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In today's hyper-evolving digital landscape, traditional Application Management Services (AMS) are struggling
to keep up with modern business demands. Outdated support models often fall short in delivering the agility
and resilience enterprises need to ensure uninterrupted operations. Real-world incidents highlight these
challenges.

The 2021 Facebook (now Meta) outage, for example, caused hours of downtime, disrupting billions of users
worldwide. Reports analyzing this failure revealed the vulnerabilities of complex, interconnected systems and
the urgent need for robust, proactive support’.

Further, a study by the Uptime Institute, 2023 Outage Analysis, details the increasing frequency and financial
impact of IT outages. The report emphasizes how enhanced observability, and automation can mitigate risks
and improve system resilience?. These insights make one thing clear—traditional AMS models are no longer
sufficient for today’s enterprises.

To stay ahead, enterprises must embrace cloud-first strategies that enhance agility, scalability, and security.
The integration of generative Al offers a significant opportunity, enabling automation, predictive analytics,
and self-healing systems that improve user experiences. A user-centric approach—tailored to the needs of
business leaders, IT teams, and management personas ensures alignment with organizational priorities. The
shift toward zero-touch operations demands proactive automation, driven by observability and intelligent
knowledge management.

For CXOs, this whitepaper provides a strategic perspective on why AMS strategy modernization is a business
imperative rather than a technical upgrade. The insights shared will help decision-makers align their AMS
strategy with long-term business objectives, ensuring sustained competitiveness in the digital-first world.

This whitepaper delves into the limitations of current AMS models, the impact of cloud-first
strategies, and the role of emerging technologies in reshaping enterprise application support. It provides a
structured roadmap for transitioning to next-generation AMS (NexGen AMS), ensuring organizations achieve
operational excellence, cost efficiency, and future readiness. Finally, it highlights how SAP’s Al, ML, and
cloud-driven solutions enable this transformation.
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1. The cracks in the foundation: Limitations
of traditional AMS

Traditional AMS models are increasingly burdened by evolving needs and technological complexities.

Reactive support, siloed operations, and manual processes limit efficiency and increase operational risks.

As enterprises embrace cloud-first strategies and seek more personalized, on-demand support, the urgency

for NexGen AMS modernization grows. Technologies, particularly cloud computing, Al, and DevSecOps,

emerge as a powerful enabler to bridge these gaps and drive a proactive, agile, and secure transformation.

Technology as Enabler

Leveraging cloud,
Al, and DevSecOps
for improvement

Limited Observability

Showing challenges in
performance monitoring

Reactive Operations

Highlighting the need for
proactive incident management

Traditional
AMS
Limitations

Market Trends

Adapting to cloud and
customer support demands

Siloed Teams
Emphasizing the
impact of unintegrated
team efforts

Manual Processes

lllustrating inefficiencies
due to manual tasks
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Key challenges in traditional AMS include:

\

Reactive vs. proactive support:
Current AMS models are often reactive, responding to incidents rather than preventing them.
Forinstance, a system may experience a sudden failure, leading to unplanned downtime, financial

losses, and operational setbacks before any action is taken.

N /
4 )
Siloed operations:

0 Development, operations, infrastructure, and security teams often work in isolation,
g leading to inefficiencies. For example, a security vulnerability might go unnoticed until the final
stages of development, requiring last-minute fixes that increase costs and delay deployment.

Manual processes:

A heavy reliance on manual ticketing and issue resolution leads to delays and human errors. Say an

IT issue arises, without automation, the manual triaging process slows response times, leaving
users frustrated, and operations disrupted. /

\

Limited observability:

Insufficient visibility in application performance makes it difficult to diagnose and resolve issues
efficiently. For example, when monitoring tools operate in silos, they fail to provide a clear view of
performance bottlenecks, making it difficult to identify why an application is running slow.
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Changing market trends:
« Cloud-first approach driving mass migration away from on-premises systems
« Increased customer demand for personalized and immediate support

« Expansion of distributed and microservices architecture

« Stricter regulatory compliance requirements

Technology as an enabler:
0110 + Cloud computing provides scalability and flexibility
& « Al'and machine learning automate tasks and provide predictive insights
+ DevSecOps integrates security into the software development lifecycle

2. Cloud-first transformation:
Modernizing application support

To keep pace with today’s business landscape, enterprises must shift from legacy AMS models to modern,
cloud-enabled frameworks that improve efficiency, security, and scalability.

