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Abstract:

Generative Artificial Intelligence (GenAl) is emerging as a transformative technology with significant
implications for how organizations design, manage, and optimize information technology (IT)-enabled
business processes. Unlike conventional automation and analytical systems, GenAlI can generate content,
interpret unstructured information, synthesize knowledge, support complex reasoning, and facilitate
human—machine collaboration. This research examines the role of GenAl in IT transformation, with
particular emphasis on three interconnected dimensions: process intelligence, intelligent decision-
making, and enterprise performance. The study explores how GenAl can enhance process visibility by
analyzing structured and unstructured organizational data, identifying process inefficiencies, detecting
recurring patterns, and supporting continuous process improvement. It further investigates the
contribution of GenAl-enabled systems to decision-making by providing contextual insights, scenario
analysis, predictive interpretations, and decision support while maintaining appropriate human
oversight. From an enterprise-performance perspective, the research considers how these capabilities
can influence operational efficiency, productivity, responsiveness, innovation, and organizational agility.
The study adopts a qualitative research approach based on a structured review of existing academic
literature, industry research, and documented organizational applications of generative Al. The analysis
indicates that the value of GenAl in IT transformation extends beyond task-level automation, enabling
organizations to develop more adaptive, knowledge-intensive, and intelligence-driven operating models.
However, the realization of these benefits depends on factors such as data quality, integration with
existing IT infrastructure, governance mechanisms, cybersecurity, privacy, explainability, workforce
capabilities, and responsible Al practices. The research therefore proposes an integrated perspective in
which GenAl functions as an intelligence layer connecting enterprise data, business processes, human
expertise, and technology platforms. The findings contribute to the understanding of how organizations
can strategically deploy GenAl to strengthen process intelligence and decision quality while translating
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technological capabilities into sustainable enterprise performance.
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1. Introduction

The rapid advancement of Artificial Intelligence
(AI) has emerged as one of the most significant
technological developments influencing
contemporary organizations. Over the past
decade, organizations have increasingly adopted
Al-driven technologies to automate repetitive
activities, analyze large volumes of data, improve
customer interactions, and support operational
decision-making. The emergence of Generative
Artificial  Intelligence (GenAl), however,
represents a further evolution in enterprise
technology. Unlike traditional Al applications
that primarily classify, predict, or optimize
predefined tasks, GenAl can generate new
content, synthesize information, interpret natural
language, support knowledge-intensive
activities, and interact with users through
increasingly sophisticated ~ conversational
interfaces. These capabilities are creating new
opportunities for organizations to rethink how
information technology (IT) supports business
processes, organizational knowledge, and
managerial decision-making.

IT transformation has traditionally focused on
modernizing infrastructure, migrating
applications to cloud environments,
implementing enterprise platforms, improving
data architectures, and automating business
processes. While these initiatives have produced
substantial efficiency and scalability benefits,
many organizations continue to operate with
fragmented systems, complex workflows, legacy
applications, and large volumes of unstructured
information. Consequently, the challenge is no

Paper ID: 2026/1JEASM/11/2026/3532

longer simply to digitize processes but to develop
IT environments capable of understanding
processes, generating actionable insights, and
supporting continuous organizational adaptation.
GenAl introduces an additional intelligence layer
that can potentially connect enterprise data,
applications, employees, and business processes
in ways that were previously difficult to achieve.

One of the important areas in which GenAl can
contribute to IT transformation is process
intelligence. Process intelligence involves
understanding how business processes operate in
practice, identifying deviations from intended
workflows,  detecting  bottlenecks, and
discovering opportunities for improvement.
Conventional process-mining and business-
intelligence approaches have traditionally relied
heavily on structured event logs and predefined
analytical models. GenAl can complement these
approaches by interpreting unstructured sources
such as emails, documents, service tickets,
meeting records, policies, and user interactions.
By combining structured process information
with unstructured organizational knowledge,
GenAl-enabled systems can provide a broader
representation of how processes operate and why
particular inefficiencies occur. This creates
opportunities to move from retrospective process
analysis toward more continuous and context-
aware process improvement.

A second major dimension is intelligent decision-
making. Modern enterprises generate large
quantities of operational, financial, customer, and
market information, making it increasingly
difficult for decision-makers to identify relevant
information and convert it into timely action.



International Journal of Engineering Applied Science and Management

IJEASM

GenAl can assist decision-making by
summarizing complex information, identifying
relationships across multiple sources, generating
alternative  scenarios, explaining analytical
results, and supporting natural-language
interaction with enterprise information systems.
Rather than replacing managerial judgment,
these capabilities can augment human decision-
makers by reducing information-processing
burdens and enabling faster access to relevant
knowledge. The effectiveness of such systems

nevertheless depends on the quality and
reliability of their wunderlying data, the
transparency of generated outputs, and

appropriate human validation.

The implications of GenAl also extend to
enterprise performance. Organizations
increasingly evaluate IT investments not only in
terms of technical implementation but also
according to their contribution to productivity,
cost efficiency, service quality, innovation,
responsiveness, and organizational agility.
GenAl may influence these dimensions by
reducing time spent on knowledge-intensive
tasks, accelerating information retrieval and
content generation, supporting employees in
complex workflows, and enabling new forms of
human—AI collaboration. At the same time, the
economic and organizational benefits of GenAl
should not be assumed automatically.
Implementation  costs, model limitations,
inaccurate or fabricated outputs, cybersecurity
risks, data privacy concerns, intellectual-property
considerations, regulatory requirements, and
employee adoption can affect the overall value
generated by these technologies.

The growing adoption of GenAl therefore creates
a strategic question for organizations: how can
generative Al be integrated into enterprise IT
environments in a manner that improves process
intelligence and decision quality while producing
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measurable and sustainable business value?
Addressing this question requires moving beyond
isolated demonstrations of generative Al toward
an integrated understanding of technology,
processes, people, governance, and performance.
GenAl should be considered not merely as
another automation tool but as a potential
intelligence capability embedded within the
broader enterprise technology architecture.

This perspective 1is particularly important
because successful IT transformation depends on
the interaction between technological capabilities
and organizational capabilities. A technically
advanced GenAl solution may produce limited
value if enterprise data is fragmented, business
processes are poorly understood, governance
mechanisms are inadequate, or employees lack
the skills required to collaborate effectively with
Al systems. Conversely, organizations with
strong data foundations, clearly defined
processes, effective governance, and appropriate
human oversight may be better positioned to
translate GenAl capabilities into measurable
improvements in enterprise performance.
Consequently, the transformation potential of
GenAl must be examined from both
technological and organizational perspectives.

Against this  background, this research
investigates the role of Generative Al in IT
transformation through three interconnected
dimensions: process intelligence, intelligent
decision-making, and enterprise performance.
The study examines how GenAl can enhance
organizational understanding of business
processes, support knowledge-intensive
decision-making, and contribute to operational
and strategic performance. It also considers the

organizational and technological conditions
required for responsible and effective
implementation, including data quality, IT

integration, governance, cybersecurity, privacy,
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explainability, workforce capabilities, and
human oversight. By bringing these dimensions
together, the research seeks to develop a holistic
understanding of how GenAl can contribute to
the evolution of intelligent, adaptive, and
performance-oriented enterprise IT
environments.

