iIFEEL PSDM

INSTITUTE FOR FUTURE EDUCATION
ENTREPRENEURSHIP AND LEADERSHIP Lonavala, Pune

ASE STUDIES

— Academic Year 2025-26 ——

A Collection of Contemporary Management Case Studies
for Post Graduate Diploma in Management (PGDM)

Developed by Faculty of iFEEL

For Classroom Discussion and Internal Academic Use



IFEEL

INSTITUTE FOR FUTLIREE EOWUCATICORN
ENTREFREMNELIR=HIF AHO LEADERSHIF

Institute for Future Education,
Entrepreneurship & Leadership

CASE STUDIES
Academic Year 2025-26

A Collection of Contemporary Management Case Studies
for Post Graduate Diploma in Management (PGDM)

Developed by Faculty of iFEEL

© iFEEL 2025-26. All rights reserved.



Publication Details & Disclaimer

Title: Case Studies — Academic Year 2025-26

Institution: iFEEL (Institute for Future Education, Entrepreneurship &
Leadership)

Programme: Post Graduate Diploma in Management (PGDM)

Edition: AY 2025-26

Developed by: Faculty of iFEEL

Copyright © iFEEL 2025-26. All rights reserved.

Disclaimer

These case studies are prepared solely for classroom discussion and academic
learning. They are not intended to serve as endorsements, sources of primary data,
or illustrations of effective or ineffective management. Company names, data,
and situations are drawn from publicly available information, published research,
and secondary sources. Where appropriate, names and figures may be illustrative.
Students and faculty are advised to treat the material as a basis for analysis and
debate, not as definitive factual records. iIFEEL and the authors accept no liability

for decisions taken on the basis of these cases.

Reproduction of this booklet, in whole or in part, for commercial purposes is prohibited without prior
written permission from iFEEL. Internal academic use within the institute is permitted.



Table of Contents

Page
Sr. No Title
No.

. Al-driven Content Strategies of Netflix for Competitive Advantage in .
Indian Consumer Markets

) Use of Al-based Investment Applications: A Case Study of Indian Stock 6
Market Investors

3 Role of Al in Changing the Quick Commerce Industry in India: A Case 1
Study of Blinkit

4 Al Experience of Meta: A Case Study on Excellence in Operations and 16
Performance

. Al driven Supply Chain Resilience During Demand Volatility in Indian E 91
Commerce Firms Like Amazon

6 Talent Retention Challenges in Knowledge-Intensive IT Firms: Empirical 20
Evidence from Infosys

. Employer Branding and Workforce Engagement in Competitive FMCG 35
Markets: A Study of Hindustan Unilever

o Strategic Workforce Planning and Employee Empowerment in IT Services: 0
A Case Study of HCL Technologies

9 Consulting Talent Development and Knowledge Capital Formation in 50
Professional Service Firms: Accenture India

10 Organizational Resilience and Crisis Management in the Hospitality 59
Industry: A Study of Indian Hotels Company

1 Strategic Growth and Infrastructure Financing in Indian Airports sector: 65
GMR group case

1 Electric Vehicle adoption and sustainable manufacturing investment -
strategy: Bajaj Auto Experience

13 Digital Ecosystem Development and Financial Inclusion through FinTech 78
Platforms: PhonePe India Study
Strategic Expansion and Financial Sustainability in the Indian Life

14 Insurance Sector: LIC experience 83




15

Changing Role of SEBI in Investor’s education in the era of Financial

Frauds and Al based Trading: A case study in Retail Investor’s context

88




Preamble

At iFEEL, the teaching—learning philosophy goes beyond conventional classroom instruction
by emphasizing the application of conceptual knowledge to real-world business situations.
Case studies therefore form an integral component of the teaching pedagogy, enabling students
to connect theoretical concepts with contemporary organizational challenges and develop

analytical, critical-thinking, decision-making, and problem-solving capabilities.

The cases developed at iIFEEL draw upon contemporary organizations, industries, business
challenges, and emerging managerial practices, exposing students to situations involving
strategic choices, competing priorities, ethical considerations, technological disruption, and
organizational change. Through case-based learning, students actively engage in analysing
business situations, identifying core issues, evaluating alternatives, applying relevant
management concepts and frameworks, and developing evidence-based solutions. Classroom
discussions, group analysis, presentations, debates, and faculty-led reflections further
strengthen the learning experience. The cases cover diverse contemporary themes including
talent management and retention, employer branding, workforce engagement, digital
transformation, artificial intelligence, digital learning, knowledge management, innovation,
leadership development, and human—AlI collaboration. These themes help students understand
how management concepts are applied in real organizational contexts and how business
decisions are influenced by technological, economic, social, ethical, and competitive

considerations.

Each case is designed to stimulate inquiry rather than provide predetermined answers. Core
issues and research questions guide students towards structured investigation while
encouraging independent perspectives and alternative solutions. This approach develops their
ability to interpret business information, question assumptions, collaborate, communicate
recommendations, and justify managerial decisions. The case methodology reinforces iFEEL's
emphasis on experiential and application-oriented management education by creating a bridge
between theory and practice, classroom learning and industry realities, and knowledge
acquisition and managerial action. It also contributes to developing the attributes expected of
future managers and entrepreneurs, including analytical thinking, ethical judgment, creativity,

collaboration, communication, adaptability, digital acumen, and lifelong learning.



Al-driven Content Strategies of Netflix for Competitive
Advantage in Indian Consumer Markets

Prof. Tharageswari Soundarapandian Associate Professor and Mr. Tarkeshwar Lallan Sharma
Associate Professor

Introduction:

The rise of over-the-top (OTT) streaming services in the global media and entertainment
industry has ushered in a new era, with Netflix leading the pack through its effective use of
artificial intelligence (Al). In the Indian market, which is both vast and diverse in terms of
language, culture, and socio-economic backgrounds, Netflix's Al-driven content strategies play
a crucial role in enhancing its competitive advantage. They include recommendation
algorithms, personalised content, data-driven content creation, and localised content, which all
help to increase user engagement, retention, and market share (Vicente & Burnay, 2024). This
case study critically analyses the role of Al technologies in enabling and enhancing Netflix's
competitive advantage in the Indian consumer market.

User Data

Al Algorithms

Personalisation

Figure 1: Al Strategy Framework (overall system)

Data lies at the core of Netflix’s business model. Traditional media companies target their
content to viewers based on broad audience categorisation; Netflix targets content based on Al
technologies that go beyond the broad categorisation of the viewer, and instead mine data at
the individual user level, including viewing history, pause points, search keywords and user
interactions (Sharma et al., 2024). The data are then used to build personalised
recommendations for the user using machine learning algorithms such as collaborative
filtering, content-based filtering, and hybrid systems (Bhoye et al., 2025). Research indicates
that recommendation systems are also part of Netflix's business, as they have contributed to
reducing search costs and enhancing the relevance of suggested content, thereby boosting the
satisfaction and engagement of users (Mondal & Panda, 2025). This customisation is essential
for the Indian market, where consumers are burdened with a huge amount of content.

The recommendation system is a key component of Netflix's Al strategy, and it significantly
influences the viewing experience of its customers. The Netflix Recommender System (NRS)



will not only try to predict the preferences of the user but also try to influence the user by
carefully picking up what the user will watch. Pajkovic (2021) argues that a fundamental
difference of the “streaming wars” lies in the recommendations given to users, which influence
the interactions with the content library. Netflix's knack for highly personalized
recommendations contributes to a superior user experience and boosts retention rates,
especially in the Indian market, where users demand a wide array of content, languages, and
cultural narratives. Additionally, Al-powered recommendation algorithms have been shown to
have a strong impact on subscription continuance intentions of OTT platforms, highlighting
their critical role (Vicente & Burnay, 2024).

Another key component of Netflix's competitive edge is its ability to personalise its service.
Apart from recommendations, Netflix is also using Al to create personalised user interfaces,
thumbnails, and promotions to enhance the user experience (Meghana et al., 2025). This creates
a unique viewing experience, making every user feel as though they are using a personalized
version of Netflix. This type of personalization is especially important in India, given the
diverse preferences of users across different regions. The suggestions a Tamil Nadu viewer
may get may be directed more towards Tamil movies, while the suggestions a viewer from
Maharashtra may receive may be more towards Hindi or Marathi movies. This makes it easier
for visitors to relate to the platform and helps to build engagement.

Netflix's use of Al to produce content also enhances its competitive edge. Netflix can use data
mining to uncover trends and predict popularity of new shows by analysing watch patterns and
preferences. This makes the production of content less risky. Netflix is not just basing their
decisions on the intuition of their creative team but also on predictive analytics, which help
them make genre and plot choices, as well as casting and timing the release of films (Mondal
& Panda, 2025). Research has demonstrated that data analytics at Netflix is used to understand
viewer preferences, fine-tune content quality and enhance viewer engagement. The approach
has helped Netflix to launch hit original programmes and films that connect with Indian
audiences, further boosting its presence in India.

Localization i1s a key element in the Indian market. India has a high level of cultural and
linguistic diversity, and several regional film industries (such as Bollywood, Tollywood and
Kollywood). Netflix uses Al audience analysis to inform the regional content strategy. This
will enable Netflix to determine markets that are not being served and target interests with
specialized content to those markets. It is not just a means of distinguishing Netflix from its
competitors, it is also a way to gain market share for Netflix. According to Elanjimattom
(2023), Netflix leverages Al to analyse user behaviour and tailor content suggestions and
marketing initiatives in India.
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Figure 2: India Localization Strategy Map

Netflix is also leveraging Al to assist them with content discovery. With all the content
available to view, it can be quite overwhelming. This issue is addressed by Al solutions with
personalised rows and rankings of different content, making content discovery easier. Search
integration with recommendation systems also enhances the content discovery process with
real-time and context-specific recommendations. Lamkhede and Das (2019) emphasized the
need for incorporating recommendation systems within the search functionality for services
which serve streaming content, in order to improve content discovery. These suggestions are
particularly valuable in a mobile-centric market such as India, where consumers might be
looking for quick and easy access to content.

Al is also being leveraged by Netflix in their operations and video streaming. The Al algorithms
optimize video encoding and streaming quality based on network conditions. This is
particularly crucial in India, given the diverse internet speeds across the country. By delivering
a consistent viewing experience even with poor connectivity, Netflix improves viewer
experience and reaches out to semi-urban and rural regions. Furthermore, the use of Al-
powered A/B testing enables Netflix to optimise its website or app design, recommendation
algorithms and marketing campaigns (Vicente & Burnay, 2024).

Al also plays a significant role in generating business. Netflix leverages data analytics to create
targeted marketing campaigns, such as customised trailers, notifications and email
recommendations. These are personalised to the user's preferences, making them more
effective and cost-efficient (Sharma et al., 2024). In India, where digital marketing has a strong
impact on consumer decision-making, this gives Netflix an edge.

Theoretically, Netflix's Al-based initiatives can be examined through the lens of the Resource-
Based View (RBV) model. Netflix's algorithms, data and analytics capabilities are valuable,
rare, inimitable, and non-substitutable (VRIN) resources. This allows Netflix to establish a
competitive advantage that is hard to match. Moreover, the use of Al in various areas - content
development, personalisation, marketing and supply chain management - showcases a
comprehensive approach to digital transformation.

The use of Al by Netflix, however, is not without its pitfalls. One of the issues is that some
content may be favored over others, due to algorithmic bias. Khoo (2022) discusses how
diversity and inclusion (D&I) efforts and Netflix's recommendation algorithm intersect and
how algorithmic recommendation and content diversity interact. In India, it's crucial to have
balanced representation of diverse cultural narratives. There are also concerns that a user may



end up only viewing content of their own tastes, thus limiting their viewership to less diverse
material, known as a “filter bubble.”

Another concern with Al strategies is data privacy. Netflix collects and analyzes a lot of data
about its subscribers' viewings for making recommendations. This allows for personalization
but also brings up data security and privacy issues. In the Indian market, where data privacy
laws are still developing, businesses need to prioritise personalisation while upholding
responsible data handling (Sahoo & Dutta, 2024).

In addition, there is competition in the Indian OTT market. Across the board, Amazon Prime
Video, Disney+ Hotstar, and local streaming platforms are all in the running for Netflix. The
players are also adapting to Al-enabled technologies, reducing the distinction of Netflix's
offering. Netflix has an edge with its initial efforts into Al and its continuous research and
development work (Elanjimattom, 2023). Homogenisation is another limitation on using Al in
content strategies. Al systems and algorithms often reinforce past success patterns, which could
result in formulaic content. This can impede creativity and make it difficult to form new
storylines. In order to address this challenge, Netflix must leverage data analytics and innovate
(Khoo, 2022).

In India, another important dimension to competitiveness is the price. While Al-powered
personalisation and relevance enhance content delivery and user engagement, the cost is a
significant consideration in India. To overcome the price sensitivity, Netflix has introduced
mobile plans and tiered pricing. Al analysis of consumer preferences guides Netflix in pricing
strategies to meet market demands (Sahoo & Dutta, 2024). The impact of Al on consumer
behaviour extends beyond suggestions. Netflix can predict what users may watch in the future
and recommend it to users, which consequently affects their behaviour. Sahoo and Dutta (2024)
call attention to the importance of predictive analysis in comprehending Indian users'
preferences and identifying trends in the OTT market. This enables Netflix to forecast market
trends and outcompete its rivals.

Al also delivers a boost to Netflix's scalability. Al technologies can be customised to different
markets, enabling Netflix to expand its impact across the world. However, some level of
customization is needed in the Indian market. This is why it's essential for Netflix to integrate
global Al technologies into its local content strategies (Vicente & Burnay, 2024). Moving
forward, Al-driven content strategies in India will focus on the application of emerging
technologies, such as deep learning, natural language processing, and generative Al. These can
be used to further customize, create and engage consumers. This can involve Al-generated
content summary, voice-controlled recommendations, and interactive content storytelling.
Finally, Netflix's ability to build a competitive advantage in the Indian consumer market is
owing to its intelligent content strategy approach, backed by Al. Netflix has created a more
engaging and user-friendly service with sophisticated recommendation algorithms, hyper-
personalisation, data-driven content creation, and regional content. All these Al-backed
features enhance user experience and optimize processes, while also reducing risks. Although
there are some possible challenges like bias, privacy concerns and competition, Netflix's
continuous focus on Al innovation will ensure it remains a leader in the OTT landscape. As
India's media consumption shifts to digital, Al strategies will be pivotal in the entertainment
sector in the future.

The core issues in the case are:

The core angle of this scenario is the use of Artificial Intelligence (AI) by Netflix to gain a
competitive advantage in India's OTT market. The case illustrates the benefits of customer
engagement and retention that can be achieved through Al-powered recommendation systems,
tailored content delivery, and data analysis. In addition, it highlights the localization strategy
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of Netflix and how Al plays a role in comprehending the varying preferences in India.
Meanwhile, the case highlights some serious questions about algorithmic bias, data privacy,
growing competition from other OTT providers, and the potential for content homogenisation
from too much reliance on algorithms. Overall, it attempts to answer the question of the
sustainability of Netflix's leadership in a very competitive and culturally diverse market of
streaming services in India with the help of Artificial Intelligence.

Case Questions:

1. How does Netflix leverage Al-driven recommendation systems to gain competitive
advantage in India?

2. Examine how localisation and personalised content strategies helped Netflix to become
successful in India.

3. What are the major ethical and operational issues with Netflix leveraging Al
technologies?

4. How to combine data-driven decisions with creativity and innovation in the production
of content at Netflix?
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Use of Al-based Investment Applications: A Case Study of Indian
Stock Market Investors

Prof. Balkrishna Namdeo Salunkhe Assistant Professor, Prof. Vinod Sharma Professor of Practice and Prof. CA
Ankit Bajaj Assistant Professor

Introduction:

During the past decade, there has been a major transformation in the Indian stock market, with
the advent of technology, regulatory reforms and participation of retail investors. Artificial
Intelligence (AI) based investment apps are one of the significant factors behind this
transformation. Al investment apps are changing the way investments are made by using
advanced analytics, personalised recommendations and automated trading systems. This case
study examines the uptake, usage, advantages, disadvantages and future prospects of using Al
investment apps among Indian equity investors. The adoption of Al-based investment apps in
India is associated with digital finance (Gomber, Koch, & Siering, 2017). The growth in demat
accounts in India suggests that a large number of people from various socio-economic strata
are getting engaged in share trading. This has created a need for support with investment
decision-making and Al-based investment apps have been developed to help overcome the
information gap between retail and experienced investors. Al investment apps utilise data
processing techniques such as predictive modelling, big data analytics, machine learning, and
natural language processing (Gupta & George, 2016).

Market Data
AT Algorithms
Data Analysis

Investment Recommendation
Investor Decision

Figure 1: Working of AI Investment Apps

Al-based investment apps can process information such as historical market data, company
financial reports, macroeconomic indicators, global market movements and even news
sentiment. Instead of human judgement and manual processes, as is the case with traditional
investment strategies, Al-based investment apps offer data-driven investment guidance to
minimise biases and improve prediction accuracy (Fama, 1970). This new technology is
especially handy in such markets as in India where information asymmetry and volatility may
present a challenge to retail investors. Stock selection is one of the key uses of Al in investment.
Al can scan through thousands of stocks listed in multiple stock exchanges and recognize
trends and opportunities that a human eye may not notice. For example, Al can help narrow
down stocks based on valuations, earnings growth, price movements and other technical
indicators. This can reduce the time and effort required to do research and make investing more
accessible to the non-professional (Lo, 2017).

A significant application of Al is in portfolio management. Al systems can monitor an investor's
portfolio and assess risk in order to make recommendations on how to optimise returns. They
can use algorithms to reallocate investments based on market conditions, risk and investment
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goals. They can also have automatic rebalancing features to return the portfolio to a desired
allocation. This feature is particularly useful for people who may not have the resources or time
to manage their investments. (Barberis & Thaler, 2003) Personalisation is another advantage
of Al investment apps. Traditional investment advice services tend to use a one-size-fits-all
approach but Al can deliver hyper-personalisation. Al investment advisors can take into
account investment experience, investment goals, income and risk profile to deliver tailored
investment advice. For instance, a young investor with a high-risk tolerance may be advised to
invest in growth stocks, while an older investor may be advised to invest in income funds. This
type of personalisation enhances customer loyalty and the likelihood of achieving financial
objectives.

Figure 2: Al Portfolio Management Cycle

The other factor that has led to the boom in popularity of Al-based investment apps is the
transformed appearance of investors. Millennial and Gen Z investors are trading in the financial
markets through the digital generation. They desire mobile applications that offer real time
information, user-friendly interfaces and prompt response times. Al-driven applications meet
these needs by providing live stock market information, voice search and chatbots to guide in
financial guidance. The popularity of Al-based apps is attributed to their ease of use. Retail
investors are not the only ones, however, applying Al tools to support their investment
strategies. Al 1s assisting hedge funds, asset managers and brokers to analyse the markets,
create trading indicators and optimise portfolios. The capacity of Al to handle large amounts
of data and make insights in a time-sensitive way assists investors to remain ahead of the time
in the dynamic market. This has led to the increasing use of Al in both retail and institutional
investments in India (Brynjolfsson & McAfee, 2017).

Despite numerous benefits of using Al in investments, there are risks. The quality of Al
recommendations is one of such risks. Although Al algorithms are aimed at capturing the
information and extracting the patterns, they are not flawless. The market environment is
quickly shifting because of the unexpected events like geopolitical tensions, economic crisis or
changes in regulations. The algorithms of Al rely on past information to make predictions that
are not likely to be an accurate representation of what the future will bring, thus risking
investors. Al models can be thought of as a black box, or users do not necessarily understand
their mechanism of action. This may cause investors to hesitate in utilizing Al-based solutions,
especially when they have concerns with the way their investment decisions are being made.
This can be solved through certain platforms having explainable Al approaches that justify
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their suggestions. Regulatory considerations are another crucial factor in the implementation
of Al-based investment platforms in India. The securities and exchange board of India (SEBI)
has put in place regulation to protect investors and to maintain stability in the market.
Investment advice platforms powered by Al must adhere to these regulations, including
registration and disclosure requirements. Innovation and regulation are key elements that
should be balanced among the players in the fintech arena. Privacy and security risks of Al-
powered investment apps are also present. The applications can gather financial information -
such as investment portfolio and personal and transaction history. It's important the data is
protected against cyber threats and other privacy violations. Cyber security breaches can
undermine investor trust and the uptake of Al-powered investment apps.

Challenges

Regulatory
Challenges

Figure 3: Challenges of AI Investment Apps

Investor sentiments and trust are essential for Al-powered investment apps. While investors
see the efficiency and convenience of Al-powered solutions, others question their
trustworthiness. Experienced investors may seek to rely on Al insights for their investment
decisions. The use of Al-based investment apps has revolutionised the Indian stock market.
They have democratised the stock market by lowering the entry barriers and allowing retail
investors to invest. They have also improved market efficiency by speeding up the
dissemination of information and decreasing information asymmetry.

Investors using the insights derived from Al are making markets more information-driven,
which could lead to more efficient markets. Al technologies have also contributed to the growth
of algorithmic trading in India. Algorithmic trading involves the use of algorithms to make
trades. Al enhances algorithmic trading by enabling algorithms to learn from the market.
Algorithmic trading is also increasingly being used by retail investors, as easy-to-access
platforms become available, meaning Al is increasingly playing a role in the stock market. Al
is also critical to considering sentiment in trading. Al can be used to track news reports, tweets
and other sources of information for sentiment. This allows investors to gauge the likely effects
of news and sentiment on stock prices. This will help investors see the impact of news and



public opinion on stock prices - for example, negative sentiment can lead to falling prices,
whereas positive news can lead to rising prices (Fama, 1970).

The future of Al investment apps in India has a bright future and there are many factors that
will come into play. Advancements in data analysis and machine learning methods will improve
Al capabilities. Generative Al will be used to build more sophisticated financial assistants. And
the use of cloud computing and blockchain can enhance the scalability, security and
transparency of investing platforms. One recent innovation is Al robo-advisors. Robo-advisors
provide investment and portfolio management services using technology with minimal human
intervention. They use algorithms to construct and manage portfolios to meet the client's goals.
Robo-advisors may provide more people with access to low-cost investment management.
Given the rise of Al tools, investors need to be aware of their application. Fintech companies
are offering educational resources, guides and simulations to their clients. Investors also need
to be aware of the limitations of Al to avoid techno-addiction. Integration of Al with other new
technologies will also result in financial innovation. For example, Al combined with
blockchain technology can enhance secure transactions; its use with Internet of Things (IoT)
devices on the other hand can provide real-time economic data. This can result in a more
connected and efficient financial system. (Heaton, J. B., Polson, N. G., & Witte, J. H. (2017))

Nevertheless, the use of Al-powered investment apps may have some ethical implications.
Some of the aspects that should be considered to achieve responsible Al include bias, fairness
and accountability. With the aid of diverse data sources to train Al models, we will be able to
eliminate bias and realize fairness. All in all, Al investment applications are revolutionizing the
Indian stock market, making it more accessible, efficient and effective. They are designed using
the best technologies to deliver data-driven insights, automation of portfolio management and
tailored investment strategies. These applications possess a number of advantages, however,
there are various issues of trust, transparency, regulation and security that must be overcome
in order to allow these applications to succeed. As demonstrated in the case study, Al is not
coming to displace human intelligence but can complement the conventional methods of
investing. With the advancement of technology, Al-based investment applications will become
significant in the future of Indian investments (Bogle, 2017).

Core Issues in this Case:

The main crux of the case is the increasing popularity of the investment apps that rely on
Artificial Intelligence (Al) in the Indian stock market and their effect on retail investors. They
offer automated investment suggestions, portfolio management, stock analysis, and customized
financial guidance via technology that includes machine learning, predictive analytics, and big
data. Al investment apps enhance investor accessibility, efficiency, and decision-making but
also have challenges such as inaccurate forecasts, transparency issues, cybersecurity, privacy
concerns, regulatory concerns, and investor trust. The case emphasizes the ethical, investor
protection, and human dimensions issues involved in using technology as a tool in financial
decision making.

Key Questions:
1. How do Al-based investment applications help retail investors in the Indian stock

market?