The need for modernization:
«  Cloud-first strategies enhance agility, reliability, and cost efficiency
«  Modern AMS strategy must shift from reactive issue resolution to proactive service delivery

DevSecOps integration:

«  Encourages collaboration between development, operations, and security teams
+  Automates security testing and compliance monitoring

«  Enables faster, more secure deployments

Many organizations have already seen improvements in APl security and integration by embedding
DevSecOps principles into their AMS strategy, demonstrating its impact on both agility and risk
management.3
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3. Gen Al: Unlocking new opportunities in AMS

As AMS evolves, generative Al (Gen Al) emerges as a trendsetter, driving automation, intelligence, and
efficiency. By integrating Al-driven capabilities, organizations can move beyond traditional reactive models to
proactive, self-sustaining systems. From automating incident resolutions to enhancing observability and
enabling multilingual support, Gen Al is reshaping NexGen AMS for the future.

Here’s how Al-powered solutions are unlocking
new opportunities in AMS:

Agentic Al and automation \
« Automating incident resolution and routine tasks

« Enabling self-healing applications

« Providing proactive support through intelligent agents /
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Predictive analytics and observability
+  Predicting and preventing application failures
«  Providing real-time insights into application performance

« Improving root cause analysis

¢
N

.

Natural language processing (NLP) and multilingual support
+  Enabling voice-activated commands and natural language interfaces
«  Providing multilingual support through automated translation

¢
AN

Intelligent knowledge fabric

+  Building a comprehensive knowledge base with business and IT ontology

«  Using knowledge graphs and multi-model processing to provide intelligent
responses

« Leveraging technology and domain XLMs for context-aware support

O
\_

In a modern enterprise, different user groups interact with AMS in unique ways, each with distinct priorities and
expectations. A one-size-fits-all approach falls short in delivering meaningful value, making it essential to tailor

experiences based on user needs.
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While business users focus on usability and efficiency, IT teams prioritize automation and system performance,

and management seeks cost control and strategic alignment. Understanding these diverse perspectives

ensures a seamless, effective AMS experience that aligns with both operational and business goals.

Business users:
«  Prioritize business value, ease of use, and quick resolution of issues
«  Focus on user experience and productivity

Management users:
«  Prioritize cost efficiency, compliance, and strategic alignment
«  Focus on risk management and business continuity

IT users:
+  Prioritize efficiency, automation, and technical expertise
«  Focus on system stability and performance
/ Example of differing priorities:
«  Abusiness user might say: "l need this report to run faster, as it is needed for a client
meeting."
«  The T team might respond: "We need to fix the database query that is causing the
report to run slow."
«  Management might focus on the bigger picture: "We need to monitor the key
performance indicators of our Sales function to prevent future slowdowns, and ensure we

stay within our budget."

f
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5. Moving towards zero-touch operations:
The NexGen AMS vision

The transition to zero-touch operations is reshaping enterprise application support, eliminating reactive,
labor-intensive processes in favor of automated, intelligent, and proactive systems. This transformation
hinges on Al-driven automation, predictive analytics, and self-healing capabilities, ensuring minimal human
intervention while maximizing efficiency and resilience.

NexGen AMS brings this vision to life through five interconnected transformation tracks that redefine how
enterprises manage application support. These tracks, Observability, Knowledge Management, Automation,
Ways of Working, and User Experience, integrate Al, machine learning, and cloud technologies to create a
seamless, adaptive support ecosystem.

At the same time, modern commercial models and robust security frameworks ensure cost efficiency,

business agility, and compliance. By embracing NexGen AMS, organizations can unlock operational
excellence, enhance user engagement, and future-proof their AMS strategy.
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Key transformation tracks:

Modern AMS must shift from reactive troubleshooting to proactive prevention. The Observability

track ensures real-time, end-to-end visibility across applications and infrastructure layers, enabling

IT teams to identify and resolve issues before they escalate.

«  Full-stack monitoring and analytics provide granular insights across applications, databases,
and networks.

+ Al-powered anomaly detection predicts and prevents failures, reducing downtime.

« Automated root cause analysis accelerates issue resolution, improving system performance.