The study contributes to the emerging literature
on enterprise GenAl by positioning the
technology within the broader context of IT
transformation rather than treating it solely as a
content-generation or productivity tool. It
highlights the relationship between process-level
intelligence, decision-support capabilities, and
enterprise-level outcomes, while recognizing the
importance of governance and human
involvement. This integrated perspective
provides a foundation for understanding how
organizations can move from experimental
GenAl adoption toward strategically governed
implementation that aligns technological
innovation with sustainable enterprise objectives.

2. Background of Research Study

The transformation of information technology
(IT) from a supporting organizational function
into a strategic business capability has
fundamentally changed the way enterprises
operate, compete, and create  value.
Organizations have progressively moved from
traditional on-premises infrastructure and
manually managed processes toward cloud
computing, enterprise  applications, data
analytics, robotic process automation, and Al-
enabled systems. These developments have
improved scalability, operational efficiency, and
access to information, but they have also created
increasingly complex technology environments
in which data, applications, workflows, and
organizational knowledge are distributed across
multiple platforms. As a result, organizations are
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seeking technologies that can not only automate
individual tasks but also interpret information,
understand business context, and support
continuous improvement across interconnected
processes.

The emergence of Artificial Intelligence has
played an important role in this evolution. Earlier
generations of enterprise Al primarily focused on
predictive analytics, classification,
recommendation, anomaly detection,
optimization, and rule-based automation. These
technologies enabled organizations to identify
patterns in historical data and automate activities
with relatively well-defined inputs and outputs.
However, many enterprise activities involve
unstructured information and require contextual
interpretation, including reading documents,
analyzing correspondence, preparing reports,
interpreting policies, responding to employees or
customers, and synthesizing information from
multiple sources. The emergence of Generative
Artificial Intelligence (GenAl) has expanded the
potential scope of enterprise Al by enabling
systems to generate and transform text, code,
images, summaries, explanations, and other
forms of content based on natural-language
instructions and organizational context.

The development of large language models
(LLMs) has been particularly significant in this
transition. LLM-based systems can process large
quantities of textual information and interact with
users through natural language, creating
opportunities for Al to become more accessible
to employees who do not possess specialized
technical skills. Instead of interacting exclusively
with structured dashboards, predefined software
interfaces, or analytical tools, users can
increasingly communicate with enterprise
systems through conversational interactions.
This development has implications for
knowledge management, employee productivity,
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customer service, software development,
business analysis, and managerial decision
support.

Within this broader technological transformation,
process intelligence has become an important
area of organizational research. Traditional
process improvement approaches often depend
on process documentation,  interviews,
performance indicators, and process-mining
techniques. These approaches can reveal
workflow  patterns,  process  deviations,
bottlenecks, and performance variations.
However, enterprise processes are frequently
influenced by information that is not captured in
conventional event logs. Emails, documents,
service requests, policies, employee
communications, and other unstructured sources
can contain critical information about process

exceptions, causes of delays, operational
dependencies, and decision criteria. GenAl
provides an opportunity to complement

conventional process-analysis techniques by
interpreting such information and connecting it
with structured process data.

This development creates the possibility of
moving from process monitoring toward more
intelligent ~ and  context-aware  process
management. GenAl-enabled systems can
potentially assist organizations in identifying

recurring  issues,  summarizing  process
exceptions, explaining operational patterns,
generating recommendations  for  process

improvement, and supporting employees during
process execution. When integrated with
enterprise systems, these capabilities may allow
organizations to develop a more comprehensive
understanding of how processes operate in
practice. The resulting intelligence can support
continuous improvement rather than limiting
analysis to periodic reviews.
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Another important background factor is the
increasing  complexity of  organizational
decision-making. Modern enterprises operate in
environments characterized by high volumes of
data, rapidly changing customer expectations,
global supply networks, regulatory requirements,
cybersecurity threats, and competitive pressures.
Managers and employees frequently need to
evaluate information from multiple systems
before making operational or strategic decisions.
Conventional reporting and business-intelligence
systems can provide valuable information, but
they may require users to navigate multiple
dashboards, interpret complex reports, or possess
specialized analytical skills. GenAl introduces
natural-language interfaces and contextual
information synthesis that may reduce some of
these barriers.

GenAl can potentially support decision-making
by summarizing information, identifying
relevant evidence, comparing alternatives,
generating scenarios, and assisting users in
interpreting complex organizational data.
However, these capabilities also introduce
important limitations. Generative models can
produce inaccurate or unsupported information,
commonly described as hallucinations, and their
outputs can reflect limitations or biases present in
training and enterprise data. Therefore, the use of
GenAl in decision-making requires appropriate
validation, human oversight, access controls,
data governance, and mechanisms for evaluating
the reliability of generated outputs. In high-
impact organizational decisions, Al-generated
information should therefore be treated as
decision support rather than an unquestioned
substitute for human judgment.

The relationship between GenAl and enterprise
performance provides a further foundation for
this research. Technology investments are
increasingly evaluated according to their
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contribution to measurable organizational
outcomes rather than their technical capabilities
alone. Potential performance dimensions
associated with GenAl include employee
productivity, process-cycle time, operational
cost, service quality, innovation capacity,
responsiveness, knowledge accessibility, and
organizational agility. For example, Al-assisted
knowledge retrieval may reduce the time
employees spend searching for information,
while automated content generation may reduce
the effort required to prepare routine documents
and communications. Similarly, Al-assisted
process analysis may help organizations identify
inefficiencies and prioritize improvement
initiatives.

Nevertheless, the relationship between GenAl
adoption and enterprise performance is not
necessarily linear. The introduction of an Al
system may generate additional costs related to
infrastructure, model access, integration,
cybersecurity, governance, employee training,
and change management. Organizations may also
experience implementation challenges when
GenAl solutions are introduced into legacy IT
environments or when organizational data is
fragmented across incompatible systems.
Consequently, the business value of GenAl
depends not only on the capabilities of the
underlying models but also on the organizational
environment in which those models are deployed.

The growing importance of responsible Al and
governance further shapes the background of this
research. As GenAl becomes embedded in
enterprise processes, organizations must address

questions concerning data privacy,
confidentiality, intellectual property,
cybersecurity, transparency, accountability,

access control, bias, and regulatory compliance.
The ability of GenAl systems to generate
plausible but incorrect outputs makes governance
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particularly important when Al-generated
information influences operational decisions.
Organizations therefore require mechanisms that
establish appropriate boundaries for Al use,
define human accountability, monitor system
performance, and protect sensitive organizational
information.

Workforce transformation is another important
component of the research context. GenAl is
likely to change the nature of many knowledge-
intensive activities rather than simply eliminate
individual tasks. Employees may increasingly
collaborate with Al systems to retrieve
information, generate drafts, analyze alternatives,
troubleshoot problems, and perform routine
knowledge-processing activities. This shift
requires new forms of digital and Al literacy,
including the ability to formulate effective
instructions, critically evaluate Al outputs,
identify errors, understand limitations, and apply
appropriate  human judgment. Organizational
training and change-management capabilities
therefore become important determinants of
successful GenAl adoption.

