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Core Tenets of High 
Performance

Over the years, we all experience 
many different positions in our 

careers. Some of us start right out 
of our University and others from a 
former employer but in all cases, 

with the right attitude and an 
evolving skill set, our performance

can be recognized and 
consequently, our value increases
as well as our responsibilities and 

compensation.

IT Modernization
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Seven Tips for
Leading IT

Modernization
and Digital

Transformation
When considering the impact of 

digital technologies, Jeffrey Immelt, 
General Electric's former CEO and

chairman of the board, said 
businesses either embrace the

future or they will find themselves not 
able to satisfy their customers.
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Power To Do More…

The Big Bad Case 
Of Alert Fatigue

While GAVS Technologies have 
used Predictive Analytics

very effectively in its automation-
led Infrastructure Management 

product that cuts across 
industries, in this article we will 
look at how the customers in 
different industries that are 

potential clients for GAVS can 
benefit from use of Predictive 

Analytics and the future trends in
development and use of 

Predictive Analytics tools that
GAVS and others will leverage.

The combination of technology 
and innovation is powerful.

Why? Well, the thought leads to a 
more inclusive culture which is a 

powerful formula to have a positive 
impact on the organization and 

thereby building it.

If you ask any IT Operator, what 
is their biggest pet peeve? They 

will probably go on for hours 
about the time they waste 

triaging incessant useless alerts 
that keep coming no matter 

what.
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to Success
MEMS and Zero UII have seen Talent Acquisition 

teams worry over resumes
that smack of job-hopping; these 
candidates are super smart and 
efficient, and everyone wants to 
hire them but when you see how 
often they have changed jobs, 

one isn't too sure if they are 
going to be a good hire.

Now that almost all business 
leaders keenly feel the need to 
change, defining that change  - 

the direction, the pace, the 
magnitude, the metrics and 

measurement are the daunting 
questions here. The answer 
sounds simple enough – By 
becoming an insight driven 

organization

We are all by now, familiar with 
these lexicons, “Alexa”,

“Hey Siri,”, “Okay Google”.., 
because these are becoming
a part of our daily lives and 

routine.
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and RPA
In this digital era, every business 

collects lots of sensitive
and confidential customer 

personal information to study
customer behavior.

In the light of recent events 
concerning data security, here is 

my take on how global regulations 
can help manage the risks 

associated with it.
 It's a love story of two hot 

technologies who will certainly 
be the title winner of 2018 Best 

Couple.
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Editor's Notes 

Bindu Vijayan

He pioneered the concept of outsourcing to Wall Street firms and 

also developed some of the first technology Centers of 

Excellence (CoEs), both in the USA and in India. Some of the 

innovations that Mr. Gupta brought about have become standard 

operating procedures in the IT Offshore Outsourcing industry 

today. Arup says, "Over the next few years, the predictive 

analytics tools will not only become more accessible, flexible and 

user friendly, but also context sensitive."

Mrinal in his article "The big bad case of Alert Fatigue", writes, 

"With each passing day, IT is becoming business for the 

organizations. IT is at the core of all the offerings. And if your 

core is unstable and plagued by fatigue, the whole business is at 

risk."

Shalini has written “Power to do more”, where she says, “Even 

if you're on the right track, you'll get run over if you just sit there.”, 

“It's all about the consistent progress over time with frequent 

small corrections.”  

Three to five years in the system allows one to establish her work 

ethics, professionalism, showcase her capabilities, prove her 

worth, and then?  I have tried to list out what could keep 

employees happy and motivated in my article 'Keep them close 
to you'.

Anish has written on MEMS - Micro Electro Mechanical 
Systems & UI. He says MEMS are "currently being used in 

several domains including automotive, industrial, military, 

biotechnology and consumer electronics." Read on to find out 

how Tesla uses MEMS and all the other interesting things he has 

to say.

Jayashree in her article 'Let business insights drive your 
business to success', writes "By using data analytics in the right 

way, business leaders can predict the industry trends for the near 

and far future and measures to keep up with them... The potential 

of Insight driven organizations is endless."

Rajalakshmi has written 'Data and the Right to Privacy 
conundrum', her take on how global regulations can help 

manage the risks associated with it, in the light of recent events 

concerning data security. She says “It is in this era that of data 

dependence that the EU's General Data Protection Regulation 

(GDPR) offers hope. It may not be a revolution of sorts, but offers 

a baseline to start with data protection.”

Dibin has written Meet the Super Couple! – Chatbots and 
RPA, he says, “It's a love story of two hot technologies who will 

certainly be the title winner of 2018 Best Couple.

And Selva has written 'The GDPR: Is it too late to achieve 
compliance', with businesses collecting tons of sensitive and 

confidential information of clients, we do need to have GDPR 

compliance. It is surprising how only 25% of businesses had 

heard of the regulation and made any changes to their operations 

as per a report from January 2018. And, "Businesses that fail to 

comply with GDPR will be subject to fines starting in May of 

2018. Businesses may be required to pay up to 4 percent of their 

global turnover, or 20 million Euro, whichever is highest."

The May edition of enGAge features Peter Bendor-Samuel, 
Chief Executive Officer, Everest Group. In his article 'Seven 
Tips for leading IT Modernization and Digital Transformation', 
Peter writes, "Today, US companies are changing their business 

strategies to focus on productivity improvements that enable 

organizations to run faster and create better products and 

services while continually scaling to handle growth. But the 

approach companies need to take to achieve these objectives is 

quite different and much more complicated than in the past."  

Read on to find out what Peter means by that.

In the featured section we have also tried to bring you fun details 

about Peter, for you to see the 'real' Peter... It has been a 
wonderful experience for us - Peter was never too busy to 
answer our emails, he didn't keep our emails waiting due to 
other priorities and what a sport he is, he was game to 
answer all our questions.  I have always thought 
responsiveness defines our personal brand... thank you, 
Peter!

William B. Aimetti (Bill), who has recently joined our Leadership 

team at GAVS as an Advisor has written 'Core Tenets of High 
Performance'. Bill is an acknowledged leader in the BFS 

industry as well as in Capital Markets. He is a Regent at Seton 

Hall University and has been Advisor to international IT 

companies. He has an extensive background in developing 

people, increasing corporate efficiencies, lowering operating 

costs, increasing product offerings, lowering risk profile while 

stimulating overall growth and quality. He writes, "with the right 

attitude and an evolving skill set, our performance can be 

recognized and consequently, our value increases as well as our 

responsibilities and compensation.”

Arup Gupta, Strategic Advisor & Business Partner at GAVS, 
has written "Improving Efficiencies Through Use of Predictive 
Analytics". In late 80's when Offshore Outsourcing was taking its 

baby steps, Mr. Gupta was amongst the select group of business 

leaders helping the world realize the economic potential which 

Offshore Outsourcing had to offer. 

Happy Reading…
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Peter Bendor-Samuel founded Everest Group in 1991 with 

the vision to assist the then nascent outsourcing and 

global services industry to evolve more powerful and 

effective mechanisms to create and capture value. Over 

the past 20-plus years, he has led Everest Group to be on 

the frontier of the global services industry, ensuring that 

the firm is constantly at the intersection of how leading 

firms take advantage of disruptive technologies, innovative 

service vehicles, and game-changing talent models. In 

recent years, this has included helping enterprises and 

service providers to effectively leverage next generation IT 

solutions, strategically transforming their business 

services, and helping them understand how best to evolve 

their services to meet changing internal and external 

customer needs.

Through the extensive consulting and research practices 

developed at Everest Group, Peter has served numerous 

Fortune 500 corporations, many of the leading service 

providers, and a significant number of private equity firms, 

and emerged as a respected industry analyst advising the 

investing community through a partnership with DeepDive 

Equity Research.

His many contributions to the global services industry have 

been recognized by a variety of institutions including Ernst 

& Young (E&Y) with its Entrepreneur of the Year award, 

PricewaterhouseCoopers' Outsourcing Leadership award, 

and the Country of Japan, which invited Peter to serve as 

the honorary advisor to the outsourcing council of that 

Asian nation.

Under his stewardship, Everest Group has evolved into a 

firm with a reputation for delivering high-quality consulting 

and research through a culture of individual and firm 

excellence, combined with a collaborative and values-

based culture. This excellence model allows the firm to 

consistently be recognized for generating innovative 

insights and solutions that define and shape the next 

generation of global services.

Peter's frontline involvement in early outsourcing 

engagements enabled him in the late 1990s to write the 

industry best-selling book, Turning Lead Into Gold: the 

Demystification of Outsourcing. He is a regularly featured 

thought leader in international business media, including 

the Wall Street Journal, New York Times, and Financial 

Times, and CIO.

He is also a frequent keynote speaker at various industry 

events. Before founding Everest Group, Peter started 

E&Y's outsourcing advisory practice, and was first 

introduced to the global services industry at EDS where he 

was an executive in its North American Services Group.

Before you go to the Article written by Peter, we thought it 

would be nice for you to know the 'real' Peter, the person 

he is beyond the scope of his business and titles. 

Peter was never too busy to answer our emails, he didn't 

keep our emails waiting due to other priorities and the 

sport that he is, he was game to answer all our 

questions…

What inspires you? Who?

Acts of selflessness 
My father 

As a CEO what is the one major concern that is in your 

head a lot?

