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Editor's Notes 

Bindu Vijayan

Arup Gupta, Advisor at GAVS has written 
'Predictive Analytics - Current Use and Future 
Trends'. He writes of '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.’

Jayashree has written 'Customer engagements with 
Chatbots'. She writes, 'The right chatbots are as 
knowledgeable as humans in their area, but without the 
challenges that come with humans.', find out what she 
means.

We were at the Gartner Symposium at Goa recently, and I 
have written about our key takeaways from their keynotes 
and sessions. Gartner spoke about ContinuousNext' and 
how it can be achieved by the 'shape, shift and share' 
model. They spoke about Digital Twins, Culture Hacking, 
Superior Customer Experience and a host of other topics.

Aninda Bose, Partner at Digidrub writes 'Speedy 
Gonsales: Fast companies that move and eat 
other's cheese', he writes ‘After having worked and led 
some progressive organizations, and now consulting for 
few, it becomes evident as to why few organizations 
succeed faster.', find out what he means, all so true, I 
agree!

Harish Kumar from our ME office has written 'Do 
product or do service, you got to change your 
culture into a piece of art!'.  He writes, "This article is 
my earnest attempt to explore the fundamental 
differences between the way a service or a product 
company operates", he writes of tough love discipline, 
lush synergies, read on...

Padma writes, 'It all starts with a reason for being - 
Aligning purpose to positive experiences', she says 
"it is important to not get distracted by our to-do lists, and 
routine tasks at work, that we lose sight of the big 
picture...", find out how we do things at GAVS, you would 
love it!

Season's Greetings from all of us at GAVS. It is time for 
light displays, pageants and parades, live music, and old-
world style family market places. From the Pageant of 
Peace, lighting of the National Christmas Tree, to the 
walking tour of historic Odessa's private homes and public 
buildings, to the Winterfest of Lights with more than 
1,000,000 lights, the evenings of choir performances, the 
Holidazzle Parades, the Legendary Christmas lights at 
Clifton Mill, the Christkindlmarkt, the grand illumination 
display on the Atlantic seaboard, the holiday season has 
something for everyone to enjoy. 

For this edition we have Kerrie Hoffman, Advisor at 
GAVS and Head of 'Focal Point Business Coaching' 
talk to us. We loved her insights on success, coaching, 
leadership and much more. Kerrie has also written an 
article, 'A Bold Approach to Leadership in the 
Digital Age'.

Guru Bhoopala, Regional Head US Sales, has 
written 'Building Business Applications in the age 
of SaaS and Cloud'. He writes, 'In the past, building 
applications was a long drawn, complex process. Value 
realization using a SaaS platform is immediate.’



In Conversation…
For this edition, we were lucky enough to have Kerrie 
Hoffman, Advisor at GAVS and Head of 'Focal Point 
Business Coaching' talk to us.  To put it in her words, 
“I am passionate about coaching others to reach 
beyond their potential in both business and life!  I 
believe the world is moving towards abundance, 
and away from scarcity, and people need to 
understand how to tap into it.” We bring you some 
great insights from Kerrie – when someone says 'failure is 
awesome', you immediately know the person has the 
gung-ho to take on all the mega-sized challenges life can 
throw at you! 

Kerrie's article 'A Bold Approach to Leadership in the 
Digital Age', talks about businesses needing to reinvent on 
a regular basis to stay relevant and competitive. 

Kerrie Hoffman is a Certified Business Coach, Digital 
Advisor and Speaker. She is currently the owner of 
FocalPoint Business Coaching, a Hoffman 
Advantage LLC Company.  

Kerrie specializes in business growth and digital 
transformation. She has experience in multiple Industries 
where she's worked a variety of roles including CIO, 
operations, supply chain and sales. She was previously 
with Aurora Health Care, Johnson & Johnson and 
Johnson Controls. She was CIO of a Business Unit at 
Johnson Controls.

Kerrie is a member of the Forbes Technology Council, the 
CIO Evanta Inner Circle, Advisory Boards for The Hackett 
Group and HMG, and a member of SIM.  Kerrie is also 
active in the community as a Board Member of Girl Scouts 
of Wisconsin Southeast and an active member of the 
United Way IT United Donor Network, a United Way 
Affinity Group and previous Board member for United 
Way of Greater Milwaukee and Waukesha Counties. 
Kerrie focuses on introducing clients to tools, techniques 
and the necessary framework to drive personal and 
business growth.

Kerrie is based out of Wisconsin in the US.

Tell us who has had a major impact on your 
leadership? Why do you think that way?  
The biggest impact on my leadership occurred long before 
I was in the workforce.  I am fortunate to have been in 
Girl Scouting from second grade through High School.  
People don't realize that Girl Scouts is all about building 
leadership skills from first grade through High School.  
Once a girl enters middle school and beyond, there are 
many multi-week travel opportunities that often focus on 
careers and business.  Over the last half of my childhood I 
explored many careers, was an exchange student in Chile 
and was member of the Program Committee on the Board 
of Girls Scouts of the USA in New Your City.
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Do you wish there is something you should have 
known about leadership when you first became a 
Leader?  
Mid-way through my roles managing people, I was 
certified in Coaching.  There is a distinct difference 
between managing, mentoring and coaching and I wish I 
knew this difference when I first started managing people.  
In a coach's role, the questions asked by the coach often 
get to the root cause of both high and low performance.  
When your coach realizes the root cause, they are actually 
solving for the right opportunity.