2. What are the major risks and challenges associated with Al-powered investment
platforms?

3. Why are investor trust and transparency important for the success of Al investment
apps?

4. How can regulatory authorities and fintech companies ensure responsible and secure
use of Al in investments?
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Role of Al in Changing the Quick Commerce Industry in India: A Case

Study of Blinkit
Dr. Sagar Bhadange Professor & Dr. Gaurav Petkar Assistant Professor

Introduction:

The blistering development of the digital business in India has given birth to the new paradigm
of retail, which is called quick commerce (q-commerce), and is aimed at the delivery of goods
to customers in minutes, not days. This has been greatly facilitated by the development of
artificial intelligence (Al), data analytics and real-time logistics systems. (Soni et al., 2019))
One of the market leaders in this field, Blinkit has become a force to reckon with, disrupting
the consumer expectations and business models. This case study discusses how Al has been an
essential aspect in reinventing the quick commerce sector in India with particular emphasis on
the business model, technological architecture, operational approaches, and the overall effect
of the same on the retail ecosystem of Blinkit.

The development of the idea of quick commerce was the solution to the deficiencies of the
traditional e-commerce that, though efficient in the planned shopping, did not meet the urgency
needs of the daily necessities like groceries, medicines, and household products. In India, the
need to have an instant delivery grew at a high rate in the urban regions because of evolving
lifestyles, penetration of smartphones and the need to have convenience.(Mourya & Murugan,
2025) Consequently, the rapid commerce sector grew to more than 6 billion in FY2024, as
compared to around $0.5 billion in FY2022, and is projected to keep growing exponentially.
The consumer demand has contributed to this growth, but also technological advances,
especially Al, which has allowed businesses such as Blinkit to handle complex logistics and
provide goods within 10-20 minutes. (Gupta & Jha, 2025).

Blinkit (previously known as Grofers, 2013 and reorganized as Grofers in 2021) shifted its
format from an online grocery store that is traditionally online, to a quick commerce platform
that prioritizes speed and efficiency. This change necessitated a radical change in its operation
model, as it was no longer centralized with a warehouse or a set of warehouses but a network
of decentralized micro-warehouses called dark stores. Such dark stores are placed in highly
demanded cities, which enables the company to cut the delivery time to a minimum. But it
would not be possible to control such a distributed network effectively without Al-driven
systems capable of forecasting demand, optimizing inventory, and scheduling deliveries on-
the-fly (Tiwari et al., 2025).

Demand forecasting is one of the most important uses of Al in the operation of Blinkit. In quick
commerce, proper demand forecasting is critical as inventory should be located near consumers
avoiding over- or under-stocking. Blinkit relies on machine learning algorithms to construct
forecasts of demand at a hyper-local scale using historical data, seasonal factors, weather, and
local consumption patterns. (Bhattacharya & Kumar, 2025). This will help the company to
ensure that the right products are at the right place at the right time. Through predictive
analytics, Blinkit can decrease wastage, decrease stockouts, and increase customer satisfaction,
hence leading to increased operational efficiency.

Inventory management is another important use of Al implemented by Blinkit. With a fast trade
system, optimum inventory is essential since the products should be in place to be easily
shipped off. The Al systems track the stock levels in more than one dark store and can
automatically generate replenishment processes when the stock level is low. In these systems,
products with high demand are also given priority and inventory is dynamically distributed in
accordance with real time data. This strategy will also make sure that Blinkit is able to retain
the high fill rate that is important in customer retention in an extremely competitive market.
(Bhattacharya, 2025).
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Another area that Al has changed the operations of Blinkit is in logistics optimization.
Shipment of goods in a few minutes necessitates accurate coordination among warehouses,
delivery staff and consumers. Al-based routing strategies enable optimization of delivery routes
in terms of traffic conditions, distance, and density of orders. These algorithms will allow
Blinkit to reduce the delivery time and make the best use of the delivery fleet. Moreover, Al
will be able to automatically distribute delivery tasks to the closest delivery partner, which will
also decrease delays and enhance the reliability of services. (Bhattacharya & Kumar, 2025).
Blinkit utilizes Al not only in its operations in the back end but also in the customer front-end.
The company uses the Al-based recommendation systems to personalize the shopping
experience to the users. These systems recommend suitable products by examining the
behavior of users, their purchasing history and browsing behaviors, which further heightens
the chances of making more purchases. This does not only increase customer satisfaction, but
also increases the average order value which contributes to revenue increase of the company.
Additionally, AT also helps to optimize pricing policies by examining market trends, competitor
pricing, and demand variations to allow Blinkit to provide competitive prices and remain
profitable. (Banerjee & Upadhyay, 2025).

Order Placed

Nearest Dark Store

Delivery Partner Assigned

Al Route Optimization

(traffic + distance)

Fast Delivery to Customer

Figure 1: Logistics Optimization

The implementation of Al into the process of Blinkit has also been significant in enhancing the
unit economics, which has been a significant challenge to the quick commerce industry. First,
most of the fast trade firms had a problem with high operation cost and low profitability because
of the cost of rapid delivery and deep discounting. Blinkit has however been able to overcome
these challenges by using Al to streamline its supply chain and minimize inefficiencies (Gupta
& Jha, 2025). This has seen the company record better margins and profitability meaning that
it is moving to a more sustainable business model.

The other notable feature of Al in fast business is that it improves customer experience. Blinkit
relies on Al to offer real-time the order tracking, correct delivery time estimations, and user
interfaces. The latter adds to a frictionless shopping experience, which is critical in customer
retention in a tremendously competitive market. (Soni et al., 2019). Furthermore, Al-based
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chatbots and customer support help the company to respond to customer inquiries more
quickly, cutting down the response time and enhancing quality of service.

The effect of Al on the development of Blinkit can be observed in terms of the scope of its
operation and its performance in the market. The platform handles more than one million orders
each day and has one of the biggest quick commerce logistics in India. The automation and
efficiency of Al-driven systems would make this scale impossible. Moreover, Blinkit has
emerged as one of the main sources of growth of its parent company, and it brings a lot of
revenue to it in general and market growth in particular. This shows the strategic value of Al
in helping the company to grow in a short time and remain efficient in its operations. (N, 2025).
The other areas where Al has helped Blinkit to be innovative are the supply chain management
and the last-mile delivery. As an illustration, Al applications in route optimization and
scheduling of delivery have cut down on the delivery time and the cost of operation. Also, Al-
based analytics offers a reflection of customer behavior and market trends, which will allow
the company to make decisions based on data. The innovations have not only enhanced
performance of Blinkit but have also established new standards in the quick commerce market
in India.

Although there are a number of benefits to the application of Al in quick commerce, there are
also a number of challenges. The initial investment in the development and implementation of
Al systems is one of the main issues. Establishing a strong Al infrastructure is expensive in
terms of technology, data gathering, and human resource acquisition. Also, the use of Al poses
a risk to data privacy and security, as organizations need to work with significant amounts of
sensitive information about customers. Adherence to regulations of data protection is thus an
important issue to companies such as Blinkit.

eSystem
errors

Data

privacy

Figure 2: AI Challenges

The other issue related to Al in fast business is the risk of algorithmic bias and malfunction. Al
systems are based on the data to make the decision, and any misrepresentation or biases in the
data may cause suboptimal results. Incorrect demand predictions can cause stockouts or
oversupply of goods, which will impact customer satisfaction and profitability, as an example.
Hence, it is important to constantly monitor and improve Al models to make them accurate and
reliable. The competitive environment of the quick commerce business in India further
demonstrates the significance of AI. Swiggy Instamart and Zepto are other companies that are
using Al to optimize their operations and compete with Blinkit. This has resulted in an
innovation-based environment in which firms are always investing in new technology to
achieve a competitive advantage. Consequently, Al has emerged as a key differentiator in the

13



sector, affecting the aspects of the speed of delivery, product availability, or customer
experience.

The extent of influence of Al-driven quick commerce is not limited to individual businesses
but to the whole retail ecosystem. Quick commerce platforms are becoming more competitive
to traditional retail businesses, being more convenient and delivering faster. This has raised the
question of the sustainability of small retailers and possibility of market consolidation. As an
example, the industry associations have expressed the issue of predatory pricing by quick
commerce firms, which may affect the normal distribution channels of the traditional business.
Simultaneously, fast business has led to new jobs, especially in the field of logistics and
delivery, which is one of the aspects of economic growth.

Al is also contributing to solving the sustainability issues in fast commerce. As an illustration,
Al-based optimization of delivery routes will minimize fuel use and carbon emissions.
Moreover, businesses are considering Al-based applications to reduce the amount of waste in
packaging and enhance the use of resources. The initiatives are necessary to make the quick
commerce industry more sustainable in the long-term perspective as it is under growing
criticism concerning its environmental effects.

In the future, Al in fast business will become even more significant. The industry can be
revolutionized with the rise of new technologies like autonomous delivery systems, drone-
based logistics, and advanced robotics. Al will remain a key element in facilitating such
innovations, increasing efficiency, and improving customer experience. In the case of Blinkit,
it will be essential to keep investing in Al and technology to ensure that the company stays on
the top of the market.

To sum up, the example of Blinkit shows how Al has radically changed the quick commerce
sector in India. Demand forecasting and inventory management, as well as optimization of
logistics and personalization of customers, are only some of the ways Al enabled Blinkit to
create a very efficient and scalable business model. The success of the company proves that Al
is vital to the issues of fast business, such as speed, efficiency, and profitability. Simultaneously,
consumer behavior has been transformed by the ubiquitous use of Al in the industry, which has
increased competition and generated opportunities and challenges to the retail ecosystem. With
the industry still developing, AI will be one of the central forces that influence the industry and
make changes that will shape the future of the retail sector in India.

Core Issues in the Case:

The crux of the case lies in the impact of Artificial Intelligence (AI) on the quick commerce
sector in India, focusing on operational efficiency, speedy delivery, and customer experience,
particularly within the context of Blinkit. The company relies significantly on Al for demand
forecasting, inventory management, route optimization, and personalized recommendations,
ensuring deliveries within minutes. Yet, these benefits come with significant hurdles for
Blinkit, including steep implementation costs, data privacy and security issues, algorithmic
inaccuracies, and fierce competition from other players like Zepto and Swiggy Instamart. The
case illustrates the challenge of balancing technological innovation, profitability, sustainability
and customer satisfaction in the dynamic quick commerce landscape.

Questions of the Case
1. How has artificial intelligence helped Blinkit improve its quick commerce operations?
2. What role does Al play in demand forecasting and inventory management at Blinkit?
3. What are the major challenges faced by Blinkit in implementing Al-driven systems?
4. How is Al changing competition and customer expectations in the Indian quick
commerce industry?
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Al Experience of Meta: A Case Study on Excellence in Operations
and Performance

Mpr. Tarkeshwar Lallan Sharma Associate Professor, Dr.Shyamkant Vasantrao Shrigiriwar Associate Professor

Introduction

Artificial Intelligence (AI) has emerged as a disruptive technology in contemporary
organizations that has transformed operations, decision-making, and performance outcomes in
the industries. (Russell & Norvig, 2021; Davenport & Ronanki, 2018). Meta Platforms Inc.
(previously Facebook) is one of the world technology companies that have become an
exemplary case of how Al can be incorporated extensively into the large-scale operations of
the company to attain best-performance. The ecosystem of Meta, comprising Facebook,
Instagram, and Whatsapp, benefits billions of users worldwide, necessitating extremely
advanced systems of operation that can process huge amounts of data, make real-time
decisions, and constantly optimize. The vast investment in Al technologies allowed the
company to make major gains in the efficiencies of operations, scalability, and business
performance.

The Al journey that Meta takes has not been confined to product innovation, but instead goes
far into the infrastructure, logistics, content delivery, optimization of ads and system reliability.
Through the use of machine learning, deep learning and advanced data analytics, Meta has
transformed its operational backbone to a highly automated and intelligent system. (Shalev-
Shwartz & Ben-David, 2014). This case study examines the use of Al to drive excellence in
operations and performance at Meta, in terms of infrastructure, automation, decision-making,
and business results.

Meta Al evolvement

The use of AI at Meta has been changing throughout the last ten years, where early
implementations of Al usage were primitive machine learning applications, which are currently
replaced by large-scale Al First, Al was mainly applied to content recommendation and
targeted advertising. (Davenport & Ronanki, 2018). Nevertheless, as the amount of user data
and the complexity of the platform expanded, Meta increased its Al capabilities to predictive
analytics, natural language processing, computer vision, and large language models. The
creation of Al frameworks and tools including PyTorch by the company indicates its interest
in promoting the field of Al research and its effectiveness in operations. As time has passed,
Meta has applied Al to almost all its areas of activity, both on the back-end infrastructure and
on the front-end user experience. This change corresponds to the general literature, which
indicates that the use of Al will positively impact the performance of operations by increasing
efficiency, minimizing costs, and making more efficient decisions (Cannas et al., 2024). The
development of Al is also marked by an increased trend of automation and scalability at Meta.
With the improved sophistication of the Al systems, they started to substitute manual processes
thus making them faster and more accurate (Brynjolfsson & McAfee, 2017). This change has
played a key role in controlling the complexity of the international operations of Meta.

Al in Infra and Ops.

Infrastructure management is one of the most vital fields where Meta has used Al. As an
international organization, Meta maintains large data centres, networks, and computers. The Al
is the main part in optimization of these resources, which will make them highly performing
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and reliable. The Al infrastructure of Meta is designed to support the large-scale training of
models, and systems can now process data volumes that have increased to petabytes in a few
years (previously gigabytes). The company has created enhanced network architectures to
enable distributed Al workloads on a variety of data centres (Dangwal et al., 2025). These
systems allow efficient movement, storage and processing of data which is vital in ensuring
performance at scale.

Also, Meta has deployed Al-based solutions to maximize the positioning and caching of data
in its worldwide backbone network. The method enables the company to handle growing data
requirements and still have low latency and high reliability. The backbone network links with
many data centers and points of presence, and allows real-time communication and data
processing. The use of Al can also help in the reliability of hardware. To enhance system
resilience and performance, the advanced detection systems created by Meta to detect and
mitigate hardware failures have enhanced system resilience. Such systems apply machine
learning algorithms to identify anomalies and avert possible problems before they affect
operations. (Arnold et al., 2020).

On the whole, Al-based infrastructure management has helped Meta to generate very high
operational efficiency, scalability and reliability.

Al Infrastructure
{Model Training)

Data Centers &
Distributed

Metworks

Al Caching & Hardware Failure
Data Routing Detection (ML-
Optimization based)

High Efficiency
Reliability &
Scalability

Figure 1: Al in Infra and Ops.
Al-Driven Operations and Automation.
One of the main aspects of the Al strategy of Meta is automation. Meta has also greatly

simplified operations and has made processes much more efficient by automating the daily
operations and activities. Al systems are deployed to monitor, analyze, and optimize different

17



areas of operations, including server performance, and network traffic. One such instance is
the use of Al agents by Meta to automate performance optimization in its infrastructure. These
Al agents scan through the performance of the system and recognize inefficiencies and take
corrective measures without human intervention. This will aim at minimizing operation
overhead and enable engineers to concentrate on more strategic activities.

The application of Al in automation is in line with the studies on AI operations, which
highlighted the significance of automation of Al lifecycle to enhance performance and decrease
human effort (Arnold et al., 2020). The implementation of Meta shows how automation can be
used to make operations more efficient and provide the ability to improve regularly. Moreover,
Meta has Al-based workload scheduling and resource allocation systems to maximize
workload distribution. Such systems employ sophisticated algorithms to distribute loads among
computing resources to ensure that they are fully utilized and create a limited number of
bottlenecks. Complex workloads can be handled by hierarchical scheduling systems, which
enable Meta to cope with them. With automation, Meta has realized a high level of efficiency
in its operations, which have helped to save costs and improved the performance of the systems.
(Cannas et al., 2024)

Al in Decision-Making and Analytics

Al has revolutionized the decision-making within Meta, as it has made possible data-driven
insights and predictive analytics. Al helps the company to process large volumes of data,
recognize patterns, and make decisions in real-time. (Schemmer et al., 2022). Content
recommendation is one of the main uses of Al in the decision-making process. The algorithms
of Meta examine the user’s behavior and provide customized content, which enhances user
engagement and satisfaction. This is a critical ability in terms of retaining users and business
results.

Another application of Al in advertising is optimization, where machine learning algorithms
utilize user data to provide targeted ads. This will enhance the success of advertising campaigns
and will yield a lot of revenue to the company. In addition, Al can be used to track the
performance of systems and conduct evaluation at Meta, which facilitates continuous
improvement. Al-based analytics can give insights on system behavior, enabling engineers to
determine opportunities to optimize and apply effective solutions. It has been shown that Al-
enhanced decision-making can enhance organizational performance due to the timely and
accurate feedback (Schemmer et al., 2022). The application of Al in decision-making by Meta
is an excellent illustration of this principle since it shows how insights derived by data can
positively impact the performance of operations.

Optimization and Efficiency in Performance

The performance optimization and efficiency have considerably improved with the use of Al
by Meta. Through machine learning algorithms, the company will be able to detect areas of
inefficiencies and put in place remedies to improve system performance. Some of the tasks
covered by Al-driven performance optimization are load balancing, resource allocation, and
monitoring of the system. Such processes make sure that resources are utilized in a very
efficient manner and that the systems are functioning at optimum levels. The performance
optimization by Al used by Meta has also helped the company to scale its operations. With the
growth in the demand of Al services, the company will be able to grow its infrastructure and
capabilities without the need to compromise on performance.
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Recent news underscores the interest of Meta in leveraging on Al to enhance efficiency and
operational cost reduction. The company has also adopted Al which automates performance
optimization, which allows the company to operate at a faster and more efficient rate.
Moreover, the investment by Meta in Al infrastructure has helped enhance the performance of
the business, such as more users and higher revenue. Artificial intelligence content suggestions
and optimization of advertising have contributed greatly to improving customer experience and
increasing revenue.

Business Performance Impact

Introduction of Al in the activities of Meta has significantly influenced the performance of the
business. The systems developed by Al have enhanced user engagement, better advertising
performance, and efficiency of operations. Recent announcements show that Al-based content
recommendations have enabled Meta to grow its user engagement substantially. As an
illustration, the merger of Al has resulted in more time spent on platforms and increased rates
of engagement. The Al has also enhanced the performance of advertisement by achieving more
precise targeting and customization. This has achieved an increase in conversion rates and
revenue to the company. Moreover, operational efficiency based on Al has lowered the costs
and enhanced profitability. Meta has saved a lot of money through automation and better
utilization of the resources, which has led to better performance. Nonetheless, the high cost of
Al infrastructure resulted in the company driving its operations, thus a balance between
innovation and cost management is needed.

Challenges and Limitations

Although successful, Meta has a number of challenges related to the implementation of Al at
scale. The high cost of Al infrastructure, which involves the use of data centers and computing
resources, as well as energy usage is one of the main challenges. (Brynjolfsson & McAfee,
2017). The other difficulty is that it is difficult to handle large-scale Al systems. With the
progress of the Al models, they demand high-quality infrastructure and knowledge to ensure
their performance and reliability. Ethical issues and privacy of data are also a big challenge.
Meta should make sure that its Al systems are in line with the regulations and safeguard user
data. Moreover, the speed of Al development needs constant innovation and change. In order
to remain competitive and preserve its leadership in Al, Meta will have to invest in research
and development.

Al Challenges at
Meta

Complex Al Constant

Privacy & Ethical .
System concerns Innovation
Management Required

High Cost &
Energy

Figure 2: Challenges and Limitations of AI at Meta
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Future Outlook

The further automation, scalability, and innovation are the future of Al at Meta. The company
is planning to build more sophisticated Al systems that will be able to work independently and
streamline the work in real time. Meta is also investing in new Al infrastructure, such as the
large-scale data centers and state-of-the-art computing systems. The investments will allow the
company to sustain increasingly sophisticated Al applications and allow it to stay competitive.
In addition, Meta is working on implementing Al in new directions, including virtual reality,
augmented reality, and the metaverse. Such applications can revolutionize the user experiences
and generate new business opportunities. (Brynjolfsson & McAfee, 2017). With Al further
developing, it is likely that Meta will be on the forefront of defining the future of technology
and operations management.

Conclusion and Core Issues:

The experience of Al proves that advanced technologies can change the functioning and
performance on a global scale, which is the case with Meta. Through the implementation of Al
in its infrastructure, the automation of its processes, decision-making and optimization of its
performance, Meta has reached great efficiency, scalability and business results. (Cannas et al.,
2024). The success of the company speaks of the significance of investing in Al and using it to
improve operational capacities. It however also highlights the issues with scale in
implementing Al such as high costs, complexity, and ethical issues. (Russell & Norvig, 2021).
On the whole, the Al experience of Meta offers a great deal of information on how companies
can use Al to obtain excellence in their operations and performance that can serve as an
example to other companies that want to use Al to gain a competitive edge.

Key Questions:
1. How has Meta used Al to improve infrastructure management and operational
efficiency?
What role does Al play in automation and decision-making at Meta?
How do Al-driven systems help Meta optimize performance and scalability?
What impact has Al had on Meta’s business performance and user engagement?
What are the major challenges and limitations faced by Meta in implementing Al at
scale?
6. How might Meta use Al technologies in the future to support innovation and the
metaverse?

nbkwn
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Al driven Supply Chain Resilience During Demand Volatility in
Indian E Commerce Firms Like Amazon

Dr. Shyamkant Vasantrao Shrigiriwar Associate Professor, Prof. Tharageswari Soundarapandian Associate
Professor

Introduction

The swift growth of e-commerce in India has essentially changed supply chain structures,
turning them more intricate, information-based and very sensitive to consumer needs. The
environment in which firms like Amazon India operate is marked by the volatility of demand
which is seasonal (e.g., festive sales), flashy (e.g., discounts), unpredictable (e.g., consumer
behaviour) and external (e.g., pandemics, geopolitical instability) shocks. Traditional supply
chain models based on historical forecasting and inertial planning have not been sufficient in
such a dynamic environment. Consequently, Artificial Intelligence (AI) has become an
essential facilitator of supply chain resilience enabling companies to foresee, respond, and
recuperate disruptions efficiently. Supply chain resilience can be defined as the capacity of a
system to withstand shocks, to adapt to changes, and to recover fast without interruption of
operations. The fragmented logistics infrastructure, varied consumer locations, and high
consumer uncertainty in demand patterns all make resilience significant in the context of Indian
e-commerce. Al-based technologies, such as machine learning and predictive analytics, and
reinforcement learning, have empowered companies such as Amazon to turn their supply
chains into intelligent and adaptive networks that are able to manage volatility.

Elasticity of Demand in Indian E-Commerce.

The volatility of demand in Indian e-commerce is much greater compared to the traditional
retail because of various structural and behavioral aspects. To start with, the large-scale sale
events (Diwali sales and Prime Day) result in spikes in demand. Second, the growth of internet
and mobile access has brought about new consumer segments whose buying behavior is less
predictable. Third, the availability of a range of competing platforms (e.g., Flipkart, Meesho)
puts additional pressure on the price competition, which results in the frequent occurrence of
promotional campaigns that confuse demand indicators.

The studies have shown that e-commerce supply chains have a high level of variability in order,
short-delivery window, high rates of returns, and fragmented last-mile logistics. These
contribute to the increased difficulties in demand forecasting and ensuring the optimal level of
inventory. Moreover, the logistics networks in India tend to experience bottlenecks in
infrastructure, including traffic congestion and rural accessibility, which worsens supply chain
planning.

The demand volatility has a ripple effect on the supply chain, which is normally referred to as
the bullwhip effect, whereby a small change in consumer demand will result in a magnification
of changes in upstream orders. This leads to overstocking, stockouts, high operation costs and
customer dissatisfaction. Thus, demand volatility management is not only a forecasting issue
but also a strategic problem that needs to be solved by real-time data processing and decision-
making which Al can be instrumental in.
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Demand Volatility in Indian E-Commerce
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Figure 1: Demand Volatility in Indian E-Commerce Supply Chain
The idea of Al-driven Supply Chain Resilience.

