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Introduction:
The Current State of Play

Enterprise technology organizations have a visibility challenge.

They can see everything: logs, metrics, traces, alerts across cloud platforms,
microservices, APIs, and third-party services. Observability has never been better.
Yet incidents still surprise them. Customer issues still escalate. Cloud costs still
spiral. The data is there, but it arrives faster than teams can act on it.

Meanwhile, customer expectations have quietly reset. Enterprise users now
compare their experiences to consumer Al, expecting instant troubleshooting,
proactive guidance, seamless onboarding, and rapid resolution when issues
arise. When platforms fall short, frustration escalates quickly, driving higher ticket
volumes, increased churn risk, and growing pressure on technical teams to
remediate manually.

Most organizations report only 10-15% productivity
gains from Al so far, highlighting the limits of
assistive deployment models!

1 https://www.bain.com/globalassets/noindex/2025/bain_report_technology_report_2025.pdf

Behind the scenes, cloud-native architectures have unlocked speed and
flexibility, but at a cost. Microservices, APIs, and third-party integrations
create sprawling, interdependent systems that are difficult to manage. Small
changes ripple unpredictably across environments, increasing the frequency
and impact of incidents.

In essence, early generative Al efforts can be described as rebranded
automation. Gains have been incremental because most deployments stop
at insight or assistance. Copilots can accelerate tasks, but they rarely own an
entire closed-loop execution.

As we move into 2026, the bar shifts from deploying Al to proving it.
Measurable outcomes, strong governance, and clear differentiation from
agent-washed automation are now the benchmarks.
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This is where enterprise technology stands today — drowning in signals, starved for
action.

Agentic Al offers a fundamentally different operating model. Rather than supporting
isolated tasks, agentic systems connect diagnostics, decision-making, and
execution across support, reliability, and engineering workflows. These systems can
perceive conditions, determine the required action, and act autonomously within
defined guardrails, reducing delays and stalled insights. In an environment where
buyers scrutinize Al claims and compare vendor approaches in detail, the ability

to demonstrate outcome-driven autonomy is becoming not only an operational
differentiator, but also a procurement one.

The shift is already underway. Gartner predicts that 40% of enterprise applications
will incorporate task-specific Al agents by the end of 2026, reflecting a move
beyond assistive Al toward intelligence embedded directly into execution.?

The following sections explore three high-impact opportunity areas where
technology enterprises can transform, with a practical framework for moving from
isolated Al pilots to coordinated, agent-driven execution across the organization.
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Three Agentic Opportunities for
Technology Enterprises

Opportunity 1.
Agentic Support and Customer Issue Resolution

The Challenge

For technology enterprises, customer support has become one of the most
visible indicators of operational maturity.

As products and platforms grow more complex, diagnosing and resolving issues
has become increasingly difficult. Customers experience problems holistically,
but internally those problems are fragmented across logs, telemetry, tickets,
and teams. Support agents must manually reconstruct context, escalate across
functions, and coordinate remediation in real time.

While Al has been introduced into many support environments, its impact

has been limited. Most tools assist rather than act by summarizing tickets,
suggesting responses, or surfacing documentation. These capabilities reduce
effort but do not resolve issues end to end. Human teams are still responsible
for diagnosis, decision-making, and execution. This creates bottlenecks as ticket
volumes rise and systems become more interdependent.

The result is longer resolution times, higher cost to serve, and growing strain
on support and engineering teams. In high-growth technology businesses, this
model does not scale.
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The Agentic Al Opportunity

Agentic Al transforms support from a reactive queue into an autonomous-loop
resolution system, built on a coordinated, multi-agent model that connects ANALYTICS
diagnostics, remediation, communication, and escalation into a unified

.......

execution model.

An agentic support workflow can identify a configuration issue the moment a
customer encounters friction. It validates the root cause across telemetry and [N lES———— bl
account data, applies a safe remediation, and confirms resolution before a

ticket is ever opened.

A SaasS platform using LLM-led self-service : | = = _;_;__ ,.-i_--. | :
deflected 30% of support tickets, reduced MTTR 3 g s =L R D777 gy R R R
by 22%, and improved onboarding outcomes ' ‘ - — —— |

without increasing headcount.