What makes you stay grounded?  
I stay grounded through both networking with peers at 
work and also activities outside of work such as spending 
time with family, meditation, reading, and art.

How have you coped with failure? 
Failure is awesome!  I treat feedback as a gift, in 
particular negative feedback.  Having someone provide 
candid constructive feedback brings awareness, which 
leads to small adjustments that can make a huge 
difference.  At the point of failure and just beyond is the 
time when we can grow the most – as long as you treat 
failure and feedback as a gift.

Can you share what you have learned from past 
failures?  
From past failures I have learned:

Where do you find your inspiration? Please elaborate 
Inspiration can come from many places.  I find inspiration 
when collaborating with others, reading great books, 
being amongst nature, and connecting to my inner self 
through meditation.

When faced with a few great opportunities, how do 
you decide which one to go with?  
I look for opportunities which can have a wide and 
significant impact.  Those that require significant change 
and transformation and are thought to be “impossible” 
are a key deciding factor for me.  I believe that nothing is 
impossible!

How do you decide who to mentor? 
I mentor people who are willing to make changes in 
themselves.  I love to watch those I mentor go far beyond 
where they perceived their potential to be.

To connect with people at a deeper level
How to interact with difficult people and still maintain 
my energy level
To recognize when to slow down and bring people 
along
That frameworks are an awesome way to explain 
difficult concepts
And I save the best for last - the glass ceiling is real 
and you don't have to do anything wrong to hit it.  It's 
thicker for women, and still exists for some men.  And 
I love coaching others what to do when they hit it and 
how to find ways to break through or move around it.
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A Bold Approach to 
Leadership in the 

Digital Age

To thrive in the Digital world, companies need to reinvent 
themselves on a regular basis. Reinvention in the Digital 
age requires 2 things: a belief that Digital transformation 
is within reach, and the ability to change points of view on 
what was previously known as fact. Neither of these are 
truly accomplished without strong leaders with a bold 
approach!

But first, what the heck is the Digital Age and Digital 
Transformation?  Let's get grounded in some history. The 
age just prior to the 18th century was the Agricultural Age.  
It was the period when mostly agrarian, rural societies 

[1]became industrial and urban  – hence the Term the 
Industrial Revolution beginning somewhere between the 
18th and 19th century.  The Industrial Revolution is often 
characterized by the development of the iron and textile 

[2]industries, the steam engine and the computer . Many 
believe we are in the midst of moving to the next age, we 
just don't know what to call it yet! I'm sure at the turn of 
the Agricultural Age people didn't instantly call it the 
Industrial Revolution. This new age has been called the 
Digital Age, the Cognitive Age and the Age of 
Accelerations. Some call it the 4th Industrial Revolution.  
Since the breadth and depth of the current technology 
landscape is changing entire systems of production, 

[3]management, and governance , I believe we are moving 
out of the Industrial Revolution. All debating aside – this 
time what we are in is characterized by a fusion of 
technologies that is blurring the lines between the 

[4]physical, digital, and biological spheres . Advancements 
in computer power will soon reach beyond Moores law as 
we start to see quantum computing become a reality. Still 
hard to get your head around?  Suffice it to say, the 
exponential changes in technology are creating an 
accelerated business pace that require companies to 
reinvent themselves regularly in order to remain relevant.   
Hence the need for a bold approach to leadership.

Bold Vision
One of the primary roles of a Leader is to set the vision for 
the future. To thrive in a digital world, that vision needs to 
be BOLD, very BOLD. At the same time, the vision must 
be believable. After all, everyone involved must believe 
that digital transformation is within reach. This requires 
the Leader to move beyond the typical role of setting the 
vision, to also being an Evangelist for the vision. An 
evangelist in the digital age keeps up with the latest 
technology (even if not in charge of IT or digital 
products), interacts with experts, and finds real examples 
of where at least components of their vision have been 
realized in the market. The role of the evangelist also 
involves, educating leadership, peers, staff and partners 
on the details, and convincing others to follow. 

Let's break down a bold approach to leadership into three 
components:

Kerrie Hoffman
FocalPoint Business Coaching

08

Having a Bold Vision for the future
Achieving an Exponential Pace
Delivering through Strong Execution



Sample Bold Vision
In closing, let's look at a sample Bold Vision. Not the 
inspirational one sentence type of vision, but a vision in 
the form of an outline of a digital transformation strategy 
meant to be executed in 18 months. A strategy that moves 
all business process changes and new business models to 
the cloud, runs all projects in an agile methodology, and 
delivers technology enablement at or faster than the speed 
of business:

Do you believe this vision is possible in 18 months 
in a large complex company? Hint – this is not a 
hypothetical vision. It's a vision from 2015, 
executed by the 3rd quarter of 2016 in a very 
large, complex business unit.

A bold approach to leadership in the Digital Age requires: 
a Bold Vision for the future, achieving an Exponential 
Pace, and delivering through Strong Execution.

References

A customer 'in' approach is key, with deep knowledge of 
the customer and what customer problems need to be 
solved. This is very different from a product and services 
'out to the customer' approach.

