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Agentic AI is redefining how organizations approach process automation and operational efficiency. By enabling 
autonomous, goal-driven decision-making, it goes beyond traditional AI systems to deliver self-healing 
capabilities, proactive actions, scalability, cost savings, and improved accuracy.

This whitepaper explores how agentic AI can transform business processes and operations at scale, with a 
special focus on the European Unionʼs regulatory landscape. As the EU AI Act introduces stricter requirements 
for transparency, accountability, and compliance, businesses must navigate these complexities to responsibly 
adopt high-risk AI systems.

Drawing on real-world case studies, the paper demonstrates how organizations across sectors, including IT, 
sales and marketing, and after-sales service, are applying agentic AI to achieve measurable business outcomes. 
These examples provide actionable strategies for leaders seeking AI-driven process automation and effective AI 
in business operations.

By combining regulatory insights with practical applications, this paper provides a roadmap for organizations to 
unlock the full potential of agentic AI and embrace enterprise AI transformation to remain competitive in an 
evolving digital economy.

Executive Summary

AI is undergoing a significant shift, from reactive systems that respond to inputs, to proactive systems capable of 
autonomous action and collaboration. Generative AI, which focuses on producing content from user prompts, 
has paved the way for agentic AI, where intelligent agents independently set and achieve goals, interact with 
other systems, and drive complex workflows without constant human oversight.

In our earlier paper1, “Architecting Agentic AI”, we explored the core principles, implementation challenges, and 
emerging trends surrounding this technology. Building on that work, this paper focuses on two practical 
applications: process-based AI, which automates individual tasks and workflows, and operations-based AI, 
which optimizes broader business functions to deliver AI in business operations at scale.

With the European Union taking a leading role in AI governance through the EU AI Act, organizations face both 
opportunities and challenges in adopting these advanced systems. The following sections explore this 
regulatory environment and its implications, setting the stage for how agentic AI can be deployed responsibly as 
part of an enterprise AI transformation strategy.

Introduction
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Significant
operational

efficiency gains

Faster claims 
processing 
times, and

The ability for 
employees to focus on 
creative and strategic 

tasks rather than routine 
administrative work.

EU AI Act

The European Union has introduced the EU AI Act; a key regulatory framework aimed at governing the use of 
artificial intelligence within the European Union. The Act classifies AI systems into risk levels, unacceptable risk, 
high risk, and minimal or no risk, based on the potential harm they may cause2. 

According to Article 3(2)3 of the Act, risk is defined as "the combination of the probability of an occurrence of 
harm and the severity of that harm". This definition has several implications for agentic AI systems:

European Context for AI use

A practical example of agentic AI in action comes from a major Dutch insurer that automated up to 90% of its 
automobile claims workflow using custom AI agents4. These autonomous systems review and assess claims 
without human intervention, leading to:

Agentic AI in Action
Automated Insurance Claims Processing 

Due to its autonomous 
and complex nature, 

agentic AI is likely to be 
classified as high risk, 
potentially affecting 

how it is adopted and 
deployed.

In sensitive sectors
such as healthcare, 

transportation, and education, 
where decisions directly 
impact human lives and 

involve personal data, agentic 
AI will face stricter regulatory 

scrutiny.

The Act places strong emphasis 
on transparency and 

accountability, especially for 
high-risk systems. Agentic AI 

solutions that are designed with 
clear auditability and ethical 

practices will be better 
positioned for approval and may 
face reduced regulatory barriers. 
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NIS2 Directive

The NIS2 directive expands on the original Network and Information Systems (NIS) Directive, extending its scope 
to a broader set of sectors, including:

• Energy, transportation, and healthcare,

• Finance, water management, and digital infrastructure,

• Public communications and digital services such as social platforms,

• Waste management, postal and courier services, and

• Critical product manufacturing and public administration.6

NIS2 requires enhanced incident reporting and stricter security measures, ensuring that essential service 
providers maintain a high standard of cybersecurity7. 

Cyber Resilience Act (CRA)
The other major regulatory frameworks that can affect adoption of agentic AI systems in Europe are Cyber 
Resilience Act5 and NIS2 Directive6. 