Traditional ~ knowledge  bases are static and siloed, often leading to
inefficiencies. NexGen AMS introduces an Al-driven "knowledge fabric" that evolves continuously,

integrating structured and unstructured data sources.
Beyond static repositories: This system learns, curates, and connects information dynamically.

Business & IT ontology integration: Using knowledge graphs, multi-model processing, and

XLMs, the system delivers context-aware recommendations.
Al-powered insights: Information is proactively surfaced to users and IT teams for faster

resolution.

Faster resolution times
Reduced knowledge silos
Continuous learning across the organization

10
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Automation is the cornerstone of zero-touch operations, minimizing manual intervention and
accelerating operational efficiency.

Al-driven automation: This track focuses on automating routine tasks and processes, freeing up

IT staff to focus on strategic initiatives.
Self-healing capabilities: Al identifies, diagnoses, and fixes issues without human input.

Intelligent workload management: Automated workflows optimize system performance,
reducing errors

To support zero-touch AMS, enterprises must adopt modern methodologies that enhance agility,

security, and collaboration.

« Agile and DevSecOps: Enables continuous integration and delivery (CI/CD), fostering a culture
of collaboration across development, operations, and security teams.
Security by design: Embeds security into the development lifecycle, preventing vulnerabilities
from the start.

Faster, safer deployments: Automated testing and compliance monitoring reduce risks and
accelerate go-live times.

11
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A seamless, user-friendly experience is essential for improving satisfaction and reducing

dependency on IT support.

Self-service portals & Al chatbots enable users to resolve issues independently.

Context-aware support delivers personalized recommendations based on past interactions.
Fewer support tickets: Al-driven UX enhancements help preempt and resolve issues before they

require manual intervention.

To truly demonstrate the transformative power of NexGen AMS, it's crucial to consider the
quantifiable improvements it can make. Organizations implementing it can anticipate signifi-
cant gains across several key metrics.

40% reduction in incident resolution time (Al-powered automation)

25% decrease in unplanned downtime (predictive monitoring)

30% fewer support tickets (self-service & automation)

15% improvement in first-call resolution rates (Al-driven knowledge fabric)

These gains translate directly into cost savings, higher efficiency, and improved user
satisfaction, making AMS a strategic enabler of business success.

12
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ercial models: Aligning
lue

Traditional time-and-materials contracts often focus on effort rather than impact. NexGen AMS
shifts towards outcome-based models, ensuring service providers are aligned with business
priorities.

«  Success is measured by business outcomes, not hours worked.

«  Service providers are rewarded for reducing downtime and improving user experience.

«  Organizations gain cost visibility and budget stability.

ce: Ensuring
rid

With growing cybersecurity threats and regulatory demands, data protection is non-negotiable.

NexGen AMS embeds security and compliance into every aspect of operations.

« Automated compliance monitoring ensures adherence to industry regulations
(e.g., GDPR, HIPAA).

«  Al-driven threat detection identifies anomalies in real time, preventing breaches.

« End-to-end encryption and access controls safeguard sensitive enterprise data.

Many enterprises are leveraging Al-driven security frameworks to achieve measurable

improvements in compliance and risk management, demonstrating how advanced technologies

can proactively address evolving threats*.

13
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6. Roadmap to NexGen AMS: A phased
approach

Transitioning to NexGen AMS requires a structured, phased approach to ensure a seamless and impactful
transformation. Organizations must move beyond traditional AMS constraints by integrating cloud, Al, and
automation, fostering agility, and driving operational excellence.

This journey begins with a thorough assessment, followed by strategic technology adoption, process

transformation, and a commitment to continuous improvement. Below is a roadmap to NexGen AMS,

outlining the key phases essential for success.

NexGen AMS Transformation Phases

) Y

Assessment and Planning Technology Implementation
Conducting maturity Transformation Implementing cloud
assessment and defining goals infrastructure and Al tools

Phase 3 Phase 4

B 3

Adopting DevSecOps Continuous Implementation
and automating tasks Monitoring Performance
and innovating

14
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SAP plays a crucial role in advancing NexGen AMS by providing a robust foundation for automation,
intelligence, and seamless application management. With its diverse suite of products and cloud-based
solutions, SAP enables organizations to scale efficiently while ensuring real-time data accessibility and
operational resilience. Its cloud-based platform, SAP S/4HANA Cloud, provides the necessary foundation for
scalability and real-time data access.