Are we moving fast enough to implement our 
strategy? 

Your idea for an app?

An app to provide understandable and useful analysis 
from Sales force data 

Your fav books

Lord of the Rings 

A time when you took a huge leap of faith

When I married my wife 

Your most defining moments

Starting ‘Everest’

What are you most proud of?

My kids 

If you wanted to do something all over again, what would it 

be?

Selling Google early 

Your best moment, your best childhood memory

On holiday with my family 

Your fav possessions

Not sure I have a fav

Would you allow spotify to be played on your office 

speakers?

Yes 
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What does your perfect day look like?

Golf and then dinner with my wife 

What would your autobiography be called?

Up and to the right 

The things you admire most in life

God's grace 

What's too serious to be joked about, according to you?

Someone who is suffering 

The coolest thing you are working on right now

Digital transformation 

Do you believe life is inherently good?

Life has the potential to be good 

In what ways do you hold yourself back

Distinguishing good from great 

What does it mean to be powerful?

Great responsibility 

If you were to do away with one piece of modern 

technology, what would it be?

The electronic paper towel dispenser, this is a clear 
case of technology being worse than the maniacal 
device it replaces.

How would you convince someone to do something 

he/she didn't want to do?

Ask them what the consequence of their actions are 
and help them understand that their current course of 
action is not leading them to the result that they want 

Team management and how to gain credibility as a Leader

One of the keys to be an effective leader with 
credibility is being authentic and straight forward. 
Teams will forgive many mistakes if they believe their 
leader is shooting straight with them and is well 
intended.
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When considering the impact of digital technologies, 

Jeffrey Immelt, General Electric's former CEO and 

chairman of the board, said businesses either embrace the 

future or they will find themselves not able to satisfy their 

customers.

Today, US companies are changing their business 

strategies to focus on productivity improvements that 

enable organizations to run faster and create better 

products and services while continually scaling to handle 

growth. But the approach companies need to take to 

achieve these objectives is quite different and much more 

complicated than in the past.

To meet this productivity mandate, companies look 

primarily to hybrid cloud, agile / DevOps, more deeply 

embedded security and rethinking the end-user compute 

workspace. These are basically four big journeys. Over the 

next few years, companies will dedicate substantial focus 

and resources to ensure successful journeys in IT 

modernization and digital transformation. 

IT modernization and digital transformation are occurring 

in companies at the same time but are driven by different 

stakeholders towards each other. The goal of IT 

modernization is to enable support systems to support the 

digital transformation.

Digital transformation's objective is to accomplish business 

goals at speed, and that speed requires IT modernization. 

Companies undertaking these journeys can build a 

foundation flexible enough to support new business 

models that deliver greater value to customers, employees 

and stakeholders.

Each of the four journeys require change that cuts across 

technology, people, process, talent and philosophy. 

Understandably, the enormity of change requires highly 

effective leaders to drive the business to achieve the 

objectives. Here are seven tips that are essential for these 

leaders.
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Seven Tips for 
Leading IT 

Modernization 
and Digital 

Transformation



In fact, the track record of PMOs for successfully 

driving and achieving change in complex 

transformation initiatives is very low. Furthermore, a 

PMO lacks the ability to change a design. 

In transformation initiatives where change impacts 

multiple parts of the company, having a PMO manage 

the initiative and vesting too much accountability and 

trust in a PMO carries a high risk of failure. 

Ensure rethinking and integration
As companies automate and software-define their 

business, service starts to take priority over function. 

Leaders must reorganize their resources into cross-

functional teams of IT engineers and business folks 

rather than functional teams focused on typical IT 

concerns such as servers, networks, security, apps, 

etc. The cross-functional teams in a DevOps 

environment ensures a high degree of integration 

across business services and goals. 

I can't overstate how important this orientation shift is. 

Focusing on functions doesn't drive value impact. 

When a company instead takes ownership 

responsibility for a service, it can focus on what really 

matters in driving value. 

Part of the challenge of a business model change is 

the dramatic change required to rethink the existing 

organization and align it with the new digital realities to 

meet the business goals. Leaders driving change must 

guide their companies through systematically 

reviewing old precepts and assumptions, many of 

which companies no longer realize they have in place.

Manage urgency and end-to-end disruption
At the same time as companies undertake a 

substantial modernization effort, many are also 

increasing commitment to drive digital transformation. 

Again, these are very big journeys. Digital 

transformation journeys focus on specific competitive 

advantage goals. They typically are anchored in some 

form of a customer experience (delivering more value 

and satisfaction), employee experience (the ability to 

attract and retain talent) or orchestrating more value in 

the ecosystem in which a company operates. The 

goals of these journeys are to improve the overall 

experience to create greater value.
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Understand where to focus in IT modernization
As companies move to modernize IT, leaders must 

understand that this effort is quite different and much 

more complicated than transformation in the past. 

Historically, it was largely about implementing software 

and technology and scaling it up. As companies move 

into modernizing IT, they enter a fundamentally 

different world. Instead of focusing on unit costs as in 

the past, leaders today must ensure their companies 

focus on design and business model change or service 

model change.

Companies now must spend much more time and 

value on design. And it's not just upfront design; it's an 

ongoing journey of design. This is a key aspect of the 

leadership approach for driving change through IT 

modernization. 

Collaborate with third parties
A significant change from the past is that the focus on 

design stresses the way companies interact with third 

parties in IT modernization. The normal large total 

contract value (TCV) where a company commits to a 

scope of work of three to five years must change to a 

much more flexible set of third-party relationships that 

align well with the DevOps / agile methodology. 

No organization is an island. These transformations 

are very big, very difficult and require third-party 

assistance. But third parties must be more 

collaborative in the way they assist clients today, and 

the way clients procure services with third parties 

differs from traditional strategies. 

Before, requests for proposal (RFPs) focused first on 

costs and service levels, which were based on a 

defined service at a low cost. This strategy breaks 

down in today's digital world with agile journeys using 

DevOps teams. The traditional arms-length 

procurement process doesn't work well in a digital 

context because a DevOps environment requires joint 

solutioning and deep, joint engagement on design.

Know that PMO management is a high risk
IT modernization is not an event-driven outcome; it's a 

big journey. Thus, it changes the traditional use of a 

Project Management Office (PMO). Although PMOs 

are effective in tracking outcomes and directing 

resources and investments for projects, they are not 

known for orchestrating change. 



An iterative approach, with phases focused on specific 

goals, empowers people to understand their roles in 

the big picture and helps them focus on the 

accomplishments rather than a mountain ahead of 

them. This agile approach (which is similar to the 

software start-up funding approach) has built-in 

mechanisms at each phase to allow for changes in the 

plan design. 

An iterative approach also enables effective funding. 

Instead of budgeting up front for a long-term journey 

that inevitably will encounter necessary alterations, 

leaders gain upfront commitment for investing in the 

journey but use the funds only at the time they are 

needed in each phase.

Don't use traditional change management 
techniques
Finally, leaders must ensure the company doesn't 

overlook the necessity of aligning all operating aspects 

and services end to end with the new model. IT isn't 

the only area of the business that needs to change its 

status quo to succeed on these journeys. Alignment 

may involve changes to policies, processes, talent 

models, budgeting, hierarchy, governing and more. 

To succeed on these journeys, leaders must recognize 

that traditional change management techniques (such 

as assigning internal process owners with 

responsibilities for driving change) will cause the 

company to fall dramatically short of its goals in IT 

modernization and digital transformation. At the heart 

of making progress on these journeys is the leader's 

responsibility to make sure the organization behaviors 

and decisions are aligned with the overall thinking 

around where the company is headed. 

Certainly, there are leadership challenges in managing 

IT modernization and digital transformation journeys. 

But I see stunning successes in companies that use 

these seven tips as the foundation for mind-sets and 

decisions on these crucial journeys for creating and 

delivering new value.  

Digital transformation journeys differ from IT 

modernization journeys only to the extent that they are 

driven by the business, typically by the CEO or the 

most senior members of the leadership team. These 

journeys include a business imperative and urgency. 

Effectively, digital journeys reverse the importance of 

the criteria in IT modernization. Digital journeys begin 

with the business impact – the value to the company – 

and then quickly move to the speed (how to create that 

value quickly and effectively) – and finally deal with 

creating a cost-effective way to achieve the business 

impact.  

Digital journeys use largely the same set of 

technologies and techniques as IT modernization uses, 

but they focus technologies and techniques 

relentlessly on the goals for customer, employee or 

ecosystem experience at speed. Once companies 

embark on such a journey, leaders need to drive 

change end to end. Developing a polished front end 

quickly calls for a retooling of the supporting systems, 

policies and processes throughout the company. 

Leaders must drive significant change, and this usually 

means managing company-wide disruption.

Manage through an iterative approach
One of the major differences in IT modernization and 

digital transformation journeys compared to 

transformation initiatives in the past is the amount of 

change the IT organization undergoes today. As I 

stated already, these are big journeys that drive 

extensive change. Consequently, the waterfall 

approach or the event-driven approach to initiatives 

breaks down. With so many massive moving parts and 

tight deadlines, leaders must take an agile approach 

and manage through an iterative journey. 
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Over the years, we all experience many different positions 

in our careers. Some of us start right out of our University 

and others from a former employer but in all cases, with 

the right attitude and an evolving skill set, our performance 

can be recognized and consequently, our value increases 

as well as our responsibilities and compensation.