From an IT architecture perspective, the
integration of GenAl represents a further stage in
enterprise  digital  transformation.  GenAl
applications may interact with enterprise
resource planning systems, customer relationship
management platforms, data warehouses,
document repositories, workflow systems,
application programming interfaces, and cloud
services. This creates opportunities for Al to
operate as an intelligence layer across existing
technology environments. However, such
integration also introduces architectural and
security challenges, including data access
management, model integration, identity and
authorization, monitoring, scalability, and the
protection of enterprise information.
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The background of this research is therefore
grounded in the convergence of several
developments: the evolution of enterprise IT, the
expansion of Al-enabled automation, the
emergence of GenAl and LLMs, the growing
importance of process intelligence, the increasing
complexity of organizational decision-making,
and the demand for measurable enterprise
performance. These developments suggest that
the strategic significance of GenAl extends
beyond content generation. Its broader potential
lies in its ability to connect organizational
knowledge, business processes, human expertise,
and digital technologies within an increasingly
intelligent enterprise environment.

Accordingly, this research examines GenAl as an
emerging component of IT transformation and
investigates its relationship with process
intelligence, intelligent decision-making, and
enterprise performance. The study is based on the
premise that sustainable value from GenAl
requires more than technological deployment. It
requires the alignment of Al capabilities with
business processes, enterprise data,
organizational objectives, workforce capabilities,
governance mechanisms, and performance
measurement. Understanding these relationships
provides the foundation for evaluating how
organizations can progress from experimental
GenAl adoption toward strategically integrated
and responsible Al-enabled transformation.

3. Problem Statement and Research
Objectives

The rapid emergence of Generative Artificial
Intelligence  (GenAl) is changing the
technological and organizational foundations of
enterprise IT. Organizations are increasingly
experimenting with large language models
(LLMs), Al assistants, intelligent automation,
and generative applications to improve
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productivity and support business activities.
However, the transition from experimentation to
sustainable enterprise transformation remains
challenging. Many organizations have adopted
GenAl for isolated use cases such as content
generation, coding  assistance, document
summarization, customer support, or knowledge
retrieval, without establishing a broader
framework for integrating these capabilities with
business processes, decision-making structures,
and enterprise performance objectives. As a
result, there remains a significant gap between
the technological capabilities of GenAl and the
organizational ability to convert those
capabilities into measurable and sustainable
business value.

The central problem addressed by this research is
therefore the lack of an integrated understanding
of how GenAl can contribute to IT
transformation through process intelligence,
intelligent decision-making, and enterprise
performance while maintaining appropriate
governance and human oversight. The problem is
examined through the following three research
objectives.

3.1 Objective 1: Examine the Role of
Generative AI in Enhancing Enterprise
Process Intelligence

A fundamental problem faced by organizations is
the complexity and fragmentation of business
processes across enterprise IT environments.
Modern organizations commonly operate
through interconnected applications, workflows,
databases, cloud platforms, communication
systems, and legacy technologies. Although
process-mining, business-intelligence,
workflow-management, and robotic process
automation technologies have improved process
visibility and operational efficiency, many
existing approaches depend heavily on structured
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data and predefined process models. Important
contextual information often remains embedded
in emails, documents, service tickets, policies,
reports, meeting records, and employee
communications. Consequently, organizations
may understand what happened within a process
without fully understanding why a particular
outcome occurred or how contextual factors
contributed to process variations.

The first research objective is to examine how
GenAl can strengthen process intelligence by
combining its natural-language and knowledge-
processing capabilities with existing enterprise
process and data environments. GenAl can
potentially interpret unstructured information,
identify recurring patterns, summarize process
exceptions, classify operational issues, and
provide explanations of complex workflows.
When integrated with structured process data,
these capabilities may enable organizations to
develop a richer understanding of process
performance  and  identify = improvement
opportunities that might not be immediately
visible  through  conventional  analytical
approaches.

This objective is particularly relevant because
process intelligence is increasingly moving
beyond simple process monitoring toward
continuous and context-aware improvement.
GenAl may assist employees and process owners
in identifying bottlenecks, understanding
deviations, generating process documentation,
and developing potential improvement scenarios.
For example, an organization could use GenAl to
analyze recurring service-ticket descriptions
together with process-performance information
to identify common causes of delays. Similarly,
GenAl could summarize large collections of
operational documents and compare them with
established process procedures to identify
potential inconsistencies.
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However, the research recognizes that GenAl
should not be considered a replacement for
established process-intelligence technologies.
Instead, its potential value lies in complementing
structured analytical approaches with natural-
language understanding and contextual reasoning.
The objective is therefore to investigate how
GenAl can function as an intelligence layer that
connects structured enterprise data with
unstructured organizational knowledge.

The research will consequently examine the
potential contribution of GenAl to process
visibility, = process  analysis, exception
identification, knowledge extraction, process
improvement, and continuous optimization. It
will also consider the conditions required for
these capabilities to produce reliable results,
including data quality, integration with existing
IT systems, process standardization, access
controls, and human validation. Through this
objective, the research seeks to establish how
GenAl can contribute to the evolution of
enterprise processes from primarily automated
workflows toward more intelligent, adaptive, and
knowledge-driven operating models.

3.2 Objective 2: Examine How Generative Al
Supports Intelligent Decision-Making

The second major problem concerns the growing
complexity of enterprise decision-making.
Organizations generate substantial amounts of
information through operational systems,
customer interactions, financial platforms,
supply-chain applications, business reports, and
external information sources. Although access to
information has increased, decision-makers often

face difficulties in identifying relevant
information, interpreting large  datasets,
comparing  alternatives, and  converting
information into timely action. Conventional
business-intelligence systems can provide
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dashboards, reports, and analytical outputs, but
users may still need to manually interpret
information from multiple sources.

GenAl introduces the possibility of supporting
decision-making  through  natural-language
interaction, information synthesis, contextual
analysis, scenario generation, and decision-
support capabilities. Instead of requiring users to
navigate several systems independently, GenAl-
enabled interfaces may allow employees to ask
questions using natural language and receive
synthesized information based on authorized
enterprise  data. GenAl can potentially
summarize  complex  reports, = compare
alternatives, identify relevant trends, generate
possible scenarios, and assist decision-makers in
understanding relationships between different
sources of information.

The second research objective is therefore to
examine how GenAl can support intelligent
decision-making while preserving human
accountability and judgment. The research will
investigate the extent to which GenAl can reduce
information-processing burdens and improve the
accessibility and timeliness of organizational
knowledge. It will also consider how Al-
generated insights can be incorporated into
decision-making processes without creating
excessive dependence on automated outputs.

An important dimension of this objective is the
reliability  of  Al-generated information.
Generative models can produce responses that
appear credible but may contain factual
inaccuracies,  incomplete  reasoning,  or
unsupported conclusions. Consequently, the use
of GenAl for enterprise decision support
introduces risks if generated information is
accepted without appropriate verification. The
research therefore considers human-in-the-loop
approaches as an important component of
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responsible decision support. Human expertise
remains essential for validating critical
information, interpreting organizational context,
evaluating alternatives, and making decisions
where consequences may be significant.

