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Executive Summary

In today’s rapidly evolving business environment, where digital acceleration, shifting customer
expectations and global supply chain disruptions define the new normal, organizations face a critical
decision: how to harness the transformative potential of Artificial Intelligence (Al).

Despite Al's immense promise, many enterprises struggle to translate
their investment into a measurable, enterprise-wide impact. This
whitepaper explores Connected Intelligence—a framework that
seamlessly integrates Al into IT systems, operational technologies
(OT) and core business workflows, enabling holistic transformation
rather than isolated improvements.
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1. Introduction: Connected Intelligence - From Disruption to Harmony
The Silence in Nagoya: A Manufacturer’s Challenge

In Nagoya, Japan, a city known for its excellence in monozukuri (craftsmanship in manufacturing), a
leading carmaker faced an unexpected crisis. A ransomware attack on a key logistics partner disrupted
‘just in time’ deliveries, the heartbeat of Japanese production.

Despite their renowned efficiency, fragmented systems and paper-based workflows hindered response
efforts, exposing vulnerabilities in disconnected operations.

This challenge is not unique. While Japanese firms are known for stability, precision and nemawashi
(consensus building), the increasing unpredictability of global markets demands adaptive,
interconnected systems.

With 87% of global executives prioritizing digital transformation, yet only 39% of manufacturers feeling
digitally mature, the urgency for smart, integrated Al-driven workflows has never been greater.

The Promise of Connected Intelligence

Connected Intelligence serves as a bridge, breaking down departmental silos and unifying IT, OT and
business functions, driving transformational impact:

o Real Time Insights: Al-powered data analysis enables faster, informed decision making - akin
to a wise sensei (teacher) offering precise guidance.

o Predictive, Autonomous Workflows: Al mitigates risks by identifying issues before they
escalate.
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¢ Intelligent Orchestration: Al harmonizes technology, people, and processes while
respecting cultural values like kaizen (continuous improvement) and wa (harmony).

India and Japan, despite geographical distance, share deep-rooted traditions of precision, knowledge
pursuit and purpose-driven progress - offering an ideal foundation for human-centric Al transformation.

2. The Al Evolution: From Automation to Orchestration — A Path to Prajia (Wisdom)
Al’s journey reflects a shift toward higher intelligence and orchestration:

e The Past: The Age of Karma (Action) Automation
o Early Al focused on Robotic Process Automation (RPA), streamlining repetitive tasks
with mechanical precision.
e The Present: The Era of Drsti (Insight) & Prediction
o Al-powered models now provide data-driven predictions, reducing manual
intervention and optimizing workflows.
e The Future: The Apex of Prajiia (Wisdom) & Autonomous Orchestration
o Next-gen Al will autonomously optimize end-to-end business ecosystems,
dynamically adapting through continuous learning.

Deep Dive: ServiceNow’s Al Control Tower & Workflow Data Fabric — The Chakra of Connected
Intelligence

For Connected Intelligence to succeed, organizations require a robust architectural foundation - one
that integrates Al across enterprise workflows.

Al Control Tower: The Enterprise Shinkansen Command Centre

Like Japan’s Shinkansen (bullet train) control system, this Al hub ensures:

e End-to-End Visibility: Providing a holistic darshan (view) across IT, OT, and business
processes.

o Real Time Anomaly Detection: Rapidly identifying and mitigating risks before they escalate.

o Intelligent Workflow Orchestration: Seamlessly coordinating processes, eliminating
inefficiencies.

Workflow Data Fabric: The Enterprise Kanchipuram Silk Sari (Intricate Weave of Connectivity)

Much like the craftsmanship of a Kanchipuram silk sari, this data fabric intricately connects disparate
sources into a harmonized, unified framework:

e Seamless Data Integration: Connecting structured and unstructured data across cloud,
edge, and hybrid environments.

¢ Context-Aware Al Recommendations: Providing intelligent, real-time insights to enhance
business decisions.

¢ Strong Governance & Compliance: Ensuring data integrity and ethical Al deployment.