First, you may ask “What is the right attitude?” I define it by 

challenging oneself each and every day to learn more, 

work diligently as a team member to help the company to 

achieve its goals, and to identify new ideas to make a 

difference within the company. Do not leave this up to the 

bosses!  They can articulate the strategy but the tactics to 

achieve the goals must come from the worker bees. 

Throughout our careers, all of us must consistently 

approach our jobs with great energy and a burning 

ambition to seek out new ways to either grow revenues, 

increase customer satisfaction, become more cost 

effective, and to strengthen our risk profile. When 

addressing each of these tenets, approach them as if you 

were operating your own company. A corporate culture 

that allows its employees to challenge directions and 

ideas, values the opinions of others and recognizes that 

every idea warrants consideration. Of course, when 

challenging, it must be done in a respectful and gentle 

manner so as not to alienate others within the company.  

This is a fine line and one must learn to navigate through 

these waters.  Let's now look at the tenets individually.

Revenue Growth

What can I do to help in this regard?  Foremost, it is 

important to understand the pain points of your existing 

and potential customers as well as their corporate 

objectives. Identify the problems that they are faced 

with as opposed to first developing solutions in search 

of a problem.

By William Aimetti
Senior Advisor at GAVS

Core Tenets 
of High 

Performance
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Risk Management 
Risk is prevalent in all that we do and it is our 

responsibility to understand the risks and to have 

processes and technology solutions in place to identify 

and mitigate them before they occur. Types of Risk 

include financial risk, operational risk, reputational risk, 

security risk and privacy. Each one of these can wipe 

out a company no matter their past performance.  

Having the proper testing algorithms in place is 

paramount but unfortunately, people are not robots and 

at times they take shortcuts and policies are not 

always followed. That is why procedures that have 

automated or manual checks and balances are most 

important. Having top notch Risk Management, Audit, 

and Compliance Departments staffed by subject matter 

experts is without question most important but having 

intelligent and properly trained and diligent workers 

throughout an organization is paramount. Risk 

Management is unquestionably on the top of mind for 

all CEO's.  By better knowing our customers, we can 

help them mitigate their risk and create opportunities 

for our firm. 

In conclusion, we cannot rely on LUCK to reach our 

personal and corporate goals. As we know, “Luck is 

the intersection of Preparation and Opportunity” so we 

must continuously learn and grow so that we, our 

customers, and our corporation prospers and in that 

way everybody wins. It is also very important to 

remember each and every day that “Yesterday is a 
cancelled check, tomorrow is a promissory note, 
and today is the only day we may have, so spend it 
wisely”.

You must walk in the shoes of the customer to better 

understand their business and their challenges and 

then suggest to them possible solutions. This is 

different than selling them your existing products and 

has the potential of introducing new products that can 

differentiate you from others that compete in your 

space. This approach, through innovation, can endear 

your firm to the client and produce new sources of 

revenue.

Customer Satisfaction 
First and foremost, you must recognize that as 

employees we earn our compensation because we 

have satisfied clients and without them, there is no 

paycheck.  Initiatives such as Six Sigma, CMMI, ITIL, 

Balanced Business Scorecards, and Service Level 

Agreements are all important frameworks that aid us to 

perform at a higher level and should be followed 

diligently to perform our duties right the first time and to 

avoid rework. It is also most important to listen to the 

voice of the customer instead of pontificating that our 

way is the best way. The client always knows their 

client's needs and frustrations much better than us.

Cost Effectiveness
Quite simply, spend the company money as if it is your 

money. As individual consumers within our 

households, we normally evaluate the products before 

buying, we talk to others regarding their experience, 

we look for alternatives, we get multiple bids, and we 

negotiate all prices when applicable. These 

fundamentals should and must carry over to our 

corporate spending as well. Likewise, before we make 

an investment, we conduct our research and likewise, 

before making an investment for your company the 

proper due diligence must be conducted and internal 

policies followed to the letter.
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While GAVS Technologies have used Predictive Analytics 

very effectively in its automation-led Infrastructure 

Management product that cuts across industries, in this 

article we will look at how the customers in different 

industries that are potential clients for GAVS can benefit 

from use of Predictive Analytics and the future trends in 

development and use of Predictive Analytics tools that 

GAVS and others will leverage.

In simple terms, Predictive Analytics is the technique of 

using past and present data in conjunction with machine 

learning and other statistical algorithms to identify patterns 

that is then used to predict the likelihood of future 

outcomes. Once the nature of possible future outcome is 

known with a fair degree of accuracy, necessary steps can 

then be put in place to address these outcomes and 

thereby improve efficiencies of the underlying operational 

processes.

Let us now look at a few scenarios where predictive 

analytics techniques are being used in situations that we 

come across in our day to day life:

Predictive Maintenance of Equipment:
Reactive maintenance of equipment in the 

manufacturing industry or underground/underwater 

pipelines in Oil & Gas industry can be very expensive 

because once the components have failed the cost of 

replacing them and the associated downtime can 

prove to be not only costly but may also cause 

disruptions in providing services to the 

customers.Preventive maintenance, the process 

followed most widely today, on the other hand may not 

result in optimal use of the components as these 

components may need to be replaced well ahead of 

the end of their useful life, simply to avoid potential 

failure in future.

Improving 
Efficiencies 

Through Use of 
Predictive 
Analytics

By Arup Gupta
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Artificial Intelligence:
The way we look at and interact with analytics and data 

management are being made lot more effective and 

powerful by usage of AI and Machine Learning tools. 

Real time alerts indicating the latest condition of 

machines or war ships can be generated by using 

these powerful algorithms on the data received from 

IoT sensors embedded in these structures, live dash 

boards replacing passive reports.

Prescriptive Analytics Tools:
While Predictive Analytics techniques are mostly 

based on Artificial Neural Networks (ANN) and 

Autogressive Moving Average (ARIMA), a model that 

applies the data from the past to model the current 

data and predict the future; Prescriptive Analytics goes 

further into future and tries to recommend steps to be 

taken to achieve the desired objective by using 

techniques like  recommendation engines, graph 

analysis and complex event processing.

Natural Language Processing (NLP):
NLP is changing the human-computer relationship by 

removing the barrier to usage of BI by common people. 

While there are still significant improvements to be 

made in natural language recognition, speech 

recognition etc., NLP will clearly help in improving 

productivity and give a competitive edge to the 

business users.

Multi-Cloud Strategy:
Businesses will more and more embrace multi cloud 

environment – combination of multiple private and 

public clouds, to reduce risks and increase flexibility, 

especially to cater to peak volumes, with predictive 

analytics playing a major role in this decision making 

process – when to use which cloud environment.

Predictive Maintenance using predictive analytics 

techniques based on data relating to stress 

measurements, temperature measurements, acoustic 

emission measurement etc., on the other hand, can 

accurately guide the maintenance engineers to what 

components need to be replaced and when.

With such widespread use of Predictive Analytics 

techniques across all industries, what are the future trends 

that the organizations may want to prepare to embrace?

Risk Modeling:
As the risk can come from many sources, predictive 

analytics techniques used with appropriate risk 

management algorithms can be used to analyze huge 

amount of data coming from all the sources of potential 

risk and then predict the best possible actions to 

mitigate the risks. Financial Institutions are using these 

predictive analytics techniques very effectively for 

fraud detection and prevention in addition to risk 

modeling etc.

Customer Segmentation, Retention and Lifetime 
value:
Identifying the right market segment for a product can 

result in substantial savings in sales cost. Predictive 

analytics can identify target market segments based on 

real data and indicators. Predictive analytics can also 

identify signs of dissatisfaction in specific customer 

segments and help in putting remedial measures in 

place before it is too late. In addition, Predictive 

Analytics can help in identifying the customers who are 

likely to use the company' products and services 

consistently over an extended period.

Predictive Analytics is thus the ability to predict, with a 

fair degree of accuracy, what will happen in future by 

combining real time, historical and third-party data. 

Options are now available for scalable cloud based 

'Predictive Analytics as a Service' offering from 

several specialist providers.
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Embedded and Collaborative Business Intelligence: 

Embedded BI and Collaborative BI enable “Self 
Service BI” for the end users where the end users can 

analyse and interpret data themselves without having 

to depend on IT teams. Here an intelligent BI tool or its 

features are either embedded into another application 

or multiple BI applications work collaboratively to 

enable the end users to set up “Intelligent Alerts” or 

share dashboards across the team etc.

Over the next few years, the predictive analytics tools will 

not only become more accessible, flexible and user 

friendly, but also context sensitive. We will see lot more 

tighter integration between Predictive Analytics tools and 

IoT, specific BI applications that cater to specific industries 

and niches, more data visualization, and more flexible 

customization that will enable not only more flexible 

customization but also individualized attention.

16
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If you ask any IT Operator, what is their biggest pet 
peeve? They will probably go on for hours about the time 
they waste triaging incessant useless alerts that keep 
coming no matter what.

With input from broad range of devices, ITSM tools now 

have access to huge amount of data. This data when 

ideally routed through the correct mediums should give 

actionable insights. Unfortunately most of the time either 

this data is redundant or the tools are not smart enough to 

extract useful information out of them.