Exponential Pace
Thomas L. Friedman is well known for writing the book 
'The World is Flat'. Mr. Friedman also wrote the book 
'THANK YOU FOR BEING LATE – An optimist's Guide to 
Thriving in the Age of Accelerations'. In chapter two he 
introduces Astro Teller's Graph showing technology 
reaching an exponential pace and human adoption falling 
behind [5] .

The bold approach to leadership jumps right into the gap, 
providing ways to learn faster and govern smarter. To 
achieve an exponential pace without burning everyone 
out, it's essential to change points of view on things that 
were previously know as fact. For example, with a 
traditionally architected business system like many ERPs, 
end to end process standardization was essential to an 
efficient and cost-effective implementation and lifecycle. 
With modernly architected platforms using microservices, 
the steps in a process can be standardized with end to end 
process variability using standardized components. This is 
essential given the pace at which business models need to 
be adjusted and requirements change. Reaching an 
exponential pace also requires adoption of current 
technologies like artificial intelligence, augmented reality 
and blockchain to name a few. Implementation is not 
done individually, but rather through partners with solid 
Application Platform Ecosystems (APE) [6] . And yes, 
everything really can move to the cloud, which is an 
article in and of itself.

Strong Execution
Strong execution has always been a requirement for 
success. Strong execution in the digital age requires the 
adoption of process accelerators. For example, companies, 
regardless of how large, will never have all the talent they 
need to thrive in a digital world. The adoption of process 
accelerators such as Crowd Sourcing, Crowd Funding, and 
Open Source Platforms can fill the talent gap. It's also 
critical to make sure the company is working on the right 
products and services. Establishing process accelerators 
around Customer Centricity to move to a Customer 'in' 
approach are essential. Other process accelerators to 
adopt include: Micro-Tasking/Micro-Services, the 
Sharing Economy, Agile Methodology, and Business 
Accelerators (commonly used for start-ups and useful for 
innovation projects).

Customer Focused Transformation - flip to an 'outside 
in' approach, starting with the customer and resulting 
in transformed products and services
Commitment to Deliver

Deliver a modern business technology architecture

[1] "Industrial Revolution". History Channel
[2] Wikipedia 
https://en.wikipedia.org/wiki/Fourth_Industrial_Rev
olution 
[3] [4] Schwab, Klaus (January 11, 2016). The Fourth 
Industrial Revolution. World Economic Forum. ISBN 
1944835008.
[5] Book by Thomas L. Friedman 'THANK YOU FOR 
BEING LATE – An optimist's Guide to Thriving in the 
Age of Accelerations'
[6] Application Platform Ecosystems (APE) from the 
Book by Jedidiah Yueh 'DISRUPT OR DIE – What the 
World Needs to Learn from Silicon Valley to Survive 
the Digital Era'

Spend Less – through a digital architecture, 
execution excellence and exiting the past
Deliver More – through customer focused teams, 
best talent and digital data
Finish Faster – through speed to value, external 
partner collaboration, and agile delivery and 
operations
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Building Business 
Applications in the 

age of SaaS and 
Cloud

The advent and adaption of SaaS platforms by 
corporations is fundamentally altering the way of building 
business applications. Adoption of SaaS applications is 
growing at a pace six times the rate of on -premise 
enterprise applications. IDC estimates that currently, 
about 28% of applications will be SaaS based as against 
16.6% of applications being SaaS based in year 2013. 

Proliferation of usage of SaaS applications provides its 
own set of challenges and opportunities to the IT 
departments who still need to build custom on premise 
applications for their companies.

SaaS accelerates time to Value:
Adoption of SaaS doesn't entail significant CAPEX 
expenses. All you need is a subscription to the services 
and an Internet connection to start using it. In the past, 
building applications was a long drawn, complex process. 
Business used to sign upfront for a significant dollar 
spend and hope to realize the value at some point in time 
in future. Value realization using a SaaS platform is 
immediate. One can swipe a credit card and start using 
Salesforce for business in no time. It is that simple.

IT departments building on-premise applications should 
adapt to the need for accelerated time to value in their 
design and development process. They should not take the 
route of complex, lengthy and expensive way of coding 
applications and multiyear implementations. Companies 
developing on-premise applications should adopt 
modular architectures, resort to rapid prototyping, 
iterative development and use flexible reusable 
components. API architectures must be extensively used 
to enable this modularity and also opening them to access 
internal or external software components.

SaaS platforms enables and are built for usage:
When a user signs up to use a SaaS application, because of 
the modularity in the way they are built and the way they 
are priced, she signs up only for those features and 
functionalities that she would actually use. Salesforce, 
poster child for a successful SaaS application, provides 
multiple price points for varied level of usage.

Guru Bhoopala
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SaaS platforms are being adopted by business' 
directly as against previous practice of IT 
departments
Because of ease of use and adoption, most of the SaaS 
technology is being directly sold to the end users (SaaS 
CRM to sales teams, SaaS HR platforms to HR). This 
change in structure of spending IT dollars is also being 
reflected in new roles and org structures that are coming 
up. Chief Marketing Technology officer (CMTO)is one 
such role. Currently prevalent at consumer product 
companies, this CMTO sits at the nexus of CMO, outside 
software providers, CIO and marketing. He typically 
makes the technology decisions and has the budget and 
spending powers.

IT departments developing on premise applications 
should embrace this change whole-heartedly. They should 
provide a seat at the table to the business user at all stages 
of development, as against current typical black box 
approach. IT departments should adapt to business users' 
inputs and their veto decisions to make applications and 
IT department more business aligned.