The objective also considers the role of
explainability, transparency, data governance,
and access control. Decision-makers need to
understand the information underlying Al-
generated recommendations and should be able
to distinguish verified organizational information
from generated interpretation. Enterprise GenAl
systems must therefore be designed so that users
can evaluate the reliability and relevance of
outputs rather than treating generated responses
as inherently authoritative.

Through this objective, the research aims to
clarify how GenAl can evolve from a
productivity-oriented assistant into a structured
decision-support capability. The focus is not on
replacing human decision-makers but on
understanding how human expertise and Al
capabilities can be combined to improve
information accessibility, analytical efficiency,
responsiveness, and decision quality.

3.3 Objective 3: Evaluate the Impact of
Generative Al on Enterprise Performance and
Identify the Conditions for Sustainable IT
Transformation

The third problem concerns the relationship
between GenAl adoption and measurable
enterprise performance. Although GenAl is
frequently  associated  with  productivity
improvements and operational efficiencies,
technological adoption alone does not guarantee
business value. Organizations may invest in Al
platforms, infrastructure, model access,
integration, employee training, and governance
without achieving corresponding improvements
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in operational or strategic performance. This
creates a need to understand how GenAl
capabilities translate into measurable
organizational outcomes and what conditions are
necessary for sustainable value creation.

The third research objective is therefore to
evaluate the potential impact of GenAl on
enterprise performance while identifying the
technological, organizational, and governance
conditions  required for successful IT
transformation. Enterprise performance in this
context encompasses multiple dimensions,
including productivity, operational efficiency,
process-cycle time, service quality, innovation,
organizational agility, knowledge accessibility,
responsiveness, and the effective utilization of
employee capabilities.

GenAl may influence these dimensions in several
ways. By automating or assisting knowledge-
intensive activities, it may reduce the time
required to prepare documents, analyze
information, respond to routine requests, and
retrieve  organizational = knowledge. By
supporting process intelligence, it may help
organizations identify inefficiencies and improve
workflows. By assisting decision-making, it may
improve the speed with which employees can
evaluate information and respond to changing
business  conditions.  Collectively, these
capabilities may contribute to more responsive
and adaptive enterprise operating models.

However, sustainable enterprise performance
requires more than individual productivity
improvements. Organizations must integrate
GenAl into existing IT architectures and business
processes  while establishing appropriate
governance and accountability. Data privacy,
cybersecurity, intellectual-property protection,
regulatory compliance, model reliability, access
control, and employee capability are important
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considerations. In addition, organizations must
develop performance measures that distinguish
genuine business improvements from short-term
experimentation or perceived productivity gains.

This objective therefore investigates the
relationship between GenAl capabilities and
enterprise outcomes while recognizing the
importance of implementation conditions.
Particular attention is given to organizational
readiness, data quality, IT infrastructure,
employee skills, governance mechanisms, human
oversight, and change-management capabilities.
These factors can determine whether GenAl
remains an isolated technology initiative or
becomes an integrated component of enterprise
transformation.

The objective also seeks to establish a broader
framework for understanding GenAl-enabled IT
transformation. Such transformation can be
viewed as an interconnected progression in
which GenAl capabilities enable process
intelligence, process intelligence provides
contextual information, contextual information
supports better decision-making, and improved
decisions contribute to enterprise performance.
Governance and human oversight operate across
all stages to ensure that technological capabilities
are used responsibly and effectively.

Overall, this third objective aims to move the
discussion of GenAl beyond adoption and
experimentation toward measurable
organizational value. It recognizes that the
ultimate significance of GenAl lies not simply in
its ability to generate content or automate tasks,
but in its potential to reshape how organizations
understand processes, access knowledge, make
decisions, and improve performance.

Overall Research Direction

10
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The three objectives collectively establish an
integrated research perspective. The first
objective focuses on how GenAl can improve
understanding and management of enterprise
processes; the second examines how that
intelligence can support human decision-making;
and the third evaluates how these capabilities can
contribute to measurable enterprise performance
and sustainable IT transformation. Together,
these objectives address the central research
problem of converting GenAl's technological
capabilities into responsible, integrated, and
business-relevant transformation.

The study therefore conceptualizes GenAl not as
an isolated automation technology but as an
emerging intelligence capability within the
enterprise IT ecosystem. Its potential value
depends on the interaction among technology,
data, processes, people, decision-making, and
governance. By examining these relationships,
the research seeks to provide a structured
foundation for organizations seeking to transition
from experimental GenAl adoption toward
strategically integrated IT transformation.

4. Research Design and Methodology
The research design for this study employs a
qualitative approach to explore the intersection of
Generative Artificial Intelligence (GenAl) and IT
transformation, with a specific focus on
enhancing process intelligence, intelligent
decision-making, and enterprise performance.
This  approach  facilitates an  in-depth
understanding of the opportunities, challenges,
organizational implications, and practical
applications associated with integrating GenAl
into modern enterprise IT environments. The
methodology comprises two primary
components: a literature review and qualitative
case studies.
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Qualitative Research
Literature Review

The literature review serves as the foundational
element of this research, synthesizing knowledge
from a broad range of academic journals,
scholarly publications, industry reports, technical
papers, institutional studies, and authoritative
research on Generative Al and enterprise
transformation. The review aims to examine the
evolution of GenAl and its growing role in
transforming enterprise IT capabilities, business
processes, organizational knowledge, and
managerial decision-making.

Key areas of focus include the development of
Generative Al and large language models
(LLMs), the relationship between GenAl and
digital or IT transformation, process intelligence,
intelligent automation, Al-supported decision-
making, knowledge management, and enterprise
performance. Particular attention is given to how
GenAl can interpret structured and unstructured
organizational information and how its
capabilities can be integrated into existing
enterprise applications, workflows, and IT
architectures.

The literature review also explores the role of
GenAl in enhancing process intelligence.
Traditional process analysis and automation
approaches often depend on structured data,
predefined rules, and event logs. However,
significant amounts of organizational knowledge
are contained within unstructured sources such as
emails, documents, reports, service requests,
policies, and employee communications. The
review examines how GenAl can complement
existing process-intelligence approaches by
interpreting such information, identifying
patterns and process exceptions, supporting
process documentation, and generating insights

11
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that can contribute to continuous process
improvement.

A further area of investigation is the contribution
of GenAl to intelligent decision-making. The
literature is examined to understand how GenAl
can assist decision-makers by synthesizing
information, summarizing complex reports,
generating contextual insights, supporting
scenario analysis, and enabling natural-language
interaction with organizational information. The
review also considers the importance of human
oversight, explainability, data quality, and
validation when GenAl is used in decision-
support environments. Particular emphasis is
placed on the distinction between Al-assisted
decision-making and fully autonomous decision-
making, recognizing the continuing importance
of human judgment in organizational decisions.