Regardless, the incessant flow of alerts keep coming and 

someone has to pick them up and investigate. This flow is 

not only a source of constant pressure for the employees, 

it also keeps them from the doing their actual job which is 

fixing issues, their core competency.

To understand this let's dive into a day in the life of an IT 

operator. Every day they go through the alerts that have 

popped up because of varied reasons. These alerts can 

range from few hundreds to thousands. If they are 

seasoned professionals, probably they would be able to 

spot correlation and then talk to the respective teams to re-

mediate the issue but the truth is that there is dearth of 

such seasoned resources and most probably the approach 

that will be taken would be siloed investigation of the 

alerts.

Clearly, here there is loss of productivity because each silo 

is working on finding the resolution to the same issue even 

though it would be associated most likely with only one of 

the verticals. This not only decreases productivity but also 

makes the operators a little careless because day in and 

day out they spend time triaging & analyzing and finally 

realize that the problem is not at their side and that 

someone else is responsible for its remediation.
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Let's take a more specific example: If memory 
utilization is more than 70%, throw an alert. If you 

look closely, you will realize that there is no contextual 

knowledge to this alert. There is a possibility that a 

routine monthly activity might have led to it. For 

example a monthly payroll application will work at its 

peak on the month end. A rule based engine would just 

throw an alert because the application is working at it 

capacity. But that does not mean that the performance 

went down or if there is any cause for concern. Yet the 

alert will be thrown and someone from the team would 

have to get to the bottom of it. This is where a more 

contextual knowledge to the alert makes sense. Since 

that knowledge is not present, the IT person would not 

know that the alert is not a precursor to an 
impending issue. They will spend their time trying to 

understand what the source of the alert is and how 

they could avoid a possible incident from happening. 

Wasting their time rather than working on something 

that actually requires their expertise. This truly is 

detrimental to the end goal of making sure that the 

system uptime is always 100%.

To put it more succinctly, all of above can basically be 

categorized into three specific problems:

The question now is what do we do about it? And the 

answer is quite simple. Well not really (excuse the joke) 

but we do need something that does the following:

The only ITOM discipline capable to do all the above is 

AIOps. Only a good AIOps platform will present a more 

contextual information on whether an alert is really an 

issue and if it is “what needs to be done to resolve it”.

Organizations need to understand that in today's world IT 

is not just a service or a means to an end but a 

competency. With each passing day, IT is becoming 
business for the organizations. IT is at the core of all 

the offerings. And if your core is unstable and plagued by 

fatigue, the whole business is at risk.

SLA breaches

Productivity decline

Behavioral problems on the part of IT Team

Read all the input data

Extract useful information out of them

Remove all the noise

Correlate the rest and present them in a single unified 

dashboard.
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The combination of technology and innovation is powerful.  

Why? Well, the thought leads to a more inclusive culture 

which is a powerful formula to have a positive impact on 

the organization and thereby building it.  It's always 

positive to see change moving in the right direction; 

imagine the benefits we'd see if we increased the pace of 

this change. 

All of us enjoy a workplace that's proactive, with leaders 

using empowerment, accountability, courage and humility 

to bring out the best in peers while we are committed to 

turning soft slogans into reality with products and services 

that compete in the market and mark us unique.

In addition to this technology and innovation combination, 

experience and innovation are not two seemingly 

unrelated things coming together. It's like simply “releasing 

the untapped asset”. The experience plus innovation 

combination will ensure that development of confidence 

and the ability to come up with creative ideas collaborate 

to affect the desired changes in the world around.

As and when technologies expand/evolve, the key is to 

stay innovative to keep up with the pace. Whether ready or 

not, every technology begins by driving a change and 

certainly advances at a rapid pace, thus making the future 

impossible to predict. 

There's no specific guide to know what would pop-up next.  

At first, nobody thought camera-and-display setups would 

replace the rear-view mirror of a car but today, each 

manufacturer has its own name for this technology 

(Honda's LaneWatch, BMW's Surround View, and Lexus' 

Side Monitor). 

In fact, Tesla is progressing on bringing out its desire to 

take things a step further by replacing all side-view mirrors 

with cameras—thus providing all the benefits of a camera-

and-monitor system coupled with a more aerodynamic 

design.

Every digital enterprise uses technology and data as a 

competitive advantage in its business and customer 

operations. Today, digital transformation reflects our drive 

for agility and innovation while catering to the needs of 

evolving customer base.

By Shalini Milcah

Power To Do 
More…
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The first step towards improved customer engagement 

is to learn everything about the customer which is 

made easier in this digital age. The process of digital 

transformation is sure to bring about additional insights 

to the customer's preference by giving the ability to 

access more data about each customer. The most 

important thing to know about this transformation is, 

things are always shifting and updating, that is, it's 

never finite, like the customer's behavior.

Certainly, relevance is more important for an 

organization that aims at improving customer 

engagement. Good customer experience is about 

building a good relationship with customers by being 

relevant. Digital data can transform the customer 

experience by personalizing and tailoring every aspect 

of the need. 

Every single customer interaction could create data. 

So data and analytics is the key to keeping the channel 

and content well-informed that we are serving the right 

message to the right customer and at the right time.  

For instance, technologies like chat-bots are capable 

of acquiring data from their interaction with customers 

and adapting to their behavior through machine 

learning.  

A business needs strategy to innovate. Innovation 

doesn't just happen; just because it is being talked 

about everywhere. Only the right analytics can 

strengthen customer engagement by offering the 

opportunity to increase market growth while shaping 

customer satisfaction. Only then, innovation begins to 

take root with incredible ideas that could be the game 

changers. 

It's quite interesting to think about Apple which came 

up with their iPhone. On looking at the design of 

iPhone today and comparing it with the original design, 

a lot of similarities can be tracked yet there has been a 

lot of change. 

Even in the middle of all that change, Apple manages 

to keep up with its identity and the soul of its product 

intact. Apple's innovative approach can simply be 

defined as “look at the product, refine it, make it more 

jewel-like, enhance functionality but keep the soul of 

the product interchangeable”.

On the other hand, Samsung comes up with scores of 

phones which are quite distinct in the market, while they 

approach innovation as “produce a phone for every type 

of customer and saturate the market with phones that 

overwhelm customers with choice”. Two different 

approaches to innovation but each working its own way.

  

Having flexibility is all it takes for a successful 

transformation. Putting innovative ideas into action 

requires integrating customer needs and employee 

experience. 

People who are curious tend to be observant of new 

ideas, concepts, or situations and associate them with 

something else they've learned and take advantage of 

serendipitous situations. Think! Is the ability to be 

innovative something that can be taught or is that like 

motivation, where it comes from within?

People learn to be innovative while experience can teach 

people to be innovative. How do people become 

innovators?  It's often a hands-on approach.

Quality is job one
Quality makes an important contribution to the 

organization's reputation. Managing quality means 

meeting customer expectations and industry standards 

while managing cost and in turn influence the 

organization's reputation. 

The ability to offer customers with quality products 

provides a strong competitive advantage. Quality helps in 

winning a business opportunity from competitors and in 

market sectors where quality is critical. 

Providing the market with quality products help to increase 

customer satisfaction and loyalty. Satisfied customers 

have confidence that our products will continue to provide 

reliable performance in the future and gain their 

recommendation. 

Continuous improvement is the mantra
Creating a successful culture is not easy, if it were, there 

wouldn't be the constant need for process improvement 

and/or continuous improvement resources to assist in 

changing the way we operate. 
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While we understand the need to change and become 

more efficient, the desire to fundamentally change the way 

we operate is the most significant challenge to overcome.

Progress is the most important product         
Sometimes there could be small differences in the type 

and rate of development. It has been rationally quoted by 

Will Rogers, “Even if you're on the right track, you'll get run 

over if you just sit there.”  

So, we need to take that proactive step to always stay 

focused.  It's all about the consistent progress over time 

with frequent small corrections.

By looking at companies that have aggressively innovated 

its customer experience, it can be understood that it's 

easy to replicate and not continue to evolve or move 

ahead with transformative growth than to enhance or 

continuously change for better. So, innovation begins as 

we pursue different innovation initiatives. With technology 

encompassing so many areas, it's important to focus on 

its impact in our future. Staying ahead of the tech game by 

building products and services that customers will need 

down the road could keep us going.
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I have seen Talent Acquisition teams worry over resumes 

that smack of job-hopping; these candidates are super 

smart and efficient, and everyone wants to hire them but 

when you see how often they have changed jobs, one isn't 

too sure if they are going to be a good hire.  

Three to five years in the system allows one to establish 

her work ethics, professionalism, showcase her 

capabilities, prove her worth, and then? 'Does my leader 

make the time to plan my career growth when I have made 

use of all the available opportunities, or would she see me 

as someone who is ready to be overlooked, complacent 

and forgotten?' is the question often on employees' minds, 

and the reason for people to change jobs often.

If the give and take isn't fair, one ends up wrestling with 

the incessant noise in one's head 'change, change, do 

another role, another challenge'.For someone who has 

given her best to a company, it is very easy to pick up on 

that voice and act; passionate workers need to keep doing 

meaty work to thrive.

Some, especially the high performers have this need to 

feed their internal mission constantly, they should be able 

to translate their work into part of their 'purpose' which 

calls for increased, stable engagement. Otherwise the 

company loses a gamut of skill-sets accrued by her that 

might be quite institutional to the specific employee and 

her role.