SaaS is driving a paradigm shift in the way IT is produced 
and consumed by corporations. IT departments within 
corporations can stay relevant and thrive by adopting best 
principles of SaaS to their development and sustenance 
processes.

Contrast that with the custom business applications that 
are built by a corporation in house. Typically, during the 
requirements gathering phase, user gives all possible use 
cases of requirements to be built out into the application. 
Whereas in the reality a lot of features and functionalities 
remain unused and there is a significant usage gap. This 
also affects time to value and increases cost of 
development.

On-premise applications of the future should be designed 
to significantly reduce this usage gap. This requires very 
strong requirements management framework, which 
helps the business visualize usage of the application 
during the design stage and weed out the requirements 
that are superfluous and don't form part of significant 
usage.

SaaS enables multi-tenant architecture and easy 
customization
A SaaS platform is epitome of one -to -many architecture. 
At the same time enabling user to customize to enable his 
process and making the user feel that this is a one -to -one 
architecture. SaaS application therefore makes it 
redundant to maintain various versions of outdated code, 
saving time and dollars on maintenance and 
infrastructure. SaaS also enables that these user 
customizations are preserved during the upgrades with 
less risk and very low need for adoption.

Future on premise business applications should embrace 
this design principle. IT departments should move away 
from managing complexity to enabling simplification.
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Predictive Analytics 
- Current Use and 

Future Trends

Improving Efficiencies Through Use of Predictive 
Analytics
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. 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.

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.

Arup Gupta
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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.

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?

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.
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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.

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.



Customer 
Engagement 

Through Chatbots

So, you're working from home, and are unable to log into 
your organization's secure channel. What do you usually 
do? Raise a ticket with the service desk with the highest 
possible priority and hope that it's resolved quickly or 
head straight to office if the task can't wait. What if you 
could text someone who can help you, through WhatsApp 
or Facebook messenger. What if I say that you can reach 
out to that person any time of day or night, even during 
Christmas, and they will respond immediately when you 
do. They'll try and identify the problem and help you 
resolve it or let you know if the problem cannot be solved 
by you, informs an engineer on your behalf and gives you 
an ETA. Now, that would be cool, won't it? That's a help 
desk bot for you.

The right chatbots are as knowledgeable as humans in 
their area, but without the challenges that come with 
humans. At the age where the service is expected at the 
same standard every single time, organizations could find 
an easy but exciting solution in bots. With bots meeting 
the standard of service every time, organizations and their 
staff can concentrate on adding new services or adding 
new features to their existing services in line with the 
requirements of the clients, instead of trying to streamline 
service delivery.

Chatbots in ITSM will mean, more time for your service 
desk engineers to deal with complex problems that 
require human intercession. It'll mean less stress for your 
employees and they can scale themselves up to higher 
levels of support activities. ITSM chatbots mean effort and 
money saved, even while improving customer experience 
and satisfaction.

Bots can also help you to help your customers, should 
they face any issues with your products/services, or an 
engaging way to access your FAQ section. Today, more 
people are using messenger apps and social media than 
ever, therefore it's important for organizations to be part 
of them. It makes sense to establish customer touch 
points in mediums that the customers engage with the 
most with. I'd even go as far to say that it might be good 
idea to have a roadmap for use of AI in your 
organizations. 

Jayashree Sankara Subramanian

14



Well thought out use-cases will improve the chances of 
you developing a winner, instead of a whiner who annoys 
users with frequent notifications, or simply a non-
interesting bot. 

If you’re with a company that has a sizeable infrastructure 
system(s) in place, then consider ITSM chatbots for your 
own staff. If your company sells products or services, 
consider getting a chatbot embedded on your website, 
(especially, if you’re B2B), on popular messengers (if 
you’re B2C), and on social media (B2B and B2C).

With the emphasis customers place on ease of 
communication and availability of support. Why not 
extend them this courtesy right from the first 
communication, even before they become your 
customers?

For executives, who think a chatbot might be something 
their organization can benefit from, but are wary about 
the investments and the time, a chatbot could be a lot 
more affordable than you would’ve imagined, especially if 
they’re built on bot building platform. You might be able 
to develop a beta within a few months with just a couple 
of your own developers.

If your needs are unique and complex, or if you have a 
long-term vision for your bot, then developing one from 
scratch maybe a good option. You can also buy one off the 
rack and customize it or get one built just for you, you can 
hire a team online, or talk to your IT partner. So, 
developing a chatbot is not all that expensive, especially 
considering the potential benefits. 

Image Source:

You have an impressive portfolio of products and a well-
organized website to support and showcase them. When 
potential customers access your site, and are interested in 
your offerings. Would you prefer them to fill out the same 
old forms that’ve been used since the dawn of dynamic 
sites or would you have them chat with a witty bot, who 
can give them instant information, setting you apart from 
your competitors. The bot would also be a part of your 
brand, would portray your firm as futuristic and 
innovative, and rightly so. The world has never been more 
convinced about the substantiality of the role of Artificial 
Intelligence and machine learning in shaping the future. 
So, it is a great time to invest in them.

