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As digital teammates enter

the workforce, they could

fundamentally alter

how IT services companies

work and make money
A HIGHLY SKILLED junior programmer lives inside your
computer’s terminal. It doesn’t just suggest text. It takes
on reasoning-heavy tasks and handles entire program-
ming chores from start to finish—fixing bugs, updat-
ing legacy files, and cleaning messy codebases. That’s
e Al agent Claude Code. Al agents from platforms like
Cognition Labs Devin act as fully autonomous, cloud-
hosted software engineers capable of running entire IT

projects independently. Tools like GitHub Copilot oper-

ate as seamless code-completion helpers, sitting next

<+

+ * to the user to instantly guess and write the next lines of
code, translate languages, or build tests. Closer home,
at Tech Mahindra, agents are being deployed in IT op-
erations to resolve alarms and incidents, and across the
software-development lifecycle for requirements such
as gathering, coding, and documentation. They are also
used in customer service where they can process spoken
or transcribed conversations and act on them,

For years, programmers used automation to speed up

mechanical parts of their jobs. Now, the next step inauto-

BY SHELLEY SINGH mation is here. Al agents are beginning to write code, re-
solve customer complaints, monitor networks, and pro-

cess transactions. The paradox is striking: human coders
ILLUSTRATIONS BY NILANJAN DAS/AI at IT services companies are working overtime to train

Al agents to match human capabilities—yet those very
agents are now competent enough to work alongside the
engineers who built and trained them!
Nikhil Malhotra, Chief AT and Innovation Officer,
Tech Mahindra, says, “Al agents now manage tasks
such as first-level I'T troubleshooting, software code
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generation, software testing, que-
ryresolution, invoice processing,
financial reconciliation, telecom
network monitoring

andsoon.”

This is quite an upgrade beyond
the Al chatbot capability of drafting
emails, checking spelling errors
or summarising documents. As
Albeginsto doalot more heavy
lifting, not surprisingly,an Al agent
is being seen as the latest member
to join the workforce. So, what
happens when the newest member
of the teamisn’t humanand India’s
$315-billion IT services sector faces
afundamental reset?

Theimmediate impactis a
likely contraction in margins of IT
services companies, per experts.
Bengaluru-based consultancy Un-
earthInsight’s prediction for FY30
says that top-tier IT services firms
(TCS, Infosys, HCLTech, Wipro)
will see a 2-3% margin deflation as
existing IT contracts integrate AT +
agentic platform adoption at scale
and pass Al productivity gains to
clients. Gaurav Vasu, CEO, Unear-
thinsight, says, “Weare already see-
ingthatin thelast 12 to 24 months.
Mid-tier or Tier-II companies (like
Coforge, Hexaware, Mphasis, etc.)
could see average margins drop
from 16-18% to 14-16% both on the
back of Al deployment at scale
plus Alinvestments.” Clients are
notallowing IT services firms to
retain margins and expecting the
productivity gains to be passed
back as discounts.

Some jobs, too, are shrinking.
But more on that later.

COMING OF AGE

Companies are beginning to see the
advent in different ways. Some call
Al agents ‘assistants’. Others de-
scribe them as digital teammates.
Increasingly, a third category is
emerging: the digital worker—not
quite software in the traditional

WILL Al MODELS CHANGE THE
CODE FOR IT SERVICES?

Al MODELS AND THEIR CAPABILITIES

Devin is like a cloud-hosted autonomous
software engineer. It can run IT projects. Fortune
500 companies are using Devin, among other
tasks, to modernise legacy code

Claude Code is being used for code generation and
automating tasks. It is like having a skilled junior
programmer living inside the computer’s terminal.

Instead of just suggesting lines of text, it works like
a real assistant that can handle programming chores
from start to finish. It can fix bugs, update old files,
and clean up messy files

A code-completion helper inside your editor. It can
translate code, complete sentences, write tests, etc.
Instead of doing chores like a separate assistant, it sits
next to a human agent and instantly guesses what the
human wants to write next