When escalation is required, engineers receive complete context upfront,
reducing back-and-forth and eliminating avoidable rework. Resolution paths
become consistent, verified, and outcome-driven rather than dependent on
individual agent experience.
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Practical Actions for Technology Leaders
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Assess support and platform readiness for autonomy. Start with a
structured assessment of support triage, incident response, escalation
paths, and data accessibility across service desk, reliability, and engineering
workflows. A structured digital assessment helps identify which decisions

are safe for agentic automation, where autonomy will deliver the highest ROI,
and where foundational gaps in data, governance, or tooling exist.

Unify operational data for context-aware action. Agentic detection and
resolution only work when signals are connected and usable in real time.
Unify ticketing data, logs, traces, metrics, user context, and product events
into a single operational layer. Apply the data engineering framework and an

intelligent document processing platform to build unified systems, reliable

pipelines, and model-ready environments that allow agents to correlate
issues across systems instead of working in silos.


https://www.sutherlandglobal.com/insights/whitepaper/digital-assessment-framework
https://www.sutherlandglobal.com/insights/whitepaper/data-engineering
https://www.sutherlandglobal.com/products-x-platforms/sutherland-extract
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Shift repetitive, time-sensitive support and reliability decisions to intelligent
agents. Once the data layer is in place, agentic workflows can classify issues,
gather diagnostics, prioritize incidents, and execute safe remediation steps
without human review. Agents route only high-risk or complex cases to humans,
with audit trails and override controls built in to meet security, compliance, and
reliability requirements.

Automate customer and internal communications alongside resolution
workflows. Resolution alone is not enough. Agentic communication flows
can manage routine decisions such as when to notify users, what updates to
provide, and when to escalate internally, while humans step in only for high-
impact or sensitive situations. Deploy an Al-powered customer engagement

platform and Conversational Al to deliver proactive in-product guidance,

status updates, and self-service resolution, reducing ticket volume while
improving transparency and experience.


https://www.sutherlandglobal.com/products-x-platforms/sutherland-connect
https://www.sutherlandglobal.com/products-x-platforms/sutherland-connect
https://www.sutherlandglobal.com/products-x-platforms/sutherland-conversational-ai
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Opportunity 2:
Agentic Reliability and Platform Resilience

The Challenge

Reliability has become one of the most expensive and least predictable
problems that technology enterprises face.

Modern platforms generate massive volumes of telemetry across cloud
infrastructure, applications, and third-party services. While observability has
improved visibility, it has not reduced operational burden. Operations and

Site Reliability Engineering (SRE) teams are overwhelmed by alert noise, false
positives, and fragmented signals that require manual correlation before action
can be taken.

As a result, most reliability models remain reactive. Teams respond to incidents
after customers are already impacted, scrambling to diagnose the root

cause while balancing uptime, performance, and cost. Even when incidents
are resolved quickly, the underlying inefficiencies persist: over-provisioned
infrastructure, recurring failure patterns, and escalating cloud spend.

Al has entered this space through AlOps platforms that detect anomalies or
predict incidents. But in most cases, these systems stop short of execution.
They surface insights and recommendations, then hand control back to human
operators.

This creates a fundamental mismatch: systems operate at machine speed, but
reliability decisions continue to move at human speed.
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The Agentic Al Opportunity

Agentic engineering shifts operations from incident response to autonomous
prevention and optimization.

Agentic systems continuously ingest signals across telemetry, performance

metrics, usage patterns, and cost data to understand platform behavior in context.
Rather than simply flagging anomalies, they assess risk, predict failure conditions,
and determine when intervention is required, before it ever impacts the customer.

Crucially, these decisions are cost aware. Agentic systems balance reliability
objectives against financial constraints, optimizing for availability, performance, and
efficiency simultaneously. Actions are executed automatically within predefined

guardrails, verified for impact, and adjusted in real time as conditions change.

A cloud infrastructure provider achieved an
approximately 18% improvement in first-time
resolution using Al-assisted root cause analysis,
reducing repeat escalations.

Over time, these systems learn from outcomes. They identify recurring
failure patterns, eliminate known causes proactively, and continuously refine
prevention strategies. Reliability evolves from reactive firefighting into a self-
improving platform capability, governed by policy but executed autonomously.
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Practical Actions for Technology Leaders

Connect data to provide full operational and financial context. Unify telemetry,
incident history, service-level objectives, usage patterns, release activity, and cloud
cost signals into Al-ready pipelines. Strong data engineering foundations give

agentic systems the context required to reason accurately across platforms and
avoid false positives or costly misclassification.