Also, don’t get intimidated by the idea of super-human, 
hyper-intelligent bot. Your bot doesn’t have to be all 
powerful. It doesn’t have to be an Alexa. It might even be 
dedicated to a single utility. Like say, a shop assistant bot 
on a website. Deciding what your bot will do or what 
problem it’ll address is key. Once you’ve done that, it’ll be 
easier to decide whether you should use an existing 
development platform or you’re better off taking help 
from a bunch of friends and starting from scratch. 

Choosing the right medium or publishing platform is also 
important, as this can have a substantial impact on how 
popular your bot can get and how well you can reach your 
target users. For example, if you want to develop an 
entertainment chatbot, targeted at teens, you could 
publish your bot on facebook’s messenger and use a dev 
platform like . For a more serious bot, say a ChatFuel
personal assistant, maybe you should use  and LUIS
microsoft’s  on Skype. Again, the principle bot framework
functionality of the bot and the problem it addresses will 
help you decide on the medium as well.
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Takeaways from the 
Gartner ITxpo at 

Goa

We were at the Gartner ITxpo (13 – 16 November), Goa, 
recently, and it was very interesting to hear the experts 
talk of ‘ContinuousNext’, Digital Twins, and Culture 
Hacking and Superior Customer Experience amongst a 
host of other topics. The discussions were about huge tech 
changes driven by AI, cloud, blockchain, quantum 
computing and so on, and its challenges with regards to 
security amongst the increasing complexity. 

Gartner VP, Chris Howard introduced the new term 
‘ContinousNext’ in his keynote, the term implies a 
continual movement towards newer paradigms; to keep 
the momentum and forge ahead for the next big thing 
which can be achieved by ‘shape, shift and share’, a 
framework that can work well in this era of digital 
transformation; the formula for business today that is 
continuously and rapidly changing. He urged companies 
to create a digital twin of their organization and hack the 
culture according to the changing needs, to adapt and 
grow. He said CIOs are at the heart of IT when 
Information and Technology are the core of business 
transformation. How succinctly put!

Gartner organized the ITxpo with their usual, impeccable 
arrangements and sessions. We were wondering what was 
coming when we were asked how many of us cycle – Mike 
Harris, VP, Head of Global Research spoke about the 
Pelaton – “In a road bicycle race, the peloton (from 
French, originally meaning 'platoon') is the main group 
or pack of riders. Riders in a group save energy by 
riding close (drafting or slipstreaming) near 
(particularly behind) other riders. The reduction in drag 
is dramatic; in the middle of a well-developed group 
drag can be reduced to as little as 5%-10%.[1] 
Exploitation of this potential energy saving leads to very 
complex cooperative and competitive interactions 
between riders and teams in race tactics.” – Wikipedia. 
This translates into collaboration amongst teams to result 
in constant push through as they shape, shift and share 
within respective roles. He spoke about AI and it's 
increasing role in business and emerging lifestyles. The 
key is to choose those AI specialists carefully as the 
human generated data fed into ML models should be free 
of human biases, the key is to eliminate unconscious bias.

When they spoke about the digital twin of an organization 
(DTO), it left me thinking, we truly are riding the crest of 
disruption. ContinuousNext can be enabled with a DTO 
which really is the replicated digital version of an 
organization’s processes, devices, physical assets and so 
on. The idea is to share best practices and reap its benefits 
across the organization. A DTO enables ContinuousNext 
from “the physical to virtual and back to physical”. 

Kristin Moyer, Research VP, spoke about Culture 
Hacking. She spoke about the need to hack culture in 
subtle but sure ways from the simplest of places to start.  
“By culture hacking,” Moyer said, “we don't mean finding 
a vulnerable point to break into a system.

Bindu Vijayan
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Hiring external product management help push through 
the existing 'walls' of an organization's mindset, which can 
be one of the best decisions for a business.

Ed Thompson, VP Distinguished Analyst spoke about 
Customer Experience – 'Superior Customer Experience — 
The Winner Takes It All'. "There was a time when having 
a second-best customer experience was not punished by 
customers, employees and investors. But in 2018, the 
organization with the best customer experience is being 
disproportionately rewarded and the winner takes it all 
and the loser has to fall".

Interestingly, he revealed that only 16% of companies 
achieved 'customer delight'. According to Thompson, 
companies that perform best have in common – Patience, 
Trust, ROI, Open to outside thinking, focus on customer 
emotions and not just the numbers, and culture (a 
common sense of purpose).

“They don't just delight”, said Thompson, what they do 
well is “focus on being frictionless”. It is about creating an 
effortless experience, and doing it consistently. Reliability 
and consistent experience are valued by customers, they 
are key to gain customer loyalty. He added “Companies 
are massively underestimating the value of just 
meeting customer expectations and 
overestimating the payback you get from 
delighting them.” He said a large proportion of 
innovation is in fact 'well-orchestrated imitation', and that 
essentially means that it pays to learn what competitors 
are doing well and follow them. Thompson here was 
referring to a conversation he had with an Insurance 
company which had risen to the top spot from the 5th 
position. The company introduced a policy to interview 
new employees who had come from competitors; the 
questions to them were – 'What do we do better than your 
previous employer?', 'What does your previous employer 
do better than us?', and, 'If there was one person with 
your previous employer who you would hire here, who 
would it be?', and those answers were used to improve 
their processes and hire new talent.

What interestingly came thru the various sessions 
over and over again was that the stakes are high, 
and it entirely rests on Leadership being that 
transformation agent to link strategies to improve 
technologies and the role of culture and the 
workforce.