For modernsing legacy systems and cloud migration

NOTE THE LIST IS NOT EXHAUSTIVE

SOURCE BT RESEARCH

sense, but not an employee either.
Nitin Rakesh, CEO and Managing
Director of IT services company
Mphasis, says, “We view Al agents
as digital teammates that enhance
productivity, reduce cycle times,
improve knowledge discovery and
help companies accelerate change.”
Jaideep Vijay Dhok, Chief
Operating Officer—Technol-
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ogy, Persistent Systems, an IT
services company, sees three levels
of maturity in Al agents. Dhok
elaborates, “First is assistive. That
is, it just helps manage certain
basic things, like summarising

an email. Second, you getinto
automation.” That s, the Al agent
reads incoming emails and drafts
replies. Third, says Dhok, “is where
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OPPORTUNITIES

As digital teammates,

Al agents can enhance productivity

Assist in tasks

Automate tasks

Take intelligent decisions
Test software, generate code

Understand and upgrade legacy systems

it starts to get a little bit more
intelligent in terms of supporting
the decisions.” So, it could detect
an outage, say in a bankapp, send
alerts to cyber security teams,
identify the fault, and fix it.
Organisations already report
running an average of nearly 5
distinct Al-agent use cases at the
same time, says Stephanie Barnett,

TECH e Al ENGINEERS }—d

CHALLENGES

like banks, policy
makers decide
the limits to use
Risks of Al agents
turning rogue and
taking unintended
decisions

SOURCE MPHASIS, PERSISTENT SYSTEMS, TECH MAHINDRA

vice-president, pre-sales engineer-
ing, Okta, Asia-Pacific and Japan.
Afew of these are IT support, cus-
tomer service, coding and opera-
tional back-office work. “Al agents
are getting embedded across func-
tions rather than being confined to
asingle department,” says Barnett.
Okta is an identity-management
company, with over 10,000 global

Business Today | 25 October 2026

Unpredictable
Hallucination: can sound
confident, while giving
wrong answers

Lack of emotional
intelligence

Susceptible

to cyberattacks

customers, including Paramount,
LVMH and Qualcomm.

THE MULTIFACETED AGENT
Rakesh sees Al agents helping with
understanding legacy systems
(like old banking, healthcare
databases), extracting business
rules, discovering requirements,
analysing architecture, testing

4l

© Business Today

Page 4/7

www.business-today.com



National - Oct 25, 2026

Page No: 72 Type:

Page Name: n.a. Language:
Size: 538 sg. cm Circulation:
AVE: INR 3,296,536 Frequency:

Impact

warw impactmeasurament.co.in

Magazine
English
2,00,000
Fortnightly

News monitored for: Mphasis

72|

»—{ TECH * Al ENGINEERS

software, generating code, and
providing production support.
Legacy modernisation illustrates
the scale of the change. Work that
once required teams to manually
comb through millions of lines of
old computer code can be acceler-
ated by Al agents that inspect

the software, extract embedded
rules and map the way the appli-
cation works.

Notjust an assistant, there is
another half that Al agents are
lookingat. Thathalfisalso the
‘repetitive’ part of the workload.
For example, Dhok of Persis-
tent Systems points out thatin
afinancial-services operation,
Persistent has used agents to help
categorise work arriving through
emails and tickets and decide
how it should be routed, reducing
problems related to adherence
to service-level agreements by
about 80%.

Inhealthcare, the IT ser-
vices provider has worked with an
American kidney-care organisa-
tion where clinical, claimsand
patientinformation must be
pulled together to help manage
chronic patients and reduce hos-
pital readmissions. The attraction
of an agent is not simply that it can
perform faster but that it can po-
tentially connect several parts of a
process such as pulling out clinical
data, insurance claims dataand
patientdata from three different
silos. Earlier, this required people
to move information between sys-
tems. Now, Al agents do the job.

Alagents have also trans-
formed customer-support op-
erations. A traditional call centre
islabour intensive. Someone
answers the phone, checks qual-
ity, categorises calls, and writes
notes aftera conversation. There
isalso a supervisor to monitor the
agents. Teams make outbound
reminder calls and route problems
elsewhere. Al cannow insert itself

- o TATA
CONSULTANCY
SERVICES

HCLTech  wir

Al REVENUE (FY26)