The literature review additionally examines the
relationship between GenAl adoption and
enterprise performance. Relevant performance
dimensions include productivity, operational
efficiency, process-cycle time, service quality,
innovation, organizational agility, knowledge
accessibility, and responsiveness. The review
evaluates how GenAl-enabled automation,
knowledge assistance, process analysis, and
decision support may contribute to these
outcomes. At the same time, attention is given to
factors that may constrain the realization of
value, including implementation  costs,
technology integration, data fragmentation,
cybersecurity, privacy, workforce readiness,
governance, and the reliability of Al-generated
outputs.

By critically evaluating these sources, the study
identifies recurring themes, areas of agreement
and disagreement, implementation challenges,
and gaps in existing research. The literature
review provides the conceptual foundation for
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examining GenAl not simply as a content-
generation technology but as an emerging
enterprise intelligence capability capable of
connecting  organizational data, business
processes, human expertise, and IT systems. The
findings from the review support the
development of an integrated perspective on how
GenAl can contribute to process intelligence,
intelligent decision-making, and sustainable
enterprise performance.

Qualitative Case Studies

Qualitative case studies complement the
literature review by providing real-world insights
into the implementation and application of
Generative Al within enterprise IT environments.
The case studies focus on documented
organizational applications of GenAl, selected
for their relevance to the research objectives and
their ability to demonstrate practical applications
of GenAl in areas such as business-process
improvement, knowledge management, decision
support, employee productivity, customer
operations, software development, and enterprise
automation.

Each case study examines a specific
organizational application of GenAl and
considers the business or operational context in
which the technology was introduced. The
analysis includes examining the organizational
problem or opportunity that motivated the
adoption of GenAl, the type of GenAl capability
implemented, its relationship with existing IT
systems and business processes, and the changes
introduced to organizational workflows or
decision-making practices.

The case studies particularly examine how
organizations have used GenAl to enhance
process intelligence and operational
effectiveness. Examples may include the use of
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GenAl for intelligent knowledge retrieval,
analysis of large volumes of business
documentation, automated classification and
summarization of service requests, process-
support assistants, workflow assistance, and the
identification of recurring operational issues.
These cases provide insights into how GenAl can
extend traditional automation by introducing
natural-language understanding and contextual
interpretation into enterprise processes.

A second focus of the case studies is the
application of GenAl to intelligent decision-
making.  Selected cases examine how
organizations use Al-enabled assistants and
enterprise knowledge systems to provide
employees and managers with relevant
information, generate summaries, compare
alternatives, or support analytical activities. The
analysis considers how GenAl interacts with
human decision-makers and whether
organizations establish validation, approval, or
human-in-the-loop mechanisms before Al-
generated information is used in consequential
decisions.

The case studies also examine documented
outcomes associated with GenAl
implementation. These outcomes may include
improvements in  productivity, reduced
processing time, faster access to information,
improved service responsiveness, enhanced
employee support, process optimization, or the
development of new capabilities. Where
organizations have publicly reported
performance improvements, these findings are
examined in their specific organizational context
rather than generalized automatically across all
enterprises.

In addition to benefits, the case studies analyze

challenges and limitations encountered during
GenAl implementation. These include data
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quality and accessibility, integration with legacy
IT systems, cybersecurity and privacy concerns,
model reliability, inaccurate or unsupported Al-
generated outputs, employee adoption, skills
requirements,  governance, and  change-
management challenges. Examining both
benefits and limitations provides a balanced
understanding of the practical implications of
GenAl-enabled IT transformation.

Through cross-case analysis, the research
identifies common patterns in how organizations
are integrating GenAl into enterprise processes
and decision-making environments. The
comparison also highlights differences in
implementation  approaches, organizational
readiness, governance practices, and reported
outcomes. These insights provide a practical
perspective on the conditions under which GenAl
can contribute to meaningful improvements in
process intelligence and enterprise performance.

By integrating findings from the literature review
and qualitative case studies, this study aims to
provide a comprehensive perspective on how
Generative Al can contribute to the
transformation of enterprise IT. The combined
analysis connects theoretical perspectives with
documented organizational experiences and
examines the relationship between GenAl
capabilities, process intelligence, intelligent
decision-making, and enterprise performance.
The results are intended to contribute to academic
understanding of GenAl-enabled IT
transformation while also providing practical
insights for organizations seeking to integrate
GenAl responsibly and effectively into their
enterprise environments.

Overall, the qualitative methodology enables the
study to examine GenAl as a multidimensional
transformation capability rather than as an
isolated automation tool. By combining evidence
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from established research with real-world
organizational cases, the study seeks to identify
the opportunities, implementation challenges,
governance requirements, and organizational
conditions that influence the successful adoption
of GenAl. This integrated perspective provides
the basis for understanding how enterprises can
use GenAl to develop more intelligent processes,
support informed human decision-making, and
improve organizational performance.

5. Results and Analysis

The findings of this study are derived from the
qualitative synthesis of the literature review and
the analysis of documented Generative Artificial
Intelligence (GenAl) case studies. The analysis
focuses on the three principal dimensions
established in the research objectives: process
intelligence, intelligent decision-making, and
enterprise performance. The evidence indicates
that GenAl is increasingly being integrated into
organizational workflows, knowledge-
management systems, software-development
environments, and decision-support processes.
At the same time, the findings demonstrate that
the benefits of GenAl are not uniform across all
activities and depend on factors such as task
characteristics, employee expertise, data quality,
technological integration, governance, and
human oversight.

5.1 Generative Al and Process Intelligence

The literature review indicates that GenAl can
extend conventional approaches to process
intelligence by enabling organizations to
interpret both structured and unstructured
information. Traditional  process-analysis
technologies generally rely on structured event
logs, transactional  records, predefined
workflows, and business rules. In contrast,
GenAl can process natural-language information
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contained in documents, emails, service requests,
reports, policies, and other organizational
knowledge sources. This creates opportunities
for organizations to develop a broader
understanding of how business processes operate
and to provide employees with contextual
assistance during process execution.

Empirical evidence from customer-support
operations provides support for this finding.
Brynjolfsson, Li, and Raymond (2025) examined
the implementation of a generative-Al
conversational assistant among 5,172 customer-
support agents. The study found that access to the
Al assistant increased the number of customer
issues resolved per hour by approximately 15.2%
after accounting for individual-agent and tenure
effects. The productivity effect was particularly
pronounced among less-skilled and less-
experienced workers, for whom the researchers
reported an improvement of approximately 30%
in issues resolved per hour. The study also
identified evidence of worker learning and
improvements in customer interactions.

Figure 5.1. Impact of GenAl on Customer-Support Productivity
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s resolved per hour (%)

The findings are relevant to process intelligence
because the Al system did not independently
replace the customer-support process. Instead, it
provided employees with contextual information
and recommendations during process execution.
The case therefore demonstrates how GenAl can
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function as an augmentation capability within an
existing workflow.

The evidence suggests that GenAl may
contribute to process intelligence through real-
time  knowledge  assistance,  contextual
interpretation, and workflow support. However,
the results should not be interpreted as evidence
that every business process will experience the
same level of improvement. The observed effects
are specific to the studied customer-support
environment and should therefore be treated as
empirical evidence of potential rather than as a
universal productivity benchmark.