The CRA ensures digital products which include hardware and software meet cybersecurity requirements. It 
promotes a “cybersecurity by design” approach to minimize the likelihood and impact of cyberattacks. 
Connected technologies, such as IoT devices, AI-driven tools, and analytics platforms, fall within its scope. 
Manufacturers are required to:

Build secure 
products from 

the outset

Provide ongoing 
security support 

and

Deliver regular 
software updates 

to address 
vulnerabilities
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Impact of CRA and NIS2 Directive on Agentic AI Adoption 
Noncompliance with either regulation carries significant penalties, fines under the CRA can reach 2.5% of global 
annual turnover8. For organizations deploying agentic AI, this means factoring in cybersecurity and compliance 
from the earliest stages of development. Key considerations include:

Process-Based AI
The next section examines two core applications of agentic AI: process-based AI and operations-based AI.

Process-based agentic AI focuses on automating individual workflows and tasks. These systems break 
processes into multiple sub-processes, with specialized AI agents managing each step autonomously. 

A comprehensive knowledge base, such as a large language model (LLM), supports decision-making by 
providing access to historical data, standard operating procedures (SOPs), rules, and workflows. This enables 
the system to perceive its environment, process information, and act independently to streamline and optimize 
operations.

• Higher Development Costs: Investments are needed to ensure secure design, proactive monitoring, and 
robust incident reporting mechanisms.

• Regular Audits: Frequent, rigorous audits must be conducted to identify and mitigate cybersecurity risks.

• Cross-Functional Collaboration: Legal, cybersecurity, and AI teams must work closely from design to 
deployment to maintain compliance and reduce exposure to risk.

By addressing these requirements early, organizations can reduce compliance hurdles and strengthen trust in 
their AI systems.
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Building the Knowledge Base for Ticket Resolution

In ITSM, agentic AI can significantly enhance problem-solving accuracy, speed up ticket resolution, and automate 
various repetitive sub-processes. The foundation of this system lies in a robust knowledge base, built using: 

• Historical ticket data and resolutions, 

• Records of previously implemented solutions, 

• Categorization of issue and incident types, and 

• Knowledge and resource data from connected systems such as CRM, and ERP. 

Multiple AI Agents use this information to simplify sub-processes and automate various steps in the ticket 
management process. 

How Agentic AI Resolves Issues

When a new ticket is raised, agentic AI performs several functions autonomously: 

• Categorizes the Issue: Determines the type, severity, and potential impact of the problem.

• Searches for Solutions: References historical data, knowledge bases, and predefined rules to identify 
possible resolutions.

• Acts on Insights: Automatically resolves the issue, suggests potential solutions for user selection, or assigns 
the ticket to the most qualified resource based on historical performance patterns. 

Example: IT Service Management (ITSM) Using Agentic AI
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Intelligent Issue Prioritization 

Additionally, the agentic AI-based ITSM system has the capability to identify and segregate multiple issues and 
incidents, ranking them based on priority. This prioritization can be determined by factors such as the user raising 
the issue, the impact on workflows, and the severity of the problem. 

The system then addresses these issues as a priority. Furthermore, it can recognize duplicate service requests and 
suppress them, focusing only on the original request. This reduces the overall number of tickets and shortens the 
time required to resolve issues. The below figure shows how agentic AI system can be leveraged for ITSM.

IT Operations

Persona Co-Pilots

Product Owner

Developer

Analysis &
Dashboard

Incident
Resolution

ReportingRCA

Insights Automation

API

AI Agents
Change Impact Agent |  Requirements Generator | Defect 

Advisor | Code Generator | Code Reuse

Feedback Orchestration

RAGGuardrails & Moderation 

Business Operations

Persona Co-Pilots

Service Engineer

Ops Manager

Trends Self Heal

Automated
Resource Mgt

Business Impact
Analysis

Insights Automation

API

AI Agents
Triaging & Resolution Agent | Ticket Data Analysis Agent | 

Alert Correlation Agent | Snow Agent 

Feedback Orchestration

RAGGuardrails & Moderation 

Inter-dependency Data Flow Tracking

IT Systems Business Systems

IT Infra, Engineering, IT Ops Business Operations & Processes

Data Flow Tracking Co-relations Segregation Priority Ranking
Knowledge

Base

Hardware 
Network Infrastructure 
Applications 
Database

Design Documents
Code
Use Cases
User Stories

Queries
System Logs
Incident Reports
SOPs

Process Flows
User Details & Persona
Performance Indicators
Workflow Diagrams
SLA requirement