It's about finding vulnerable points in your culture and 
turning them into real change that sticks.” Today, most 
organizations have so many meetings and Leaders and 
teams sometimes have them back to back that there are 
left with little time for their designated work.  Is that 
taking us to the ContinuousNext?  

Start with the meetings, Moyer suggested. In any meeting, 
the prime question that ought to get addressed (or asked) 
is if the meeting is advancing the company's digital 
strategy! Asking that one all important question puts the 
meeting in the right perspective immediately, and calls for 
changes of reducing the number of meetings if need be. 
Root interactions to break traditions that aren't obviously 
working. 

Similarly, Moyer suggested awarding points to people 
who make decisions, and if it was a bad decision, the 
person would lose a point. Simple but great ways to keep 
the culture alive and moving forward! She spoke about 
celebrating failure, making faster decisions - how about a 
putting a rule in place that decisions should be made 
within 48 hours, inviting hard questions - those questions 
the team usually ask amongst themselves after the 
meeting is over, run a culture hackathon and so on.

Another competency that empowers ContinuousNext is 
'Digital Product Management'. Mark Raskino, VP, 
Gartner, said that a digital product manager takes on the 
responsibility of delivering continuous innovation to 
provide customer-centric products.

17



Speedy Gonsales: 
Fast Companies 

That Move and Eat 
Other's Cheese

After having worked and led some progressive 
organizations, and now consulting for few, it becomes 
evident as to why few organizations succeed faster.

One area that is getting increasingly clear in today's 
digital age; and it is exciting to see. 

Legacy and slow-moving organizations are getting into 
history books, “there once lived….” And the new age, fast 
moving, risk taking organizations are almost growing at 
double and triple digit growth.

Look at a company like HubSpot, and I've no 
endorsement from them :-) Exceptional insights with 
data, youthful, and responds to market very, very fast. 
Almost every month, they are trying new things and 
getting sharper. 

They have possibly disrupted billions of dollars in 
traditional, ineffective marketing spend. 

Winning in a disruptive market:

Aninda Bose
Partner at DigiDrub
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Audacious thinking and then finding the 
balanced solution – while watching the soccer 
world cup, I was thinking, if Iceland's players were 
somehow nationalized as Indian citizens. India would 
have a soccer world cup team ready, like immediately. 
The 1.3 Billion country is trying, has been trying for a 
while but still is low in FIFA rankings.

Iceland on the other hand is a small nation, very low 
population, few areas where humans inhabit, depleted 
economy – India on the other hand can give them 
whatever they like, adulation of a billion, treat them 
like demi Gods etc. My friends initially smiled when 
they heard my thoughts, but then they also started 
thinking “what if it was possible”! 

Executing something like the above may not be 
possible from a country perspective, well very difficult 
– but organizations can do that. 

In a free market, talent and only talent wins and the 
way I define talent is – Attitude and Skills. Get them 
and empower them.

Between Attitude and good Skills - I will still prefer 
Attitude as Skills can always be taught.

Culture at Core and Preaching doesn't work – 
heard of the saying “enthusiasm is better than 
genius”? That's one of my favorite lines.

Having a team which has the hunger to do better and 
succeed every-day is an asset to have. If talent levels 
are same or similar, what differentiates is 
energy.



Creating a team backed by a leadership they can relate 
to, encouraged to think the way they like,  and who can 
take reasonable risks (and accept there are financial 
implications too) is a great way to drive change. 

It is the Next Practice and not the Best Practice you 
should really seek in my opinion.

Like, if you are a singer with an ambition, and 
your best practice is to emulate a great 
singer's song, most listeners for certain will 
prefer to listen to the original, right?

Departments who thrive on just ordering their 
workforce in today's day and age doesn't work well. If 
you have a team and you are happy they take your 
orders, you're maintaining status quo at the core. 
Disruption also means "challenging the status quo" - 
the Challenger mindset

I saw this recently at a progressive client's place, 
every person who sits in the digital marketing 
department considers him/her as a catalyst for 
the company's growth, empowered to take 
risks, and has full faith in leadership. Results 
are showing – branding, market making have 
improved in leaps.

Control Procedures and a Great Coach – the 
Captain or the deputy needs to be a matured 
individual. Been there, taken risks, seen failures and 
can balance it out, sort of a leader.

A Leader who speaks at the end, takes notes, can 
unlearn but can visualize outcomes with accepted 
probabilities is in my opinion, a great Leader.

The master strategist, who is always looking 
to learn, creates a culture of speed (the service 
oriented, highly responsive team), trust, 
discipline, vibrancy and considers ego as an 
unwanted luggage is today's millennial 
leader.

Conclusion:
The 'forever great' organizations have this mix - speed, 
mature youthfulness, and the culture to constantly 
experiment.
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Do Product or Do 
Service, You Got to 

Change Your 
Culture Into A Piece 

of Art!!!

I'm sure everyone remembers the infamous quote on 
“culture” by Peter Drucker, so for now, I choose to put a 
different light to it

When you look around, we find innumerable examples, 
real life case snippets on why culture is everything, yet, 
most organizations seem to be doing nothing about it. 
This article is my earnest attempt to explore the 
fundamental differences between the way a service or a 
product company operates

For starts, I've been inspired by the work some GenX 
companies like Freshworks, industry behemoths like 
Amazon, Apple & Google and disruptors like 
Tesla/SpaceX and consequently that might/might not 
have influenced my thought process here.