Shift from alerting to autonomous prevention. Deploy agentic workflows
that correlate reliability and cost signals to predict failure conditions and
trigger preventative actions automatically, rather than relying on manual
alert response.


https://www.sutherlandglobal.com/insights/whitepaper/data-engineering
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Enable pre-incident and pre-impact validation. Legacy support and reliability
tooling often detects issues only after users are affected. Modernizing

integrations across observability, cost management, CI/CD, and service

management allows agents to validate configurations, deployments, scaling
decisions, and cost anomalies before they trigger incidents, customer
complaints, or budget overruns.

Maintain auditability and operational governance as autonomy expands.
Define clear guardrails, escalation thresholds, and audit trails for autonomous
reliability actions. Apply digital quality assurance practices to ensure

agentic behavior remains explainable, compliant, and trusted as operational
autonomy increases.


https://www.sutherlandglobal.com/insights/whitepaper/application-modernization-and-migration-framework
https://www.sutherlandglobal.com/insights/whitepaper/application-modernization-and-migration-framework
https://www.sutherlandglobal.com/insights/whitepaper/digital-quality-assurance
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Opportunity 3:
Agentic Engineering Productivity and Development Flow

The Challenge

Engineering teams are expected to design, build, execute, and maintain faster
while environments grow more complex, and headcount growth remains
constrained.

Productivity friction accumulates through expanding codebases, distributed
architectures, dependency sprawl, manual quality checks, and brittle release
processes. Developers spend significant time searching for context, resolving
environment issues, managing regressions, and navigating handoff.

Onboarding is slow, context switching is constant, and delivery velocity often
masks rework and regression risk. Teams work hard, but effort does not always
translate into momentum. Output metrics improve, yet flow from insight to
delivery remains uneven, slowed by handoffs, fragmented context, and recurring
operational drag.

Security is an additional challenge: in distributed environments, early
architectural gaps propagate across services and are expensive to correct later.

Al has begun to enter the developer workflow through copilots and code
assistants. While these tools improve individual task efficiency, they do not
address the systemic sources of friction that slow teams down. They generate
code, but they do not coordinate delivery. And they assist developers, but they
don’t manage flow.

6, Sutherland Global Services




The Agentic Al Opportunity Agentic Al also enables a structural redesign of how engineering itself is

approached. Security, resilience, and policy enforcement can be embedded

Rather than operating as a standalone copilot, agentic engineering is from the first line of code rather than retrofitted after release. In distributed,

in ingly multi- nt. Plannin in in I nd inciden . : . . :
Increasingly multi-agent. Planning, coding, testing, release, and incident API-driven, cloud-native environments, architectural gaps introduced early

learning become coordinated workflows across CI/CD pipelines, source control, . . . . . :
propagate across services and integrations. Secure-by-design engineering

ility platforms, and ticketin ms. The differenti is no lon . : : :
observability platforms, and ticketing systems. The differentiator is no longer prevents that risk multiplication at inception, ensuring that autonomy scales

code suggestion: it is interoperability and real-time context engineering across

without amplifying exposure.

the toolchain.

Agentic systems embed across the engineering lifecycle, understanding
relationships between codebases, dependencies, environments, historical
regressions, and production signals. They shape work as it happens, reducing
friction before it interrupts delivery rather than responding after failure.

Agentic systems can prepare environments, detect dependency conflicts,
and validate changes continuously as work progresses. They surface
relevant context proactively during development, generate and execute tests
dynamically, and flag delivery risk early, well before code reaches production.

Enterprises using Al-driven test generation and
regression detection report faster release cycles with
fewer late-stage failures and reduced QA bottlenecks.?

Importantly, agentic engineering systems capture learning from every outcome.
Failed tests, regressions, rollbacks, and performance issues are retained and
reused to guide future work. Over time, delivery becomes more predictable,
quality improves, and velocity is sustained without relying on heroics or burnout.