Al-based supply chain resilience entails the incorporation of intelligent systems within the
supply chain operations to increase the visibility, foresee disruption, and respond in an adaptive
manner. In contrast to the traditional systems, Al-based supply chains make use of large
datasets, real-time analytics, and automated decision-making to enhance agility and
responsiveness.

Recent studies suggest that Al helps companies to become more resilient in supply chains by
increasing the accuracy of the forecast, maximizing resources allocation, and allowing them to
operate proactively in risk management efforts. Al can handle large volumes of structured and
unstructured data, including past sales history and weather, social media trends, etc., enabling
companies to more accurately forecast changes in demand. Moreover, Al can also be used to
make dynamic decisions using algorithms that continuously learn and change according to the
new data entries. It is especially useful in an environment that is uncertain and changes quickly
like Indian e-commerce markets. Research has revealed that Al-powered supply chains are
highly beneficial in enhancing flexibility and agility, which are major aspects of resilience.

Al in Demand Forecasting.

Demand forecasting is one of the most important uses of Al in the supply chain. The
conventional approaches to forecasts use a lot of past data and are not very successful in
responding to abrupt shifts of consumer behavior. Conversely, Al-based demand prediction
involves machine learning models that determine patterns and correlations in large datasets,
leading to more precise and real-time predictions. Al-based demand forecasting systems have
the ability to combine various types of data, such as customer browsing, search, weather, and
macroeconomic data. This allows companies such as Amazon India to predict demand surges
during festive periods or sales and tailor their inventory and logistics plans to meet these
demands. Empirical studies point to the fact that Al-based demand forecasting helps decrease
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the chances of excess production and stock-out situations and enhances the efficiency of the
entire supply chain. The Al systems can help firms to be more resilient by continuously
updating forecasts using real-time data to react to changes within demand patterns. Within the
Indian context, where consumers preferences may differ greatly depending on the region, Al
models may also be used to include localized data to enhance forecasting accuracy. This
enables e-commerce companies to use their inventory distribution policies to match certain
geographical markets, shortening delivery time and enhancing customer satisfaction.

Inventory Management and Warehouse.

Inventory management is a highly important factor in supply chain resilience and Al is
instrumental in streamlining it. A significant challenge in a volatile demand environment is to
balance the right inventory availability with cost efficiency. Too much inventory causes more
holding costs and obsolescence whereas a too little inventory causes stockouts and missed
sales. Al enabled inventory optimization models rely on predictive analytics and reinforcement
learning algorithms to decide the optimum inventory levels at various locations. These systems
have a dynamically adjusting reorder points and safety stock levels depending on the real-time
demand signals and supply conditions.

As case studies of Indian e-commerce companies show, Al-based inventory management has a
drastic effect on the reduction of operational inefficiencies and the increase in service levels.
As an illustration, Amazon applies Al algorithms to forecast the most demanded products in
certain areas and places them in the local fulfilment centres, decreasing delivery time and
logistic expenses. Moreover, robotics and automation, which are facilitated by Al-powered
warehouse management systems, can be used to improve operational efficiency. The automated
sorting, picking and packing systems minimize errors and reduce the time taken when
processing orders, hence they are met at the point of demand during a peak.

Last-Mile Delivery and Logistics Optimization.

One of the most demanding areas of the e-commerce supply chain in India is logistics,
especially the last-mile delivery. Traffic jam, inadequate infrastructure, and geographic
variation are some of the factors that make it hard to deliver on time. Optimization of logistics
through Al can solve these issues by enhancing route optimization, fleet optimization, and
delivery optimization. Al algorithms examine real time traffic information, weather patterns
and delivery restrictions to calculate the most efficient delivery routes. This not only shortens
the delivery time, but also lowers the fuel usage and operating expenses. Moreover, Al can
offer the ability to dynamically reroute a delivery in case of a disruption, e.g., road closures or
unforeseen delays, making the supply chain more resilient. Moreover, Al-powered solutions
help to enhance the interaction of various supply chain participants, such as suppliers,
warehouses, and delivery agents. This enhances the visibility generally and allows quicker
decision-making in reaction to disruptions.

Disruption Handling and Risk Management.

The reasons leading to supply chain disruption may be diverse; they can be natural and
geopolitical disasters, supplier failures, as well as abrupt demand shocks. Al is a vital factor in
determining, reviewing and reducing these risks. Risk management systems based on Al rely
on predictive analytics to determine the possible disruptions and evaluate their effectiveness

24



on supply chain activities. Indicatively, machine learning models can be used to analyze past
data to determine patterns that relate to supply chain disruptions and create early warning signs.

The latest developments in Al also made it possible to create autonomous systems that can
track supply chain networks and react to disruptions in real time. Such systems have the ability
to suggest alternative sourcing solutions, re-position inventory levels, and re-direction of
shipments to reduce the effects of disruptions. Studies indicate that Al can greatly improve the
capacity of supply chains to reduce the effects of disruptions and ensure continuity in
operations. In the Indian e-commerce environment, where disruptions have become rather
frequent and hard to predict, Al-based risk management is a key to resilience.

Risk Type Example Al Solution

Natural Risk Floods, Pandemic Predictive Alerts

Alternate Supplier

Supplier Risk Supplier Failure Recommendation
Logistics Risk Transport Delay Route Optimization
Demand Risk Sudden Demand Spike Demand Forecasting

Figure 2: AI-Based Risk Classification Diagram for Supply Chain Disruption
Management

Amazon India is interesting case study on how Al can be used to create resilient supply chains
in a dynamic demand environment. The company applies numerous Al technologies in its
supply chain processes and they are demand forecasting, inventory management, logistic
optimization and customer service. The demand forecasting system at Amazon relies on
machine learning algorithms that compare past sales and customer behavior and outside factors
to forecast future demand. These forecasts are employed in optimizing inventory location
throughout its chain of fulfilments facilities.
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In its warehouses, the company also uses Al-based robotics to automate sorting and packing
facilities to allow it to fulfill orders faster and more efficiently. Moreover, Amazon applies Al
algorithms to optimize delivery paths and schedules, so the company can deliver goods on time
even at the time of high demand. Amazon uses Al to deal with demand spikes during significant
sales events, like the Great Indian Festival. The company can dynamically change operations
in its supply chain by analyzing real-time data to respond to higher volumes of orders so that
its customers have a seamless experience. Moreover, the Al systems used by Amazon allow
reacting proactively to risks by detecting potential disruption and responding to it. This has
been especially significant at such times as the COVID-19 pandemic when the disruption of
supply chains was rampant. Sustainability and Reduction of Waste. Al-based supply chain
resilience is also associated closely with sustainability, specifically, waste minimization and
resource optimization. Overproduction, surplus inventory and poor logistics are some of the
inefficiencies that lead to environmental impacts in e-commerce. Artificial intelligence
technologies decrease the amount of waste in operations by optimizing inventory, demand
forecasting, and optimizing logistics. Studies show that Al-based waste minimization methods
can greatly improve sustainability and resilience of e-commerce supply chains. As an
illustration, Al systems are able to detect slow-moving or outdated inventory and suggest
suitable measures, including discounts or redistribution, to reduce waste. On the same note,
streamlined routing and delivery timetabling helps to cut down on fuel and emissions, which
also helps in environmental sustainability.

Difficulties in deploying Al

Although Al has its positive aspects, the deployment of Al at the supply chain management
level is not without a few challenges. The high cost of technology adoption such as
infrastructure investments, software investments, and skills personnel is one of the major
challenges. Data quality and availability is another challenge. To be efficient, Al systems need
a lot of quality data. Data fragmentation and inconsistencies can hinder the efficiency of Al
applications in the Indian context. Another key barrier is the organizational resistance to
change. The introduction of Al into the current supply chain processes necessitates the
modification of organizational culture and processes, which may be challenging to introduce.
Lastly, issues of privacy of data and security are also of concern, especially the customer data.
Compliance with the regulatory requirements and customer trust are some of the key issues
that e-commerce companies should consider.

Future Outlook

The future of Al-based supply chain resiliency in Indian e-commerce looks bright, and the
development of Al-driven technologies, including generative Al, Internet of Things (IoT), and
blockchain, is likely to further increase the power. New Al technologies, including agent-based
systems, should allow more autonomous and proactive supply chain management, and allow
firms to respond to disruptions in real-time. Also, Al combined with IoT devices will give more
insight into the operations of the supply chains, which will allow making decisions more
quickly and effectively. With the ongoing development of the Al technologies, the utilization
of Al in the Indian e-commerce is bound to grow, as more efficiency, resilience, and
competitiveness will be needed.
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Conclusion

Al has become a disruptive concept in improving the resilience of supply chains during times
of demand variability, especially in the e-commerce industry in India. Artificial intelligence
will help companies such as Amazon India to operate in complex and unpredictable
environments by allowing them to make accurate demand predictions, optimise inventory and
logistics, as well as enhance risk management. The incorporation of Al in supply chain
processes is not only efficient and enhances customer satisfaction but also makes supply chain
operations more sustainable by minimizing waste and optimizing resources. Nonetheless, the
issues of cost, data quality, and organizational change should be tackled to utilize Al to its full
potential. Altogether, Al-based supply chain resilience is a vital feature of e-commerce
companies in unstable markets, which gives a competitive edge and guarantees sustainability
in the long term.

Key Questions:

1. How does Al improve supply chain resilience during demand volatility in Indian e-
commerce firms like Amazon?
What are the major causes of demand volatility in the Indian e-commerce sector?
How does Al-based demand forecasting help reduce stockouts and overstocking?
What role does Al play in inventory management and warehouse optimization?
How does Amazon India use Al to improve logistics and last-mile delivery efficiency?
How can Al help e-commerce companies handle supply chain disruptions and risks?
What are the major challenges faced in implementing Al-driven supply chain systems
in India?

Nownbkwd
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Talent Retention Challenges in Knowledge-Intensive IT Firms:

Empirical Evidence from Infosys
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Introduction

With the advent of a dynamic digital economy in India, the issue of retaining talent has
emerged to be one of the most critical strategic challenges for knowledge-intensive information
technology companies in India, in particular. Innovation, service delivery, digital
transformation, and gaining a competitive edge are all key pillars on which companies such as
Infosys depend on human capital. The IT industry is very different from other manufacturing
industries, it requires a high degree of intellectual capacity, skill, creativity, analysis and
learning. The employees of such businesses are not just employees, but knowledge resources
that directly affect the performance of the business, the satisfaction of their customers and the
growth of the markets. So the concept of retaining talent is no longer about people and human
resources, it's a business strategy. In recent years, the issue of attrition has grown worse
attributed to the following: globalization, hybrid work culture, growing demands of
organizations for digital skills among employees, and the desire of employees for higher wages,
employee development, flexibility, and work-life balance in startups and Global Capability
Centers (GCCs). Employee turnover rates in the Indian IT sector have also been extremely high
post the pandemic, although there has been a slowdown in turnover by 2025, companies like
Infosys still have issues with employee turnover. In FY25 — FY26, it was reported that about
12-14% of the employees left the organization despite the several efforts put in place for the
retention of the employee. This is considered as a significant attrition rate. It is clear that, even
in the eyes of the well-known companies, who have proven the performance of employer
branding, it is still not a smooth sail for retaining the talent they have.

In the context of Knowledge-Intensive Firms, the importance of Talent Retention is discussed.
The knowledge-intensive organizations are not dependent on the physical resources but on the
expertise of the employees. In the field of IT, workers have certain particular technical
expertise, project administration capabilities, and domain expertise and innovative abilities
which can be immediately tied to the success of the organisation. Both skilled talent loss and
replacement costs occur, as well as loss of intellectual capital, organizational knowledge,
project continuity and client relationships. Retention is especially critical in such companies as
Infosys as clients require premium delivery with technology innovation and consistency
throughout the projects. Retiring staff members create challenges for the organisations to keep
up efficient functioning and service quality. Besides, there is considerable time and expense
involved in recruiting and training a new employee. Therefore, the relationship between talent
retention and organizational sustainability and IT industry competitive advantage is tight.

Competition for Digital Talent

The growing competition for digital and specialized talent is one of the significant factors
contributing to talent retention problems at Infosys. The emergence of Al, cloud computing,
cybersecurity, blockchain, automation, and data analytics has led to a huge demand for highly
skilled professionals. Having a skill in these areas often means that you have several job offers
from other companies, startup businesses, consulting companies and other countries that pay
more and have a quicker advancement. The Indian IT industry has begun to recruit more
professionals with expertise in specific areas instead of freshers on a large scale. This change
added to the rivalry between seasoned veterans and began to make workplaces more flexible.
Like all other top IT companies in India, Infosys has had to grapple with a problem of attrition
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where their mid-level and senior professionals are leaving to seek better opportunities
elsewhere, with better financial and professional offers. One significant competitor is the
foreign companies setting up their Global Capability Centers in India. The advantages of these
GCCs are higher salary packages, exposure to the world, flexible working conditions and
specialized technical jobs. As a result, many employees are choosing GCCs over the usual IT
outsourcing companies. This has compelled Infosys and others to restructure their retention
policies to stay good employers.

Compensation is one of the most influential factors on the level of employee retention in
knowledge-intensive organizations. IT workers constantly benchmark salary packages,
incentives, bonuses and assessment systems against each other and from one company to
another. If employees feel their salary is not commensurate with their background, work and/or
the market, there is an increase in job dissatisfaction. Due to the accelerated growth in the
demand for digital skills in recent years, many IT professionals look to better salary packages.
The expectation of monetary rewards has again risen due to the cost of living in major
technology hubs like Bengaluru, Hyderabad, Pune and Chennai. In today's world, workers
demand competitive wages and bonuses, fitness packages, stock options, and other ability-
based bonuses.

Emerging Digital
Technologies
(AI, Cloud,

Cybersecurity) ! !
High Demand for Skilled
Talent
Better Offers from
Competitors
(MNCs, GCCs, Startups) ‘I::l7

Employee Attrition at Infosys

Talent Retention Challenges
at InfosysTalent Retention
Challenges

Figure 1 Competition for Digital Talent

Appraisal systems and promotions that take a long time or are irregular in large organizations
such as Infosys can lead to the perception that they are slow or inconsistent. These perceptions
impact on employees' morale and commitment to the organization. IT workers have
transferable skills that can be helpful in a variety of organizations, and poor pay can be a leading
driver for employee attrition. So, attractive remuneration is still relevant in the knowledge
economy to keep talented employees.

Career Growth and Learning Opportunities

Continuous learning and professional development is of critical importance to workers in the
IT sector. Technology is changing quickly and skills can become outdated in no time. So,
workers want to see companies invest in upgrading their skills, reskilling, certifications,
leadership training and exposure to new technologies.
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Infosys has always had a keen interest in employee training and learning programmes. The
company has created advanced training campuses and digital learning platforms to enhance
employee capacities. In the past few years, Infosys has also been focusing on the training and
digital reskilling initiatives based on Al for their staff to equip them for future technology
demands.

However, sometimes in large organisations, employees might feel that career advancement
takes too long and is bureaucratic. Due to the size of the workforce at Infosys, it may not be
possible to promote someone or change their role at any time. Younger workers, especially
millennials and Gen Z professionals, value more rapid rates of advancement, innovative work
and interesting job roles. Employees can lose interest in their job when it is repetitive and not
relevant to future technology. Therefore, offering employees a meaningful career path and
continuous learning environments is vital for enhancing employee retention within knowledge-
intensive organizations. The course aims to explore how to create a positive work-life balance
and culture within the workplace.

With the COVID-19 pandemic being a major factor in employee retention, employee's Work-
Life Balance has become a critical consideration for employee retention. Flexibility, remote
working opportunities, mental well-being, and supportive organisational cultures are becoming
increasingly valued by employees. Hybrid working models have introduced new expectations
of employees in relation to the way work is governed and conducted in the organization. Project
timelines, client expectations, and coordinating with global time-zone partners are just some of
the reasons why employees in IT companies frequently work at a high level. Overtime and
constant working time can lead to stress, burnout and emotional exhaustion. Under those
circumstances, workers are likely to be unhappy with their work conditions, and eventually
quit.

Retention is also a key aspect of organizational culture. Workplaces that are respectful, valued
and inclusive are the ones that employees want to work for. Positive Organizational Culture
promotes teamwork, collaboration, innovation, and employee engagement. However, negative
aspects of the work environment, such as toxic workplace attitudes, ineffective communication,
inadequate managerial support, and politics at work have a negative impact on employee
morale and retention. To promote a better work-life balance, Infosys has implemented policies
and wellness programs for its employees to work remotely. But, keeping a consistent and
supportive work culture in such a huge organisation is a tricky task.

The current issues of Fresher retention and training

Traditionally, Infosys has hired huge numbers of engineering graduates and trained them to a
high level prior to deployment. The model of recruitment is changing, though, with the
changing needs of the industry and greater automation. Nowadays, freshers are expected to
have skills that are industry ready and be adaptive to new technologies. The recent
developments in Indian IT Industry brought to light that some of the trainees faced difficulties
to pass the internal Assessment and Technical Evaluation. This led to some uncertainty in the
onboarding process and career stability among new graduates. These can impact staff morale
and diminish a feeling of belonging to the organization.

Organizational aspects involve finding staff that will be able to put in an early and reliable
contribution to client projects and master new technologies quickly. But from an employee
level, lack of clarity around skills expectations and job security may have a negative impact on
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organizational loyalty. Hence, organizations, such as Infosys, need to design supportive
training environments and ensure that there is a balance between the performance of the person
and development and mentoring of them. Artificial Intelligence and Automation have a
significant impact.There is a great impact of Artificial Intelligence and Automation.

The IT sector is undergoing a major transformation with the advent of Al and automation. The
use of Al-driven technologies in software development, testing, support, and operational
processes is enhancing efficiency. Therefore, the demands of staffing up are also evolving
rapidly in IT companies. As Al becomes more and more commonplace, it has presented
opportunities and challenges for workers. Career opportunities and leverage for professionals
who have strong background in Al, machine learning, cloud computing and data science. But
for those workers with older competencies, there might be a sense of insecurity and a risk of
being made redundant.

To embrace this transformation in technology, Infosys has been investing in learning programs
that focus on Al and digital reskilling initiatives. It has stressed the importance of developing
staff for the future technology needs rather than just service models. However, the overall trend
of embracing Al in business operations has been changing the demands and trends of the
workforce.

Take charge of challenging situations in a leadership and management framework. The role of
leadership and managerial effectiveness have a significant impact on employee retention.
Frequently, employees walk out the door of the organization, not the manager. Good leadership,
honest communication, praise, guidance, and balanced assessment and appraisal have a
positive influence on staff morale and commitment.

It is hard to maintain uniformity in the quality of management in large organizations like
Infosys at multiple teams and across geographical locations. Some managers are good at
facilitating employee development and engagement, while others may not have the skills to
communicate, or to manage employees. When they feel like they're being preferred over other
workers, being micromanaged or ignored, they're more prone to being disengaged and unhappy.
Thus, training of employee managers and leadership development play a key role in enhancing
employee retention. It is essential for organisations to ensure that managers have not only the
technical skills but also the emotional intelligence and inter-personal skills to manage the
different members of the team effectively.

The industry trends and the economic environment

Other economic factors also impact talent retention in the IT sector. The IT industry saw a rapid
increase in demand, hiring sprees and very high attrition rates in the post pandemic era. By
2025, however, the demand slowed down and customers were being more cautious, resulting
in fewer hiring trends in the major IT firms. Although recruitment was moderate, staff turnover
was an issue as professionals were looking for more specialized positions, higher salaries, and
career stability. Moreover, some of the IT firms were being restructured and there were reports
of job cuts, which made people feel insecure regarding jobs. A growing concern of employees
was the importance of moving to other organizations rather than staying with the employer for
the long run. The industry is a rapidly changing business that has compelled organizations like
Infosys to reengineer their HR strategies, focus more on digital transformation and increase the
programs of employee engagement.
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Retention Strategies which are followed in Infosys:

Infosys has implemented multiple initiatives in addressing the talent attrition issue such as
employee development, employee engagement and organizational transformation. The
company has continued their efforts in fresher hiring initiatives and increased their digital
learning programs, reskilling their staff to align with the technologies of tomorrow, especially
Al Infosys also rolled out hybrid working options, employee well-being initiatives, and insider
mobility initiatives to improve employee satisfaction. Adopted occasionally, compensation
adjustments and incentives based on performance had to keep up with the competition in the
job market.

However, there's not a coin to be used for retention. To build a comprehensive employee value
proposition, organizations need to develop a value proposition that has meaning, a growth path,
support for leadership, flexible work options, recognition programs, and positive organizational
culture. In addition to salary, today's workers are seeking to learn, innovate, be autonomous,
and feel like they are working for a purpose. Thus, retention strategies need to be continually
adapted to meet the expectations of the workforce and technological advances.

Conclusion

For knowledge intensive companies like Infosys, talent retention is one of the challenging and
strategically critical issues. The company is working in an extremely competitive landscape
with a fast-paced pace of technology, evolving employee demands, Al-driven restructuring,
and the growing struggle for digital talent. While the attrition rate has been brought under
control from pandemic levels, a major challenge for the Indian IT industry to address is
retaining the skilled workforce until 2025. Compensation dissatisfaction, limited career
growth, work-life imbalance, management challenges, technological uncertainty and appealing
outside job offers all play a part in employee attrition. Meanwhile, workers are more likely to
value flexibility, relationships for learning, meaningful work, and employability in the future
than in the past, replacing ideas of loyalty to the organization.

Core Issues in the Case:

In today's knowledge-driven business environment, talent management becomes crucial for
ensuring that organizations maintain a high level of performance and trust with their clients, as
they rely heavily on human capital for innovation and competitive edge. It is thus imperative
for firms like Infosys to implement a holistic retention approach that addresses the issues of
competitive wages, ongoing learning, employee wellness, digital reskilling, and employee
engagement in the workplace, as well as a healthy organizational culture. Companies that are
able to develop adaptive and employee-friendly workplaces are likely to retain talented
employees and take their organizations to the future in the changing IT industry.

Key Research Questions

1. What are the major talent retention challenges faced by Infosys in the knowledge-
intensive IT industry?

2. How do compensation, career growth, and learning opportunities influence employee
retention in Infosys?

3. What impact does organizational culture and work-life balance have on employee
satisfaction and retention in IT firms?

4. How has artificial intelligence and digital transformation affected talent retention
strategies in Infosys up to 2025?
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Introduction

Competition, consumer tastes and opinions, technological advancements, employee
expectations, and constant demands for innovation make the Fast-Moving Consumer Goods
(FMCQG) sector one of the most competitive in the world. The FMCG markets are difficult for
organizations because they must not only sell their products, but also hire, engage, and keep
great people. The strategic assetization of human capital, as the world becomes more
competitive through greater organizational capability, innovation, employee productivity and
leadership effectiveness, has been a focus of interest. This has led to the employer branding
and workforce engagement becoming integral parts of the strategy of the FMCG companies
for sustainable growth and market leadership.

Employer branding is the strategy of building and sharing an employer's unique image as an
employer to current and soon-to-be staff. This includes leadership, workplace culture, diversity
programs, employee value proposition, career development, workplace, reputation, and
rewards. In contrast, workforce engagement is a measure of employees' emotional
commitment, motivation, involvement and willingness to contribute to organizational goals. In
general, high employee engagement promotes greater productivity, innovation, retention,
customer satisfaction, and organizational performance.