Strategic Goals & Objectives
Business KPI̓ s
Business Rules 

NLP/ LLMs

SAP SLM

3rd party biz SLM 

Project Management Tool Collaboration Tools ITSM Tools Like ServiceNow Analytics Platforms &
Application Monitoring Tools

Other Systems

Figure 1: Typical Architecture of Agentic AI system for ITSM Process
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Operations-Based AI
How Agentic AI Supports Business Operations

Operations-based AI applies agentic AI to optimize and automate broader business operations, rather than 
focusing solely on isolated processes. This approach enables real-time decision-making, adaptability, and 
self-healing capabilities, a hallmark of AI in business operations.

Common applications include:

• Autonomous vehicles,

• Predictive asset maintenance, and

• Smart city energy management systems.

By dividing large-scale operations into manageable subtasks, synchronized AI agents can collaborate to ensure 
continuous optimization and rapid response to changing conditions.

SUCCESS STORY 1

Optimizing Configurations 
and Quotes for CHVAC Products
A global leader in building cooling 
solutions faced challenges in their sales 
process. They sought to improve price 
prediction accuracy for new product 
configurations while increasing the 
volume of quotes analyzed. 

LTIMindtree deployed an agentic 
AI-powered multi-agent system that 
used advanced machine learning and 
deep learning models, alongside 
historical customer data, to 
recommend optimal configurations 
and generate accurate quotes.

Key Outcomes

• Accurate Price Predictions: Achieved 82% accuracy 
for new product configurations using 18 ML models 
and three deep learning models.

• Boosted Sales Potential: Enabled a 7x increase in 
sales opportunities.

• Enhanced Quote Analysis: Processed nearly three 
million quotes post-implementation.

• Improved Sales Conversions: Platform incorporated 
market-based pricing logic and tracked pricing 
decisions to support better lead conversion.
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Example: Predictive Maintenance 
For predictive maintenance of assets, operations-based AI systems use machine learning, data analytics, and 
real-time data to forecast equipment failure and take appropriate action to prevent it. This enables the system to 
shift from a reactive approach to an initiative-taking approach, helping reduce unplanned downtimes, improve 
equipment lifecycle, and increase operational efficiency.

The predictive maintenance system requires real-time operating data like pressure, temperature, etc., from 
equipment, which is collected from sensors. The data from the sensors is then cleansed, and appropriate 
parameters are selected through data analytics.

A machine learning algorithm is used to identify anomalies and compare them with historical operational data to 
detect patterns and predict equipment failure. Afterward, the agentic AI system selects an appropriate resource 
based on availability and schedules maintenance to avoid equipment failure.

Figure-2 shows an agentic AI model for predictive maintenance. It consists of multiple AI agents and a 
data-and-decision Co-Pilot that automates processes, provides insights, and assists key personas in data 
processing and decision-making in maintenance.
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Figure 2: Operations-Based Agentic AI for Predictive Maintenance Operation
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Necessity of Agentic AI in Process-Based and
Operations-Based Systems
The nature of agentic AI systems makes them highly suitable for both process-based and operations-based 
applications. These systems not only outperform non-AI solutions but also deliver distinct advantages over 
traditional or standalone AI, which often depend heavily on manual oversight and static, pre-trained data.

The key benefits of agentic AI over traditional AI can be summarized as follows:

• Self-Healing and Autonomous Nature: Agentic AI systems operate independently, completing multiple 
tasks without human intervention. If a defined goal is not met, the system can auto correct and adjust its 
approach. In contrast, traditional AI requires ongoing human monitoring and manual corrections.

