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Executive summary

Across industries, the competitive stakes for Al are rising quickly. Companies that fail to embrace and mitigate
Al risk are falling behind in customer relevance, operational performance, and long-term viability.

To understand how organizations are responding to this rapid acceleration, Akamai commissioned Forrester
Consulting to examine how enterprises are adopting Al today and where they’re headed next.

In the study, State of Enterprise Al, hundreds of senior Al and enterprise cloud strategy decision-makers
from around the world shared their near- and long-term approaches to deploying Al for customer-facing
applications. The study revealed that organizations are leaning into proven use cases like personalization and
customer service automation to build Al fluency while carefully managing risks around security, compliance,

and performance.

Responses from Al and cloud leaders in India show alignment with global trends, but with distinct local
emphases: rapid commercial adoption tied to customer experience, extensive use of cloud and edge
infrastructure to support low-latency interactions, and a practical approach to scaling Al that balances
speed with risk management. Indian enterprises expect Al to deliver clear customer outcomes and internal
productivity gains while they selectively experiment with next-generation capabilities.

Top three Al areas of focus. Enterprises in India prioritize customer impact, operational efficiency, and
disciplined scaling. Personalization and Al that answers customer questions rank among the highest-value
applications. Respondents are measuring the success of their Al implementation by looking at customer
experience (CX). Sixty-nine percent look for improved CX, 75% an increase in revenue, 73% an increase in
customer lifetime value (CLV), and 54% an improvement in net wallet retention.

Balancing innovation with risk. Leaders are moving quickly but deliberately, pairing experimentation with
governance and addressing security, compliance, and skills gaps while partnering with trusted providers to
ensure performance and reliability.

India’s approach reflects global best practice with local characteristics. Like organizations worldwide,
Indian enterprises concentrate on proven use cases to capture near-term value; they also leverage the
strength of local mobile ecosystems, cloud providers, and edge infrastructure to deliver differentiated,
real-time experiences.
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