NA NA

% OF FY26 REVENUE SPENT IN Al

NA NA

Al PLATFORM/OFFERING

$2.3 $620
BILLION MILLION
7-8% 4-5%
Al.Cloud Al Force2.0;
for Al services; engineering-
GenAl platforms; led Al;
Industry Al Embedded Al
(BFSI, retail, in ER&D

manufacturing);
180k+ Al skilled
workforce

at several points simultaneously.
Udit Agarwal, Vice President
and Head of Global Marketing,
Exotel, which builds and runs Al
agents used by contact centres and
enterprises, sees three emerging
roles for Al agents. Oneis the
autonomous front-line resolver,
which is capable of handling rou-
tine requests such as order status,
balance checks, delivery tracking,
know-your-customer procedures,
and appointment bookings. Second
sits next to the human executive as
areal-time copilot, producing tran-
scripts, suggesting answers and
summarising the call. Thirdisasa
qualityanalyst, reviewing conver-
sations and scoring performance.
“A human quality team may lis-
tenand review only 2-5% calls. An

Wipro Infosys
HOLMES; Topaz; 275k+
Lab45 GenAl; Al trained
225k+ GenAl workforce
trained

workforce

SOURCE UNEARTHINSIGHT, INDUSTRY

Al system can evaluate all of them.
After-call work is another target.
Notes and disposition tagging that
once consumed a few minutes after
every conversation can be pro-
duced while the callis under way,”
says Agarwal.

Similarly, outbound reminder
calls (say for a bill due), basic rout-
ing and recitation of tracking num-
bers or bank account information
can now be delegated to machines.

Al agents are taking the tasks
that make up jobs. Ahuman analyst
may remain an analyst but no
longer spend the morning gather-
ing data. A software developer may
remain a developer but write less
boilerplate code. A customer-
service employee may receive fewer
ordinary calls buta higher propor-
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tion involving angry customers,
unusual circumstances or judg-
ment calls.

Davit Baghdasaryan, Co-
founder and Chief Executive of
Krisp, avoice Al major, says “Al
agents are taking on work that
isrepeatable, rules-based and
increasingly work that requires
multiple steps.” And the unit of
work being delegated to agents is
expanding. An engineering agent
may start by suggesting code.
Then it writes the code, testsit,
debugs it and submits it for review.
As the unit of work gets bigger, the
human moves one level upward—
from executor to director.

HR & HUMAN-AI
RELATIONSHIP

The human takes over the com-
plexinteraction, as the machine
begins feeding information to
her. For instance ina bank, Al can
collate transaction data, gener-
ate areport while the human

sees what new products can be
launched based on the report.
This may become one of the
defining human-Al relationships
in the office: not replacement
but escalation. Machines take the
predictable path. Humans tread
the unpredictable one.

So,if Al does the boring stuff,
the worker needs more empathy
and judgement, not merely the
ability to follow a script. IfAI
writes elementary code, com-
panies may need fewer people
whose principal value is produc-
ing elementary code—but more
engineers capable of evaluating
architecture and identifying bad
machine-generated solutions.

Padmashree Shagrithaya, Ex-
ecutive Vice President and Head of
Insights & Data, India, Capgemini,
says, “Al agents are rapidly evolv-
ing from task automators into
autonomous collaborators. As
enterprises adopt agentic systems

Al agents now
manage tasks such
as first-level IT
troubleshooting,
software code
generation, software
testing, query
resolution, telecom
network monitoring,
andsoon

CHIEF Al &
INNOVATION OFFICER,
TECH MAHINDRA

at scale, we are moving from
‘code-centric’ development to
‘specification-centric’ develop-
ment.” Engineers increasingly need
to tell agents precisely what busi-
ness objective theyare supposed to
achieve, what constraints apply and
how success should be measured.
Humans, therefore, move to-
wards thinking about new systems,
architecture, problem solving,
validation and innovation, while
agents provide speed and scale. If
the machine writes the basic code,
prepares the first analysis, and
handles the easiest tasks, organisa-
tion structure will also change.
Baghdasaryan says, “AI will
make organisations leaner and
flatter. The long-term outcome is
likely smaller teams, broader spans

Business Today | 25 October 2026

There are three
levels of maturity
in Al agents. Firstis
assistive. Second, you
getinto automation.
Thirdis where it starts
to get a little bit more
intelligent in terms
of supporting the
decisions made

CHIEF OPERATING
OFFICER—TECHNOLOGY, 73
PERSISTENT SYSTEMS I

of responsibility and fewer layers
between the people setting direc-
tions and Al agents executing it.”