5.2 Generative Al and Intelligent Decision-
Making

The second major finding concerns the role of
GenAl in supporting intelligent decision-making.
Modern organizations generate information
through multiple enterprise applications and
knowledge repositories, creating challenges for
employees who must locate, interpret, and
synthesize relevant information before making
decisions. The literature indicates that GenAl can
support this activity through natural-language
interfaces, information summarization,
knowledge retrieval, contextual analysis, and
scenario generation.

The Morgan Stanley case provides a documented
example of this approach. Morgan Stanley
introduced its Al (@ Morgan Stanley Assistant to
provide Financial Advisors with access to the
organization's internal intellectual capital
through a GenAl-enabled interface. The
company reported that by June 2024, 98% of
Financial Advisor teams had adopted the Al
Assistant. The organization subsequently
expanded its GenAl capabilities through Al @
Morgan Stanley Debrief, which can summarize
meetings, identify action items, generate draft
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communications, and integrate information into
Salesforce with appropriate client consent.

Morgan Stanley also introduced
AskResearchGPT, enabling employees to search
and synthesize information from its research
resources. The organization reported that the
system could provide access to information from
more than 70,000 proprietary research reports
published annually.

These developments demonstrate how GenAl
can function as an information-access and
decision-support layer within an established
enterprise [T environment. Importantly, the
Morgan Stanley case does not demonstrate that
Al independently makes financial decisions.
Rather, it illustrates how GenAl can assist
professionals by reducing the effort required to
locate, summarize, and interpret organizational
information.

The findings therefore support a human—Al
decision-support model in which GenAl assists
with information processing while human

professionals retain  responsibility  for
interpretation,  validation, judgment, and
accountability.

5.3 Generative Al and
Performance

Enterprise

The third major finding concerns the relationship
between GenAl and enterprise performance. The

reviewed literature indicates that potential
performance effects can include improved
productivity, reduced task-completion time,

increased task capacity, improved knowledge
accessibility, and support for knowledge-
intensive work.

A significant empirical contribution is provided
by Dell'Acqua et al. (2026), who conducted a
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preregistered field experiment involving 758
knowledge workers performing 18 realistic
consulting tasks. For tasks within the effective
capability frontier of GPT-4, participants using
Al completed 12.2% more tasks and completed
tasks 25.1% faster than participants in the control
group. The study also reported improvements in
the quality of solutions for tasks within the Al
capability frontier.

Figure 5.2. GenAl Effects on Knowledge-Worker Task Performance
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However, the same study identified an important
limitation. For a complex managerial task
selected to fall outside the Al capability frontier,
participants using Al were 19% less likely to
produce a correct solution than participants who
did not have access to Al.

This finding is particularly important because it
provides a balanced perspective on GenAl
adoption. The evidence does not support the
assumption that GenAl automatically improves
every form of knowledge work. Instead, it
suggests that organizational outcomes depend on
task—technology alignment.

The concept of the Al capability frontier is
therefore relevant to enterprise performance.
Organizations may obtain greater benefits when
GenAl is applied to tasks for which the
technology demonstrates appropriate
capabilities, while activities requiring complex
judgment, contextual reasoning, or high levels of
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accountability may require stronger human
involvement.

5.4 Generative Al and IT Transformation

The findings also demonstrate that GenAl is
influencing the way organizations perform IT-
related activities.  Software  development
represents an important example because
programming involves  repetitive  coding
activities as well as complex problem-solving
and technical judgment.

GitHub conducted a controlled experiment
involving 95 professional developers to examine
the effect of GitHub Copilot on programming
productivity. The experiment reported that
developers using Copilot completed the assigned
programming task 55% faster than developers in
the control group. The Copilot group also
recorded a 78% task-completion rate, compared
with 70% for the control group. GitHub reported
that the difference in task-completion time was
statistically significant.

Figure 5.3. Reported Adopticn of Al @ Morgan Stanley Assistant

100+ 98%

adaption %)

The results provide evidence that GenAl can
augment software-development activities and
reduce the effort associated with selected
programming tasks. Nevertheless, because the
experiment examined a specific task, the results
should not be interpreted as a universal 55%
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productivity  improvement  for  software
developers. The finding instead demonstrates
that GenAl can produce substantial benefits
when its capabilities are appropriately aligned
with the task being performed.

5.5 Comparative Analysis of Case Studies

The case studies examined in this research
demonstrate different pathways through which
GenAl can  contribute to  enterprise
transformation.

The customer-support case demonstrates process
augmentation. GenAl provides contextual
assistance to employees during an existing
business process and can improve the speed with
which issues are resolved.

The BCG case demonstrates knowledge-work
augmentation. GenAl can improve productivity
and task quality when applied to activities within
its  effective  capability frontier, while
inappropriate use can negatively affect
performance on tasks outside that frontier.

The Morgan Stanley case demonstrates
enterprise knowledge integration. GenAl can
provide employees with natural-language access
to large organizational knowledge repositories
and can be integrated with existing enterprise
applications.

The GitHub Copilot case demonstrates IT-work
augmentation. GenAl can assist technical
employees with software-development activities
and reduce the time required for selected
programming tasks.

Based on the synthesis of the literature and
documented case studies, the study develops a
conceptual framework linking Generative Al
capabilities with process intelligence, intelligent
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decision-making, and enterprise performance.
The framework also recognizes data quality, IT
integration, governance, cybersecurity, and
human oversight as cross-cutting factors that
influence the effective and responsible
implementation of  GenAl-enabled IT
transformation.

Figure 5.3, C k for ive Al-Enabled IT Transformation
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The conceptual framework illustrates the
proposed relationship among the principal
dimensions examined in this study. Generative
Al provides the wunderlying intelligence
capabilities that can enhance process
intelligence, which in turn can support intelligent
decision-making and contribute to enterprise
performance. Data quality, IT integration,
governance, cybersecurity, and human oversight
operate across these stages as enabling and
control factors.

5.6 Analysis of Findings

Process Intelligence and Workflow

Enhancement

The literature review and case-study evidence
consistently indicate that GenAl can enhance
process intelligence by introducing natural-

language  understanding and  contextual
assistance into existing workflows. The
customer-support study provides empirical
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evidence that GenAl can increase operational
productivity, while the broader literature
demonstrates  its  potential to interpret
unstructured organizational information.

The findings suggest that GenAl should not
necessarily be viewed as a replacement for
conventional process-mining, business-
intelligence, or automation technologies. Instead,
GenAl can complement these technologies by
interpreting information that may not be
represented in structured process logs. This
creates opportunities for organizations to
combine traditional process analytics with Al-
enabled interpretation and knowledge assistance.

Intelligent Decision-Making and Human
Oversight

The case studies indicate that GenAl can improve
access to organizational knowledge and support
information-intensive decision-making. Morgan
Stanley's deployment demonstrates how GenAl
can provide employees with a natural-language
interface to proprietary knowledge and integrate
Al capabilities with established enterprise
applications.

However, the BCG findings demonstrate that
GenAl can also produce incorrect outcomes
when used beyond its demonstrated capability
frontier. Therefore, the results support the use of
human-in-the-loop decision-making for complex
or consequential activities.