Let us get started;

Let us start with analyzing the Vision & Mission 
statements of some of these companies; 

Products: Tesla's goes something like this -  "to create the 
most compelling car company of the 21st century by 
driving the world's transition to electric vehicles". The 
world's transition to electric vehicles, most compelling car 
company etc., pretty much summarizes that, as a pure 
play product company they are here to solve a very 
specific problem which is sustainable transportation.

Services: Likewise let us look at Amazon's vision now 
where the emphasis is on prices, options, convenience & 
customer centricity. Interestingly, the statement still 
holds good considering the fact they are no longer an 
online book store, instead a thriving business 
conglomerate running diversified portfolios of businesses 
(products & services). When you look at the words 
carefully, it is evident that they are trying to solve 
problems too but have a generalist approach.

PS: I frankly do not think there exists a pure play services 
organization, so when I refer to Services organizations 
here, they are the ones who also do products (ancillary 
competence).

Harish Kumar
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Products Organizations

Exposure to a specific or
similar technology

Skill based – specialists /
domain experts

Clearly defined roles,
responsibilities

Better work life balance

Product Managers manage
Customer Interactions

Vision and IP driven work
culture

Services Organizations

Knowledge of diverse
technologies

Knowledge based -
generalist

Grey area where the lines
are often blurred

Sales/Pre-Sales manage
expectations

CSAT driven

Focusses on SLAs /
outcomes, so work life
balance can be a tad
skewed



Products Organizations

Products Organizations

Products Organizations

Uniform/homogenous
population

Creating new IP's/patents

Marketing & Channel driven

Growth through AMCs,
product & line extensions

Product Marketing &
Targeted Campaigns

Strong Revenue Per
Employee
Granular Segmentation of
Market

Investments in technologies
that provide great UX, join
 go to market with
complimenting product
vendors

All chosen technologies
must complement the
existing technology stack
(within the industry
ecosystem) for better
synergies.
Open Standards

Intrapreneurial spirit &
culture

Services Organizations

Services Organizations

Services Organizations

Diverse environment

Creating flexible /
innovative business models

Sales driven

Growth through services
contracts

Corporate Marketing &
Branding

Human Capital Intensive

High-level Target Group

Investments in technologies
that provide value added
services, services
automation or improve
customer experience

Here we are talking about
an ecosystem of partners /
suppliers that may be more
complex and distributed.
Co-create solutions
through stronger
technology alliances

Hierarchical

Monies:

Technology:

So how do you a build your culture as a Services 
organization? How do you define your Vision, Mission 
and Core Values, the trinity that governs all successful 
businesses? How do you create the next Apple, Amazon?

The Change Agent must be the CEO.  If we analyze things 
a little, we realize that there is a strong semblance 
between a leadership style (remember the 4 different 
styles?) & the way people behave in an org set up. So, the 
first step is for the leader to take complete onus of the 
program & pay undivided attention to – the way he/she 
speaks, what he/she speaks & when he/she speaks. 
His/her broad agenda can encompass;

Vision, Mission & Core Values
It is imperative for the leader to be able to answer, 
"What's the Dream?"

Vision, Mission & Core Values
Climate creation & Change advocates
Tough Love Discipline
Lush Synergies
Transformation

Design a HR hiring process around the core values
Implement it across the system
Design a short 2-3-month program for the Executive 
Management; I would like to call, “Switch” that will 
imbibe in them values that will also trickle down to the 
Middle Management, so on and so forth.

A vision statement is not something that occupies some 
space from the real estate of your corporate website; it 
should ideally be in the very DNA of the organization for a 
long time to come. It must be much more than just a  'a 
figment of your imagination' and 'with no specific 
timeline' as you are continually working towards it. Say 
for eg; To be the biggest ecommerce company in the 
world, He/she then must outline the Mission by clearly 
articulating "Why do we as an organization exist at all?" 
and to all stakeholders alike. eg; To ensure customer 
delight through great products & efficient last mile 
delivery.

Next comes the task of defining 3-4 "core values" which 
will serve as the premise on which you build ways to 
achieve what you have set out for (Mission). eg; 
Empowerment, Integrity, and so on.

Climate creation & Change advocates
The toughest & the most important piece is for the CEO to 
identify Change Advocates, (no more than 2 for an 
organization the size of say 500-1000 people) within, or 
hire people who share similar beliefs, have similar 
passion.

Tough Love Discipline
Measure change through meticulous planning & weed out 
people who don't fit the bill. It is never too late. Some of 
the parameters being;

Attitude, Focus, Initiative (attach a numerical value to the 
chosen attributes which is a subset of the core values). Net 
Behavioral Change can be calculated as the difference 
between old behavior & the desired behavior

Lush Synergies
Reinforce through strong HR connect programs & 
automate through Systems for continual success

Transformation
You will eventually get there!!! Culture building is a 
process!!!
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It All Starts With A 
Reason For Being - 

Aligning Purpose To 
Positive 

Experiences

The future of work has forever changed -innovation, 
technological disruption, data explosion, and these 
changes will impact us all. With the rise of AI, algorithmic 
power to condense work, and demographic transitions 
with millennials moving into critical roles, it is becoming 
increasingly important to strengthen the emotional 
connections people have to their work. 