Look at it this way – Managers who grow your flame the 

most by valuing you, offering you true learning 

experiences and challenges, viable options and meaty 

responsibilities are considered to be the genuine seniors 

who value accomplishments as against those with dated 

notions evaluated on your tenure on the job.

By Bindu Vijayan

Keep Them 
Close To You
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I
MY JOB

A client visiting GAVS once said 'you can tell what the 

company is about when you walk into the building', he was 

talking about the positive vibes he got here, but that can 

be true in other senses as well; high performers want to 

keep moving thru responsibilities to thrive and their 

passion and drive is apparent.  

Good performers want Managers with a vision for their 

roles and to help them succeed. And these job hoppers 

are people who want to be set free to act on their ideas. 

When it takes the team's energy to meet the goals and the 

company mission, the true performers expect 

transparency and inclusion. Poor Managers manage 

rather than lead, they are unable to show any path to 

growth, they can't spot what you are good at to offer you 

success in that path. Sadly, their strategies are for 

themselves and don't include their teams or subordinates. 

Very often, in informal chats and coffees with industry 

peers, I have heard that their employers run the business 

as if they don't see the human aspect in or from their 

business results, and it sounds like it is a call between 
job security and wanting more participation in the 
company.

With the rapid advancement of technology, we are going to 

find changes with employee productivity; as workplaces 

get increasingly automated, businesses are going to need 

skills like creativity, collaboration abilities, good 

communication and such, which means more independent 

thinking and acting. These are people who demand more 

than just a job and pay from an organization or a Leader, 

they want more inclusion and opportunities to participate; 

you want to keep them close to you.  The constant search 

for new talent will most often result in that revolving door 

effect that organizations so easily fall prey.

Active listening – Lack of engagement happens when 

employees feel they are not being heard, and that can 

erode their commitment. The lethargy that is often seen 

during Appraisal times; the sense of frustration towards a 

Manager for their indifference to the team's personal 

aspirations and goals and repeated lukewarm responses 

to 'get it done with' are ticking bombs in the system. Active 

listening can result in improvements, increased 

participation and ownership, the best recipe for high 

productivity. When employees feel they are not being 

heard, the result is a general lack of commitment, 

engagement, and productivity and the dreaded employee 

turnover. 

Transparency - Employees whose Managers are 

transparent, honest, open, communicative, and sincere to 

their responsibility to team-members are well engaged. In 

the featured article by Peter, it is so true when he says, 

"One of the keys to being an effective leader with 
credibility is being authentic and straightforward. 
Teams will forgive many mistakes if they believe their 
leader is shooting straight with them and is well 
intended." These traits set the positive climate within the 

team, the idea is to encourage everyone to respect each 

other's special skills and help each other grow. It calls for 

a lot of honesty and commitment and the spine to weed 

out bad apples before the team morale breaks down. 

Being transparent and sharing information is key to 

inclusion.  When team members do not know enough 

about the work that is going on in their function, or when 

an employee has got no clue what the others in his team 

is working on, nor any information on what the function 

head is planning leads to a sense of distrust.

Value them – have you heard about the times when it 

takes the head-honcho to notice and appreciate someone 

before his / her Manager sits up and notice? And then 

they forget about it in the long run These are day to day 

situations within the intrinsic circles of corporate life that 

can't be ignored – Statistics; A Gallup study of 2015 
indicates that one in two employees left their job to 
break from their Managers for various reasons, at some 
time in their career…
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Genuine care for employees – Here's an excerpt from 

the '2017 Retention Report', a study by Work Institute; 

“The top five reasons employees quit include career 

development (22 percent), work/life balance (12 percent), 

management behavior (11 percent), compensation and 

benefits (9 percent), and well-being (9 percent)”.

The truth is employees' lives (and families) are 
influenced by Leadership, and that's a huge 
responsibility. To my mind, the caring starts from right hire 

based on the principles and values that the company is 

rooted on, and truly enabling employees to bring out their 

best and celebrating them. An employee might bring in big 

or small initiatives, it doesn't matter how directly relevant it 

might be to gross margins, EBITDA and all the other 

corporate compulsions; valuing and celebrating employees 

have them feel included. It is largely true when it is said 

'the way we treat people at work affects the way they go 

home and treat the family'. Wouldn't it be really cool if 
Management schools teach to lead rather than only 
teaching how to manage?

I have seen a lot of conflicts and inner struggles within 

Managers when they try to portray their company values 

but didn't seem ready for it within themselves. Very often 

organizations claim they are not hierarchical, but the same 

Managers are uncomfortable when the millennials come 

up and talk to them as their equals or do not follow the 

'right way to sit', 'the right way to stand' etc. etc. I 

personally find that a little tough to understand because if 

you consider somebody your equal, then he/she is just 

that. We would all do better with titles like Mentors and 

Coaches rather than Supervisors and Managers, and 

allow the system to really grow a set of smart and involved 

people rather than a race of people trying to grab jobs and 

positions. 

Personally, I feel as Managers we should make it a point to 

send people home 'fulfilled' , treat them how you would 

have everyone treat you. Too many times Managers write 

off forced exits as 'that's how you run a business, that's 

what happens in a business', but there have been very 

innovative ways that companies have resolved such 

issues – One company who went thru a crisis where their 

supplies from China to one of their factories was put on 

hold, that caused the entire factory to go out of work.

But, instead of sending people off like how it happens so 

often, the CEO of the company came up with a solution 

where every employee was asked to go on a month's 

vacation. The outcome? People felt safe with a step like 

that, they understood that they wouldn't be let off easily, 

and everyone knew that when they went on a month's 

vacation, it was to save someone's job! When people are 
happy they do amazing things, they need to be shown 
that everyone matters…

Lateral opportunities – More statistics – When 

Salesforce came up with the 1-1-1 model of giving, the 

program offered an opportunity for the employee to spend 

time on her interest / any interest. The program included 

time off for volunteering, pro-bono volunteering to aid 

several causes. And here's the terrific result to that; more 
than 27,000 salesforce employees participated in this 
volunteer program, they put in 1.4 million work hours 
towards things close to their hearts! That's the best 

engagement strategy I have come across. 

Adding a lateral challenge / responsibility might be a good 

way to engage employees who are bored and getting 

restless in their current job and who might welcome 

additional responsibilities. Sometimes with small sized 

companies, the opportunities for growth don't come up 

that often. Bringing new aspects to employment can 

renew their enthusiasm and help them handle their regular 

jobs better. Intellectual stimulation, that sense of purpose, 
and the need to do more thru a job can be provided by 
employers.  

Mentorship roles – Those mid-career professionals with 

the right attitude, skills, leadership qualities, critical 

thinking and so on may be given mentorship roles / 

managerial development roles to coach the less 

experienced employees. Opening up mentee roles for the 

mid-career professionals is also equally important as it is 

giving them an opportunity to gain knowledge. I think this 

will definitely serve as a way to support employees and 

build a culture of strong support within where everybody 

helps and supports everybody. A structured program for 

mentoring or towards succession planning would work 

positively for all, and it would ensure that people who have 

been in the system for long are well immersed in the 

system while the newer employees have the opportunity 

to learn successful and positive work habits.
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Sometimes relocation can be the change that will bring 

the needed zing back into their career. A change of 

location works even if they are going to be doing the same 

job. I have seen this happening here at GAVS, people who 

have been in the system long are given the opportunity to 

work overseas, and that renews their enthusiasm for work 

and deepens their commitment. Its like a breath of fresh 

air, it sure works well.

To conclude, an annual appraisal and employee 

assessment is most times not enough to retain employees 

or keep them happy and motivated. To me it looks like 

appreciation by seniors and others instill a deep sense of 

accomplishment in people. How about Managers writing 

monthly letters within the organization appreciating team 

members and their efforts? Genuine understanding of 

each team member results in a better relationship as 

against insisting on maintaining hierarchies and not 

collaborating with the teams. Everyone feels good when 

they understand there is more to their work than just 

collecting their checks every month, and it takes a mature, 

sensitive and a good person to nurture great teams.

"If there are people in your organization who feel they 
are not free to suggest ideas, you lose." - Ed Catmull
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We are all by now, familiar with these lexicons, “Alexa”, 

“Hey Siri,”, “Okay Google”.., because these are becoming 

a part of our daily lives and routine. Considering the user 

benchmark which keeps constantly rising for these voice 

assistants, it is also important to ensure that the accuracy 

of data returned is on point. The companies who built 

these assistants are responding well by trying to integrate 

every possible service to the user to provide the best user 

experience and making lives simpler.

 

But how do they do it? How does Alexa understand and 

provide your favorite color shirt with exact sizing when you 

just say, “find me a shirt at H&M”. The answer to this 

question in a single line would be, because it uses Big 

data and AI. Simple enough isn't it? Well not really... 

Leaving aside the software complexities which has been 

surpassed to enhance the user experience, it is equally 

important that the product's hardware is capable enough to 

handle and process the information.

MEMS:
No, I actually did not misspell memes, sorry about the bad 

joke couldn't stop saying that! MEMS are Micro-Electro-

Mechanical-Systems, a technology which specializes in 

miniaturized mechanical and electro-mechanical elements. 