The FMCG industry in India has seen significant growth as consumers' disposable income has
increased, rates of urbanization and digitalization have surged, and rural markets have
grown.The FMCG sector in India is also seeing significant growth as consumers' disposable
income has increased, urbanization rates have risen and so have rates of digitalization, and
there has been an increase in the size of the rural market and its consumers' lifestyles. In this
fast-changing landscape, Hindustan Unilever Limited (HUL) has continued to be one of the
top FMCG companies in India. HUL's business is spread throughout the home care, beauty and
wellbeing, personal care, nutrition and refreshment categories, boasting a wide range of brands
and a national distribution network. Building a good employer brand and maintaining high
employee engagement has been an integral part of the company's market superiority and has
always been a key factor. HUL's focus on talent management, leadership development,
employee wellbeing, diversity & inclusion, flexible employment models, learning initiatives
and future-ready workforce strategies have greatly enhanced its place as an employer of choice
in India. HUL's performance highlights for FY2024-25 include high levels of employee pride,
significant investments in learning, lower attrition rates than the industry average, and overall
being one of the top 10 business schools' best employers in India. All these signify that the
branding of employers has now become a tool to help India's FMCG brand, HUL, compete.
This case study explores the concept of employer branding and workforce engagement among
the Hindustan Unilever and to understand the role it plays in the competitive landscape of the
FMCG industry. The idea of employer branding started to be used by marketing and human
resource management literature, in which organizations started to use the principles of branding
in the context of talent acquisition and retention. Ambler and Barrow (1996) defined employer
branding as the package of functional, economic and psychological benefits offered by
employment and linked to the employing organisation. Employer branding isn't just about
recruitment advertising, but rather all employee experiences over the course of their
employment.
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In FMCG, the importance of employer branding has grown tenfold. Organisations are vying
with each other for top talent in marketing, supply chain, sales, digital technologies, analytics
and innovation positions. The pressure to compete has grown even more with digital
transformation and the shift in employee expectations. Staff are actively considering purpose
and growth prospects, flexibility, wellbeing, diversity and the organisation's values when
choosing an employer.

The impact of a strong employer brand is multifaceted and has been shown to benefit
organizations in a number of ways. They first help to attract talent, to increase the visibility and
attractiveness of the organization. Secondly, they decrease recruitment costs and turnover rates.
Thirdly, they increase employee commitment and productivity. Lastly, employer branding
improves the reputation of an organisation in the eyes of consumer and investors, as their
internal experience will reflect their external perception of the organisation.

In FMCG markets, employee capabilities are of specific importance since they affect
innovation, customers relations, distribution efficiency, as well as market responsiveness.
Businesses with a powerful employer brand tend to also build better human capital capabilities,
and these provide a competitive edge. This strategic linkage is illustrated by Hindustan
Unilever's approach to employer branding that is linked to organisational culture, leadership
development, engagement, and future workforce planning. The company is not just an FMCG
employer, it's an organization that provides learning, leadership exposure, purposeful work and
career development opportunities.

Overview of Hindustan Unilever Limited (HUL)

Hindustan Unilever Limited is one of the biggest FMCG companies in India and a subsidiary
of Unilever. The company has multiple product categories, such as home care, beauty and
wellbeing, personal care, foods and refreshments. HUL has many of the market leaders which
cater to millions of Indians every day. The company has built a wide distribution network and
has a strong digital presence to reach the markets in both urban and rural areas of India. The
market leadership and growth exhibited by HUL in major operating categories, over 50 brands,
rich retailer integration and strong digital demand generation capabilities are highlighted in
HUL's FY2024-25. It had a workforce of over 18,400 and had a gender ratio of 42% in
managerial positions, it was also the top employer in the Indian business schools.

HUL has a competitive environment which has competitors in the form of domestic companies
like ITC Limited, Dabur India, Godrej Consumer Products and foreign companies like Nestlé
India and Procter & Gamble India. Constant innovation and talent development is necessary in
response to such competitive pressures. The company's strategic focus is steadily shifting
towards digital transformation, cost conscious innovation, direct-to-consumer strategies and
future-proof solutions. Therefore, HR management and employer brand become key fields for
maintaining the competitiveness and performance of the organization.

HUL's Employer Branding Strategy

HUL has built a robust employer branding framework based on leadership development,
employee development, organizational culture, learning, diversity and future employability.

The biggest aspect of HUL's employer brand is the fact that they claim to be a leadership
incubator. The organization's flagship talent development initiative is the Unilever Future
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Leaders Programme (UFLP) which offers accelerated career opportunities to young
professionals. The program provides cross functional exposure, challenging assignments,
mentoring and early leadership opportunities. This strategy will enable HUL to maintain its
reputation as an organisation that invests in employee development and leadership
enhancement. HUL states the program remains to be a leader producer in both HUL and global
Unilever. Career empowerment is another aspect of employer branding. HUL has an
"educational leadership" philosophy, giving employees an early opportunity to take on
significant responsibilities. Such empowerment fosters the confidence of employees, their
creativity and their dedication to the company. The organization has also made efforts to
diversify recruitment strategies to enhance attractiveness to the organization as an employer.
In addition to campus hiring, HUL actively pursues specific talent pools and mid-career
individuals. This diversification aligns with new organizational needs and challenges in digital
technologies, analytics, supply chain change and innovation management. HUL continues to
make itself an attractive employer with its engagement programs such as student competitions
and talent platforms like LIME, FINACE, and Techtonic. These activities help raise awareness
of HUL among management students and technology students and make HUL an attractive
workplace. Recognition and external reputation further boost employer branding. Targeted
Indian business schools have ranked HUL as the top employer of choice in each of the industry
analyses conducted. This recognition boosts the organization's attractiveness and effectiveness
in attracting talent.

Workforce Engagement at HUL

Employee engagement is a measure of employee's emotional attachment and commitment to
the company's goals. HUL sees employee engagement as a key driver of maintaining a
performance culture and innovation. The company's employee engagement practices focus on
empowerment, learning, inclusion, wellbeing, access to the leadership and career progression.
The UniVoice employee survey indicated that about 93% of employees were proud to work in
HUL. High pride level suggests high emotional attachment and organisational identification
among employees. The first step towards employee engagement is organization's culture at
HUL. The company cultivates a “winning culture” that is in line with Unilever behaviors in
terms of purpose, performance, collaboration and innovation. Organizational culture is a tool
that links people to corporate goals and increases engagement.

Leadership communication is yet another key engagement tool. These include frequent
employee listening mechanisms such as UniVoice surveys, town halls, feedback mechanisms
and interactions with leaders, all of which are part of Global Unilever initiatives. Employee
opinions on strategy, culture, career and organizational priorities are continually gathered and
fed into decision-making process. In 2025, the total number of employees who engaged in
engagement mechanisms was around 73,000, across global operations.

Job satisfaction is heavily dependent on learning and development. HUL has spent over 100000
learning hours to build capacities of future workforce and skill development. Staft are provided
with the opportunity for technical upskilling, digital learning, front line capability development
and leadership enhancement. About 83% of the employees reported that HUL offers
opportunities for further skill development. Employee engagement is not just for the office; it's
for the shop floor as well. HUL built a robust capability of shop-floor workers by improving
their skills. These programs help make operations more efficient and boost staft morale and
career advancement. Engagement is also fostered by flexible working arrangements.
Employees can get flexible options for work through programs like Open2U, Flex Projects,
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and U-Work, and have opportunities to work on projects. These are efforts to meet workforce
demand for flexibility and work-life balance.

| Employes Engagement |

» ﬁ

v
v

Figure 2: Employee Engagement Model at HUL

The key role of D&I in Employer Branding

Employees expect to work in psychologically safe and diverse environments; this has become
a necessary part of employer branding in the modern world. HUL has made it a part of its
organizational culture and employer value proposition to have a diverse and inclusive
workplace. The company had over two fair workplace policies and had a good gender balance
of management. Gender inclusiveness fosters innovation within organizations and is an
indicator of society's expectation of equality in the workplace. It also contributes to the
inclusion of LGBTQI+ people by supporting the Proud employee network. This includes
ensuring that LGBTQI+ employees and allies feel safe, have support, and advocacy
programmes in place. The network has expanded significantly and is contributing to the
development of inclusive culture. These efforts reinforce and enhance HUL's brand as an
employer to various talent populations. Wellbeing is another significant factor of employee
engagement. HUL's core values are safety, physical well-being, and mental health support. The
organisation reported no deaths in FY24-25 and has good practices in place for safety culture,
well beyond the regulatory requirement. A positive safety culture has a positive impact on
employee trust, employee morale, productivity, and organizational commitment. Wellbeing
initiatives also help to promote employer brand as the younger generations are much more
interested in the quality of the work-life balance and organizational safety culture. HUL makes
a point of providing employee benefits, which helps them retain and engage staff.

A Digital transformation and Future workforce strategy

Digital is becoming a growing requirement of the FMCG industry because of the automation,
analytics, e-commerce expansion, the use of Artificial Intelligence (AI) and Direct-to-
Consumer (DTC) initiatives. To this end, organizations need to continually reskill their
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employees. HUL has connected the dots between employer branding and future employability
and digital transformation goals. Investments in learning and digital capability development
and future workforce planning illustrate strategic workforce readiness. Digital interventions
have enhanced sales and marketing functions and increased the operational efficiency. Learning
investments are about developing skills in technology, analytics, leadership and innovation.
Such efforts help position HUL as an employer for the future and allure technologically
inclined workers.

The organization also tries out flexible employment patterns to gain access to various pools of
talents and specific competencies. The flexible workforce models enhance agility and
responsiveness to the workforce in dynamic FMCG markets. Unilever has developed new
people ambitions and behaviours at global level that will result in a “simpler, faster and higher
performing” organisation. New reward systems, alignment mechanisms, and coaching practice
also help to keep employees engaged and successful. These are examples of how the employer
brand has gone beyond salary into employability, flexibility, purpose and learning.

The difficulties in Employer Branding and Workforce Engagement

Notwithstanding the high performing employees, HUL is encountering various challenges with
regard to the branding and engagement of the employees in the competitive FMCG markets.
First, competition for talent continues increasing due to digital transformation and
technological disruption. There is still a high level of competition in analytics, Al, supply chain
digitization, and e-commerce skills. FMCG companies are not only competing with each other,
but they're also competing with technology companies and start-ups. Second, generational
effects impact workforce expectations. The younger generation has increasingly put flexibility,
purpose, wellbeing and quick career progression at the top of its list. Conventional
organizational structures may be unable to meet these expectations.

Third, it is hard to keep people engaged in an organization during transitions. Engagement of
office staff was influenced by global Unilever efforts around productivity initiatives and
structural adjustments, in which CPD has a complex role to play. Fourth, new approaches to
engagement are needed with hybrid and flexible working. As work patterns change,
organizations need to maintain the collaboration, culture, and employee connection. Fifth, the
growing competition from start-ups and new age FMCG brands makes the competition for
employers harsher as emerging firms provide an entrepreneurial culture and quick growth
prospects. Hence, for HUL to stay relevant and attractive, they should always be looking to
tweak their employer branding strategies. Employer branding will be analyzed and discussed
in reference to its strategic importance for HUL's competitiveness. Engaging employees and
employer branding play a pivotal role in HUL's competitive edge.

Firstly, when your employer's reputation is good, you attract good talent. Achieving an
esteemed employer’s brand in the business schools boosts the effectiveness and ability to
recruit from elite talent pools. Secondly, workforce engagement contributes to productivity and
innovation. Staff members who feel very connected to an organisation's aims tend to be more
committed and more productive. Third, investments in learning increase organisational
adaptability. Future-ready capabilities will help HUL to manage technological disruption and
market changes. Fourthly, inclusive culture and wellbeing strategies lead to better retention.
Higher rates of retention that industry averages suggest that employee relationship management
is a success.
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Fifthly, leadership development programs provide for succession planning and long-term
organizational capability. Last but not least, it has an indirect impact on consumer branding via
employer branding. Employees are the brand ambassadors and impact the brand's reputation
externally. This means that the HUL's employer branding strategy is not just a HR initiative
but a business strategy that will contribute to growth and competitiveness.

Conclusion and Core issues

In today's talent-driven competitive FMCG environment, employee engagement and employer
branding have become critical business strategies. Hindustan Unilever shows how employer
branding can be broader than just recruitment and extend to culture, leadership development,
learning, inclusion, wellbeing and future workforce planning. HUL's impressive employer
brand is reinforced by leadership training, career progression, learning investment, flexible
employment options, diversity and workforce engagement initiatives. These strategies are
effective as they are demonstrated by the recognition as an employer of choice, low turnover
rate, extensive learning programs and high levels of employee pride. Its employee engagement
programmes help employees feel committed to the company, develop their skills, innovate, and
align with the company in general. At the same time, the investments in future-ready
capabilities put HUL in a good position for technological change and shifts in the marketplace.
However, digital talent is still a hot commodity, expectations of jobs are changing, and the
transformation of organisations is demanding constant adaptation. Ensuring that employer
leadership is sustained will rely on HUL's ability to foster an inclusive culture, improve
employee experience and link their workforce strategy to future business needs.

In conclusion, Hindustan Unilever's example proves that employee branding and employee
engagement are no longer supporting functions, but strategic assets that are a way to develop
sustainable competitive advantage within the FMCG sector.

Key Questions

1. How has Hindustan Unilever Limited developed its employer branding strategy to
attract and retain talent in the highly competitive FMCG market?

2. What workforce engagement practices have been adopted by Hindustan Unilever
Limited to improve employee commitment, productivity, and organizational
performance?

3. How do leadership development initiatives and learning programs contribute to
employee engagement and employer attractiveness at HUL?

4. What role do diversity, inclusion, employee wellbeing, and flexible work policies play
in strengthening HUL’s employer brand?

5. How has digital transformation influenced employer branding and future workforce
strategies at HUL up to 2025?
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Strategic Workforce Planning and Employee Empowerment in I'T
Services: A Case Study of HCL Technologies

Prof. Sandeep Gajendragadkar Assistant Professor, Ms. Chhavi Sharma Assistant Professor & Mr. Rupen
Pilankar Assistant Professor

Introduction

Digitalisation, automation, cloud computing, artificial intelligence (AI), machine learning and
data analytics have revolutionized the global information technology (IT) services sector. This
is because organizations are continually striving to discover new technologies that will enhance
their efficiency, productivity, and customer experience. The IT industry has also seen major
shifts in the skill sets needed in today's workplace. businesses are now calling for agile teams,
technologically-savvy, and constantly learning teams that can adjust to the fast-paced changes
in technology. In such a context, strategic workforce planning and empowering employees are
critical to the sustainability and competitive advantage of an organization.

HCL Technologies, also called HCLTech, is among the popular Multinational IT services firms
in India. It is a leading global technology partner that provides services in software
development, engineering, cloud computing, cybersecurity, infrastructure management and
digital transformation. HCLTech has been very concerned about workforce transformation,
empowering employees, fostering an innovation culture and workforce planning with Al over
the years. This “Employees First, Customers Second” mindset has differentiated the company
from its competitors as it bases its success on the value added by its employees. HCLTech's
strategic capabilities have been enhanced with the incorporation of Al in workforce
management.

The company has adopted Al and predictive analytics, automated support and learning systems,
to streamline operations and boost employee satisfaction. HCLTech's strategic workforce
planning process involves forecasting future skill requirements, conducting skill gap analyses,
providing workers with training and development to address gaps, and aligning the skill set of
the workforce with the organization's long-term goals. Employee empowerment programs
focus on ensuring that workers have increased autonomy, learning, leadership engagement,
culture of innovation and digital work tools to improve their engagement and productivity.

This case study is about how Al-powered strategic workforce planning and employee
empowerment played a role in HCL Technologies. This study examines the company's efforts
and approaches for workforce transformation, implementing Al, fostering an employee-centric
culture, learning and development, and the challenges of digital workforce management in the
IT industry. The case illustrates the technological innovation and HR strategies that enabled
HCLTech to stay competitive in a highly dynamic global business environment.

Overview of HCL Technologies

HCL Technologies was founded in 1976 and has expanded to become an IT services and
consulting firm with operations in over 60 countries. The company serves customers in a
variety of vertical sectors such as banking, healthcare, telecommunications, manufacturing,
aerospace, retail, and public services. Innovation, customer-centric digital solutions and
empowering workforces are the pillars of HCLTech's business strategy. HCLTech's
organizational culture is primarily focused on the employees, and by doing so, they are
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promoting participation, new ideas, and decentralized decision making processes, as opposed
to traditional management systems where decision making is centralized.

One of the significant highlights was the “Employees First, Customers Second” mantra that
was adopted by the late Vineet Nayar, which changed the organization paradigm — not away
with the employees, but with the transparency and more co-operation within the organization.
The strategy recognised that employees are the first point of contact with customers and they
are the drivers of satisfaction and innovation. By providing more autonomy and decision
making to the employees, the organisation could enhance the employee's engagement and
improve operational efficiency.

With the Internet, cloud computing and automation playing an increasingly important role in
the IT industry, HCLTech has expanded its digital transformation solutions. The group focused
on platforms for workforce planning that utilise artificial intelligence, machine learning,
predictive analytics and digital skills training programmes. The company has also implemented
initiatives to reskill employees with the skills needed to leverage generative Al, cloud and
cybersecurity and advanced analytics. The program with companies like Multiverse
exemplifies HCLTech's commitment to skill transformation and upskilling staff using Al

Making a Strategic Workforce Plan at HCLTech.

Strategic workforce planning is a systematic process of understanding the talent available in
the workforce, anticipating future talent needs, identifying skill gaps and taking action to meet
future business needs to ensure the workforce will be ready. In today's world of fast technology
changes and continuous skill development, workforce planning is especially important in the
IT services industry. HCLTech has adopted Al-driven workforce planning models to facilitate
more accurate talent forecasting and to be more efficient. The company uses machine learning
algorithms, predictive analytics and workforce management frameworks to gain insights into
workforce needs across various business units and geographies. The forecasting tools powered
by artificial intelligence help the organisation predict the future level of staffing, identify talent
gaps and make efficient resource allocation decisions. The challenge that HCLTech faced in
this instance was to enable its enterprise client with AI- driven forecasting models. The machine
learning-based forecasting models for a big global tech client was one of the instances that
demonstrated how HCLTech was able to enable its Al-powered workforce planning solutions.
The system enhanced the accuracy of workforce forecasting to over 97% and automated data
validation. The solution provided real-time forecast reports, optimized staffing solutions and
fewer manual operations. Here are just a few ways that Al can help boost workforce planning
efficiencies in large enterprises' IT departments.
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There are multiple aspects of workforce planning that are critical for
HCLTech:

Talent Skill Gap Workforce Succession I;‘I—Dlrlven Aé—Piwered
Forecasting Analysis Optimization Planning mp-oyee mp-oyee
Empowerment Services

Talent Forecasting

Using historical workforce data and other factors such as projected needs, business growth, and
customer needs, Al systems can also forecast future workforce requirements. These predictions
are used in the forecasting models to make proactive hiring and training decisions.

Skill Gap Analysis

The organisation systematically evaluates skills of staff and the new technology requirements.
Al-driven analytics helps to identify skills gaps, such as Al, Cloud Computing, Cyber Security
and Automation. It can assist the company in formulating reskilling and upskilling strategies.

Workforce Optimization

Al tools can be used to assign workers efficiently, project by project, business unit by business
unit, and geographic. Predictive workforce management helps to ensure that qualified workers
are working on the right projects, which boosts productivity and eliminates inefficiencies in
the operationLearning and development strategy are closely coupled with HCLTech's strategic
workforce planning. The Al-powered personalized learning platforms allow employees to learn
according to their specific skills, goals, and needs.

Succession Planning

The company's leadership identification is carried out according to the potential assessment of
leadership in the future, based on the performance of the company. Succession to ensure
continuity and stability of leadership and organisation. As an Al workforce planning solution,
HCLTech can help deliver flexible, future-ready workforce and help them manage technology
changes and market fluctuations. The Al-powered workforce planning solution allows
HCLTech to ensure the workforce is flexible and ready for the future, adapting to technological
change and market trends.

AI-Driven Employee Empowerment
Empowerment of employees is the provision of power, autonomy, resources and opportunities

to others to make decisions and contribute to the organisation's objectives. In IT Services and
knowledge industries, it is a very crucial need to empower the employees for Innovation,
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Productivity and Customer satisfaction. Employee empowerment is a part of HCLTech's
culture. The company is certain that its staff members are more creative and can help the
company become successful. Al solutions have also helped employees to better communicate,
access decision-making support, and learn more. The culture of the “Employees First
Philosophy” has affected the culture of HCLTech, making employees the top priority followed
by the customers. Staff are encouraged to be creative; to work in a problem solving way
together and participate in decision making in the setting. The philosophy brought about a
higher level of transparency and trust between management and employees.

Al-Powered Employee Services

HCLTech has launched Al-powered support capabilities for employees, providing end-to-end
live-support service in HR services, IT support, policy information and operational queries. Al
helps employee service agents in repetitive customer service tasks to improve employee
experience. These systems provide 24x7 support, quicker response times, and increased
efficiency. HCLTech case studies have shown that the Al-driven employee service platform has
considerably lessened the burden on helpdesk, while increasing employee satisfaction.

Using digital tools for collaboration and communication

Communication platforms with Al capabilities enable team collaboration across business units
and countries. Intelligent collaboration tools enhance project coordination, knowledge sharing
and team productivity. With the advent of remote and hybrid work environments following the
COVID-19 pandemic, these technologies gained particular significance.

Career and Technical Education (CTE) is a program designed to meet the needs of the
individual student.

An Al learning system understands employee skills and suggests tailored learning trajectories.
Staff are individually trained to meet their career aspirations and business needs. The HCLTech
Al Transformation Academy is designed to build the skills of employees in Generative Al and
digital technologies to meet future challenges.

Innovation and Decision-Making

HCLTech promotes employees to engage in innovation programmes and digital transformation
initiatives. Al-driven analytics offer employees insights that help them make informed
decisions and solve problems. An empowered employee is better able to bring innovative
solutions and creative ideas for the client.

Al technologies and employee-centric management strategies have enhanced employee
engagement, productivity, and innovation at HCLTech.

Al and Workforce Transformation.
Al and automation have had a profound impact on the makeup of today's workforces in the IT

services sector. Time-consuming repetitive work is becoming more automated, and more and
more people are needed to apply complex digital skills. Owing to its foresighted approach,
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HCLTech has embraced the concept of workforce augmentation instead of replacement with
Al

HCLTech leadership has always stated that Al must add to a human's abilities — not remove
them. The organization's strategy focuses on leveraging Al as part of their workflow to boost
productivity and efficiency. Staff are empowered to collaborate with Al tools, automation, and
digital co-pilots to improve performance and innovation.

Reskilling and Upskilling

Reskilling employees is one of the key elements that are part of workforce transformation at
HCLTech. The company has been aggressively focused on digital learning initiatives in
preparation for the future technology requirements of their employees. Thousands of staff have
been trained in Al, Cloud, Cyber security, Analytics, and Digital Engineering.

The organization has acknowledged that the role and skills required for a job could be
transformed by technology. Hence, it is essential for HCLTech to have an on-going learning
culture as an integral part of its workforce strategy. Staff members are encouraged to pursue
certification, digital academies and advanced learning experiences.

Human-AlI Collaboration

HCLTech advocates human-centered implementation of A, where Al tools assist the employee
in making decisions, predicting, customer service and operations. Al-powered 'copilots' help
boost efficiency and minimise repetitive tasks for software developers, analysts and project
managers.

HUMAN — Al
Employees — Al Tools
Decision Task Automation

! !