• Proactive Approach: Unlike traditional AI, which is reactive and waits for input, agentic AI anticipates issues 
and initiates solutions proactively. This makes it particularly effective in dynamic, fast-changing environments.

• Accuracy Improvement: Goal-driven by design, agentic AI consistently enhances the accuracy of outputs 
over time. It minimizes human error and is especially valuable in high-precision areas such as financial 
forecasting and medical diagnosis.

• Scalability and Cost-Effectiveness: These systems are built to manage large workloads and datasets 
without compromising speed or quality. By automating complex tasks, agentic AI reduces reliance on manual 
effort, cutting down costs, time, and resource requirements.

SUCCESS STORY 2

Predictive Maintenance for
Elevators and Escalators
A leading global elevator 
company partnered with 
LTIMindtree to implement a 
“Transportation as a Service” 
predictive maintenance model, 
enhancing both service quality 
and customer experience.

The solution used IoT sensors 
and agentic AI to monitor 
elevator and escalator health in 
real time and to provide 
proactive maintenance alerts.

Key Outcomes

• Revenue Growth: Increased service contract revenue by 2%

• Cost Reduction: Reduced field service costs by 33%

• Faster Turnaround: Cut service turnaround time by 50%

• Data-Driven Monitoring: Collected IoT data from 284,000 
units globally, deploying 14 AI models per unit

• Proactive Alerts: Real-time monitoring and automated 
notifications via a mobile app, supported by historical 
service data for predictive analytics
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Challenges in Adopting Agentic AI Systems
While agentic AI offers transformational benefits, its adoption comes with a variety of technical, regulatory, and 
operational challenges. Addressing these concerns early is essential for smooth implementation.

• Stringent Regulations: The EU AI Act and other frameworks emphasize transparency and accountability, 
especially for high-risk AI. The complex algorithms behind agentic AI may produce outcomes that are difficult 
to interpret, creating trust and compliance issues.

• Cybersecurity Risks: Because agentic AI systems interact with third-party applications and handle sensitive 
data, they require robust cybersecurity measures to prevent breaches and unauthorized access.

• Data Readiness: High-quality, diverse datasets are critical for accurate outcomes. Poor data quality or 
incomplete datasets can lead to errors or bias, limiting the system s̓ effectiveness. A thorough data readiness 
assessment is vital before deployment.

• Operational Integration Challenges: Implementation can be complex, involving integration with legacy 
systems, scaling across environments, performance monitoring, and ensuring access to clean, relevant 
training data.

• User Acceptance and Trust: Agentic AI may be perceived as a threat to jobs or as a “black box” system due 
to its complexity. Building user trust through transparency, education, and pre-adoption strategies is crucial 
for long-term success.

Among the many organizations working in this space, LTIMindtree offers a structured approach to help businesses 
adopt agentic AI responsibly and effectively. This includes conducting end-to-end assessments of current IT 
landscapes to evaluate system maturity, identifying gaps, and enabling seamless integration of agentic AI 
systems. The AI practice teams at LTIMindtree include over 500 data scientists, and more than ten accelerators to 
expedite AI rollouts, supported by eight Centers of Excellence (COEs) that serve over 100 customers globally.
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Conclusion
Agentic AI represents a paradigm shift in how organizations manage processes and operations. By enabling 
autonomous decision-making and optimizing workflows with minimal human intervention, it drives adaptability, 
precision, and scalability at a level traditional AI cannot match.

However, its full potential can only be realized by carefully addressing regulatory, ethical, and operational 
challenges. Building trust through transparency, ensuring data quality, and planning for seamless integration are 
essential steps for successful adoption. 

As AI continues to advance, agentic AI will play a pivotal role in shaping the future of autonomous systems across 
industries. Organizations that develop a clear roadmap and well-defined implementation strategy today will be 
best positioned to lead in this emerging landscape, achieving meaningful AI in business operations, AI-driven 
process automation, and successful enterprise AI transformation.
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