This fusion of Japanese precision and Al-driven flexibility strengthens enterprises, building resilient,
interconnected business ecosystems.
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3. Al Use Cases Across the Enterprise Value Chain — From Seva (Service) to
Sampirnata (Wholeness)

The integration of connected intelligence touches every part of the business, changing how operations
work and improving human experiences.

Manufacturing & OT Security: Safeguarding the Heart of Production
Al serves as a rakshak (guardian), ensuring seamless manufacturing through:
¢ Predictive Maintenance: Shifting from reactive firefighting to proactive issue prevention.
¢ Downtime Reduction: Minimizing disruptions in lean production models.
e Automated Compliance: Ensuring effortless regulatory alignment.
Employee Experience: Fostering Saukhya (Well Being) in the Workplace
Al must support - not interfere, acting as a mitra (friend) to employees:
¢ Self-Service Enablement: Al-driven virtual assistants streamline operations.
¢ Expedited Query Resolution: Optimizing HR & IT support processes.
e Enhanced Workplace Morale: Minimizing friction, maximizing autonomy and efficiency.
Customer Experience: Embodying Omotenashi (Selfless Hospitality) in the Digital Age
Al-driven customer engagement mirrors omotenashi - anticipating needs before they arise:
¢ Hyper Personalized Service: Al-powered chatbots continuously learn and adapt.

o Accelerated Issue Resolution: Al automation ensures seamless support escalation.
o Elevated First Time Resolution Rates: Reducing friction, enhancing satisfaction.

4. Overcoming Digital Transformation Pitfalls: Navigating the Maya (lllusion) of
Disconnected Efforts

Organizations often struggle with digital transformation pitfalls, including:
¢ Siloed Adoption: Isolated Al efforts lead to fragmented innovation.
¢ Poor ROI Measurement: Lack of impact tracking reduces confidence in Al adoption.
¢ Change Fatigue: Cultural misalignment leads to resistance rather than engagement.
Successful enterprises embrace:
o Agility & Lean Operations: Developing adaptability to market shifts.

o Tangible ROI: Realizing measurable business outcomes within 12-18 months.
e« Empowered Teams: Promoting pragati (progress) through transparency and collaboration.

5. Why Meritech? The Intelligent Transformation Partner - A Confluence of Expertise &
Seva (Service)
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Meritech’s approach blends precision, strategy, and empathy, ensuring enterprise transformation
aligns with human ingenuity.

What Sets Us Apart:
o Strategic Al Advisory: Aligning Al initiatives with artha (purpose).
e Masters of ServiceNow: Tailoring automation to sector-specific needs.
¢ Change Catalysts: Combining efficiency with cultural awareness.

Our Offerings:

e End-to-End Al-Powered Transformation Programs
e Industry Specific Al Frameworks (Manufacturing, Healthcare, BFSI, Public Sector)
e Generative Al for Human Augmentation

Conclusion: Al Orchestrated Future — A Path Toward Amrtatva (Immortality of Purpose)

Connected Intelligence is more than technology - it is philosophy. Organizations embedding Al into
their core DNA will evolve beyond reaction into sustained resilience, redefining global leadership.

Meritech & ServiceNow: Empowering Enterprises with Al & Purpose

With pragati (progress), precision, and people at the center, we enable organizations to achieve
sustainable digital transformation with a human touch.

Quick Wins with Al Orchestration: O Meritech at a Glance:
® 35% reduction in HR/IT query times.

® 50% increase in first time customer resolution.

® Strategic Advisory & Implementation
® Significant reduction in manufacturing downtime.

® Deep ServiceNow Expertise

About Meritech

Meritech Solutions is a global Technology firm founded in 2003, recognized for its pioneering IT Services, Wireless and loT
products and services. Meritech’s products and services span Al-led custom software, data analytics, cloud & DevOps,
managed IT operations and IT consulting.

As a certified ServiceNow Consulting & Implementation partner, Meritech delivers end-to-end, Al-driven ServiceNow
solutions—from ITSM/ITOM to HRSD, CSM, CMDB, GRC and SPM—focused on rapid digital transformation, operational
efficiency, and workflow optimization. With a team of certified architects, developers and specialists, we support full
lifecycle implementation, integration, customization and ongoing managed services.
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