While it's easy to think of employee experience as just 
another buzzword, it is the way of thinking about the ways 
we work and interact with one another; it is a set of 
perceptions, that people at work have about their 
countless experiences at work in response to their 
interactions with the organization. The employee 
experience is the sum of all interactions an employee has 
with their employer. A positive employee experience gets 
you out of your house on a rainy Monday morning to 
work. 

Have you been unexpectedly fuelled or energized in a 
meeting, for a specific work project or during an 
interaction with your team? Some of us may feel 
energized during a brainstorming session, another while 
mentoring someone. When we pay close attention to this 
energy throughout the day, it helps expand our self-
awareness. It is important to not get distracted by our to-
do lists, and routine tasks at work, that we lose sight of 
the big picture. When we continuously pay attention to 
this, and reflect on this, we discover that we can create 
these moments, these are moments of meaning and 
purpose at work.  

Purpose is what empowers people to do great things, both 
in life and at work. It's the meaning we attach to 
ourselves, to the things we do each day.
When each one of us, find the sense of purpose at work, it 
results in a higher calling. 
It requires balance, harmony, and ultimately alignment 
between one's personal life, work life at GAVS, and the 
role at work. When this alignment is present, we become 
part of something bigger at work.

Our industry is now moving away from measuring 
satisfaction at work and tapping into the deeper meaning 
at work. We feel energized, motivated and expanded when 
we have a sense of purpose at work. According to Yale 
School of Management researcher Amy Wrzesniewski, 
people who consider their work to be a calling — in other 
words, they felt their work had purpose — tend to be more 
satisfied than those who think of their work as “just” a job. 

On Sunday night as we contemplate the workweek ahead, 
if you believe that what you do with your time on the job 
makes sense, then you have found your purpose at work.

At GAVS, we are re-discovering each one's purpose 
through our initiative #SenseOfPurpose to strengthen 
the employee experience. Each of us have an opportunity 
to demonstrate the purpose in one's role. For 
#SenseOfPurpose to materialize, each of us are answering 
this one question – what motivates us, the “why”at work. 

 Padma Ravichandran
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We have the power to re-frame our work's purpose around 
something that is both meaningful and personal to us, and 
something that will give fresh joy and energy to our work. 
By defining the why, it makes the how much more 
acceptable.

When each of us have the mindset to define the “why” at 
work, it easier to make an impact, and together this state 
of mind will work for GAVS. The intrinsic motivation to 
contribute, and be open minded, helps define the purpose 
at work more clearly. Through #SenseOfPurpose, we are 
sharing our stories about purpose at work, and helps us 
find more meaning in what we do. #SenseOfPurpose is 
purely by the people of GAVS, and for the people.

Every employee experience is comprised of three 
environments: the physical environment, the cultural 
environment, and the technological environment. 

The physical environment is about the one that you can 
see, touch, and breathe. It’s the art that hangs on the walls, 
the no cubicle office plan, the demographics of the people 
we work with (old, young, diversity, etc), and any physical 
perks we might get, right from the catered meals in a 
bright cafeteria, to a meditation class, a yoga session, or a 
cool lounge area that teams can use to unwind a bit.

The next environment that is critical for employee 
experience is the cultural environment. It is the one that 
you feel; it's the “vibe” you get when you walk in the door 
and it's the mood and the tone that the workplace sets. It's 
the sense of purpose individuals and teams feel, the 
egalitarian structure, and the zero hierarchy.

It's not hard to see why technological environment plays a 
big part to every employee's experience. Using cutting 
edge and well-designed technologies will make it easy to 
communicate and collaborate with each other, and, 
drastically decrease the amount of time it takes to get a job 
done, and create an environment where teams are 
engaged, happy, and productive.

GAVS believes in being a “Company with a purpose”, and 
thus to enhance the cultural environment for creating 
positive employee experience, we have kindled 
#SenseOfPurpose at GAVS. By defining the “reason for 
being”
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We are encouraging GAVSians, to try pick one upcoming 
task on your calendar, and think of it as a task, then relook 
at it with more purpose, and make mental notes on each of 
these states. Your approach to your task changes when we 
think of a task as a job, versus looking at it with a purpose. 
The motivation changes, and the shift in excitement 
impacts the #SenseOfPurpose. It begins with asking them 
for a moment of purpose they experienced. That is the first 
step. Then over the coming weeks and the number of these 
purpose moments they experience maximizes. 

This is a process that behavioural scientists call “job 
crafting,” which involves taking ownership of your job to 
maximize purpose while still getting the core work done.

As much as each GAVSian finds a purpose at GAVS, GAVS 
also helps to connect each one of us to what we're doing 
together to create an impact, and how we're changing the 
organization, the community and the world. The greatest 
sense of purpose comes when both the organization and 
the employee create and nurture that purpose and that 
mindset daily.

In an employee journey, we are starting to introspect and 
provide feedback of each stage of 'employee life cycle'' at 
GAVS, from the time we are hired, and redesigning it with 
a sense of purpose, to create an employee experience 
journey, that over a period, it will start to make the 
experience more positive and purposeful.  

Watch this space to understand how we are creating an 
employee experience design loop to make 
#SenseOfPurpose by the people, and for the people, in the 
next edition.
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Never limit your vision based
on your current resources.

-Michael Hyatt

“
”
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