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Overv iew

?AI is the answ er, w hat  is the quest ion??

The Kyndryl Canada CIO Expert  Exchange brought  together 
technology leaders across various indust ries, and once 
again, the adopt ion and operat ionalizat ion of art if icial 
intelligence w ere top of mind. The conversat ion built  upon 
previous exchanges, centering on the balance of internal 
ef f iciency plays versus AI-enhanced products and services, 
prevent ing ?shadow  AI? and rising concerns over cloud and 
data sovereignty.

Expert  exchange t hemes

- Balancing internal product ivity gains versus embedding AI 
in products and services

- Prevent ing ?shadow  AI?

- Cloud and data sovereignty

Balanc ing internal product iv it y gains                                    
versus embedding A I in product s and serv ices

- Execut ives noted that  AI adopt ion of ten starts w ith 
product ivity gains in back-off ice funct ions, then progresses 
to embedding AI in customer-facing products and services 
as conf idence grow s.

- One organizat ion achieved measurable results by using 
generat ive AI to enhance its softw are development  
lifecycle, result ing in a 15-20 % net  improvement , f rom 
concept  to product ion. Evaluat ing the end-to-end process 
w as key, as greater ef f iciency in one area created 
bot t lenecks in others.

- Another organizat ion is ut ilizing agent ic AI to t ransform its 
customer care process by analyzing historical customer 
data to provide human agents w ith rapid, contextualized 
recommendat ions for claims processing. This init iat ive aims 
to resolve claims faster and support  customer retent ion, 
part icularly during periods of high volume.

- An academic inst itut ion is exploring AI to automate rout ine 
student  inquiries (about  80 %), f reeing staf f for complex 
issues w hile ensuring safeguards to prevent  incorrect  
informat ion.

- Governance teams are using AI tools to achieve signif icant  
t ime savings in content  analysis or summarizat ion. For 
example, a review  of System and Operat ional Controls 
(SOC) reports now  takes hours, not  w eeks.

- ?How  w ould w e measure product ivity gains from other 
ubiquitous technologies, such as the internet  or 
smartphones?? This quest ion w as raised w hen the 
discussion shif ted to execut ive commitments to bold, 
aggressive cost  reduct ion targets direct ly t ied to AI 
adopt ion.

Prevent ing ?shadow  AI?

- Scaling AI requires phased adopt ion w ith st rong 
governance, standardized tools, human oversight , and 
careful measures to prevent  ?shadow  AI.?

- In one organizat ion, security monitoring detected hundreds 
of unsanct ioned AI w ebsites being accessed by employees, 
prompt ing the IT department  to block, or in limited cases, 
approve usage.

- Providing authorized tools like Copilot  Studio and Pow er 
Automate supports low -code ?cit izen developer? innovat ion 
w hile minimizing the risk of accidentally sharing sensit ive 
data externally.

- One company used agent ic AI to make recommendat ions to 
human agents, and monitored how  often the 
recommendat ions w ere overridden before grant ing the AI 
greater decision-making freedom.

- Another company mandated a peer review  for projects w ith 
automated decision-making to assess their impact  on users.

- One company integrates AI into project  management  to f lag 
policies, helping staf f address issues before compliance 
breaches occur.



Cloud and data sovereignt y

- Data sovereignty hinders AI adopt ion, as Canadian f irms 
limit  data storage abroad and lack af fordable local 
alternat ives. W ith new  AI services of ten launched f irst  in the 
United States, organizat ions may need to compromise on 
data locat ion to access cut t ing-edge tools.

- It  is challenging for sovereign solut ions to compete 
f inancially because global players invest  t rillions of U.S. 
dollars in research and development , creat ing scale and 
service of ferings that  smaller, local compet itors cannot  
easily match.

- Concerns extended beyond the locat ion of data to 
operat ional sovereignty, in other w ords, w ho ult imately has 
access to the data, even if the data is stored locally.

- Some organizat ions are avoiding cloud exposure for their 
most  sensit ive w orkloads by invest ing in their ow n internal, 
isolated compute clusters, housed w ithin their ow n w alls.

- According to the recent ly published Kyndryl Readiness 
Report , 60 % of surveyed respondents stated that  
geopolit ical tensions have already prompted them to modify 
their cloud st rategies. A signif icant ly higher number stated 
that  they arrived at  their current  cloud environment  by 
accident , rather than by design.

To learn more about  the Kyndryl Canada CIO/ CTO Expert  
Exchange or to become a member of this community, 
please visit  this w ebsite. 
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