These are implemented in numerous devices and even 

structures using the techniques of microfabrication. While 

the functional elements of MEMS are miniaturized 

structures, sensors, actuators, and microelectronics, the 

most notable and interesting elements are the 

microsensors and microactuators. Microsensors and 

microactuators are appropriately categorized as 

“transducers”, which are defined as devices that convert 

energy from one form to another. In the case of 

microsensors, the device typically converts a measured 

mechanical signal into an electrical signal.

By Anish Sreenivasan

MEMS and 
Zero UI
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Where are these used?
There are plenty of applications for MEMS. As a 

breakthrough technology, MEMS is building synergy 

between previously unrelated fields such as biology and 

microelectronics, many new MEMS and Nanotechnology 

applications will emerge, expanding beyond that which is 

currently identified or known.

MEMS are also currently being used in several domains 

including automotive, industrial, military, biotechnology and 

consumer electronics. The accelerometers used to deploy 

airbags during collision is based on MEMS. As we are 

talking about cars, MEMS gyroscopes are also being used 

to trigger stability control in modern vehicles like Tesla and 

others.

MEMS in Zero UI:
We are currently living in an era where the thermostat in 

your house detects you leaving the house and it sets an 

“Away” temperature, sets your home alarm, opens the 

garage and starts your car syncing to your latest playlist 

on Spotify, all the while your GPS display alerts you to take 

the back-roads to work that day because traffic is moving 

at a slower pace than normal. 

How about we also play your favorite music by snapping 

your fingers and turning on the volume by twisting your 

fingers towards the right in thin air. These all are possible 

through AI, bigdata analytics and gesture recognition 

powered by MEMS technology. The approaches for 

gesture recognition are primarily made based on cameras 

and computer vision building a rich interaction between 

humans and computers. 

The current market (at least in the consumer side) is 

focusing on “Zero UI”, a concept of removing the barrier 

between the user and device and promoting a more 

seamless interaction with technology. While a world 

completely devoid of physical interfaces may never be a 

reality, being less tied to our devices maybe in the cards. 

For instance, Google has a project termed “Soli” a chip 

which allows the users to gesture about a device without 

touching it. But it is not just another regular wearable, 

Google ATAP (Advance technology and Projects) knows 

that your hand is the best method you have for interaction 

with devices. Project Soli wants to make your hands and 

fingers the only user interface you'll ever need.

Gartner predicts that by 2020, around 30 percent of web 

browsing will be done without a web browser. These 

screen-less platforms are going to demand resources from 

a lot of brands. Campbell's, Domino's, Patron are all 

actively experimenting with voice-activated platforms like 

Alexa, Siri and Google home already.

Cameron Worth who is the founding partner of IoT agency 

Sharp End says, “We're moving into a world where brands 
deliver service-based equity. It's no longer about putting 
your logo in an app.” But we should also keep in mind that 

achieving this is not really an easy job and it comes with a 

lot of dependencies. Not all brands will be able to insert 

themselves into this brave new world as seamlessly as 

someone like Uber where its users can find, request and 

track a taxi on Alexa or Google Home. 

For designers, producing invisible interfaces means that 

we will have to continue broadening our understanding of 

human behavior. Design has always incorporated 

information about perception and psychology; for example, 

what motivates someone to click a link, scroll down a 

page, or close a browser window? As we consider the 

move toward devices that decenter two-dimensional 

experiences, where information is transposed beyond 

clicks and taps, we will have to consider a more complex 

view of human behavior. Data analytics, physics, and 

audio design are a few fields that will increasingly inform 

us in orchestrating user scenarios.

How does MEMS work?
I am sure this will start looking like a lecture if I explain the 

complete process of how it works. So I'll just highlight the 

interesting information. MEMS primarily contain three 

parts, a Transducer which is a device that transforms one 

form of signal or energy into another form. It is considered 

to be the most widely used term in MEMS. Sensor, quite a 

famous one actually, is a device that measure for a 

surrounding environment and provides an electrical output 

signal in response. These sensors are included in several 

energy domains like Mechanical, Chemical, Thermal, 

Radiant, Magnetic and Electrical. Actuators converts an 

electrical signal into an action. It creates a force to 

manipulate itself or the surrounding environment to 

perform a useful function. So, these parts are collectively 

integrated based on logic and requirements which is in-

turn manufactured and released to the market called 

MEMS. 

What could be after Zero UI?
There is always a question, what happens when our 

devices finally understand us better than we understand 

ourselves? Well theoretically, it is mentioned that 

computers cannot surpass the humans as they need to be 

programmed. So, let's hope they do not program and 

clone themselves like in the movies.
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Not so long back, Jeff Bezos made headlines the world 

over. When Amazon's stock prices surged by 13.5%, 

Bezos, who holds almost 80 million of Amazon's stocks 

became the world's richest man of all time; And in the 

process, dethroning Bill Gates, who had held that position 

for 18 of the past 23 years. Even so, Gates' net worth still 

increased, with Microsoft's shares also surging, albeit by 

7%. 

Including Amazon and Microsoft, the top five of the world's 

most valuable companies are all technology based. The 

youngest companies in this list are mostly technology 

based and are less than 2 decades old. Commonly called 

"Internet companies", they illustrate the power of 

technology more than any other. The trend is not so 

different in individual economies, or the list of top 

billionaires either. More often than not, the toppers were 

propelled there by technology. 

This was the story of the past few decades. Now, the mere 

presence or use of technology is no longer a differentiator, 

but more a hygiene factor. Technology - the speed of 

computing, the capacity to size ratio of microchips 

(Moore's law), the rate at which the development is 

brought to the market are all improving at a fleeting pace;

A pace that technology companies who had their core in 

technology were able to quickly match or catch up in a 

short while. But the story has not been the same for 

businesses that do not have their core in technology. 

A traditional manufacturing firm, or a commercial airline 

cannot change the way their businesses function at this 

pace.

To appreciate this fact, Think about the last 5-10 phones 

you used. The first one was probably a wired landline 

phone that was used only in offices. Not too later, we got 

one at home. Then there were huge Motorola handsets 

with just dialing features. The next one was probably a 

Symbian. Then the iPhone.

By Jayashree Sankara Subramanian

Let Business 
Insights Drive 

Your Business 
to Success
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Then you probably owned a blackberry before finally 

moving on to android. Now imagine how you used to travel 

10 years ago and now. Our flight experiences are still 

pretty much the same except the way we book our tickets 

while the phones in our hands have changed so much in 

the past 10 years. 

Now, how can traditional businesses explore the power of 

technology to create or keep an edge in their respective 

industries? Now that almost all businesses keenly feel the 

need to change, defining that change - the direction, the 

pace, the magnitude, the metrics and measurement are 

the daunting questions here. The answer sounds simple 

enough – By becoming an insight driven organization.

Forrester, who pioneered this concept, defines insight 

driven organizations (IDO) as “Firms that use data, 

analytics, and software in closed, continuously optimized 

loops to differentiate and compete. An insights-driven 

business systematically harnesses data and applies 

analytically derived insight to create differentiated 

experiences and competitive advantage.”

Analytics and business intelligence form a vital and 

perhaps the most important part of a business' digital 

transformation journey. Data analytics, provides 

businesses with answers to the vital questions that we 

looked at earlier, to all businesses, irrespective of their 

domain and industry. Analytics can provide a contextual 

view of the behavior of their clients and industry as a 

whole, thus enabling businesses to make decisions and 

strategize for the future. 

By using data analytics in the right way, business leaders 

can predict the industry trends for the near and far future 

and measures to keep up with them. Businesses, can 

even set new trends based on insights they uncover.

The potential of Insight driven organizations is endless.

What is the right way, then? Although the answer is 

subjective, varying with the business size and industry, 

Deloitte says a business needs to address the following 

five essential building blocks; namely “Strategy, people, 

process, data and technology”.

Deloitte promises organizations a very tempting and 

ambitious result - “The ability to grow revenues, reduce 

costs, mitigate risks and compete more effectively”.

Forrester's faith in IDO's is no less, with the pioneer 

claiming that IDO's will “take” 1.2 Trillion USD by the year 

2020. It goes so far as to say that IDO's will “steal” 

revenues from traditional businesses, who will have to but 

languish behind while the IDO's surge ahead.

IBM, the technology leader, also supports our thoughts. An 

IBM report says, “Uncovering the relevant insights in a 

timely manner maximizes your ability to effectively act 

quickly to propel you ahead of your competition. Further, a 

survey commissioned by IBM and published in Harvard 

Business Review says, “92% of business leaders know 

that they need to rapidly gain insights from their data to 

compete” and recognize that it is a high stakes 

environment. In fact, IBM is tuning its Watson Analytics 

(WA) for this very purpose, trying to integrate it to the IM 

strategy and processes. 

Even manufacturing business giants like GE and Boeing 

have also embraced technology. In fact, GE has not only 

embraced technology, GE Digital is pioneering a suite of 

products for using data analytics in a connected 

manufacturing environment to gain insights and strategize, 

making ODI the trend and the norm.

The down side, however, is, the investment required. A 

typical analytical query requires a lot of processing power, 

running anywhere from a few hours to a few days. While it 

is true that the processing speed and capacity has 

improved drastically, and the cost of computing has come 

down. It is also true that it is still a big investment for small 

and medium businesses to make. Adding to the size of 

investment, uncertainties as to where to begin, which data 

to use etc., add more risk to the whole scenario. So, it is 

hardly surprising that leaders are wary of investing in data 

analytics tools and in the whole concept of Insight Driven 

Organizations.