Better Efficiency & Productivity
Figure: Human—AlI Collaboration at HCLTech
Workforce Agility
By leveraging Al for workforce management, organizations can be agile and adapt quickly to

evolving business needs. The organization can quickly assign staff members, know the needs
of the project and optimise the use of the staft capacity.
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Employee Experience Enhancement

By handling administrative tasks, boosting communication and offering quicker support, Al
systems for Employee Experience Enhancement can lead to greater worker satisfaction. Staff
have greater access to digital collaboration platforms, learning and resources. These Al
transformation journeys are a testament to HCLTech's ability to take a leap with technology
and build their talent and workforce. What is the culture of an organisation and how does the
organisation's culture affect leadership? The importance of an organizational culture in strategic
workforce planning and empowering employees is huge. The values of the HCLTech culture
are Trust, Transparency, Collaboration, Innovation and Inclusion of employees. Leadership
behaviour encourages open communication, decentralised decision making. HCLTech believes
that transparency is core to the Management Practices, which is why they are a part of their
Organisational Communication and Assessment. Feedback and involvement of employees in
discussions with organization. Open Management generates engagement and trust among staff.
Following are the activities organised for the leadership programmes:

e Leadership Development Programs: The company also has leadership development
programs that help groom the next generation of leaders who are well equipped to lead
digital transformation and operations across the globe. Leadership development
programs are designed to enhance communication skills, innovation, strategic thinking,
and managing employees.

e Diversity and Inclusion: HCLTech believes in Diversity & Inclusion (D&I) in Human
Resource Management. The organisation has a diverse range of cultural, educational
and professional staff. Creativity, innovation and global business effectiveness are
achieved through diverse teams.

e Innovation Culture: Staff are encouraged to try out new ideas, technologies and
problem-solving methods. Innovation platforms and collaborative projects allow
employees to actively participate in advancing the organization and solving customer
problems. HCLTech's people-first culture has played a key role in organization's
resilience, innovation, and employee engagement. Issues within Al-assisted HR
Management.Al-driven HR management problems.

e While Al-driven workforce planning and employee empowerment benefits HCLTech,
there are challenges to technological transformation and workforce management.

o Skill Obsolescence: The skills that employees have can become outdated in a relatively
short time. There is a high level of investment and commitment involved with
continuous learning and reskilling.

e Resistance to Change: There may be some employees who are hesitant to embrace Al
because of fear of job displacement or complexity of the technology. To ensure
successful Al adoption, change management strategies need to be in place to ease
employee anxiety.

e Work-Life Balance Issues: For many in the IT industry, workload, stress and work-
life balance are frequent problems. In major IT companies, talk of employee concerns
about workload and expectations for the company can be heard in online conversations
and employee feedback.

e Ethical Concerns: There are ethical concerns about privacy of data, algorithmic bias,
employee monitoring, and transparency when implementing Al It is imperative for
organizations to have a framework for the responsible and ethical use of Al

e Employee Retention: The IT industry is still very competitive for digital talent.
Competing companies may be more willing to provide opportunities to skilled
employees who have a higher demand for better pay and career advancement.
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There is a balance to be struck between the employment and the benefits of automation for
organisations. Over-automated methods can result in concerns over job and employment
satisfaction. To address these challenges, HCLTech has implemented employee-centric
policies, training initiatives, ethical guidelines for Al and employee engagement initiatives.

Conclusion

The conclusion is that, the use of strategic workforce planning and employee empowerment
can make an organization successful in the digital age as seen in the case of HCL Technologies.
In conclusion, the implementation of Al in the HR processes of the company has improved the
accuracy of predictions, optimized operations, increased employee satisfaction, and made the
company more agile in adapting to market demands. Also, the 'Employees First, Customers
Second' and culture centric approach of the HCLTech towards the employees has further helped
to build employee engagement, innovation and collaboration. With the aid of Al-powered
workforce planning, the organization has been able to forecast talent needs, determine skill
deficits, allocate staff resources effectively, and aid in data- informed decision-making. By
fostering employee empowerment, companies have been able to boost the productivity and
happiness of their staff, employing Al tools like chatbots, customised coaching and shared
workspaces. By emphasizing workforce transformation through reskilling and upskilling using
Al and digital technologies, the company's emphasis on future competitiveness and workforce
transformation underscores its dedication to continuous innovation and resilience. At
HCLTech, we see the power of Human Centric uses of Al — where technology augments and
amplifies human capabilities. Some of these challenges still greatly exist in the IT sector (e.g.,
skill obsolescence, Workforce stress, Ethical issues and Resistance to change). For their
workforces to be sustainable, they need to be educating the workforce about what they must do
to be responsible stewards of Al and to continue to learn from these systems and to treat the
workforce as human. Finally, it's clear that HCLTech is a shining example of how businesses
can leverage these aspects of Al innovation, strategic workforce planning, and employee
empowerment to fuel their growth and enable them to remain competitive in the global IT
services market.

Key Questions
1. How does HCLTech use Al-driven workforce planning to forecast future talent
requirements?
2. What role does skill gap analysis play in HCLTech’s workforce transformation
strategy?

3. How has the “Employees First, Customers Second” philosophy contributed to
employee empowerment at HCLTech?

4. In what ways do Al-powered tools improve employee productivity, collaboration, and
decision-making at HCLTech?

5. How does HCLTech support employee reskilling and upskilling in emerging
technologies such as Al, cloud computing, and cybersecurity?
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Consulting Talent Development and Knowledge Capital

Formation in Professional Service Firms: Accenture India
Dr. Sanjay Salunkhe Professor, & Ms. Swati Bedekar Assistant Professor

Introduction

Knowledge, expertise, innovation and human capital are the keys to the success of any
professional service firm. Consulting firms leverage their expertise and problem-solving skills,
in addition to their intellectual capital, to gain a competitive advantage, as compared to
manufacturing organizations; the latter are more dependent on physical assets. In the consulting
sector, workers become value creators by both their analytical thinking and their ability to
innovate, to manage clients and to have technological competences. With the changing
dynamics of globalization, digital technology, and Al reshaping industries, consulting firms are
increasingly investing in finding ways to continuously invest in their talent and knowledge
management systems to remain relevant and competitive. (Price et al., 2018).

Accenture is a global professional services company that specializes in strategy, consulting,
technology, operations and digital services. India's vast pool of talent, technological prowess,
cost-effectiveness, and growing digital economy have made it a pivotal strategic location for
Accenture. As the years have gone by, Accenture India has increasingly played a crucial role
in the company's global delivery model, innovation efforts, and consulting services. They have
hundreds of thousands of professionals in Indian cities like Bengaluru, Hyderabad, Pune,
Mumbai, Chennai, Gurugram and Kolkata. The systematic process of nurturing talent,
developing employees, building leadership and accumulation of knowledge as capital to the
company is a good indicator of the success of the company in India. (Eccles et al., 2011)

Knowledge capital formation is the process of creating, collecting, sharing and using
organizational knowledge to create innovation and sustainable competitive advantage. In
consulting firms, knowledge capital resides in the knowledge of the people, the way the
organization works, experience with clients, how work gets done, the digital knowledge base,
and in the culture of the group. We have worked hard to create organizational learning systems,
digital learning platforms, collaborative knowledge networks and leadership pipelines for
continuous enhancement of our capability at Accenture India. (Dingseyr, 2019; Svedberg &
Sjostrom, 2010)

The organisation is aware that staff skills need to be continually updated to meet the ever-
changing expectations of clients and technologies. The main objective of this case study is to
understand how Accenture India builds knowledge capital and nurtures consulting talent in the
context of a professional service organisation. This study covers the entire learning culture of
the company, the process of digital talent development, leadership programs, knowledge
management systems, employee empowerment and issues regarding maintaining human
capital competitiveness. The analysis also brings to light how Accenture India has built a strong
position in the consulting industry with the help of technology enabled learning and sharing of
organizational knowledge.

Evolution of Accenture India as a Knowledge-Driven Consulting Hub
Accenture's expansion in India is in line with the shift the country is undergoing towards

becoming a global knowledge economy. The initial reason for the multinational consulting
firms coming into India was to take the benefit of cost advantages and technical outsourcing
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capabilities. But with time India transitioned from a back-office outsourcing hotspot to a hub
for innovation, consulting, analytics, cloud, cyber security and Al services. Accenture caught
the wind of this change early, and made a significant investment in developing its advanced
consulting capabilities in the Indian market.

Its approach was shifted to a global delivery model, with not only support teams being
integrated into international engagements, but also Indian teams. Indian professionals began
handling strategic advisory projects, data analytics projects, implementation of Al, digital
transformation projects, and also industry-specific consulting projects. The Indian business
gradually morphed into knowledge centers that directly contributed to the innovation and value
creation to the client. Highly skilled Indian professionals, such as MBAs, engineers, analysts
and PhD holders, are reported to be involved in highly professional consulting jobs for foreign
clients. (The Times, 2024). India's higher education sector, particularly the engineering and
management education, also saw growth, which was echoed in Accenture India's expansion. It
forged alliances with universities and technical institutes, and certification institutions, to boost
recruitment channels and enhance the preparedness of the workforce. Newly graduated staffs
receive a considerable amount of training both in technical and behavioural skills, prior to
induction into the client facing position. This investment is part of the firm's business strategy
in developing its talents. (Price et al.,, 2018). With a shift toward a technology-centric
consulting model, Accenture India's scope shifted from traditional business consulting to cloud
services, cybersecurity, Al and machine learning, data engineering and digital operations. This
change had to be continuous and the skills of the employees needed to be continually enhanced.
Therefore, talent development is now a continuous and strategic process for the development
of capacity, no longer a function of periodic training. Now innovation in India is an integral
part of their global innovation ecosystem. Indian delivery centres engage in international teams,
research projects, and cross-border projects relating to digital transformation. This integration
has taken Accenture India's organizational learning capability and global competitiveness to a
new level. (BPIR, 2025).

There are four key pillars of talent at Accenture: Technical ability; Consulting skills;
Leadership growth and development; Adaptive learning. Technical Expertise involves training
employees on emerging technologies such as A.l., Cloud Computing, Automation, Cyber
Security, Blockchain and Analytics. Consulting competency is about communication, analysis,
working with clients, business strategy and problem solving. Leadership development prepares
other employees for leadership and managerial positions and Adaptive Learning builds a
culture of change and innovation. (Accenture, 2024).

The Company's learning ecosystem encompasses a range of digital learning platforms,
instructor-led learning, collaborative learning communities, experiential learning assignments
as well as mentorship systems. Staff are encouraged to attend innovation labs and work on
interdisciplinary projects and be certified. Learning pathways are customized to the career
roles, career fields, and technological concentrations. Personalisation is one of the important
attributes of the learning model by Accenture India. Learning modules are available to
employees, based on their role and aspirations. With the help of Al and analytics, it is now
becoming common practice for the organization to recommend relevant learning material to
staff that is based on their performance, skill gaps and organizational needs. It's in line with the
growing acceptance of data-driven workforce planning by professional service firms.

Self-directed learning is also a priority for the company. It is important for professionals to take
an active role in the development of their careers and the acquisition of new skills, to be
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proactive and undertake training programmes. Team leaders and managers coach and discuss
with players about their performances and careers, and are also able to connect with players for
mentoring. (everywoman, 2021). Talent development is other aspect of Accenture India's
inclusiveness. Everything from entry-level analysts to senior executives are given learning
opportunities at various levels within the organization. Diversity and inclusion programs are
inclusive of women professionals, differently abled employees and professionals from diverse
socio-economic backgrounds. The company sees the value of multiple points of view for
innovation and effective consulting.

The shift to digital learning and upskilling the workforce

Digital learning has now been at the heart of Accenture India's workforce strategy. Traditional
classroom learning is not enough to handle a geographically spread-out and large workforce.
As aresult, the organization has embraced digital learning platforms that offer scalable, flexible
and personalised learning experiences. Accenture has implemented cloud-based learning
systems, virtual classrooms, microlearning modules, gamified assessments, Al-based learning
recommendations and a learning platform that enables digital certification offering support for
employee development. The staff has access to training materials that can be accessed anytime
and anywhere, allowing them to learn continuously without interrupting project work.

Artificial Intelligence and automation have revolutionized the consulting practice. In response,
Accenture India embarked on a comprehensive upskilling strategy in Al Literacy, Data
Analytics, Automation, Machine Learning and Cloud technologies. The company's learning
platform has prioritized preparing all staff for Al and responsible use of Al. Large-scale Al
capability building programs have been conducted successfully by other organizations and
have shown how crucial it is to incorporate learning about Al into the workplace culture.
(Accenture, 2025). A major aspect of digital learning that Accenture India subscribes is to
customise role based learning journeys aligned with the technical skills and the consulting
objectives. For example, Cloud Engineers learn about the concepts of cloud architecture and
cybersecurity, while Strategy Consultants learn about digital transformation frameworks and
methods, as well as analytics-driven decision making. Learning modules often incorporate real
world client case studies for enhancing practical application.

The company also promotes practical learning through simulation projects and innovation
competitions as well as co-innovation hackathons. This way, they are more likely to put theory
into practice when solving business issues and will foster team collaboration and creativity.
Staft members are provided with the opportunity to work in a variety of different industries,
including banking, healthcare, retail, telecommunications, energy and manufacturing, and are
expanding in their domain knowledge.

Accenture India's digital learning environment enables continuous evaluation and monitoring
of performance. Feedback is provided to employees regarding skill development, skill
attainment, and skills improvement. Workforce analytics gives organizational leaders insight
into emerging skill shortages and sets up future skills development programs. The move
towards digital learning has also increased organizational agility. Virtual learning systems
allowed for uninterrupted employee development during periods of remote work and
disruptions caused by the pandemic. The organization's capacity to provide learning continuity
strengthened its resilience and adaptability.
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Creating Knowledge Capital Assets in Consulting Companies

Knowledge capital formation is the systematic process of building and application of
intellectual resources in an organization. For consultants, knowledge capital refers to their
industry expertise, insights, consulting practices, client experiences, best practices, innovation
frameworks, and networks. Knowledge capital is a crucial asset for an organization, especially
when consulting services are highly dependent on expertise and problem-solving.

Accenture India has built a wide network of knowledge capture, storage and sharing systems.
Prospective value insights gained by employees in client projects are captured and fed into
knowledge repository. These repositories contain project case studies, solution frameworks,
industry research, technical documentation, reusable code libraries and strategic templates.
Knowledge management systems allow consultants to tap into past project experiences and
transfer lessons learned to new projects. This minimizes duplication of effort, enhances project
efficiency, and enhances service quality. A study of Accenture's knowledge management
practices has identified three themes that Accenture has focused on: codification, collaboration
and organizational learning.

The organization brings together codified knowledge systems and social knowledge sharing
practices. Codified systems are digital repositories and documentation systems, and social
mechanisms are communities of practice, mentorship relationships, internal forums,
workshops, and collaborative networks. Collective intelligence is reinforced through
consultants sharing experiences with other projects and geographies.

Knowledge Capital Formation

Client
Projects &
Insights

Knowledge
Repositories

Figure: Knowledge capital formation process in Accenture India.
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Accenture India promotes innovation-based knowledge creation as well. Staff are engaged in
research projects, digital innovation labs and in cross-functional projects that create new
solutions for clients. Innovation centres offer a place where consultants can try out new
technologies and develop prototypes for business change. Client interaction is another major
component of a knowledge capital formation. Consultants gain industry-specific knowledge by
interacting with a variety of organizations. These experiences help in the learning process
within the organization and in the future to improve consulting skills. As time goes on, project
experiences build up to become organizational assets. Knowledge sharing culture is very
important and it is important to have good leadership. Managers promote teamwork in solving
problems and acknowledge the contributions staff make to organizational learning. Knowledge
sharing practices can be incentivized along with project results in performance management
systems.

Advancement and Professional Development

One of the key elements in the talent management process of professional service companies
is leadership development. Consulting firms value leaders who can effectively manage client
relationships, lead teams, foster innovation, and handle uncertainty. Accenture India has put in
place structured leadership development initiatives to groom its employees for emerging
managerial and strategic roles. Leadership development starts right from the start of employees'
employment. Assessments of performance, client feedback and competency evaluations are
used to identify high-performing professionals. The accelerated leadership programs, selected
staff are a part of, develop skills in strategic thinking, communicating, negotiating, emotional
intelligence and business development.

Accenture India has an integral mentorship component to its leadership development program.
Senior professionals help junior consultants plan their career, project management and
professional networking. Mentor to increase understanding of organization's expectations and
develop consulting skills. Such relationships also enable tacit knowledge transfer, which is hard
to be captured in formal documents. The organisation implements rotation and cross functional
projects to spread employee exposure. Consultants can operate within and across all industries,
technologies, and geographic areas to build multi-dimensional expertise. Global project
opportunities are opportunities that enhance global viewpoints and intercultural skills.

Another area of leadership development programs is innovation and entrepreneurship. Staff
members are encouraged to come up with their own new ideas, participate in in-house
innovation competitions and participate in organization transformation projects. These types of
programs create a culture that workers feel as though they're helping to make the organization
successful rather than just doing their jobs. The leadership model that Accenture India
embraces is akin to the organizational values such as inclusion, client focus, integrity and
continuous learning. Leaders are expected to set up psychologically safe workplaces where
staff are able to experiment, learn and collaborate.

Student Engagement through Diversity, Inclusion and Employee Empowerment
Diversity and inclusion are developing into key strategic levers for innovation and efficiency
in the professional service sector. Accenture India has made efforts to improve Gender

Diversity and Gender Inclusion within the organization and for career development. The
organization supports women professionals via mentorship, flexibility, leadership development
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and networking. The programmes on gender equality aim at enhancing managerial and
executive representation. Women are also gaining in their career development and professional
empowerment through external collaboration on digital learning, career empowerment
programs.

Accenture India's hiring practices are inclusive, and include individuals from a variety of
educational and social backgrounds. The organization also has accessible technologies and
workplace accommodations for employees with disabilities. This kind of work contributes to
the overall learning experiences in the organisation and involves other voices and experiences.
There is a strong association between autonomy and innovation which, in turn, is associated
with employee empowerment. Consultants are encouraged to put forward ideas, challenge
assumptions and actively engage in decision-making processes. Shared project organization
delivers a chance for employees to have ownership and be held accountable. The company's
learning culture helps promote empowerment because it empowers employees to make choices
about the direction of their careers. They can discover various technical fields, sectors and
leadership career options. Career advancements and development are encouraged through
opportunities for lifelong learning.

Talent Development and Knowledge Management problems

Accenture India is working on L&D (Learning and Development), but it faces some challenges
to maintain its talent competitiveness and knowledge capital building. One challenge that
presents itself with this is employee attrition. The consulting industry is a fiercely competitive
one and the quality of the professionals that work in it can vary from firm to firm, with people
coming and going, just seeking more money, greater opportunities and a better work-life
balance.

High employee turnover rates may make it challenging to create a continuity of organizational
knowledge. Tacit knowledge is knowledge that is carried from one employee to another, oral
knowledge. Organizations may lose project knowledge, client relationships and technical
know-how when employees depart. This means Accenture India should always be on the
lookout for fresh employees, train them and assimilate them into its existing knowledge
systems. Another hurdle is that of harmonizing with innovation. There should be standardized
processes in place in large organizations for efficiency and quality control. But too much
standardization could diminish creativity and flexibility. Professionals often want to work in
an environment that is independent of others and challenging. Leadership, therefore, is a need
to be consistent, and at the same time it has to be innovative.

Burnout and workload intensity also are significant issues in consulting. Employees may
experience stress due to time constraints, high utilization requirements and difficult client
situations. There are sometimes online employee discussions regarding pressures of work and
expectations of the organization. These are the views of the employees and are not necessarily
the views of all employees, but they do illustrate the importance of employee well-being for
the success of organizations. (The Times, 2024). Another challenge is the quick pace of the
evolution of technology. The other challenge is the evolution of technology at a rapid pace.
Today's skills might be irrelevant in a few years. Accenture India will, therefore, have to
anticipate the technological changes in the future and redesign the learning programmes
regularly. This will take a lot of investment in workforce analytics, curriculum development
and strategic workforce planning.
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Learning barriers can occur in geographically distributed organizations. Communication and
collaboration can become problematic among staff at various offices and time zones. The
organization tackles such issues by developing digital collaboration platforms and global
knowledge networks, but constant engagement will be a continuous process. This course will
examine how the development of talent affects an organization's success. This course will
explore the strategic implications of talent development on organizational performance. The
investment in Accenture India's talent development and knowledge capital formation has
brought tremendous strategic benefits. The continuous learning systems have helped to make
the workforce more adaptable and helped the organization respond to new technologies and
changes in the market. Through their innovative and quality solutions, skilled consultants
improve customer satisfaction.

An advantage of knowledge sharing systems is that it increases the efficiency of the
organization by stopping the repetition of tasks and quickens the problem-solving process.
These reusable frameworks, methodologies, and project experiences are available for
consultants to use, enhancing productivity and service uniformity. Organizational learning is
also helpful in improving the ability to innovate as knowledge from other industries and
technologies can be brought together. Leadership Development Programs help with succession
planning and organizational sustainability efforts. Accenture India has set up internal talent
pipelines, curbing its reliance on outsourcing key roles. New leaders emerge with a strong sense
of organisation and culture.

The use of digital learning provides a competitive advantage for the organization in the
technology consulting markets, while Al-based skill development further enhances their value
proposition. As the digital transformation landscape evolves, clients are increasingly looking
for consulting partners who can provide them with sophisticated digital transformation
services. Accenture India has a huge base of digitally adept professionals to fuel the company's
global consulting leadership. Organizational engagement and innovation is fostered by
employee empowerment and workplace inclusion. Multidisciplinary teams are able to bring in
wider views and creative solutions, which is critical for complex consulting tasks. In addition,
companies with a good learning culture tend to have top talent when hiring in competitive labor
markets. Accenture India has become a delivery centre thanks to the strategic embedding of
talent development into business goals. Now it is a global Innovation and Consulting hub that
has a great impact on organizational growth and competitive advantage.

Conclusion and Core Issues in Case:

Accenture India is an example of a professional services company that has created sustainable
competitive advantages through investments in talent development and knowledge capital
formation. Consulting firms rely on their employees as the heart of their value chain as key
services rely on expertise, innovation, analytical skills, and client management. Therefore,
ongoing human capital investment is crucial to achieve long-term success. Digital learning,
leadership development, collaborative knowledge management and upskilling of the digital
learning ecosystem is far reaching across Accenture India. The organisation has the
technological infrastructure and organisational learning practices that enable the culture of
continuous capability improvement to be supported. Staff is encouraged to continue their own
learning process, co-operate with innovation programmes and be active participants in the
process of sharing organisational knowledge networks.

The company's approach towards digital learning and readiness for Al is a key driver that
positions it to thrive in the digital economy. The shift towards digital learning and Al readiness
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underscores the industry's adaptation to the digital economy, highlighting a changing landscape
for the consulting sector. Accenture India's approach of learning as part of business as usual
and connecting talent development to the business strategy have embedded learning as an
integral part of the adaptability and innovativeness of its employees. The knowledge
development and sharing approaches and techniques include mentoring, community of
practice, and knowledge repository. The other challenges are staff retention, workload, keeping
up to speed with technology and having large numbers of people around the world working as
a team. To overcome these challenges, balanced leadership, employee wellness programs and
ongoing workforce strategy redesign must be employed. Overall, Accenture India demonstrates
that consulting companies can reshape talent development into a strategic capability of the
organization. The case illustrates how knowledge capital is playing an increasing role in
contemporary professional service organizations, and shows how sustainable organizational
performance increasingly relies on learning agility, collaborative intelligence, and innovative
processes that are human-centric.

Key Questions:

1. How has Accenture India transformed from a cost-focused outsourcing destination into
a global knowledge and innovation hub, and what role has talent development played
in this transformation?

2. Evaluate the effectiveness of Accenture India's digital learning ecosystem in preparing
employees for emerging technologies such as Al, cloud computing, and data analytics.
What advantages and limitations can be identified?

3. Discuss the process of knowledge capital formation at Accenture India. How do
knowledge repositories, collaboration networks, mentoring, and innovation initiatives
contribute to organizational learning and competitive advantage?

4. What challenges does Accenture India face in retaining talent and preserving
organizational knowledge in a highly competitive consulting industry? Suggest
strategies to address these challenges.

5. To what extent do diversity, inclusion, employee empowerment, and leadership
development contribute to innovation and long-term organizational performance at
Accenture India?
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Organizational Resilience and Crisis Management in the
Hospitality Industry: A Study of Indian Hotels Company

Dr. Shraddha Purandare Professor & Ms. Daksha Pilankar Assistant Professor

Introduction

Hospitality is critically impacted by a disruption from the outside since it relies on travel,
tourism, customer mobility, economic stability and public confidence. Organizational
resilience and crisis management are crucial aspects of hospitality operations, especially during
times of crisis, like a pandemic, economic downturn, natural disasters or geopolitical conflicts.
Organizational resilience is the capacity of an organization to prepare for, absorb and rebound
from crisis events in ways that keep operations running and competitiveness sustained. Crisis
Management is a process of strategic planning and coordinated action in uncertain situations,
which is aimed at reducing losses and effective recovery of the organization. (Prayag, 2018).
Lockdowns, travel restrictions and reduced demand for travel saw a huge hit on the Indian
hospitality industry during the COVID-19 pandemic period. Hotels were forced to rethink their
business, enhance their safety measures, cut costs, and embrace digital technology. Indian
Hotels Company Limited (IHCL) of the Tata Group was one of the most resilient organisations
during this period. IHCL runs popular hotel brands like Taj, Vivanta, SeleQtions and Ginger.
Its response to crises is a significant example of resilience, leadership, innovation, and trust in
its customers.