GenAl can assist with information retrieval,
summarization, comparison, and preliminary
analysis, but human professionals should retain

responsibility  for validating information,
interpreting organizational context, making
consequential ~ decisions, and  accepting

accountability for outcomes.
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Enterprise Performance and Productivity

The empirical studies reviewed in this research
demonstrate measurable improvements in
selected forms of knowledge work. The
customer-support study reported a 15.2%
increase in issues resolved per hour, while the
BCQG field experiment reported 12.2% more tasks
completed and 25.1% faster completion for tasks
within the Al capability frontier. The GitHub
experiment reported a 55% faster completion
time for the specific programming task
examined.

These findings provide evidence that GenAl can
contribute to enterprise performance. However,
the different studies measure different outcomes
and involve different populations and tasks.
Therefore, their percentages should not be
combined into a single GenAl productivity
figure.

The appropriate conclusion is that GenAl can
generate measurable performance improvements
in selected organizational contexts, with the
magnitude of improvement depending on task
characteristics, implementation design,
employee capabilities, and the degree of human—
Al collaboration.

IT Integration and Organizational Readiness

The case studies also indicate that GenAl
generates greater organizational relevance when
it is integrated into existing IT environments.
Morgan Stanley's use of GenAl alongside
proprietary knowledge resources and enterprise
applications illustrates this approach, while
GitHub Copilot demonstrates integration directly
into software-development workflows.

The findings therefore suggest that enterprise
GenAl transformation requires more than
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providing employees with access to generative-
Al tools. Organizations need appropriate data
architectures, secure system integration,
governance frameworks, employee training,
change-management processes, and mechanisms
for evaluating Al-generated outputs.

Organizational readiness is consequently an
important determinant of the value obtained from
GenAl

5.7 Integrated Findings

The findings from the literature review and case
studies support an integrated model in which
GenAl contributes to enterprise transformation
through three interconnected mechanisms.

First, GenAl can enhance process intelligence by
interpreting organizational information,
identifying  patterns,  supporting  process
execution, and improving access to contextual
knowledge.

Second, improved process and knowledge
intelligence can contribute to intelligent decision-
making by enabling employees to retrieve,
summarize, compare, and interpret information
more efficiently.

Third, improvements in process execution and
decision support can contribute to enterprise
performance, including productivity, efficiency,
responsiveness, knowledge accessibility, and
organizational agility.

The relationship can therefore be represented as:
Generative Al

l

Process Intelligence
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!

Intelligent Decision-Making

!

Enterprise Performance

This relationship is supported by the case studies
but is moderated by data quality, IT integration,
task suitability, governance, cybersecurity,
employee capabilities, and human oversight.

The evidence also demonstrates that GenAl
should not be conceptualized as a universally
autonomous replacement for human expertise.
Instead, the findings support a model of human—
Al collaboration, where GenAl performs
activities for which it is appropriately capable
and employees retain responsibility for
validation, judgment, and accountability.

5.8 Overall Findings

Overall, the results indicate that Generative Al
has the potential to contribute significantly to IT
transformation by enhancing process
intelligence, supporting information-intensive
decision-making, and improving selected
dimensions of enterprise performance. The
strongest empirical evidence demonstrates
measurable improvements in customer-support
productivity, knowledge-worker task
completion, task speed, and software-
development productivity.

At the same time, the evidence identifies
important limitations. GenAl does not improve
every task equally, and inappropriate reliance on
Al can negatively affect performance when
activities fall outside the system's effective
capability frontier. Consequently, organizations
should avoid treating GenAl adoption as an
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automatic source of productivity or competitive
advantage.

The case studies demonstrate that successful
GenAl implementation 1is more closely
associated with appropriate task selection,
integration with existing workflows and
enterprise  systems, access to  reliable
organizational information, employee
capabilities, and human oversight. These factors
determine whether GenAl remains an isolated
technological experiment or becomes an
integrated component of enterprise IT
transformation.

The overall findings therefore support the central
proposition of this research: Generative Al can
serve as an intelligence-enabling capability
within enterprise [T, strengthening process
intelligence and decision support and potentially
contributing to improved enterprise performance
when  implemented  within  appropriate
technological, organizational, and governance
conditions.

6. Summary and Conclusion

6.1 Summary of the Study
This research examined the role of Generative
Artificial ~ Intelligence  (GenAl) in IT
transformation, with particular emphasis on three
interconnected dimensions: process intelligence,
intelligent decision-making, and enterprise
performance. The study was designed as a
qualitative research investigation based on a
review of relevant academic literature and
documented organizational case studies. The
analysis considered both empirical research and
enterprise implementations to understand how
GenAl is being incorporated into organizational
processes,  decision  environments, and
technology-enabled business operations.
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The findings indicate that GenAl represents an
important development in the evolution of
enterprise information technology because it
extends traditional automation and analytics
capabilities toward systems that can generate,
summarize, interpret, transform, and
communicate  information using  natural
language. Rather than being viewed only as a
productivity tool, GenAl can function as an
interaction layer between employees, enterprise
data, business processes, and digital applications.
This characteristic creates opportunities to
improve how organizations access information,
execute knowledge-intensive activities, support
decisions, and coordinate work.

The literature and case evidence examined in this
study demonstrate that GenAl can contribute to
process intelligence by reducing the effort
required to interpret information and perform
repetitive knowledge-based activities. The field
evidence reported by Brynjolfsson, Li, and
Raymond demonstrated measurable
improvements in customer-support productivity
following the introduction of a generative Al
assistant, while the benefits were particularly
substantial for less-skilled and less-experienced
workers. These findings suggest that GenAl can
support employees by providing relevant
information, recommended responses, and
contextual guidance during operational activities.
Consequently, process intelligence is not limited
to identifying process inefficiencies; it can
increasingly involve providing employees with
real-time assistance within the workflow itself.

The analysis also identified an important
relationship between GenAl and intelligent
decision-making. Enterprise employees
increasingly operate in environments where
decisions require the synthesis of large volumes
of structured and unstructured information.
GenAl can assist by summarizing documents,
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retrieving relevant organizational knowledge,
generating  alternative interpretations, and
supporting the preparation of recommendations.
The Morgan Stanley case illustrates this
application through the integration of generative
Al with institutional knowledge and financial
research. Such applications demonstrate how
GenAl can reduce information-access barriers
and allow employees to interact with
organizational knowledge through natural-
language interfaces.

However, the research also demonstrates that
GenAl should not be considered universally
reliable across all tasks. The findings from
Dell’Acqua et al. show that Al-assisted
performance can vary according to the
relationship between the task and the capabilities
of the technology. While Al produced substantial
improvements for tasks within its capability
frontier, performance declined when participants
used Al for a complex task outside that frontier.
This finding is particularly important for
enterprise decision-making because it establishes
the need for appropriate human oversight,
validation, and task-level governance. GenAl
should therefore be positioned as a decision-
support capability rather than an unconditional
replacement for human judgment.