CHALLENGES AHEAD
The main anxiety around Al
agents remains job losses. Take, for
example, mid-tier IT services com-
pany Coforge, which has collapsed
its existing 13-layer architecture to
just four bands. Earlier if it meant
that employees went through
learning cycles of applications de-
velopment, software architecture,
engineering and so on, it is now AI
focused with Al-led engineering,
data engineering, and cloud com-
bined with domain knowledge.

In service providers like Mpha-
sis, junior level engineering roles,
typically referred toas Loand L1
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(for example, help desk support en-
gineers) have become ‘humanless’.
The L2layer (advanced technical
support) is assisted by agents.
Take employee payroll. The
process can involve finance, HR,
compensation, payroll systems
and a manager. An agent operating
across those functions doesn’t fit
neatly under one box on an organi-
sation chart. It follows the work.
That changes the organisation
model, with fewer layers of man-
agement. Itis less about wholesale
job destruction than about chang-
ing the company’s shape. Agar-
wal of Exotel believes “the shape
changes more than the size”.
Global majors, including
Oracle, PayPal, Amazon, Adidas,
Meta and others, have together
trimmed 12,000-15,000 roles in
India this year, as part of world-
wide cuts, exceeding 100,000
jobs. Oracle explicitly stated in
regulatory filings that adoption
and deployment of Al technolo-
gies across its operations have
resulted in workforce reductions.
According to global layoffs
tracker layoffs.fyi, around 122,000
were handed pink slipsin 2025 and
so far in 2026, close t0 130,000
employees have been asked to go.
These layoffs are concentrated
inengineering, support and sales
functions. India’s IT hubs—Ben-
galuru, Hyderabad, Pune and
Chennai—have borne the brunt.
Another challenge that could
arise isrogue Al agents, which pose
severe risks, primarily through
unauthorised access, operational
disruption, and reputational dam-
age. As these agents often possess
autonomous execution capabili-
ties, a flawed or compromised Al
can execute unintended code,
delete critical cloud infrastruc-
ture, or leak sensitive data. In
July 2026, hundreds of OpenAl
evaluation agents broke out of their
sandbox and hacked into open-

source Al company Hugging Face’s
production systems, harvesting
credentials and secrets. Another
recent incident of arogue Al agent
was in June 2026, when an OpenAl
agent breached an Australian gov-
ernment website while searching
for encryptionkeys. These events
highlight the growing risks of au-
tONOMOUS agents.
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SPOT THE Al DIFFERENCE
When everyone has Al agents,
where is the differentiator and

the competitive advantage? Dhok
compares it toabank. “Abank
operates in a highly regulated
environment. Banks can’t offer a
different interest rate or products.

Difference comes from experience.

Experience comes from the oper-
ating model.”

Al foundation models are
becoming broadly available.
Baghdasaryan of Krisp says, “If
youradvantage is ‘we have AT’, you
actually have no advantage. A tool
stops being an edge if everyone

has it. Much like everyone has
mobile, cloud, CRM.” The dif-
ference, he explains, will come
from three things: First, data

and context. Companies may use
similar underlying Al models, but
what those agents know about
their customers, products, history,
and processes will be different.
Second, reliability. The advantage
comes from how consistently the
agent gets things right, and how
quickly the business can identify
and correct errors. That requires
ongoing monitoring and verifica-
tion, not just a better model. Third,
knowing when to use ahuman. As
AT handles more routine work, the
interactions that reach people will
increasingly be the complex, sensi-
tive, or high-stakes ones. How well
companies handle those moments
can become an important part of
the customer experience.

Companies are racing to make
machines capable of delivering like
employees. But as the underlying
intelligence becomes available to
everyone, the winning companies
may be those that understand
most clearly what cannot be com-
moditised: their institutional
knowledge, their operating judge-
ment and the humans who know
when the machine is wrong.

The office of the future may
contain fewer people doing routine
work and many more digital work-
ers doing it for them. Managers
may Supervise outcomes rather
than activity. HR may design
careers around human-machine
teams. Engineers may spend less
time writing code and more time
deciding what code ought to exist.
The Al agent, in other words, may
change the organisation without
ever appearing on its organisation
chart. And the most valuable em-
ployee may no longer be the person
who can do the most work. It may
be the person who knows what
work to delegate to the Al agent. BT
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