Background of Indian Hotels Company Limited

Indian Hotels Company Limited was founded in 1902 by Jamsetji Tata with the opening of the
Taj Mahal Palace Hotel in Mumbai. In the upcoming years, IHCL gradually grew to become
one of the most prominent hospitality firms in South Asia with a substantial bank of luxury and
budget hotels. The company established a solid reputation on service quality, heritage,
customer trust and innovation. (Bharwani & Mathews, 2021). Prior to the pandemic, IHCL was
present in India, Middle East, Europe, Africa and the USA. The hospitality sector of India has
grown at a tremendous rate due to the rise in tourism, business trips, the booming disposable
income of people and the government's support for the development of the tourism industry.
The industry, however, was still very vulnerable to economic recession, terrorism, political
instability, health emergency and environmental disaster (Paraskevas et al., 2013).

IHCL has faced several major crises in the past, such as the 2008 Mumbai terrorist attacks,
which also targeted the Taj Mahal Palace Hotel. Its leadership, dedication of employees and its
recovery process came to be an example of crisis management throughout the world. Later, the
Coronavirus Disease (COVID-19) pandemic added even more challenges to the hospitality
industry around the world. The impacts on hotel operations and revenue due to lockdowns,
travel restrictions, low occupancy rates, and customer fears were significant. In this timeframe
IHCL implemented a number of strategic steps that enhanced its ability to be resilient and crisis
prepared. (Williams et al., 2017).

Effects of the Crisis on the Hospitality Sector
The tourism and hospitality sector is very prone to shocks and stressors as during crises, travel

activity stops sharply. The coronavirus had a significant impact on the hotel industry around
the globe. Lockdowns, international travel restrictions and social distancing restrictions caused
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occupancy rates to plummet. Many hotels closed temporarily and some had cash flow
problems, layoffs and uncertainty over operations.

The revenue losses were significant for the luxury/high-end hotels, business hotels and tourism
related establishments in India. The hospitality industry is heavily reliant on human resources,
making employee welfare a key concern. Hotels too needed to put in place stringent hygiene
and safety protocols to restore trust on their part. During the crisis, customer preferences shifted
with the increased need for cleanliness, contactless services, flexible booking policies and
digital experiences (Ivanov et al., 2020

The crisis had harmful impacts on staff morale, culture, and business sustainability besides the
financial damages. Hotels needed to find a way to cut costs while maintaining their customers'
satisfaction and staff retention. Those organizations that were adaptive, innovative and
operationally flexible were able to recover more quickly than those that were not resilient
(Williams et al., 2017).

COVID-19 Crisis
(Lockdowns, Travel Restrictions)

¥

Impact on Hospitality Industry
(Low Occupancy, Revenue Loss)

¥

IHCL Strategic Response
(Digitel Services, Safety Measures,
Cost Optimization, Employse Support)

¥

Business Recovery & Resilience
(Customer Trust, Operational

Figure 1: Impact of COVID-19 on Hospitality Industry and IHCL’s Strategic Response
Organizational Resilience at IHCL

IHCL continued to run smoothly during the crisis, building trust in the company along with a
feeling of wellbeing and innovation amongst their employees. The one chief strength of IHCL
was its culture centered on the values of Tata group. The company has placed a high priority
on the ideas of empathy, ethics, trust and responsibility towards stakeholders in the crisis
period. Communication was key to maintaining employees' confidence and ensuring the
organization remained stable, and this was an integral part of its leadership communication.
Clearly communicating with employees, customers, investors and business partners decreased
uncertainty and increased trust. (Boin et al., 2017)
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Also, as part of its RESET 2020, IHCL introduced cost optimization solutions. This project
aimed to improve the running efficiency, reduce the fixed costs, optimize the liquidity and re-
organize the operations. The company has considered all elements of running costs, re-
negotiated contracts with suppliers, assessed energy usage and restructured staff deployment.

These measures increased financial resilience without impacting service quality. Business
diversification likewise played a role in providing resiliency. IHCL made use of a number of
hotel brands to offer to various groups of customers. In the pandemic, domestic tourism
recovered faster than international tourism and the firm changed its strategy in marketing and
operations. The budget-friendly and safe accommodation has made the Ginger brand relevant.

Crisis Management Measures by IHCL

To keep the business going during the pandemic, IHCL had to put in a few crisis management
strategies. One of the major projects was the improvement of health and safety measures which
was part of the programme “Tajness — A Commitment Restrengthened”. This was done by
conducting a thorough cleaning, using contactless check-in, performing a health screening and
employing the concept of social distancing. The digital transformation was the core of IHCL's
effort to respond to the crisis. The company has been speeding up the adoption of digital
technologies that enhance customer experiences and operational efficiency (Ivanov et al.,
2020). Contactless dining, digital payments, mobile apps, online interactions with customers
and virtual concierge services lessened physical interaction with a boost to convenience. IHCL
also thought of finding other means of revenue during the crisis. Several hotel properties were
converted into quarantine centers and accommodation facilities for healthcare workers and
frontline staff.

One of the critical components of IHCL's crisis plan was dealing with their staff. The hotel
sector had problems with its employees losing their jobs and cuts to pay. IHCL aimed to balance
employee wellbeing with an effective and sustainable financial operation by providing flexible
working practices, training and leadership support initiatives. The employee engagement and
emotional support at times of uncertainty were a source of maintaining morale. (Lengnick-Hall
etal., 2011). Another area of supply resilience that arose during this crisis was the response. To
ensure continuity of operations, IHCL improved its supplier coordination, diversified the
procurement approach and put in place a better inventory management. Moreover, long-term
sustainability measures such as waste reduction and energy efficiency were incorporated in the
resilience and cost savings.

Leadership, Innovation and Digital Transformation

In the crisis employees and stakeholders required direction, guidance and reassurance and
leadership was the element that was essential. During the crisis period, the IHCL leadership
was able to be flexible, empathetic and strategic. Senior management remained regular in
contact to ensure safety measures were in place and operational recovery and future plans were
considered. (Williams et al., 2017). Tata's ethos of doing business has had a significant impact
on how IHCL has dealt with crisis. Tata's philosophy on ethics within business has a significant
impact on IHCL's crisis management. The firm took care of its customers' trust, its staff's health
and social responsibility before it ever did money. This helped to build the company's
reputation and Loyalty of the stakeholders.

Innovation was the key in the hospitality industry to survive the pandemic. The expectation of
the customer has been drastically transformed and hotels need to deliver safe and technology-
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oriented services. IHCL made investments in digital reservations, loyalty management systems
and contactless technologies. Mobile applications gave the guests the opportunity to use the
hotel services and services safely (Ivanov et al., 2020). The company also adjusted to the
dynamic of customer offerings, showcasing the changing nature of travel. At the same time, as
the tourism in other countries decreased, IHCL started focusing on a staycation, domestic
tourism and flexible travel packages. Work from hotel services were geared towards service
providers who needed to work comfortably from a distance. They were promoted through their
digital marketing campaigns, highlighting wellness experiences, customisable plans and safety
protocols.

Challenges Faced by IHCL

IHCL had some problems in the crisis period although it has some resilience strategies.
Financial pressure was caused by the revenue losses and operational disruptions. Strategies for
workforce stability and cost reduction continued to be a challenge given the critical role of
human resources for hospitality operations. (Giousmpasoglou et al., 2021).

The travel safety related concerns among customers also impacted demand recovery. Many
travelers were still hesitant to stay at a hotel even after restrictions were lifted. Hotels needed
to put a lot of effort into the improvement of their hygiene, digital systems, and communication
to win back customer trust. The competition grew for the hospitality industry, as they started
offering discounts and promotional offers to draw in customers. The need for a continuous
innovation and investment to meet customer expectations for personalized and digital
experiences. In addition to this, economic uncertainty, inflation and geopolitical risks have
impacted recovery trends in the industry. (Bharwani & Mathews, 2021)

Lessons Learned from IHCL’s Crisis Management

IHCL's experience offers several insights on organizational resilience and crisis management
in the hospitality industry. The first is the need for strong leadership and organizational culture
during crises, which affect the employee morale, trust of stakeholders, and strategic decision
making. Secondly, flexibility and adaptability are important to respond to changing market
conditions and customer expectations. Third, digital transformation and innovation can
enhance operational continuity and customer experience in the event of disruptions. (Prayag,
2018). Fourthly, businesses have a stakeholder focus, and this factors into long-term resilience.
IHCL's commitment to employee well-being, customer confidence, and social responsibility
enhanced their reputation and ability to bounce back. Last but not least, prudence in money
handling and efficiency in operations are essential in facing long spells of uncertainty.
(Lengnick-Hall et al., 2011).

Conclusion

The case of Indian Hotels Company Limited shows how organizational resilience and effective
crisis management can help hospitality companies survive during periods of uncertainty.
IHCL's ability to lead, innovate, transform with digital technologies, engage employees and
focus on customers helped them address the challenges posed by the COVID-19 pandemic.
Their ethical framework and their long-term business strategy and operational flexibility
enhanced their trust among stakeholders and helped with business recovery. The experience
IHCL has shared with the EI community underscores the need for preparedness, adaptability
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and sustainability when developing resilient hospitality organizations. (Williams et al., 2017,
Jiang & Wen, 2020).

Central Issues in the Case Study

Operational challenges brought on by COVID-19, lower occupancy and revenue, employee
management problems, safety concerns for customers and financial sustainability concerns are
the key challenges facing the case. This company also had trouble with the quality of their
service as they had to take measures to control costs. The management needed to continuously
innovate and restructure their operations to meet the new customer expectations and the speed
of digital transformation. (Giousmpasoglou et al., 2021)

Key Questions

1. In what ways was organizational culture a factor in IHCL's resilience in times of crises?
What was the impact of digital transformation in IHCL's crisis management strategy?

3. In uncertain times, 3. How can a hospitality organization reduce expense and provide
employee wellness?

4. What do other hospitality businesses have to learn from the way IHCL has responded
to the COVID-19 pandemic?
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Strategic Growth and Infrastructure Financing in Indian
Airports sector: GMR group case

Prof. Ankit Bajaj Assistant Professor & Ms. Priya Lalvani Assistant Professor

Current State and Outlook

For airports, new national policy has been formulated by Indian government providing a
broader framework for development of airport infrastructure with the participation of private
and public sector, also allowing the development of greenfield airports. The evolution of
“public-private partnerships” (PPP) was been considered while signing the Kochi-Airport in
the middle of 1990s marking the entry of multiple private players in the market. This wave was
followed quickly by the second wave that modernized the airports of Mumbai and Delhi
through operations, development agreements and management-based brownfield PPPs. In the
past decades, a significant growth is seen in PPP airports in 2014 to 2024. High investment was
received by this sector through “Airports Authority of India” (AAI) and PPPs. As per the report
of International Civil Aviation Organization (ICAO), investment in aviation sector have made
a strong influence on the economy. These have been owned and managed traditionally by
government entities. The airport and all its related businesses were operated by Ministry of
Civil Aviation. Civil aviation until the 1980s was functioned completely by Indian
Government, as a first step of deregulation the Indian government provided taxi services for
private players in market. During that time, Indian airports operating internationally came
under the horizon of Internation AAI and domestic came under horizon of National Airports
Authority (AZB & Partners, 2025). Civil aviation sector of India has been transformed
purposely, in a radical manner from a valuable offering to a strong driver of national and
economic development as well as social diversity. A clear direction, which is driven by
constant development, strategic thinking, and proactive policy environment that have
positioned the industry at the forefront of nation’s effort of development. The period after the
year 2014 1s considered as a golden period. Strong initiatives of government, construction of
monumental infrastructure and rising involvement of business enterprises in the process has
led to smooth operation. This era has turned India to be the third largest market for domestic
aviation in the world.

The Airports Authority of India (AAI): The backbone of infrastructure and strategic
enabler

AAI or Airports Authority of India has always been the backbone of framework of Indian civil
aviation that includes construction, planning, operations, upgrading and maintenance of a vast
network of airport in the nation. One of the highly substantial achievements of the past decade
has been rapid expansion as well as modernization of airport infrastructure, with the number
of operational airports rising from 74 in the year 2014 to 164 in the year 2025 (Vipin Kumar,
2026). Advancement of technology have reshaped the operations and infrastructure at the
Indian airport by making safer, faster, smarter and sustainable operators deploying biometric
processing, automation and data-led system on the major gateways. A standout example is
biometric travelling, with Digi Yatra that have crossed download of more than 10 million and
facilitated more than 45 million of travellers a seamless journey, and expanding to 24 more
airports in India showing how digital tools and technologies have reduced the friction in
processing of passengers at scale.

Historic growth in passenger numbers
India has experienced an impressive, double-digital average annual growth rate at 10.3%
between the year 2011 and 2019 in air passenger. Such performance has outpaced the aviation
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industry globally as well as for the Asia Pacific region. Looking at the disruption of the
pandemic in the year 2024, the level of India’s traffic level exceeded their level by 10.9% in
2019, with a fourth successive year of double-digit growth. India has appeared as one of the
leading nations in terms of growth of traffic, mainly among large market of air passenger.
Pacific region is all set for higher-than-average growth. As per the report of AUTC, it can also
account for more than 50% of air traffic in this world by 2010. It is imperious that procedures
enhance and facilities are growing to match the rise in traffic volume. It is anticipated that
acceptable capacity would be deployed by operators for meeting the growth of cargo traffic
requirements in the coming years. Induction of capacity in aviation sector is anticipated to be
determining by market forces. The only aspect that is required to be planned and developed is
infrastructural facilities at the airport for handling different types of cargo traffic with efficacy
and speed. A strong growth is seen by India in air traffic passenger, it is considered as a main
force behind infrastructure expansion of the airport as operators are racing to add the capacities,
enhanced flow of passengers, and support higher movements of aircrafts. Domestic air
passenger traffic in India in 2024 has reached 161.3 million, while the Ministry of Civil
Aviation has reported that scheduled carriers have handled 66.8 million of passengers on
international routes in financial year 2023 to 2024 has clearly shown the scale of demand across
nation.

Importance of air cargo and recent developments

Air cargo sector of India has experienced substantial transformation as the aim of nation is to
position itself as a main hub in South Asia. The ambitious program of government is expanding
the volume of air cargo to 10 million tonnes by the year 2030 which would be driven but
extensive development of infrastructure and exporting policy reforms, has boosted the
optimism of industry. Air cargo is usually preferred over other modes because of the reliability
and speed of delivery of products, mainly perishable goods, medicines and high-value products
that are crucial for economy of India. Traffic of cargo for carriers registered by India, as
measured by CTK (Cargo Tonne Kilometres) declined by around 50% in YoY terms in the year
2020. Since then, volume of cargo has recovered to 96.3% of pre-pandemic 2019 level in the
year 2023, with a strong growth rate of YoY by 9.1% (IATA, 2025). The airlines registered in
India are carrying 50 million of passengers and 1.1 million tonnes of freight every year from
and within India. Along with many other reasons that people as well as businesses airport they
depend on it for holidays and visit family and friends while businesses use air transport to meet
their clients and for reliable and speedy delivery of goods and mail even at great distance. In
Indian economy, Aviation sector has made a significant footprint by supporting 0.5% of Indian
GDP and huge number of jobs to Indian workforce. It includes the contribution towards tourism
sector, where figures are rising to 1.5% of Indian GDP and 8.8 million of jobs (Singh, 2015).
Difficult time has been experienced by the aviation industry all over the globe due to pandemic
and global financial crisis. It is evident that airports are constantly trying to generate more
avenues by exploring alternate, non-tradition forms of income. Attainment of revenue
efficiency might also be relevant for warranting the success of airports and for supporting its
competitiveness for attracting more airlines. Therefore, inefficacies of revenues might also
make strong impact on financial feasibility of small airports. Economy gets strengthened by
efficient airports generating economic growth, providing employment, increasing revenues,
facilitating trade, industrial production, improving regional, national and international
connectivity, etc. Airport’s economic efficacy acts as a catalyst to realise social advantages
promoting overall development of infrastructure. Commercial viability needs attracting high
investment in aviation industry (Chand, Mohapatra & Jena, 2022).

Airport infrastructure is divided mainly into two categories — Landslide infrastructure and
Airside infrastructure. Landslide infrastructure includes movement of ground-based vehicles
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and passengers along with parking lots, access roads, terminal building and garages, while
airside infrastructure accommodates movement of aircraft around the airport. In the year 1994,
AAI Act was amended by Indian Parliament for facilitating participation of private sector
towards development of private sector airports except for Ait traffic control and security. This
amendment also provides imposing ‘Advance Development Fee’ at present airports to finance
new airports in lieu of present one and ‘Users Fee’ at new airports (Minali, Acharya & Singh,
2025). Indian aviation industry is going through a rapid scaling, which is driven by rising
demand and swift initiatives of government and improved expansion. By implementing
favourable policies, this sector is experiencing transformation, it has surpassed past hindrances
to emerge as a dynamic and competitive forces. In the past few years, aviation sector in India
has gone through improved expansion, marked by a replication of operational airports from 74
in 2014 to 148 in 2023. Such distinguished growth can be featured to the encouragement
provided by policies of government and their initiatives that serves as a catalyst for positive
trajectory of the industry (Garg et al. 2024). The outcome shows that infrastructure of airport
makes a positive influence on regional development even in conditions where there is a
negative bias against its development. Furthermore, even when majority of studies approach
the matter of development of airport from different perspective and topics, it is concluded by
every author that infrastructure of airport is an essential catalyst for social and economic
development, because of the connectivity and opportunity of jobs that it creates, and
environmental situations of that development must always be in mind. Moreover, it is
imperious to be on the implementation of new tools and technologies along with strategies sot
that airports can be made more sustainable and reduction of carbon emission as well as handling
the waste they are producing (Melgar, Polo & Tobon, 2024).

Funding and Financing Constraints

Safeguarding proper funding and financing for infrastructure projects of airport is a substantial
challenge for infrastructure market of Indian Airport. Development of infrastructure need
significant investment, but to access long-term sources of funding and management of project
finance bring many significant challenges. Infrastructure projects in aviation sector usually
have long gestation period and uncertain streams of revenue that makes them less attractive for
lenders and private investors. For low-cost financing there is limited access and the borrowing
cost is high it also hampers development of infrastructure. The model of PPP have been proved
successful to fund some projects of the airport, there are challenges like uncertain regulatory,
risk of re-negotiation, and concerns of financial viability that have forced the participation of
private sectors. Strengthening the framework of PPP and providing them more attractive
incentive might motivate more private investment for infrastructure at the airport. A vital role
is played by Indian government in financing infrastructure at the airport through allocation of
budget and grants. However, priorities to competent for public spending, fiscal deficits, and
bureaucratic delays in approval of projects usually compel the pressure of availability of
government funds for development of airports (TechSci Research, 2026). The size of
infrastructure market of Indian Aviation is estimated to about 103.41 billion USD in the year
2025, which is expected to reach to 125.81 billion USD by 2030, at a CAGR of 4%. The
infrastructure market of Indian aviation is projected to grow substantially during the forecast
period that owes to the growth in the number of aviation operations and rising investment in
acquisitions of commercial aircraft by various airline firms. Those acquisitions are driven
mainly by substantial growth in terms of passengers of air traffic withing the nation in the past
few years. Introduction of new and lower cost carrier airlines are expected to lead the opening
of new routes as well as destination in the nation. These opportunities are also expected to lead
a substantial increase in the number of investments by airport authorities for construction of
new airports and in expansion programs for meeting the needs of future of Indian Aviation
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sector. On the contrary, stringent regulations are imposed by aviation authority of Indian that
hampers the market growth in the long run. The growth in the using Al and blockchain
technologies are further expected to improve business opportunities for Indian aviation sector
in near future (Mordor Intelligence, 2025). The infrastructure market of Indian aviation is
featured by dynamic blend of international as well as regional players. The main participants
like “Airports Authority of India, GMR Airports Infrastructure Limited, Adani Airports
Holdings Limited, Bangalore International Airport Limited, Delhi International Airport
Limited, Mumbai International Airport Limited, Larsen & Toubro (L&T) Construction, IndiGo
(InterGlobe Aviation Ltd.), Air India Limited, Vistara (Tata SIA Airlines Limited), Go First (Go
Airlines (India) Ltd.), AirAsia India (now AIX Connect), Blue Dart Aviation Limited, Pawan
Hans Limited, Bird Group (Bird Worldwide Flight Services India Pvt. Ltd.)” make contribution
towards delivery of services, innovation, and geographic expansion. The future of
infrastructure market of Indian aviation appears to be promising, which is driven by rising air
traffic and initiatives of government with the goal to enhance connectivity. The focus would
likely to be shifting on sustainable practices and advancement of technological in near future,
it would also include integrating smart technologies in airport operations. Moreover, the
expansion of regional airports would play a vital role towards improvement of accessibility and
supporting growth of economy in different regions, it ensures a balanced development of
nation. The overall traffic of passengers is anticipated to see the growth of 7-9% in the financial
year 2026 to reach 440 to 450 million, supported by the growth in international travel amongst
enhancing connectivity to better destination, constant uptick in relaxation and business
travelling in domestic segment as well as the enhancement in air connectivity to tourist
destination and tier II cities along with the start of operations of new greenfield airports.
Revenues for ICRA are possibly to rise by 12 to 14% in the financial year 2025 and 18 to 20%
in the year 2026, to be supported by constant enhancement in domestic as well as international
traffic, considerable rise in revenue in aviation industry which is supported by application of
tariff order of 4™ Control Period (CP4) at Delhi International airport as well as the ramp-up of
non- aeronautical revenues. The operation margins are possibly to progress by 51% in FY2026,
which is driven by operating leverage advantage. Figure 1 shows the funding and financing
concerns at glance.
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Figure 1 Key Financing Challenges Affecting Airport Infrastructure Development in
India

The aircraft traffic is expected to be growing by 8% in FY2025 in comparison to 7% in FY2024
with the stabilisation of supply side constraints and addition of new aircrafts by short-term
leases. Moreover, with the beginning of supply of new aircrafts orders and healthy traffic
demand of passengers, the traffic would possibly rise by 6 to 8% in financial year 2026.

The growth of volume of overall air cargo is possibly top moderate to 6 to 8% in financial year
2026 along with the expectation of volume of international cargo with the outgrowth of volume
of domestic growth. However, fast resolution of red sea crisis might have a bearing on volume
growth rate of international cargo in FY2026. In airport infrastructure, capex investments
would possibly to stay high with more than rupees 1,00,000 crores of anticipated capex
investment in the next 4 to 5 years.

Core Issues in the Case

The Indian airport sector is experiencing rapid growth in passenger and cargo traffic, creating
a strong demand for airport infrastructure expansion. However, large-scale airport projects
require substantial long-term financing, while uncertainties in revenue generation, regulatory
policies, and project viability make funding difficult. Although Public-Private Partnership
(PPP) models have supported airport development, challenges such as high borrowing costs,
policy risks, and private investor concerns continue to constrain infrastructure growth. The case
highlights the strategic challenge of balancing infrastructure expansion, financial sustainability,
and operational efficiency in India's aviation sector
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Discussion Questions

1.

2.

What are the major financing challenges faced by airport infrastructure projects in
India, and how do they affect sector growth?

How can Public-Private Partnership (PPP) models be strengthened to attract greater
private investment in airport development?

What strategies should GMR Group adopt to ensure sustainable funding while
expanding airport infrastructure and operations?

