Technology Holdings

Impact on Internal Operations Impact on Service Delivery GenAI Investment

86%

57%

14%

86%

57%

29%

Front office

Middle Office

Back Office

Automation of Routine Tasks

Data Analytics

Other

63%

50%

88%

50%

38%

Improved Operational Efficiency

Cost Savings

Enhanced Employee Productivity

Reduced Error Rates

Other

Fig 14: In which area does GenAI play the most vital 
role in BPO Sector?

Fig 15: How do you measure the impact of  GenAI 
investments on internal BPO Operations

Fig 16: How do you rate the risk of revenue loss if 
competitors adopt GenAI faster?

Fig 17: What efficiency opportunities has GenAI 
provided for your client services delivery?

Very High
19%

High
62%

Moderate
13%

Low
6%

73%

27%

53%

67%

20%

Automation of routine tasks

Improved Resource Allocation

Faster Response Times

Enhanced Data Processing and
Analytics

Other

Fig 18: What is the expected ROI timeframe for 
GenAI projects in internal BPO Operations?

Less than 1 
year
14%

1-2 years
43%

2-3 years
29%

More than 
3 years

14%

Fig 19: If your organization does not currently use 
GenAI, What is the timeline for investment in GenAI?

Within  1 year
53%

1-2 years
27%

2-3 years
13%

No current plans 
to invest

7%

N=102

N=118 N=113 N=115

N=108N=108



Data Privacy Risks

AI Dependency and Reliability

Integration Complexities

Cultural Resistance

Hallucination of GenAI

Productivity in 
software 

function up 7 -
18% from 

automating 
routine tasks2

GenAI speeds 
development by 
auto generating 
and optimizing 
code to reduce 
boilerplate  time

AI analytics 
enable 

real-time, 
personalized 

user interfaces 
tailored to 
behaviour 

preferences

GenAI boosts 
software quality 

via enhanced 
testing 

capabilities
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Impact of GenAI on Software Development

Generative AI is expected to contribute an additional US $175 to US $250 billion to the software sector by 
2027

Transforming Software Sector with GenAI

Á Rapid Adoption: Businesses rapidly integrating 

Generative AI, reflecting a significant shift in 

software development practices.  

Á Generative AI will enhance over 25% of software 

tasks by 2026 1, leading in coding assistance and 

expanding across software development life 

cycle activities

Á Vendor Dynamics: Intensified vendor switching 

due to easier transitions and integration, potentially 

increasing churn by up to three percentage points

Á Innovation Drive : New Generative AI-driven 

features are enhancing traditional software 

applications, enabling novel user interactions 

and efficiencies

Á Competitive Shifts: Smaller players can now more 

readily challenge incumbents due to lowered  

barriers to entry and reduced development costs

©2024, All Rights Reserved | www.technologyholdings.com 
1: Navigating the generative AI disruption in Software, Jun 2024, McKinsey & Company

Code Generation 
& Refactoring

Personalised User 
Experience

Quality 
Improvements

Enhanced 
Productivity

Challenges of Implementing GenAI in Software 

Benefits of GenAI in Software

2: Turbocharging Software with GenAI, Capgemini Research

Á Expands GitHub  with tailored SDLC solutions 
across Enterprise and Workspaces

Á Copilot Studio enables documentation using l ow-
code and internal content

Á Sketch2Code  transforms hand -drawn user 
interfaces (UI)  into valid HTML4

                      Gemini Code Assist:

Á Offers advanced coding features for debugging, 
unit tests, and code optimization

Á Improves code readability and addresses 
specific issues

Á Part of GCP Vertex , enhancing diverse 
SDLC activities

Illustration of GenAI Innovations in
 Software Sector



?Îö GƦčƃyĉ·öč×üĉõ·ĔàġÎƃGõĆ·ÄĔƃüöƃrü×ĔĢ·ĉÎƃrÎÄĔüĉ
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Impact of GenAI on Software Development

©2024, All Rights Reserved | www.technologyholdings.com 

St rategy Consult ing

Source:  Generative Ai in Software Engineering, Senior Executives Survey, April 2024, Capgemini Research 

61%

49%

41%

36%

34%

33%

25%

12%

9%

Enabling Innvoation Work

Quality of Software

Productivity

Collaboration

Security

Time to Market

Cost of Software Development

Technical Debt

Compliance and Risk Management

35% 34%

20% 20%

10% 9%
5% 5%

Creating
Literature

Writing Code &
Scripts

Debugging &
Testing

Project
Management

Maximum Average

50%

47%

46%

45%

37%

31%

26%

4%

Prioritize innovation in software tasks.

5öÝ·öÄÎƃÃėčàöÎččƃčîàððčƃ×üĉƃčü×ĔĢ·ĉÎƉ

Concentrate on complex, high-value tasks.

Upskill technical capabilities.

Cross-skill software teams.

Train for quality and security standards.

Minimize technical debt.

Reduce Workforce size

Insights reveal strategic adaptations and perceived benefits of GenAI across organizational practices

Fig 20: Percentage of Organizations seeing benefits through 
the adoption of GenAI

Fig 22:: How is your organization planning to leverage the additional time freed up by GenAI? 

Fig 21: Maximum and Average time savings 
through GenAI usage for a set of activities

Assisted & 
Augmented

35%

Excited or 
Happy
24%

Neutral
22%

Threatened 
or Afraid

11%

Stressed
6%

Frustrated 
or Helpless

2%

Fig 24:  How does work force feel as regards 
to the adoption of GenAI?  

Fig 23: Average yearly investment in GenAI for 
software engineering (US$ million) 

7
9

13

2023 2024 2025

Investment Growth vs Workforce Sentiment :

N=412 N=368

N=1098

N=870 N=1092
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Global GenAI M&A and 
VC Investment Activity 
Analysis

SECTION IV
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