This is where nimble players like GAVS come into the 

picture. Their products, like GAVel, are built around 

Artificial Intelligence, predictive analytics and machine 

learning, keeping with the trends. However, what sets 

GAVel apart is its versatility and combining the power of 

analytics with Artificial intelligence. A business can limit 

GAVel's functionality to a one part or include their entire IT 

infrastructure, having complete control over how much 

data and investment goes into GAVel.
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It could be used with small companies and startups as well 

as scale up to a huge enterprise. GAVel it not just limited 

to IT infrastructure but with a whole range of devices, like it 

proved recently, with a compatible world leading restaurant 

chain. GAVel successfully processed data from a number 

of devices like Point of Sale (PoS) devices and numerous 

sensors in addition to traditional IT devices and produced 

insights. 

GAVel is already helping its users to plan and predict their 

IT expenses and strategies. A leading PR firm has been 

saving 12% of their IT costs right from the month of 

implementation of GAVel.

Thanks to GAVel's insights, they were able to identify and 

automate their top incidents and tasks. On the AI side, 

GAVS is working with top technology experts and research 

scholars in the area, in collaboration with Indian Institute of 

Technology, Chennai among others. Our technological 

expertise combined with the domain knowledge, makes 

GAVel a great place to start your digital journey.

While becoming a completely insights driven organization 

may not be feasible or even profitable for your 

organization, you can definitely benefit from a product like 

GAVel and its AI driven predictive analytics.

31

References:
Image Source – Google



The Cambridge Analytica whistle blower Christopher Wylie 

dropped a bombshell to the world of data analytics in 

March. He gave details about how the data collection 

happened and how the stolen data was used to impact 

voter opinion. The absence of established laws and 

regulations, the impact on 87 million users, the creation of 

psychographical profiles of subjects by Cambridge 

Analytica and the nature of the Congressional hearing 

involving the Facebook CEO Mark Zuckerberg clearly 

indicate how complex the world of data analytics is and 

how data monopolies can take impact the people without 

their knowledge.

The same scandal was referred indirectly by judge of the 

Supreme Court of India in the Aadhar hearing and further 

added- “Storage opens-up a whole new universe. 

Technology is a great enabler to surveillance” referring to 

the storage of metadata by Unique Identification Authority 

of India(UIDAI) which administers Aadhar. He also flagged 

his concerns about the control mechanisms over data 

shared with third parties requesting verification or 

authentication.

How many times have we searched something on 

Google/Amazon and the same appears as a targeted ad/ 

predictive search? The Artificial Intelligence(AI) that 

enables this amount of personal targeting at some point 

may have our consent in the fine print we agree to when 

we click – “ I agree to terms and conditions” or when we 

keep all our accounts logged in for easy accessing and 

manoeuvring the web.

By Rajalakshmi M

Data and the 
Right to 
Privacy 

Conundrum
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Cambridge Analytica's parent company, Strategy 

Communications Laboratories (SCL), specialises in what it 

calls “behavioural-change programmes”. Thus, the amount 

of money that organizations spend of their data analytics 

wings to serve their customers in as customized way as 

possible poses the fundamental question- What about 

Right to Privacy?

No wonder Lord Clement- Jones , the head of the House 

of Lords select committee on “AI in the UK : ready willing 

and able?” wanted Britain to lead the way on AI regulation 

and the threats that come with Data Monopolization. The 

Right to Privacy now becomes the fundamental thread as 

the world wakes up to how data is being used/misused by 

vested interests for targeting/manipulation. Is it ok to 

manipulate me with algorithms that track certain malleable 

parts of psychology based on internet activities, and 

changes my decision making?  Yes, the Ads have always 

been doing that, but in the case of ads I know they are ads 

whose sole purpose is to sell ideas to me. The Silicon 

Valley has always been about self-regulation, but as the 

current scandal points out it may not be enough, because 

one app collecting data has the potential to affect millions 

of users worldwide.

Non- compliance can attract the wrath of the region's 

regulators who have  the ability to issue fines of up to �20 

million or 4 percent of companies' revenues, whichever is 

greater. These regulations basically:

With the deadline looming on the horizon, how technology 

platforms and the primary ad givers to the platforms reach 

a consensus in the putting in the regulatory mechanisms 

will give some sense to how data privacy can be handled. 

The interesting facet of GDPR is when companies figure 

out how to give consumers all the data security features in 

EU zone can be extended to citizens of other countries 

too. Facebook for its part has agreed to extend the GDPR 

rights to non-EU citizens as well, post Cambridge 

Analytica backlash. Also Instagram is trying to launch its 

Download everything so that the point 3 mentioned above 

can be met. And this Download everything can be made 

available to all its users.

As far as enterprises are concerned GDPR provides the 

base from which they can start implementing the Right to 

privacy for all its consumers. This can give a chance to 

improve the entire data ecosystem of the company. It 

involves organizations to improvise its existing frameworks 

and to include a more holistic solution to implement data 

privacy as its backbone. The solution needs to relook at 

the traditional data warehousing of extract, transform and 

load (ETL) processes. Instead data virtualization can help 

in minimizing the data being stored. GDPR compliance 

asks the need for extensive reports to help in auditing.

It is in this era that of data dependence that the EU's 

General Data Protection Regulation (GDPR) offers hope. It 

may not be a revolution of sorts, but offers a baseline to 

start with data protection. EU mandates organizations to 

be GDPR ready by May 25th, 2018.

Guarantees the right of consumers to receive 

understandable and clear information about what data 

is being collected on them and why.

Guarantees the right of consumers to request access 

to any data collected on them.

Guarantees the right of consumers to request that one 

provider transfer all data collected to another provider.

Requires that companies enable the consumers right 

to be “forgotten,” i.e. delete all personal data that the 

company has collected.

Requires companies to obtain the express consent of 

consumers before collecting any data, but most 

importantly it mandates that companies cannot bundle 

consent requests in lengthy, complex documents that 

consumers never read.
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This calls for reports that need to access data from 

different sources that could be disconnected. But if a 

single point of access can be provided irrespective of 

where the data is stored, the reports running could 

become easy. The integrations need to be put in place so 

that the GDPR layer always has enough connectors for 

making new data sources compliant. GDPR necessitates 

the creation of the role of the Data Protection officer ( DPO 

) whose main role in his/her organisation processes the 

personal data of its staff, customers, providers or any other 

individuals (also referred to as data subjects) in 

compliance with the applicable data protection rules.

We at GAVS Technologies have understood how we can 

help organizations with GDPR compliance. Our 

organization's experience in the infrastructure space along 

with its partnership with Microsoft has helped us develop 

the GAVS GDPR platform. This has been built with Office 

365, Azure Cognitive Intelligence and Microsoft Intelligent 

Cloud.

This platform uses the 4-step process of a) Educate b) 

Engage c) Empower and d) Execute to accelerate the 

GDPR compliance of platform users. With the platform the 

data subject can communicate with the system to 

understand their rights and raise escalations if they feel 

there is breach. It also provides the Data Protection Officer 

with the dash board to understand how the organization 

has been handling the data of it's data subjects. 

Meanwhile the platform with its Microsoft horsepower has 

the necessary integrations in the backend for constant 

integration. All this without the need for any new hardware/ 

software as everything works on the cloud. 

Thus, GDPR solutions not only act as a compliance 

mechanism but also as a solution that puts a governance 

and trust framework in place. If the technology that is 

being questioned can act as the solution to help 

organizations alleviate the fears of consumers and 

regulators, it is only natural that organization start 

embracing the philosophy of data protection. GDPR 

compliance can act as the foundation for the self-regulated 

Silicon Valley companies, global enterprises and 

regulators across countries. It is time for responsible Data 

Analytics and Management!!
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Throughout the year, we see this happening every now 

and then. Starting from our best friends to our relatives, 

somebody always gets married, and your Desk, 

WhatsApp, Facebook, Instagram, Snapchat etc., gets 

loaded with tons of invitations, photographs of their fancy 

looking ceremony or their sweet romantic Swiss 

honeymoon. And, if you are not the “Awwwww, they look 

so cute together” commenting type for literally everything 
you see, you would have probably got bored by now. Or 

maybe not… 

There are certain people in the world who get awed only 

when certain things happen. For the real tech geeks of this 

world, who have a live-in relationship with technology, 

where girlfriends / spouses come a fraction behind their 

love for technology, I have a story to narrate. It's a love 

story of two hot technologies who will certainly be the title 

winner of 2018 Best Couple.

Ever heard of Amelia, Alexa, Pepper, Eliza, Sophia? Sexy 

names, right? 

Well I'm not talking about girls here, I'm talking about Chat 

Bots! They are so hot, beautiful and sexy that every Tom, 

Dick and Harry wants to hit on them. Starting from your 

meetings at office, Webinars you subscribe to, or the tech 

events you attend, Chatbots are one topic which no one 

seems to miss out. With that said, I'm not going to go deep 

on Chatbots today, as we are about to discuss something 

different! So, do read out my March 2018 enGage article, 

in case you missed it, for a detailed walkthrough about 

Chatbots, it's history, the architecture behind, it's types and 

use cases, their business impact and lot more. 