How can technological advancements and non-aeronautical revenue sources improve
the financial viability and competitiveness of airports in India?
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Electric Vehicle adoption and sustainable manufacturing investment
strategy: Bajaj Auto Experience
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Professor

Introduction:

Bajaj Auto company has been transitioning themselves aggressively towards two-wheeler and
three-wheelers; by using the approach of premium-first with the brand name called “Chetak”
and making investment mainly in sustainable manufacturing, it includes a dedicated EV hub of
almost 300 crores of rupees. The company is planning to allocate around 60% of its capital
expenditure in FY2026 towards EV, and scaling the production to more than 20 thousand units
every month and concentrating on renewable energy for manufacturing units. The rising
transition towards electric vehicles and sustainable mobility has placed EVs as a foundation to
realize sustainable development goals (SDG) of India. Because transport industry has been a
substantial contributor towards emission of greenhouse gas, consumption of energy and
pollution, transition of India towards electrification would offer environmental as well as
economic opportunities. In India and its sustainability, the role of electric vehicles is highly
crucial and transformative, it serves as a cornerstone to achieve the goals of low-carbon and
SDG. The Government of India show strong commitment towards adoption of EV through
initiatives such as PLI and FAME, as well improvement in infrastructure. However, to achieve
national targets like 30% of EV by year 2030 need to quicker scaling and improved alignment
of ecosystem. Leading manufacturing companies like Tata Motors, Mahindra & Mahindra are
important in such transition, matching their operations with Sustainable Development Goals
through sustainable practices and community programs (Kaur & Kumar, 2026). Electric
vehicles that are powered by one or more electric motor are offering many benefits like cleaner
environment, reduced noise pollution and low operating cost. Selecting electric cards can be
affected by different factors that include attributes of users, awareness towards enviornment,
incentives, obstacles and awareness of users. Expanding EVs, mainly renewable energy,
suggested reduction of importing fuel and reduce susceptibility to fluctuation of fuel price,
mainly in countries that are dependent on fossil fuel like Middle East countries. It is suggested
to policymakers to use incentive tools like exemption of taxes, free parking, accelerating
electric cards selection with slow acceptance (Wang & Witlox, 2025).

Growth in EV Adoption

Significant growth is seen in EV adoption in India in recent years, mainly in the segment of
two-wheelers and three-wheeler. One of the major contributors is e-rickshaw making important
contribution to last-mile connectivity in semi-urban as well as urban regions. The four-wheeler
segment, although it is growing slowly but gaining momentum making new launches and better
performance of battery. It is revealed by the analysis that the EV market of India has high
growth, mainly in the segment of electric two-wheelers that have crossed 1.15 million of units
in the year 2024-25. Category-wise data shows that electric two-wheelers keep dominating,
followed by strong growth in electric three-wheelers and increased the acceptance of electric
four-wheelers. The ecosystem of India’s EV is shifting towards maturity, which is driven by
supportive policies of government, technical enhancements and increasing acceptance of
customers. However, sustainable and long-term growth would need stable state-level
incentives, strong charging infrastructure, enhance technologies for batteries, and customer
awareness programs. Government subsidies like road tax exemptions, purchase incentives, per
kWh financial support would an important role that would make influence on adoption of
electric vehicles. India’s ecosystem regards to electric vehicles is highly dependent on the state
level policies for EV and FAME-II scheme of government. Understanding the association
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between EV sales and subsidies would assist in finding out which policies would motivate its
adoption and where exists the market pull even without incentives (Dhilip & Singaravelu,
2025).

Current State of EV Manufacturing in India

India is developing from an assembly-led market to a full-fledged hub of manufacturing EV
vehicles. Domestic production is extended to drivetrains, motors, batteries, wiring harness,
power electronics, and charging equipment, it is supported by a rising base of contract
manufacturers and component suppliers. The OEMs that are leading the market are TVS, Tata
Motors, Mahindra, Ola electric, Ather Energy, Bajaj Auto are expanding the capacity
constantly, it is supported by new investments across R&D, dedicated platforms for EV and
gigafactories. Global players in market like Tesla, VinFast, Korean and Japanese battery
manufacturing companies are now exploring India for manufacturing on large-scale. Overall,
manufacturing capabilities of India in electric vehicles is developing rapidly, it is laying the
foundation for increased localisation, cost competitiveness and integrating into global supply
chain.

Market Outlook and Investment Opportunities

The EV industry of India was anticipated to rise from $5.22 billion in the year 2024 to $18.3
billion by the year 2029, at a CAGR of 28.5% that have made it the fastest developing market
of electric vehicles all over the globe. It would translate it into substantial additions of capacity
across vehicles, packs of batteries, ACCs, motors, chargers, power electronics, and entrenched
software. India would also get composed to emerging export hub of electric two-wheelers with
the strengthening of domestic capabilities along with compact electric vehicles, and key
drivetrain elements with the support of global partners and R&D investments. Opportunities of
investments extent greenfield as well as brownfield manufacturing, technology-transfer
partnership and joint ventures. Segments of high-growth include manufacturing pf battery
packs and cell, recycling of batteries, motor and magnet technologies, power electronics,
charging hardware along with EV software platform like ADAS, telematic, and systems of
energy management. At the same time, refining critical minerals like nickel, lithium etc, and
local processing are important and strategically long-term opportunities as India is scaling its
capacity of ACC and seek to reduce dependency on imports (Singla, 2025).

Investment and Strategies of Cost Optimization

In North America, sustainable manufacturing of components of EV is basically intensive to
capital, it needs inventive strategies of cost optimisation and models of investment for balance
in economic competitiveness with environmental performance. Because the cost of the battery
stays single highly expensive component in EV bills of material, stakeholders as well as
manufacturers are turning to tools like “lifecycle cost analysis” (LCCA), circular economy
integration, ownership cost, modular design of product, and vertical integration for reduction
of burden of cost and increasing the long-term value. Perchance, the highly transformative
strategy of investment is integrated vertically. By internalization of multiple stage of value
chain like component assembly, processing of raw material, and integration of software,
markup layers to be reduced by manufacturers, gain pricing control, and hedge against
volatility of supply (Rotimi-Ojo & James, 2025).

The “Production-linked scheme” (PLI) was announced by Indian government in the year 2021
for advanced chemistry cell (ACC) battery storage manufacturing for promotion of domestic
manufacturing of electric vehicle batteries. Some small payers in Indian market like Allox
along with Ola and Mahindra are building already from scratch the cells needed for electric
vehicles who are planning to establish their manufacturing facilities in the new future. At
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present in India, the real battery value chain begins at the module and pack integration level, it
is the most feasible point of entry into the business of batteries. As India is stepping forward
on its path to electric mobility and establishment of EV value chain, it should lay a strong and
sustainable foundation. Most of the nations are progressing substantially in the EV space but
also facing challenges regarding environment as well as social concerns. Permanent ecological
damages from water pollution, air pollution and soil pollution, poor management of wastes,
and issues related to human rights related to child labour with distinct steps of value chain have
been highlighted the related dangers with irresponsible production of clean vehicles. On the
journey of India towards electric mobility, sustainability must be an after-thought, otherwise
the damage caused to environment and society would become irreversible (Maitra et al. 2023).
Around US$40 billion was announced to be invested in manufacturing of electric vehicles in
India by the year 2030. During this time, almost US$27 billion was due to be allocated alone
for the production of batteries, as reported. As reported by the ACMA (component
manufacturing association in India), US$7 billion was to be invested by suppliers through
financial year 2028 in electric motors, engines, transmissions steering electric system that
would also include systems of power control, high strengthened steel. Altogether, it is
understood to be more than 75% of automotive parts that are imported by India presently.
Support of India towards transition of electric vehicles was summarised in 2019 initiative called
FAME (Faster Adoption and Manufacturing of Electric Vehicles) that gave a wide variety of
incentives for customers to purchase electric vehicles and to develop charging infrastructure.
Recently, it has extended support by motivating the likes of Tesla to make investment in India.
As an early incentive, the tariffs are reduced on imported CBU electric vehicles substantially,
it provides companies importing of EVs and setting up facilities of manufacturing with 3 years
and attain certain milestone of production in following years. In case, targets are not achieved,
the tax benefit that were granted can be taken back from recipient firm. Government allocated
109 billion rupees in the year 2024 for incentives to customers, businesses and public bodies
to take up electric vehicles. Such initiative of government has its own new strapline, electric
drive resolution or PM E-DRIVE in “Innovative Vehicle Enhancement”. Under 40% of this
fund would be subsidized for the purchase of electric vehicles including two-wheelers, three-
wheeler, ambulance and trucks. Little more than 40% would be allocated to public transport
bodies for electric bus purchase (Henry, 2025).

Adoption speed of electric vehicles has been extraordinary. Such penetration rate is more than
many estimates, with number of passengers of EVs that have exceeded fourteen percent, which
is driven by per year sale growth in market of 74%, or else downwards. Adoption rate is little
slow. Most of such growth is driven by enhancing technology of battery and falling cost of
manufacturing making EV highly reasonably priced and closer in price to its internal
combustion engine counterparts. Such narrowing difference in price is highly essential mainly
considering a substantial proportion of customer would rather purchase an electric vehicle than
an ICE as it is cleaner, only if it is not costly. It is here when regulation needs to be central to
force manufacturers of auto to make investment in production pf EVs that are good as well as
extraordinarily expensive (O’Toole, 2022). With the goal to position India as a global hub for
manufacturing of electric vehicles, the government of India has revealed a striving policy with
the goal to attract significant investments in electric vehicle industry. Automotive industry is
all set the revolutionize with this strategic initiative as it provides a strong platform for the
latest technology of electric vehicles to be manufactured in India. This new policy highlights a
series of incentives to draw oin global manufacturers of electric vehicles, it sets a minimum
threshold of investment of 4150 crores of rupee which is USD 500 million approximately.
These incentives include permitting a limited number of imports of electric vehicles at reduced
rate of custom duties, a shift that matches with the requirement of leading players of electric
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vehicles like Tesla that has been looking at Indian market for expansion. Manufacturing
companies in India that are venturing into EV, under this policy are needed to establish that
facilities within three years and attain around 50% of domestic value addition within 5 years.
This policy permits import of EVs at 15% of custom duty, is lower significantly than the present
rates. For organizations who are meeting the criteria of investment and manufacturing. Such
concession is designed for providing a runway for business organizations to setup local
production and to offer Indian customers access to advanced technology of electric vehicles.
Electric vehicle market of India is composed for high growth, with electric models presently
accounting for almost 2% of total sales of cars, a figure that government aims to rise to 30%
by the year 2030. Mr. Piyush Goyal, commerce minister of India is of the invitation and
optimism, urges global business firms to make India their base for manufacturing for electric
vehicles. As the policy is taking effect immediately, it is marking the start of a new chapter in
automotive story of India, one of such promising innovation, sustainability and a move towards
a greener future (Singh, 2024)

The market of private equity (PE) in India is moving its gears towards a greener and .etter
future, with electric vehicles, Private Equity Report in India has appeared as a major investment
driver. It is revealed by the report that a noteworthy 20% of every year growth in private equity
investments that is directed towards EV industry in the past three years. Such flow has
positioned electric vehicles as a main contributor towards category of advanced manufacturing,
which sees as a substantial increase in activities of private equities, all thanks for government
incentives and global push towards diversifying supply chain. It is highlighted in another report
that different private equity deals are exceeding $100 million mainly to target “Original
Equipment Manufacturers” (OEMs) in electric vehicle spaces. Signifying confidence of
investors in rapid growth and penetration of market in India for EVs. As country is prioritising
clean and green environment and transport solutions, establishing and emerging manufacturers
of EV have become extremely attractive targets for private equity firms who look for
opportunities of high-growth. It is suggested by this trend that not just in India, investors being
optimistic regarding future of electric mobility, placing substantial bets on particular firm that
would lead the charge in the market. It is acknowledged by reports of the company that a strong
ecosystem of electric vehicles goes beyond just vehicles themselves. A well-developed
infrastructure of charging is highly important for widespread adoption of electric vehicles and
private equity firms are taking note of it. It is pinpointed by the report battery swapping firms
are source of investments. Considerable capital is attracted by the firms because they try to
expand their geographical reach and enter new segment of EV potentially. They concentrate on
charging infrastructure highlighting the understanding amongst investors, which is
comprehensive and feasible charging stations of network is important for confidence of
customers that would eventually a success of EV revolution in India. Indian industries of
electric vehicles are captivating the PE landscape. With constant support of Indian government
for initiatives related to clean transportation and rapidly rising of domestic market for electric
vehicles, PE companies are strategically placing their bets on firms that would play crucial role
to shape the future of India’s sustainable mobility. This substantial move in PE investment
towards electric vehicle do not just show enormous potential of industry but also highlights the
rising significance of environmentally conscious solutions of transportation in Indian market.

Core Issues in this Case:

Bajaj Auto faces the strategic challenge of balancing rapid electric vehicle (EV) expansion with
sustainable manufacturing investments while maintaining profitability and competitiveness.
The company must make significant capital commitments toward EV production capacity,
renewable energy integration, and localization of the EV supply chain amid evolving
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government policies and market uncertainties. Additionally, the firm must address challenges
related to charging infrastructure, battery technology, cost optimization, and environmental
sustainability across the entire EV value chain. The success of Bajaj Auto's EV strategy
depends on its ability to capitalize on growing market demand, government incentives, and
technological advancements while managing investment risks and long-term sustainability
objectives.

Key Questions:

1. How should Bajaj Auto allocate its investments between EV production expansion,
battery technology, and sustainable manufacturing to achieve long-term competitive
advantage?

2. What strategies can Bajaj Auto adopt to reduce manufacturing costs and improve
profitability while scaling up EV production?

3. How can the company mitigate risks associated with supply chain dependence, battery
sourcing, and changing government policies in the EV sector?

4. To what extent will Bajaj Auto's sustainable manufacturing initiatives contribute to both
environmental goals and business performance in the rapidly growing Indian EV
market?
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Digital Ecosystem Development and Financial Inclusion through
FinTech Platforms: PhonePe India Study

Prof. Vinod Sharma Professor of Practice & Prof. Ankit Bajaj Assistant Professor

In India’s digital financial ecosystem, PhonePe has appeared as a cornerstone, it would hold
around 46% of market share in UPI (Unified Payments Interface) as of year 2024-2026. It has
been transitioned from a pure-play app of payment to a financial service “super-app” playing
a considerable role in promotion of financial inclusion, it has bridged the digital divide and has
transitioned the Indian economy from cash system to digital transaction system. India’s market
of digital payment is at a point of inflection and is anticipated to more than triple from US$3
trillion today to US$10 trillion by 2026. As an outcome of such extraordinary growth, non-cash
or digital payment would nearly constitute 65% of all payments by the year 2026, which means
2 out of 3 transactions would be conducted digitally. One the main challenge faced by payment
players on the board today is a thin margin prompting plays for transitioning to high-margin
offerings as well as doubling the growth of digital payment system. Large captive customers
base are built by these players with access to data of rich customers and buying patterns of
customers and diversifying revenue streams of existing payment by plundering into leading
and investment facilitation among other revenues (Boston Consulting Group). India from
becoming a cash-based economy to a widely spreading digital finance economy illustrating
how FinTech as an innovation would assist in advancing the rate of sustainable financial
inclusion at a scale. With the assistance of co-ordinated public policy, strong digitalized
infrastructure, and private-sector inventions, extraordinary access has been provided by India
as digital payments, financial services and formal credits to millions of people. Insistent
challenges stay making emphasis on comprehensive innovation must be matched with risk
management, education, and target audience ensuring every segment of society advantage in
an equitable way. Constant emphasis on inclusive development of FinTech is important to
shape financial landscape of India through 2025 and beyond (Pandey, 2026). UPI a leading
system of payment processing in India with more than 13 billion of transactions as of 2024.
Quickly growing UPI system can be featured for easing development of application, and open,
technical architecture enabling transactions across multiple providers of third-party
applications. Manageable interface and zero cost of transaction for end-users have assisted in
increasing adoption of digital payment system. For understanding scale and scope of Unified
Payments Interface, it is essential to put it in India’s digital payment infrastructure’s context.
This market was worth rupee 21,000,000 crores as of 2024. Total digital payment in India
includes five main elements that are retail credit transfers, financial marker infrastructure, debit
transfer, card payment and instruments for prepaid payments, UPI system falls under the
category of retail credit transfer (Cornelli et al. 2024).

Fintech - A Beacon of Financial Inclusion

A compelling picture of FinTech is painted by the latest data that transformed the role FinTech
in financial landscape of India. The financial year 2024 sees UPI transactions to be growing to
131 billion in comparison to 84 billion in the year 2022-2023. In fact, in India, UPI transactions
in India made a record of 57% rise in the volume and 44% rise in value in FY 2023 and 2024
in comparison to previous FY.

The Digital Wallet Revolution

In India, mobile wallet has appeared as a cornerstone of financial inclusion. With more than
700 million of download as well as counting, digital wallet has transformed the way people are
managing their finances. It is revealed by the recent data the usage of digital wallet has surged,
driven by ease of transactions and convenience that it is offering. People, even those who do
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not have traditional bank accounts are able to perform wide ranging financial activities that
also include payment of bills, online buying and transferring of funds just at a click. The
GlobalData report reveals that a leading data and analytics firms, mobile wallets and its usage
is forecasted to rise at a CAGR of 18.3% between year 2024 to 2028 and is expected to reach
INR 531.8 lakh crore in the year 2028. As FinTech is evolving and innovating constantly, it is
holding the promise of even higher strides in financial inclusion. FinTech is positioning itself
in India by leveraging the technology and forging partnership with government bodies and
other financial institutions for widespread financial empowerment. With a collective
commitment to expand access to financial services, FinTech would shape the future of every
Indian citizen by building prosperous and sustainable financial system (BharatPe, 2024).
During pandemic, the CoWin application assisted government in execution of world’s largest
drive for vaccination. This app enabled administration of more than 220 crores of doses of
COVID vaccines across the nation. Using FinTech helps in the reduction of corruption,
development of inclusivity, improves transparency and boost confidence of public in
government. Remarkably, the adoption of FinTech in India is 87% compared to global average
of 64%. A vital role is played by FinTech towards financial inclusion and citizen’s
empowerment all over the nation. India one of the biggest digital markets on the globe with
innovation of FinTech, its deployment and adoption (Bishoyi & Fellow, 2024).

About PhonePe:

PhonePe became homegrown success story, which was founded in December 2015, it has a
meteoric rise powered by emerging digital ecosystem of India, mainly in the space of UPI
(Unified Payments Interface). Products and offerings are developed by the company
personalized for the customers of Indian market that have appeared as largest payment app of
India, it has enabled digital inclusion for customers as well as merchants. With over more than
380 million register users, one in every four Indian is using PhonePe. The firm has digitized
over 30 million offline merchants successfully to spread across different cities and beyond, it
has covered 99% of pin codes in the country. PhonePe is helping India’s nation-wide
digitization efforts proudly believing that such strong and powerful collaboration would make
Indian digital ecosystem a global paradigm.

About PhonePe Pulse — Trends and insights on digital payments in India:

In order to explain the data on the landscape of Indian digital payment as well as in an effort to
give back to the ecosystem, a digital payment platform called PhonePe Pulse was launched in
the year 2021, September. It is a new interactive platform, which is go-to destination of India
for accuracy and complete data on trends of digital payment. As the leader of the market in
digital payment system of India, the data of PhonePe represents payment habit of the country.
With its rich source of trends, insights and deep analysis, it shows beat of progress of India in
the landscape of digital payment (PhonePe, 2022). India’s digital payment ecosystem serves as
an example of technological revolution in the financial system helping in improvement of
economic efficacy with the arrival of inventive financial solutions like digital wallets. Such
innovative technologies have not just improved convenience but have also empowered
individuals as well as businesses, gig workers in rural areas as well with integration into formal
economy. In shaping the digital payment ecosystem of India, regulatory framework has also
been instrumental. “Reserve Bank of India (RBI)” and the “National Payments Corporation of
India (NPCI)” have introduced policies ensuring a secured, inclusive and efficient environment
for payment. With constant advancement of technology, India is positioned to set a global
benchmark in digital financial environment, it paves the way for a cashless economy (Gupta &
Labhiri, 2025). The global banking and payment system has been revolutionised by the FinTech
(financial technology sector, it provides innovative, seamless and cost-effective solutions for
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digital transactions. As an outcome of FinTech (financial technology, the global financial
landscape has changed and have brough creative solutions improving efficiency, inclusivity
and accessibility. In India, the Unified Payments Interface (UPI) is one of the breakthroughs,
which is groundbreaking for digital payments. New financial ecosystem is found to be more
efficient, inventive, and inclusive which is beneficial for the growth of FinTech and
introduction of UPL Influence of UPI is inspiring people all over the world. Cooperation of
stakeholder would be important to overcome the obstacles and to seize new opportunities as
FinTech would be developing further. Ultimate objectives can be accomplished by financial
ecosystem by enabling people as well as businesses for prospering in digital environment as it
utilises technology and motivating innovation (Agarwal, 2025). Starting just from 17.86
million of transactions in financial year 2017, UPI has surged to 218.98 billion in financial year
2026. After a decade of the launch, UPI system of India has appeared from a single system of
money transfer into the backbone of digital economy of the nation, clocking high growth in
scale as well as scope. The policy push, regulatory support and inter-operability framework of
government have assisted emergence of UPI as the largest real-time payment system of the
world, which has basically altered the way customers and merchants transact. The next phase
of UPI as believed by FinTech leaders would go beyond payment. According to experts, UPI
has evolved into a full-stack financial ecosystem, it has enabled first-time users to access formal
credit and developed financial confidence. The arrival of credit line on UPI is forecasted to
unlock substantial opportunities mainly for undeserved segments who lack access to affordable
formal credit. With the rising competition and deep innovations, next chapter of UPI would
possibly be shaped by personalized financial services, experiences driven by artificial
intelligence, and broader inclusion, cementing the role at the centre of digital financial
infrastructure of India (Business Line, 2026). The market size of India’s digital payment is
valued at “USD 6.83 billion” in 2025, which is expected to reach “USD 33.5 billion” by 2034,
growing at a CAGR of 16.1%. The sturdy market growth driven by spreading UPI acceptance,
transactions through QR code, mobile wallets that is supported by rapid dissemination of
smartphones, merchant’s digitalization, and financial inclusion initiatives launched by Indian
government. Moreover, continued innovations in cashless payment technologies. API-driven
integration, and the expansion of digital public infrastructure are improving the speed of the
transaction, its security, and accessibility is collectively strengthening the confidence of users
that accelerates the shift towards digital payment from cash payment across the country.

Key Market Trends & Insights
o The market is dominated by the payments type like payment based on QR code with a
revenue share of 37.18% in the year 2025.
e Mobile application based on technology held the biggest share of 36.65% in the market
by the year 2025.
e One the basis of end-use application, financial service segment is forecasted to rise at
fastest CAGR of 17.86% during expected period.

A rapid transition is seen by India from being a cash economy to a fully connected system of
digital payment on back of QR code system, UPI and mobile applications. For users who are
highly dependent on cash due to poor infrastructure, long queues at the ATM, inconvenience
for transactions of small-value and everyday payments. Inter-operable UPI platforms, fast
forward system, instant money transfer, and merchant networks based on QR codes have
completely transformed the financial system. Frictionless journey of payment is accessed by
customers through mobile application facilitating payment of bills, automated subscription,
online money transfer and merchant checkouts in just a click. Integrated digital platform if
offering special features like voice-enabled payments, UPI AutoPay, and instant money
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refunds, hence, it has increased convenience of users and transaction reliability. The effect of
this network would further strengthen customer engagement, augmented adoption of digital
financial system in rural and semi-urban regions, and continued shift towards less-cash
economy.

UPI as a national financial utility and its mass adoption

Rise in UPI as a universal financial facility has propelled digital payment system in India
making as an influential driver of growth in market. digital transaction system, until few years
ago, was uneven across cards, wallets and internet banking, with some limited merchant
acceptance and unpredictable user experience limiting economy of India, along with instant
transfer of money, inter-operability across banks, money acceptance through QR code that have
reached even smallest business organizations. As per the reports and the data from “National
Payments Corporation of India”, in the financial year 2023-2024, UPI has processed over
14,000 crores of transactions reflecting seamless adoption across urban as well as rural Indian
regions. With the launch of initiatives of state government like incentives of UPI for small level
merchants, transactions with zero-cost transactions for customers, and integrating with systems
enabled with Aadhar have strengthened this flow. Increased penetration of UPI in almost every
sector like retail, public transportation, utilities and government payment that have accelerated
digital adoption at global level (Warade, 2025). Digital payment landscape of India has
witnessed a remarkable growth over the past five years. Leading Indian and global players in
FinTech have been main drivers for the adoption of UPI in India, which is aided by the buildout
of a large QR code-based acceptance network by merchants, it is additionally supported by
user-friendly interface, innovative offerings and an open ecosystem of API. The report goes on
to list the levers for additional growth of digital payment system in India including constant
push for customer awareness, simplified onboarding of customers, expanding acceptance of
merchants, greater access to credit to merchants, upgrade in infrastructure and setting up of
financial service marketplace that drives growth in under-penetrated regions.