The SAP Business Technology Platform (BTP) offers a wide array of Al, machine learning, and automation
tools, crucial for building intelligent applications and the knowledge fabric. Additionally, SAP Solution
Manager and Cloud ALM provide essential monitoring and management capabilities, while SAP
Conversational Al enhances user support through chatbots and virtual assistants. SAP Signavio aids in
process mining and optimization, enabling enterprises to refine workflows, improve operational efficiency,
and enhance business agility. SAP's Cloud solutions contribute to sustainability goals by optimizing resource
usage and ensuring compliance with regulatory frameworks.

As businesses increasingly focus on proactive monitoring and automation, SAP Cloud ALM plays a key role in
ensuring business continuity by predicting issues before they arise and improving operational efficiency?.

The journey toward NexGen AMS represents a significant shift, demanding a forward-thinking approach that
prioritizes automation, intelligence, and user-centric innovation. By embracing cloud-first strategies,
integrating generative Al, and enhancing observability, enterprises can drive operational excellence while
aligning IT functions with broader business goals.

For CXOs steering their enterprises through a competitive and rapidly evolving landscape, the transition to
NexGen AMS is not just a technological upgrade but a strategic imperative. By harnessing the power of Al,

15
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automation, and observability, NexGen AMS delivers proactive, zero-touch operations that enhance
resilience, enable scalability, and reduce operational inefficiencies. This transformation ensures seamless
alignment between IT delivery and broader business objectives, creating a robust foundation for sustainable

growth and innovation.

With SAP’s comprehensive suite of solutions, from advanced knowledge management and Al-driven insights
to intuitive user experiences and compliance-first architectures, enterprises can confidently redefine
application support. By strategically aligning operational excellence with future-ready technologies, NexGen
AMS empowers organizations to unlock unparalleled business value, stay agile, and lead with
confidence in a dynamic digital world.

As we explore the path to becoming an Al-native enterprise, we invite CXOs, ClOs, and business
leaders to consider the insights shared in this whitepaper. Your perspectives are vital to our

collective understanding and success. We look forward to your feedback and contributions as we
navigate this transformation. Reach out to us at info@Itimindtree.com.

' Facebook blames ‘server configuration change’ for its longest outage ever, Lauren Feiner, CNBC, 2019
2 Annual outages analysis 2023, Andy Lawrence, Lenny Simon, 202

3 How DevSecOps Transformed a Company’s APl Integration Security, Cloud Security Web, 2023

420 must-read Al case studies for enterprise leaders, Generative Al Enterprise, Lewis Walker, 2025

5 SAP Cloud ALM for Operations, 2024
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Vice President & Global Head,
SAP Presales and Competency at LTIMindtree

Shashikant Walimbe is a seasoned SAP leader with over two decades of experience driving enterprise trans-
formation through innovation, Al, and cloud technologies. As Vice President and Global Head of SAP
Presales and Competency at LTIMindtree, he spearheads strategic initiatives that redefine how businesses
leverage SAP solutions to achieve agility, scalability, and competitive advantage.

Under his leadership, LTIMindtree has garnered multiple accolades, including 3 consecutive GenAl
Hackathons conducted by SAP in last one yar and the recent SAP Transformation Partner of the Year 2024
award by Tricentis, highlighting the organization's commitment to delivering exceptional value through
Al-powered SAP solutions.

Shashikant is passionate about fostering innovation and has been instrumental in showcasing LTIMindtree's
capabilities at global platforms like SAP Sapphire, emphasizing the role of Al, cloud, and sustainability in
reshaping the future of enterprises.

LTIMindtree is a global technology consulting and digital solutions company that enables enterprises across industries to reimagine

business models, accelerate innovation, and maximize growth by harnessing digital technologies. As a digital transformation partner to more
than 700 clients, LTIMindtree brings extensive domain and technology expertise to help drive superior competitive differentiation, customer
experiences, and business outcomes in a converging world. Powered by 83,000+ talented and entrepreneurial professionals across more than
40 countries, LTIMindtree — a Larsen & Toubro Group company — solves the most complex business challenges and delivers transformation
at scale. For more information, please visit https://www.ltimindtree.com/.