The third major finding concerns enterprise
performance. The reviewed evidence indicates
that GenAl can influence performance through
several mechanisms, including improved
employee productivity, faster completion of
knowledge-intensive tasks, improved access to
organizational ~ knowledge, and  greater
integration between employees and enterprise
applications. The GitHub Copilot experiment, for
example, demonstrated faster completion of a
specific programming task among participating
professional developers using the Al assistant.
Although such results should not be generalized
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to every software-development activity, they
demonstrate the potential of GenAl to improve
selected knowledge-intensive workflows.

6.2 Key Findings

The study produces several interconnected

findings.

First, GenAl can strengthen process intelligence
by embedding intelligence directly into
workflows. Traditional process automation
primarily focuses on predefined rules and
structured activities. GenAl introduces greater
flexibility by allowing systems to interpret
natural-language inputs, generate responses,
summarize information, and assist employees
with tasks that previously required substantial
manual knowledge work. This creates
opportunities for organizations to move from
automation of individual activities toward more
intelligent and context-sensitive workflows.

Second, GenAl can improve access to
organizational knowledge and support decision-
making. Organizations frequently possess
substantial amounts of information distributed
across reports, documents, databases, knowledge
repositories, and business applications. GenAl
can provide a natural-language interface through
which employees can retrieve and synthesize
relevant information. However, the quality of
decision support depends on data quality, system
integration, model reliability, and appropriate
human validation.

Third, GenAl can contribute to enterprise
performance, but its effects are context-
dependent. The evidence reviewed in this
research does not support a single universal
productivity percentage for GenAl. Instead, the
observed effects vary according to the task,
workforce, implementation approach, and
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organizational environment. The evidence
therefore suggests that organizations should
evaluate GenAl according to specific business
processes and measurable outcomes rather than
assuming that adoption will automatically
generate equivalent performance improvements
across the enterprise.

Fourth, successful GenAl transformation
requires more than deployment of an Al model.
Enterprise value depends on the integration of
GenAl with existing IT architecture, data
platforms, applications, workflows,
cybersecurity  controls, and  governance
mechanisms. Organizations must also establish
appropriate policies for data protection, access
control, model usage, human oversight, and
accountability. Consequently, GenAl adoption
should be treated as an organizational and IT
transformation initiative rather than simply a
software implementation.

Fifth, workforce capabilities remain central to
sustainable GenAl adoption. The findings
indicate that the role of employees is changing
from performing certain information-processing
activities  manually  toward  supervising,
validating, interpreting, and effectively using Al-
generated outputs. Organizations therefore need
to develop Al literacy, domain knowledge,
critical evaluation skills, and appropriate
governance awareness among employees.
Human expertise remains particularly important
for complex decisions, exceptional situations,
and tasks where Al capabilities may be uncertain.

6.3 Implications for IT Transformation

The findings have important implications for the
future design of enterprise IT environments.
Traditional enterprise architectures generally
separate applications, databases, analytics
systems, and user interfaces. GenAl introduces
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the possibility of an intelligent interaction layer
that connects employees with multiple
information sources and applications through
natural-language interaction.

This development may change how organizations
approach enterprise software and automation.
Instead of creating separate automation solutions
for every individual task, organizations may
increasingly combine workflow automation,
enterprise data, retrieval systems, Al models, and
human oversight into integrated intelligent
processes. Such architectures can potentially
improve the accessibility of enterprise
information while reducing the friction
associated with switching between multiple
applications and information sources.

At the same time, organizations must recognize
that GenAl introduces new technological and
governance requirements. These include data
security, privacy protection, access management,
model monitoring, output validation, intellectual-
property considerations, and controls against
inappropriate or inaccurate Al-generated content.
The long-term effectiveness of GenAl
transformation therefore depends on balancing
innovation with responsible implementation.

6.4 Conclusion

The study concludes that Generative Al has
significant potential to reshape enterprise IT
transformation by connecting  process
intelligence, intelligent decision support, and
enterprise performance within a common
technology framework. The evidence reviewed
indicates that GenAl can improve selected
knowledge-intensive ~ processes,  accelerate
certain forms of work, enhance access to
organizational  knowledge, and provide
employees with decision-support capabilities.
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However, the findings also demonstrate that
GenAl should not be treated as an autonomous
replacement for human expertise or as a universal
solution for organizational productivity. Its
effectiveness depends on the characteristics of
the task, the quality and accessibility of
organizational data, the degree of integration
with existing IT systems, and the governance
mechanisms established by the organization.
Evidence showing different outcomes across
different tasks reinforces the importance of
human oversight and appropriate task—
technology alignment.

The research therefore supports a human-
centered and capability-oriented approach to
GenAl adoption. Organizations are more likely to
realize sustainable value when GenAl is
integrated into clearly defined business
processes, supported by reliable enterprise data,
connected with existing technology
infrastructure, and governed through appropriate
security and accountability = mechanisms.
Employees should remain actively involved in
validating outputs, handling exceptions, and
making decisions where contextual knowledge
and professional judgment are essential.

Overall, the transformation enabled by GenAl
should be understood not simply as the
introduction of a new Al tool, but as a broader
evolution in how organizations design processes,
access information, make decisions, and measure
enterprise performance. The greatest potential
arises when GenAl is combined with process
redesign, enterprise data, intelligent automation,
human expertise, and responsible governance.

Thus, the relationship identified in this study can
be summarized as:
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Generative Al — Process Intelligence —
Intelligent Decision-Making —  Enterprise
Performance

This relationship is influenced by data quality, IT
integration, cybersecurity, governance,
workforce capabilities, and human oversight. The
sustainable impact of GenAl will therefore
depend not only on the capabilities of the
technology itself, but also on how effectively
organizations incorporate it into their operating
models and enterprise IT environments.

6.5 Limitations and Future Research

This study has several limitations. First, the
research follows a qualitative design based on
literature review and documented case studies
rather than primary surveys, interviews, or
controlled experiments conducted by the
researchers. Consequently, the findings provide
analytical insights rather than statistically
generalizable conclusions across all industries
and organizations.

Second, several enterprise case studies rely on
organization-reported outcomes. Such evidence
is valuable for understanding real-world
implementation but may reflect the specific
context and measurement practices of the
organization. The study therefore distinguishes
company-reported evidence from peer-reviewed
empirical research.

Third, GenAl technology continues to evolve
rapidly. Models, enterprise platforms, regulatory
requirements, and organizational practices may
change substantially over time. Findings based
on current implementations should therefore be
interpreted within their relevant technological
and organizational context.
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Future research could extend this work through
longitudinal studies examining how GenAl
adoption affects organizations over several years.
Quantitative research could also investigate the
relationship between GenAl implementation and
specific performance indicators across industries.
Further research could examine the effects of
GenAl on employee skills, organizational
structures, cybersecurity, governance,
innovation, and decision quality. Comparative
research  across different sectors could
additionally identify which organizational and
technological conditions are most strongly
associated with sustainable GenAl value
creation.

In conclusion, GenAl is emerging as a significant
component of enterprise IT transformation. Its
strategic importance lies not merely in its ability
to generate content, but in its potential to connect
organizational knowledge, business processes,
human expertise, and digital systems. When
implemented with appropriate governance,
reliable data, effective IT integration, and
meaningful human oversight, GenAl can become
an 1important capability for building more
intelligent, responsive, and performance-oriented
enterprises.
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