3 https://www.sutherlandglobal.com/insights/case-study/new-ai-driven-language-translation-tool-lets-spotify-grow-its-service-capabilities
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Practical Actions for Technology Leaders

Standardize and structure engineering diagnostics so agents can learn and
reason. Logs, traces, error reports, test failures, and incident notes must be

consistent and contextual, including service ID, environment, release version,
timestamp, and failure type. Apply the data engineering framework to convert

unstructured engineering signals into governed data products that improve root
cause analysis, predictive detection, and reduce repeat incidents and rework.

Orchestrate delivery based on real-time risk and capacity signals. Move beyond
static sprint planning and manual prioritization by connecting reliability risk
indicators, customer friction signals, deployment activity, and team capacity into a
single orchestration layer. This requires scalable foundations and optimized cloud
infrastructure to support real-time coordination across engineering, DevOps, and

platform teams without degrading delivery velocity during peak periods.


https://www.sutherlandglobal.com/insights/whitepaper/data-engineering
https://www.sutherlandglobal.com/insights/whitepaper/cloud-infrastructure
https://www.sutherlandglobal.com/insights/whitepaper/cloud-infrastructure
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Embed guided diagnostics and context into developer workflows:

Implement developer experiences that surface relevant incidents,

architectural context, dependency relationships, and remediation guidance
at the moment of need. These experiences must be agent-compatible, API-
accessible, and workflow-driven so agents can assist engineers directly
inside CI/CD, observability, and source control environments.

Embed governance into every autonomous engineering decision: For
production changes, security-sensitive actions, and reliability-critical

workflows, define approval thresholds, role-based permissions, and escalation
paths so humans remain in control. Agentic systems should operate within
clearly defined guardrails, ensuring autonomy accelerates delivery without
compromising stability, security, or compliance.


https://www.sutherlandglobal.com/insights/whitepaper/application-modernization-and-migration-framework

The Road to the Agentic TeCh nology Enterprises that move early to unify data, define safe autonomy, and

connect agents to real workflows gain more than efficiency. They reduce
Enter rise coordination overhead, shorten feedback loops, and create systems that
p improve with use rather than reset after each incident or release.

Cost discipline will define the next wave of Al adoption. Early
experimentation across the industry has mirrored the first phase of
cloud migration: rapid expansion followed by scrutiny as operating bills
and complexity scaled faster than expected. Agentic Al offers a more
sustainable path. By embedding intelligence into existing workflows
rather than replacing operating models wholesale, enterprises can
introduce bounded autonomy with lower implementation spend, minimal
retraining, and reduced change management disruption.

Enterprise technology is no longer evolving in stages. Change is continuous, compounding,
and unfolding inside live production environments.

In every age of technology transformation, organizations that innovated in support, reliability,
resilience, and performance gained the advantage. This era is no different, except the
innovation isn't a new product, service, or system — it's a new mode of operating.

Agentic Al represents a shift in how organizations scale execution. Intelligence is becoming

embedded directly into the systems that route work, resolve issues, and guide delivery The transition to agentic operations is already in motion. The technology

across support, platform, and engineering teams. leaders who progress fastest in 2026 and beyond will not be those who
adopt the most tools, but those who redesign how decisions move from
signal to action inside their organizations.

Agentic capability relies on the right foundational ey In @ market where buyers are increasingly discerning, that transformation
Ly is both an operational and a commercial imperative.

elements. Explore Outlook 2026: The Road to the Agentic Farra
Enterprise for the fundamentals every organization needs. A Disruption is inevitable. Make it intentional.

Artificial Intelligence. Automation. Cloud Engineering. Advanced Analytics. For Enterprises, these are key factors of success. For us, they’re our core expertise.

We work with global iconic brands. We bring them a unique value proposition through market-leading technologies and business process excellence. At the heart of it all is Digital Engineering Services — the foundation that powers rapid innovation and scalable business
transformation.

We’ve created 363 unique and independent inventions, 250 of which are Al-based and rolled up under several patent grants in critical technologies. Leveraging our advanced products and platforms, we drive digital transformation at scale, optimize critical business
operations, reinvent experiences, and pioneer new solutions, all provided through a seamless “as-a-service” model.

For each company, we provide new keys for their businesses, the people they work with, and the customers they serve. With proven strategies and agile execution, we don’t just enable change — we engineer digital outcomes.

A g o
W\ SUTHERLAND in @ X

digital outcomes. sutherlandglobal.com


https://www.youtube.com/c/sutherlandcorp?utm_source=internal&utm_campaign=-emailsignature-
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