Meet the Super 
Couple! – 

Chatbots and 
RPA

By Dibin Dixit Murali
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If you have already read that, or following up on the latest 

trends closely, you would be aware that the major players 

in every industry have already started implementing 

Chatbots in a big way and have seen significant outcomes 

in the recent past. Starting from ordering a Pizza online, to 

enquiring about your insurance expiry date, chatbots are 

popping up everywhere, and it makes you wonder how 

you managed to live without it all these years. 

So, agreed Chatbots are hot technology! But what's even 

hotter? Robots!

Since 1920's, for the past 100 years, the word “robot” has 

always been the crown winner of “Buzz” words. Whether it 

is relevant or not, just by adding the word Robot in your 

conversation simply makes you look more intelligent than 

you normally are. And, when you add automation to it, it 

doesn't need much explanation. Let me introduce RPA 

here!

RPA or Robotic Process Automation, is the new 

automation trend which has been revolving around for 

quite some time. Simply put, it is a Robot which does 

automation. But functionality wise it's a younger brother to 

IT Process automation. While ITPA does most of the 

complex backend automation which typically a L2, L3 

support engineer does, RPA here does the User end 

automation. Most things which has to do with end user's 

everyday task can be automated using RPA and 

sometimes it can even be a showman for its big brother, 

which makes it a proven success across industries. 

Coming from the noble family of Automation and AI, RPA 

and Chatbots have not met each other due to their family 

differences. Because, since the beginning, automation 

was all about “Collating data” and AI was busy 

“Understanding” it. 

And when their families meet in the arena, they fought with 

each other to prove who drives the industry best towards 

Customer Success. But in the same arena(IT), we also 

saw a love story. A love story of the valiant, handsome 

prince (RPA) and the elegant, beautiful princess (Chatbot), 

who fell in love at their first sight. 

For years, both families have been on the top when it 

comes to Customer success, but their differences kept 

them apart. Though both RPA and Chatbot came from 

orthodox families of two different domains, they were 

designed to work closely with the User unlike their siblings 

and ancestors, who were primarily the “Back end” guys.

And when they met in the arena for the first time, they 

realized they were born for each other and naturally their 

love continued to thrive irrespective of their family 

differences. 

At first, when chatbots were first implemented to the 

Customer, the conversations used to go like this.

User: Hi. I submitted my application two weeks back. I got 
a message that my application can't be processed now. 
Could you explain why?

Chatbot: Hey Dibin. Sorry for the inconvenience caused. I 
have looked at your records. Your application #98765 is 
“On hold”, and reason states, “Address proof not valid”. 
Kindly update the valid address proof in the portal, and we 
will be happy to process your application further.  

And if you see here, Chatbots were intelligent enough to 

understand a human conversation and provide the answer 

instantly, thus eliminating a need for a customer executive 

to answer the same via a phone call or the user visiting the 

portal on his own and checking the same. 

But after RPA and Chatbot fell in love, their solutions have 

transformed the conversation to an all-new level. Have a 

look at this below sample conversation.

User: Hi. I submitted my application two weeks back. I got 
a message that my application can't be processed now. 
Could you explain why?

Chatbot: Hey Dibin. Sorry for the inconvenience caused. I 
have looked at your records. Your application #98765 is 
“On hold”, and reason states, “Address proof not valid”. But 
don't worry. Please click on the upload icon in the chat 
window and upload your address proof document here. I 
will take care of it.
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User: I have completed uploading

Chatbot: Thanks for the upload. I have verified your 
address from the proof submitted. You will get a 
confirmation on this via SMS and Email to your registered 
phone number and email address. Kindly let me know if 
you need anything else.

User: Great! Thanks much. You are awesome!

Chatbot: Happy to help. Have a good day, Dibin! 

You saw what happened there? Yeah! That's what I was 

talking about! When Chatbot drove the conversation as 

graceful as she could, RPA did the lifting, and made the 

use case richer than it could ever get. If I didn't tell that it 

was the Chatbot and the RPA which did this, you would 

assume it was a human behind the chat, that's how 

Cognitive and effective the outcome turned out to be. 

And this doesn't just stop here, because it's not just about 

RPA and Chatbots, it's about Automation and AI working 

together, which leads to implementation of hundreds of 

use cases in the areas of IT support, Banking & Finance, 

HR, Administration, Ecommerce, etc.,

I have not seen any relationship in the recent past with 

such an understanding and cooperation within them when 

it comes to execution, as far as technology is concerned. I 

love them and I'm pretty sure with their dashing 

personalities, they would continue to play a major role in 

Customer Success in a big way.

With that, let's welcome the “The Super Couple” – 

Chatbots and RPA. Shall we?
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WHAT IS GENERAL DATA PROTECTIONS 
REGULATION (GDPR)?

In this digital era, every business collects lots of sensitive 

and confidential customer personal information to study 

customer behavior. This data poses as a significant risk if it 

is stolen and abused. 

That's why The General Data Protections Regulation 

(GDPR) is introduced to specify how consumer data 

should be used and protected. 

GDPR was officially approved by European Parliament on 

April 14, 2016. The EU has allowed a two-year transition 

period i.e. till May 25, 2018 for organizations to reach 

compliance. Heavy fines will be levied against any 

business that does not meet the guidelines set forth by the 

GDPR.

The GDPR applies to all the businesses operating within 

the EU, regardless of physical location. If businesses hope 

to offer goods or services to citizens of the EU and hold 

personal data of EU citizens, they can be held accountable 

under the GDPR.

Data that falls under the General Data Protections 

Regulation include:

Name

Photo

Email address

Social media posts

Personal medical information

IP addresses

Bank details

The GDPR: Is It 
Too Late To 

Achieve 
Compliance?

By Selva
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GDPR Requirements:
1. Data consent: A company that collects data on 

individuals must have "unambiguous" consent from those 

individuals – silence, pre-ticked boxes, or inactivity do not 

count as consent.

2. Data portability: Companies must be willing to move 

personal data to another location or company, even a 

direct competitor, if requested by the consumer.

3. Data deletion or right to be forgotten: Companies 

must delete personal data when requested by an 

individual.

4. Data protection: The GDPR has strict, specific data 

security requirements, and stronger enforcement. Data 

encryption is especially important.

5. Data breach notification: In the event of a breach of 

"personal" data, data processors have to notify their 

controllers and customers within 72 hours.

6. Data Protection Officer (DPO): All companies that 

store or process large amounts of personal data must 

appoint or hire a data protection officer (DPO), who will 

drive data security and oversee GDPR compliance.

7. Right to Access: Data controllers are required to 

provide data subjects a copy of their processed personal 

data upon request. Individuals can contest, object to, and 

request explanation for automated decisions or decisions 

made by algorithms.

UK Preparations
Despite the impending GDPR deadline, research suggests 

that a significant number of UK businesses have still not 

taken sufficient steps to prepare for its implementation. 

Figures from the end of 2017 showed that more than 44% 

of employers were not aware of the GDPR, while a 

government study in January 2018 revealed that only 25% 

of businesses had heard of the regulation and made any 

changes to their operations. 

UK employers who are still unprepared for the GDPR still 

have time to address the issue – and take sufficient steps 

to ensure the impact it has on their business is a positive 

one.

Is GDPR important for the US based companies?
Yes, The GDPR can affect any U.S. company that has a 

Web presence and markets their products over the Web to 

European countries.

If any US based business who doesn’t have a physical 

presence or direct business operations in any one of the 

28-member states of the European Union but is just 

collecting “personal data” of European citizens, must 

adhere to the GDPR requirements.

But, there are still questions about how the EU will enforce 

these actions against U.S. and other multinational 

companies doing business over the Web. The EU is 

serious about a uniform data and privacy law for its market 

and has already changed the Web practices of major U.S. 

companies.

Is it too late to achieve compliance?
No. It’s not too late to achieve compliance. But, companies 

need to act as soon as possible and at least begin to take 

necessary steps immediately to showcase that they are 

committed to comply with GDPR.

PENALTIES FOR NOT COMPLYING WITH GDPR:
Businesses that fail to comply with GDPR will be subject to 

fines starting in May of 2018. Businesses may be required 

to pay up to 4 percent of their global turnover, or 20 million 

Euro, whichever is highest.
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How can they Accelerate GDPR Compliance?
Organizations can leverage our GDPR platform that uses 

the right mix of technology and processes to enable them 

quickly to put in place a backbone for handling Data 

Subject Communications as well as empowering Data 

Protection Officers. Built using the power of Office 365, 

Azure Cognitive Intelligence and other Microsoft Intelligent 

Cloud components, this platform is more than a 

compliance solution and can be extended to a CRM 

solution to help with organization's growth and improve the 

customer good will. It does not require any hardware and 

software installation on premise and can be fully managed 

in Cloud. 

The platform along with the 4-step approach of Educate, 

Engage, Execute and Empower will help accelerate GDPR 

compliance for your organization.

Business Benefits:
GDPR can act as a catalyst for positive business 

transformation to deliver savings, operational benefits and 

boost productivity beyond the risk-reduction goal of 'just 

being compliant'.

After all, the cost of non-compliance will be steep, so 

protection is imperative – not only to the bottom line and 

their customer base, but indeed, to the future of an 

organization.
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