Generative AI and agentic automation transform European businesses
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A recent study by Information Services Group (ISG) highlights a significant shift in European businesses driven by the increasing adoption of generative AI (GenAI) and agentic process automation. The newly published 2024 ISG Provider Lens™ report reveals how these advanced technologies are reshaping operational efficiencies across various industries. GenAI, which utilises large language models (LLMs), is noted for its ability to handle extensive data analysis and generate complex outputs, providing a streamlined approach to operations and enhanced decision-making processes.
Steve Hall, Chief AI Officer at ISG, remarked, “GenAI has the potential to revolutionize intelligent automation, enabling organizations to analyze vast datasets and enhance their operational efficiencies.” This transformation is particularly impactful as businesses integrate GenAI capabilities into their existing automation frameworks, which can significantly accelerate innovation. 
The demand for these automation services is particularly prevalent across sectors such as automotive, healthcare, finance, and retail, where companies are striving for greater operational efficiency. Jan Erik Aase, partner and global leader of ISG Provider Lens Research, acknowledged that “the demand for intelligent automation services in Europe is rising,” indicating a move towards cohesive automation solutions rather than fragmented approaches seen in earlier practices.
Despite these advancements, many organizations are encountering challenges related to the implementation and scalability of GenAI, particularly in integrating these technologies with legacy systems. The report asserts that automation service providers can play a crucial role in mitigating these difficulties through their expertise in technological integration and alignment with automation maturity.
Moreover, European enterprises are generally adopting a more cautious approach towards GenAI, influenced by strict regulatory frameworks like the EU AI Act and GDPR. Such regulations have catalysed interest in ethically responsible AI solutions, creating a landscape where advanced applications such as customer service improvements and employee onboarding are becoming feasible.
The report also discusses the emergence of agentic AI, which represents a shift from traditional automation focusing on discrete tasks towards more autonomous systems capable of context-aware decision-making with limited human involvement. This evolution is paving the way for enhanced applications across various business functions.
In addition, the study presents the capabilities of 39 various automation service providers across three significant quadrants – Intelligent Enterprise Automation, Artificial Intelligence for IT Operations (AIOps), and Next-Gen Automation. Notably, firms such as Accenture, Capgemini, Tietoevry Tech Services, T-Systems, and Wipro have been recognised as Leaders in three quadrants each, illustrating their dominance in this burgeoning market.
Looking beyond Europe, generative AI is showing remarkable growth potential in the public sector as well. A separate market analysis indicates that the Generative AI in Public Sector Market is expected to rise from USD 152 million in 2022 to approximately USD 4,873 million by 2032, growing at a staggering compound annual growth rate (CAGR) of 42.7%. This escalation is attributed to the increasing adoption of generative AI solutions that enhance efficiency and aid in tackling societal challenges, by automating tasks and offering sophisticated data analysis.
Generative AI has expanded its footprint within government operations, spanning applications in policy development, healthcare, and urban planning. Although there are challenges regarding data privacy and system integration, government entities are turning to these technologies to improve service delivery and enhance citizen engagement.
Recent advancements in AI tools, such as Kore.ai's release of a no-code platform facilitating the construction of intelligent agents, signal a transition from traditional process automation to more dynamic and adaptive systems. These developments enable enterprises to automate knowledge-intensive operations while integrating human oversight within workflows.
As both private enterprises and public sector organisations continue to integrate AI-related technologies, the overall landscape of automation is poised for transformation. With emerging solutions promising increased operational efficiencies, reduced reliance on human intervention, and enhanced decision-making capabilities, the future of business processes appears to be heavily reliant on intelligent automation frameworks.
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