Core Issues in the Case:

PhonePe faces the challenge of sustaining its leadership position in India's rapidly evolving
digital payments ecosystem while expanding beyond payments into a comprehensive financial
services platform. The company must balance financial inclusion objectives with profitability
concerns in a market characterized by thin transaction margins, intense competition, regulatory
oversight, and growing customer expectations. Additionally, PhonePe needs to deepen digital
adoption in rural and underserved regions while ensuring data security, customer trust, and
continued innovation in a highly dynamic FinTech environment. Its long-term success depends
on leveraging the UPI ecosystem to create diversified revenue streams and promote inclusive
digital finance across India.

Key Questions:

1. How can PhonePe diversify its revenue model beyond UPI-based payments while
maintaining its large customer base and market leadership?

2. What strategies should PhonePe adopt to enhance financial inclusion and increase
digital payment adoption in rural and semi-urban India?

3. How can PhonePe balance rapid innovation and ecosystem expansion with regulatory
compliance, cybersecurity, and customer data protection requirements?

4. What role can PhonePe play in transforming from a payment platform into a
comprehensive financial services super-app while sustaining long-term profitability
and competitive advantage?
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Strategic Expansion and Financial Sustainability in the Indian

Life Insurance Sector: LIC experience
Dr. Gaurav Petkar Assistant Professor & Dr Shraddha Purandare Professor

LIC (Life Insurance Corporation of India) is all set to recover and improve profitability in the
next few years, which would be driven by strategic shift towards non-par products, expanding
its agencies and bancassurance channels (ETBSFI Research, 2025). The largest institutional
investor of the country is LIC, is scheduled to hit the capital market through IPO (initial public
offering) at the end of current fiscal year along with the divestment plans of Indian
Government. Active participation is required by the government from foreign institutional
investors as well and is considering changes in FDIs (foreign direct investment) policies
(Srivastava, 2022).

Expansion Strategy of LIC

One of the giants in the life insurance sector, LIC is always in headlines with its strategic
decisions of venturing into health insurance field. Such move would not just an expansion but
also a substantial pivot redefining the landscape of India’s health insurance. As confirmed
officially about advanced discussions of acquiring up to 50% of stake in “ManipalCigna”
Health Insurance, in this rapidly growing market, LIC indicates its intention to be challenging
player. With vast base of customer and deep research, penetration of health insurance in India,
has been enhanced by LIC significantly that have brought millions more under the safety net
of health coverage. Such shift is forecasted to be catalysing a move towards products that are
more customer-centric, competitive pricing, and innovative health insurance solutions
personalized to the diversified requirements of Indian population. Strategic entry of LIC into
the market of health insurance is a bold move that have transformed the sector potentially. With
the challenges that would be waiting ahead, growth opportunities and expansion of market are
considerable. As LIC is gearing up to finalize its aquation of stake in “ManipalCigna”, the eyes
would be on next step of insurance giant and on its ripple effect on its entry on the health
imsurance sector of India. For the watchers, stakeholders, and customers of the sector, LIC
venturing into health insurance would mark the starting of a new chapter in insurance narrative
of India, which is promising greater coverage, improved customer benefit and innovation. With
the unfolding of the story, it is fascinating to look how strategies of LIC would reshape the
landscape of health insurance in India (Ozan, 2025).

The life insurance sector in India has seen significant growth, as it has achieved a CAGR of
almost 13% in the past two decades that aligns with the GDP growth at market price, averaging
almost 12.4% in the same period. This growth got fuelled up by the rise in group insurance
products, alongside innovation of products, tailored offerings, and development of strong
distribution channels in the segment of individual insurance. The segment of life insurance in
India is constantly dominating the domestic insurance industry, it accounts for around 74% of
total premium in the financial year 2025, with total premiums to reach INR 8.85 lakh crores.
In the past two decades, premium of LIC has risen at a CAGR of 9.8%, while private insurers
grew fast at 21.7% (CareEdge ratings, 2025). Reforms of government that include 100% FDIs,
approval of new products without the nod of IRDAI and initiatives of digital distribution have
strengthened the industry. The pandemic has highlighted the role of insurance in financial
security, boosted the demand for life, SME products and health. At present, the insurance sector
in India is a dynamic blend of traditional as well as digital channels, innovative products, and
rising participation of private sector. With strong regulatory support and increasing awareness
among people, it is positioned towards constant growth, attracting domestic as well as foreign
investments with advancing financial inclusion. India’s insurance sector has seen an inspiring
rise over the past two decades, which was driven by more participation of private sector and
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enhance capabilities of distribution, along with significant enhancement in operational
efficacies. The overall market share of private non-life insurance firms has seen a sustainable
rise to around 65.4% in the financial year 2025 from 61% in financial year 2023, that highlights
the growth difference between private and public sector (IBEF, 2025).

In India’s life insurance sector, LIC is known for its dominant force, it commands a market
share of 63.44% in policies and 59.41% in premiums at the end of financial year 2026.
Dominant position in retained by LIC in life insurance sector and is forecasted to see a strong
growth, which is supported by diverse offerings of products, large size of tickets, improved
productivity of agencies, constant growth in bancassurance and alternate channels. Main
factors of their strategy are increasing non-per share in individual businesses, rise in margins
of VNB (value of new business) are on track. LIC is planning to keep selling products that are
aligned with the demand of the customers. The influence of GST losses on the margins of VNB
is anticipated to be offsetting by higher volume, improved product-level margins and enhanced
operating efficacy. LIC would retain their buy recommendations of target price of INR 1,266
as stated in their previous reports in year 2025, in the coming 9-to-12-month time period.
Sustainable insurance is a strategic approach where every activity in the value chain of
insurance is conducted in a responsible as well as forward-looking manner by identification,
management and monitor risks as well as opportunities related to ESG issues. Proactive
insurance companies with regards to changing climate facing consequences of negative
branding and requires to comply with green norms stringently. Common environmental, social,
and governance (ESG) framework is followed by Indian insurers for the achievement of
operational sustainability (Ghosh, 2023). Investments are being re-assessed by progressive
insurers; they are developing risk appetites on the basis of net-zero and implement pathways
of carbon reduction. However, they are also providing support to counterparties in transitioning
net-zero through feedbacks in the process of due diligence. Progressive insurers are actively
investing in assets generating positive ESG results that would align with UN goals of
sustainability (Manchester & Lofts, 2021).

The Importance of Insurance Companies for Financial Stability

For financial stability system insurance companies can be considered important mainly due to
large investors in financial market, as it is growing connection between banks and insurers and
as insurers are protecting the financial stability of households and companies because they are
insuring their risks. Traditionally, the insurance industry was considered as a relatively stable
segment of financial system, mainly because balance sheet of insurers unlike banks are made
of relatively illiquid liabilities protecting insurers against risk of shortage of rapid liquidity that
confronts banks. Moreover, insurers are not usually seen to be significantly potential source of
systematic risk. There are some common reasons why insurers are crucial for financial stability,
first — in financial market, insurers are large investors, second — insurers usually have close
relations with banks as well as other financial institutes, and issues confronting insurers can
spread to banking sectors, third — contribution is made by insurers to safeguard stability and
balance sheet of firm by insuring their risk. Although, insurers can make contribution towards
financial stability on account of their capability of reallocating the risk in economy and usually
long-term horizon of investment, but also have the potential of destabilising the financial
system. Particularly, a problem that confronts an insurer might make impact not just firms and
households who have purchased insurance, but also financial market through investment
activities of insurer and banks as well as other financial institutes through direct and indirect
contacts.
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2026 Global Insurance Outlook

Moving to year 2026, there is some doubt insurers are entering into an era of significant
uncertainty from geopolitical and economic volatility to rising frequency and severity of
calamitous events. Clearly defined boundaries are getting blurred, distributors are combining
and getting modified, and the landscape of technology keeps altering the models of business.
Encrusted onto such quickly evolving expectations of customers, redefining what values,
convenience and trust means in context of insurance. Most of the stakeholders finds it clear
that business as usual for insurers might not serve going forward. There is an unfold of new
reality and carriers must rethink how they should operate, involve and grow to take it on. The
emphasis on modernization of technology has moved to execution of real artificial intelligence
use cases at high level as it would strengthen foundation of data, and align with the security
and architecture for supporting such ambition. However, implementing digital technologies
effectively need insurers enabling their workforce to thrive in growing digital and data-rick
environment. The augmented breadth and pace of complications and uncertainties do not seem
to be a passing phase. Insurers who understand it, acting decisively and reconsidering their
current models of business, their products, tools and interaction with stakeholders could be
positioned well in the market. The growth of premium globally is forecasted to be declining
through the year 2026, which is largely driven by rising competition, falling momentum of rate,
and emerging pressure of cost like potential tariffs and adjustment of reserves. Emerging
markets are forecasted to be experiencing a din the year 2025 and 2026 due to economic
slowdown of China that accounts for half of the emerging market premiums. Europe’s
advanced market that includes UK, France and Germany are anticipated to see strong rise in
return on equity, up from 9.1% in the year 2024 to 11.6% in the year 2025, because of reduced
pressure of cost (DeSantis, Colaco, Canaan & Sharma, 2025).

Being a major player in the industry, LIC is modifying its product line to comply with these
rules as the IRDAI becomes more involved in monitoring product design and pricing. This
entails updating current policies and creating new goods that adhere to the revised standards.
These laws are anticipated to have a major impact since they not only affect LIC's strategic
orientation but also the larger insurance market in India (Misra, 2024). Several steps have been
taken by Insurance regulators and Government of India for supporting the growth of the
industry in which “Insurance for all by 2047 is the most important which was launched in
November 2022. The purpose of this initiative was to ensure that every citizen and business
enterprise holds proper insurance coverage. There are other initiatives as well for attracting
foreign investors towards the market. Such reforms and strong economic growth must support
further development and expansion of insurance industry. Along with expanding economy and
growing market of insurance, there are many natural upheavals to which India is exposed that
include floods, earthquakes, tropical cyclones, wildfires and drought. However, the protection
of insurance against risk of natural disaster is quite low, reports shows that 93% of exposures
are still uninsured. Economic loss due to natural disaster have been on upward trend, which is
driven by economic growth and rapid urbanization. Major cities in India have high level of
population, and concentration of asset value and most of them are exposed to multiple natural
hazards. This is the time when insurance companies move their focus from urban population
towards education and creation of awareness regarding the advantages of insurance among
rural people. Education of insurance assist customer understanding their requirements as well
as risk, the availability of insurance products and addressing and management of their risk,
significance of processing an insurance products and knowledge regarding dos and don’ts
before buying insurance cover. Education of insurance enables customers access services of
insurance industry in informal way and promote efficiency of market and the flow of balanced
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information for methodical growth of insurance sector. With more than 2/3™ of Indian
population who are living in rural regions with poor information and access to insurance
products, which means that insurance industry needs to go miles to reach the unreached Indian
population. In insurance industry, the sustainable growth is possible only with the adoption of
new technologies by all the stakeholders. In the last three years, the growth in digital payment
system of premiums has been more than 100%. It requires to be 200% for most of the premium
to be collected through online mode. Indian government has already announced an incentive
for the customers if they use digital payment mode with a reduction in premium for life as well
as non-life policies by public sector undertakings, which needs to be promoted further for
covering even the private sector.

Core Issues in the Case:

LIC faces the strategic challenge of sustaining its dominant position in India's life insurance
sector while responding to increasing competition from private insurers, changing customer
expectations, and regulatory reforms. The company must balance expansion into new segments
such as health insurance, digital transformation, and ESG-driven sustainable practices while
maintaining profitability and financial stability. Additionally, LIC needs to improve insurance
penetration in rural and underserved markets, enhance operational efficiency, and adapt its
product portfolio to evolving market and regulatory requirements. Its long-term success
depends on effectively combining growth, innovation, financial sustainability, and inclusive
insurance coverage.

Key Questions:

1. How can LIC maintain its market leadership and profitability amid rising competition
from private insurers and changing industry dynamics?

2. What strategic benefits and risks are associated with LIC's expansion into the health
insurance segment and other new business areas?

3. How can LIC leverage digital transformation, ESG initiatives, and sustainable
insurance practices to strengthen long-term financial sustainability?

4. What measures should LIC adopt to increase insurance awareness and penetration
among rural and underserved populations while supporting the goal of "Insurance for
All by 2047"?
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Changing Role of SEBI in Investor’s education in the era of
Financial Frauds and Al based Trading: A case study in Retail

Investor’s context
Dr. Sagar Bhadange Assistant Professor, Prof. Vinod Sharma, Professor of Practice

The SEBI (Securities and Exchange Board of India) is known as the apex regulatory body that
oversees the security and Indian capital market. SEBI was established for safeguarding interest
of investors, it plays an important role in development of transparency, promotion of market
development, and enforcement of strong regulations. It is ensured by the SEBI to have a fair
and listed companies, which would be driven by trust and growth in capital market of India.
SEBI was established in the year 1992, April 12™. Indian capital market and securities market
is monitored and regulated by SEBI while ensuring protection of investor’s interest, along with
the formulation of guidelines and regulations. There is a corporate framework of SEBI that is
comprised of 20 different departments each of them is managed by a department head, these
departments are human resource, corporate finance, debt and hybrid securities, economic and
policy analysis, enforcement, investment management, legal affairs, commodity derivatives
market regulations, and others (Aditya, 2025).

New Rules of SEBI

Regulations are continuously being updated by SEBI for addressing the emerging dynamics of
the market and for protection of investors. Below given are some of the recent rules that are
introduced by SEBI -

e It has been mandated by SEBI that securities must be credited directly into the demat
account of investors that would eliminate intermediaries such as stockbrokers or clearing
corporations.

e This rule got effective from 14" October, 2024 aiming to reduce risks of fraud, improves
transparency and for ensuring that investors receive their security promptly.

o This rule is applied to all the transactions, which include bonus issues, IPOs, and rights
issues, it ensures seamless and secured transfers.

e New reforms are introduced by SEBI for trading of index derivatives on 20" November,
2024 for curbing of speculative trading and for protection of retail investors.

Main changes include:
e Restricting weekly index derivative contracts to 1 per exchange
Increasing the minimum size of trading lot to INR 15 to 20 lakhs
Authorising upfront collection of option premium
Introduction of intraday monitoring of positions limits for index derivatives
The aim of these measures is reduction of excessive volatility and speculative loss,
among retail traders

SEBI’s role in protecting investors

1) Act as Regulatory Framework-: formulate, implement and update proper rules and
regulations is the responsibility of SEBI, governing various facets of financial ecosystem that
include brokerage firms, stock exchange, mutual funds, and public listed companies. These
regulations are crafted precisely ensuring functions of market with utmost fairness,
transparency and integrity. Imposing strict guidelines and standards, the risk related to
fraudulent activities, manipulation of market and insider trading is effectively mitigated by
SEBI, all such risks can potentially harm the investors.
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2) Education and Awareness of Investors-: the emphasis of SEBI is to educate and aware
investors in the market. Wide array of educational programs and initiatives are conducted by
SEBI for investors by disseminating informative materials, and maintaining a dedicated digital
platform with valuable resources. The purpose was empowering investor with the knowledge
and to understand that they require to make well-informed decisions in complicated world of
finance.

3) Surveillance and Monitoring-: a crucial role is played by SEBI in protecting investors by
monitoring securities market diligently by employing advanced tools and technologies for
keeping a vigilant eye on the activities of market, prompt detection of irregularities,
manipulation of market, insider trading and other fraudulent practices. Such mechanism of
surveillance uses real-time data analysis and Al for identification of suspicious patterns and
behavior in trading activities.

4) Disclosure and Transparency-: a strong emphasis is made by SEBI on promotion of
disclosure and transparency in Indian securities market. Companies listed are instructed to
adhere to strict requirement of disclosure, it ensures that they would provide accurate and
timely information to public. It includes corporate governance practices, financial reports,
development of materials and other information making impact on investment decisions.

5) Investor Grievance Redressal-: strong “Investor Grievance Redressal Mechanism” has
been established by SEBI for addressing and resolving concerns and complaints that are being
raised by retail investors. A crucial role is played by this mechanism that safeguard investors
who might be encountering issues associated to investments, services related to brokerage, and
while communicating with participants of market. It directs intermediaries like brokerage
firms, listed companies and mutual funds to address and resolve grievance of investors
promptly in a fair and transparent way.

The investors must be redressed timely and properly in order to maintain their confidence. For
protecting from any kind of fraudulent activity, they must have proper knowledge of the system
and possible fraud that might occur (Mulge & Reddy, 2022). SEBI controls market regulations,
ensuring protection of investors, openness and equity. With the rising responsiveness towards
new technologies, trading and financial services are growing with the assistance of programs
like SEBI’s regulatory sandbox for fintech innovation. Brokers who are using algo trading are
permitted by SEBI to provide “Order-level risk controls”, but as artificial intelligence is so
complicated it has become challenging to ensure transparency and accountability (Ahadi,
2025). SEBI regulates and oversees the Indian security markets, its main task is to ensure fair
price of trading, protection on interest of investors, and to maintain integrity of the market.
Their main responsibility is combating manipulation in market that can undermine the
confidence of investors. SEBI has developed and implemented many measures in order to
address such issues with the aim to prevent manipulation in market. Such measures include
many strategies like regulatory framework, inter-agency coordination, etc. Comprehensive
measures of SEBI are preventing market from manipulation showing a strong commitment to
maintain transparency and integrity of the Indian securities market. By developing strong and
well-defined regulatory framework, stringent enforcement acts, advance surveillance system
and proactive education for investors, SEBI is addressing manipulative activities effectively
and is capable to safeguard the interests of investors. Implementing sophisticated technologies
like AI, Blockchain etc enhanced the capabilities of SEBI to identify and prevent manipulation
in market. Their efforts make substantial contribution towards a fair and transparent
environment of market, constant evaluation and adaptation of regulatory measures are also
essential. SEBI, by remaining ahead of the appearing challenges and trends, aims to develop a
securities market which would be robust and investor-friendly, thereby support sustainable
growth of the economy and confidence in market (Hegdekatte, 2016). Artificial Intelligence
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has been used by SEBI for improving financial regulations for which it has introduced
algorithms driven by Al for analysing vast data of structured as well as unstructured data in
real-time, by marking it as noteworthy initiative. It helps to detect unusual pattern of trading,
any kind of manipulation in market and insider trading with unparalleled precision. It is
compulsory to check is using Al in financial regulator, it can be proved as advantage as well as
disadvantage on technology advancement in Indian financial sector. SEBI act as a framework
to regulate security market and to protect it from the acts of insider trading for the protection
of investor’s interest and making them aware about the intermediaries of market and the
market, as financial sector is rising with the emerging technologies lot of challenges are being
faced by SEBI mainly when it comes to Al being used as a tool for deceiving SEBI in a way
including automated trading and manipulation in market. Today, the main focus of SEBI is on
written rules and regulations-based system for regulating the market and to punish the
penetrators, but by using Al by participants in market for deceiving SEBI it becomes highly
important for SEBI to utilise Al in its regulatory work (Jagga, 2024).

Regulatory framework of SEBI makes substantial contribution towards maintenance of
stability of market as it enforces compliance and reduces fraudulent activities. It is also revealed
that a positive correlation between investor protection measures of SEBI and increased
monitoring and penal actions against violation of market make further enhancement in
transparency as well as trust in financial market (Kirubha & Karthigha, 2025). Digital content
on finance is available everywhere through YouTube, Instagram, Telegram, and WhatsApp that
shows market tips daily. Some of such tips are genuinely good to follow. A lot of it are made
for triggering quick action, and it is exactly where challenges occur. SEBI is deploying
Artificial Intelligence tools for real-time scrutiny; it includes tracking of unregistered advice as
well as misleading promotions. With continuous algorithmic trading for revolutionising
financial market of India, SEBI has been updating regulatory framework for addressing the
rising demand of trading driven by technology. Trading has become more sophisticated and
adopted widely with the advancement of technology by retail investors. In the year 2026, the
focus of these regulatory updates would integrate Al based algorithms to improve standards of
security, and improve transparency of algorithmic trading in India. Regulations of SEBI, with
the new system in place can now ensure that retail traders have the same opportunity as
institutional traders and ensures fairness and transparency in market. Such regulations are not
only compliance with the updates, but they reflect focus of SEBI on responsible automation,
management of risk and fair access in a technology driven landscape of trading. This marks a
significant shift for algo traders as the regulations keep evolving, these updates came into effect
starting January 1, 2026 (Share India, 2026).

Investors are considered as the backbone of Indian securities market. Investors allocate their
capital with the expectation of financial return. Strong protection to investors is important for
healthy growth of financial market. It is essential to protect them as it makes significant impact
on financial structure of economy. Various measures are established and involved in the
protection of investors from malpractices in stock market, shares, mutual funds, etc. The role
of SEBI is performed through various measures and programmes such as “Investor Awareness
Programme, Investor Education and Protection fund, Grievance Redressal Mechanism™ etc. It
makes security market of India as one of the safest and efficient destination of trading globally.
Investors are advised to approach SEBI through SCORES to redress their grievances,
complaints along with any other difficulties they face (Swathi & Deepthi, 2021). Various
regulatory measures are taken by SEBI for maintaining rules and regulations in Indian security
market. Fraudulent and unfair trade practices are prohibited by SEBI as they have the authority
is inspecting every work of stock exchange. To prevent illegal activities, SEBI can suspend
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trading of securities in stock exchange. Education and training of investors about intermediaries
is promoted by SEBI. By regulating stock exchange business and other securities market, it
also publishes literature for guiding investors with regards to securities market and helping
them conduct awareness programmes to educate investors about security market. SEBI’s main
purpose is protecting investors with their developmental and regulatory measures. Necessary
legal steps must be taken for prevention of unfair practices of trading. It has the power of
regulating the work of stock brokers as well as other intermediaries to protect investor’s interest
(Mondal, 2020). Al is transforming all industries all over the world where financial markets
are not an exception. Integrating artificial intelligence in stock trading has brought revolution
in traditional methods of trading and have made it more accurate, efficient and accessible. In
Indian securities market, Al stocks are gaining traction as trading strategies driven by artificial
intelligence are democratizing access to sophisticated tools of investment, empowered retail
investors, and have reshaped the dynamics of the market. With the evolution of Al its influence
on stock market trading is forecasted to grow, improves decision-making and efficiency of
market.

Evolution of Artificial Intelligence in Indian Stock Trading

Stock market of India has gone through a substantial transformation with the adoption of
Artificial Intelligence. From mainly manual trading landscape, market has appeared embracing
strategies driven by Al offering precision, speed and efficiency. SEBI have recognized such
shift; it proposes the framework regulating algorithmic trading and ensuring fair practices of
market. Understanding the main difference between the forward and currency future market,
the way they work, and which option suits the investor. With the evolving technology, the role
of Indian stock market is forecasted to expand more that would make trading more efficiency,
transparent, and accessible to broader base of investors (Jainam, 2026).

Core Issues in the Case:

SEBI faces the complex challenge of protecting retail investors in an increasingly technology-
driven securities market characterized by Al-based trading, algorithmic investing, and rising
financial frauds. While promoting innovation and digital participation in capital markets, SEBI
must ensure market transparency, fairness, and investor protection through effective regulation,
surveillance, and education. The growing influence of social media-based financial advice,
automated trading systems, and sophisticated fraud techniques has increased the need for
stronger investor awareness and Al-enabled regulatory mechanisms. The key issue is balancing
technological advancement with robust governance, risk management, and investor confidence
in the evolving financial ecosystem.

Key Questions:

1. How can SEBI effectively regulate Al-based trading and algorithmic investment
practices while encouraging technological innovation in financial markets?

2. What measures should SEBI adopt to strengthen investor education and awareness
regarding financial frauds, social media investment advice, and digital trading risks?

3. How can SEBI leverage artificial intelligence and advanced surveillance systems to
detect and prevent market manipulation, insider trading, and fraudulent activities?

4. To what extent are SEBI's recent regulatory reforms and investor protection
mechanisms sufficient to safeguard retail investors in an increasingly automated and
technology-driven securities market?
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