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Enterprise IT operations underpins
revenue, customer experience and
day-to-day operations.

As technology environments expand across cloud, SaaS, legacy and Al-driven systems,
complexity—and interdependence—continue to grow.

In this environment, the risk isn’t a single outage. It's the accumulation of small,
recurring failures that quietly disrupt digital journeys.
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Incidents, service requests, non-ticket activities are
resolved and service levels are maintained, yet the same
classes of problems resurface—quietly accumulating
operational debt. That debt affects more than IT metrics.
It can delay customer requests, stall critical enterprise
transactions, misroute leads and increase friction
across critical business domains—leading to broken
end-user experiences and directly impacting revenue.
Over time, engineering capacity shifts from innovation
to remediation, and run costs rise without materially
improving resiliency, while business stakeholders
experience declining trust in digital reliability.

\
The question is no longer how to resolve incidents faster. It is how to
reduce the operational debt that underdemines experience and financial
performance. The solution: transform incident response into a learning
system that eliminates problems at their source and strengthens
enterprise resilience over time.
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Additional forces driving
operational volatility

Modern IT instability is not driven by incidents alone. Several structural forces increase
volatility across enterprise environments:

== Transformation and release volatility

Frequent deployments, architectural
changes and integration updates introduce
new variables, often creating unpredictable
behavior across dependent systems.

°-§ AI-driven complexity

As organizations adopt Al solutions, multiple Al
agents, model and automation layers begin interacting
across workflows—introducing new operational
interdependencies that must be actively managed.

® Continuous infrastructure and cloud evolution

Ongoing updates, patches and configuration changes create
constant operational churn, compounding complexity in
managed services environments.

These forces underscore the need for a connected, intelligence-driven operating model—
one that reduces sources of volatility before they escalate into business disruption.



Why do IT incidents keep repeating
despite automation?

Modern IT environments are complex interconnected ecosystems spanning cloud,
SaaS, COTS, legacy platforms and on-prem infrastructure. Each layer introduces its own
monitoring tools, ticketing systems and change workflows.

Individually, these tools function well. Collectively, they fragment operational context.
Signals are scattered across systems and teams, forcing engineers to manually
correlate alerts, tickets and recent changes before diagnosing issues. Even with
correlation tools in place, maturity gaps mean diagnosis can still take hours.

As digital services become more revenue-critical, diagnosis remains the most expensive

and human-intensive phase of the lifecycle. A small number of recurring failure classes
generate disproportionate operational drag—teams resolve them repeatedly, but little
changes downstream.

“Every fix closes a ticket
—but little changes downstream.”

The core issue isn't effort or tooling.

It's the absence of a connected system that
links detection, diagnosis and prevention.
Organizations may get faster at responding—
but they don't get better at eliminating repeat
failure classes.
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Where traditional IT automation
falls short

When discussions turn to Al and self-healing, a common response is skepticism:
“We've tried automation. It didn't work.”

That skepticism is understandable. The problem usually isn't automation itself.
It's how automation has been applied.

Traditional IT automation falls short for three reasons:

Vs

@71 Fragmentation

Scripts execute tasks within individual tools but without shared context, resolving
alerts without understanding business impact.

@72 Repetition without learning

Automated fixes resolve individual incidents, but don’t prevent recurrence.
The same failure patterns persist.

B3 Rising performance demands

Static rules struggle to keep pace with dynamic environments, pushing complex
decisions back to humans and extending instability.

Automation improves task efficiency, but the lifecycle remains fragmented—detection,
diagnosis, resolution and learning are disconnected.

What'’s missing isn't more scripts. It's shared operational context and intelligence that
connects technical signals to business impact—so recurring failures don’t translate to
repeated revenue and customer experience disruption.
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How AI enables self-healing across
the incident lifecycle

Achieving self-healing requires more than adding Al to existing tools. It requires an
Al-driven operating model that connects context, action and learning.

A critical breakthrough is contextualized root cause analysis (RCA). Diagnosis is
typically the most time-consuming and error-prone phase of the incident lifecycle—often
taking hours of manual log review, historical ticket searches and cross-team validation.
Al compresses this phase by analyzing historical tickets, configuration data and system
dependencies simultaneously, generating structured RCA summaries in minutes or
seconds. This reduces human error, improves routing accuracy and surfaces patterns
across systems and regions.

Self-healing requires more than isolated Al features—it requires an Al-infused operating
model that brings people and platform together. In this model, Al agents coordinate
detection, diagnosis and remediation, while engineers shift from repetitive triage to
higher-value engineering oversight. The impact is not just operational efficiency.

It shortens revenue-impact windows and improves response consistency in how issues
are resolved.
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Self-healing requires three foundational capabilities:

01

Shared operational context across the IT estate

Self-healing depends on understanding the root cause and impact. You can't
safely automate what you can't see.

Application data, MELT (Metrics, Events, Logs, Traces) data, tickets and change
records must be connected into a unified operational view. This shared context
allows Al to evaluate dependencies, recent changes and business impact before
taking action.

Without this foundation, automation remains brittle. With it, systems can move
beyond isolated fixes and begin reducing recurring instability.

As Al becomes embedded into operations, performance measurement also
changes. Organizations shift from activity-based metrics to outcome-driven
indicators—measuring how effectively work is eliminated, not just processed.
This includes reduction in repeat incidents, fewer reopened tickets and higher
rates of autonomous resolution.

Reactive SLAs give way to resiliency-focused metrics such as outage reduction,
transaction performance and predictive accuracy. Human productivity metrics evolve
into human-plus-machine outcomes, reflecting reduced toil and faster resolution.

Ultimately, IT metrics become more closely tied to business outcomes, including
operational debt reduction, revenue-at-risk avoidance and the balance between
change velocity and system stability.

02

Autonomous operations through AI agents

Agentic Al embeds specialized agents across the deployment and operations
lifecycle—highlighting where judgment is required and acting autonomously
where patterns are well understood.



« Platform agents: monitor infrastructure, cloud services and integrations;
execute validated remediation runbooks; validate post-change stability; and
maintain service maps across systems.

* Functional agents: analyze application behavior, performance patterns and
business transaction dependencies to accelerate diagnosis and prevent repeat
degradation.

* ITSM agents: automate ticket enrichment, classification, SLA tracking, vendor
coordination and knowledge capture—reducing manual routing and improving
resolution precision.

* Resilience and predictive agents: identify leading indicators, forecast SLA risk
and initiate preventive or self-healing workflows before degradation spreads.

Together, the agents enable coordinated, policy-driven autonomy—reducing
manual effort and repeat operational work.

@3 Continuous learning from
operational outcomes

(® New Patterns Discovered
The defining characteristic of self-healing

is learning.
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Self-healing workflows in practice

Self-healing workflows move beyond IT automation—they protect revenue, customer
experience and operational efficiency in real time.

£ Automotive digital lead journey example

In one global automotive environment, online lead forms for vehicle inquiries
occasionally failed in the backend due to configuration mismatches. Customers could
submit requests, but dealers never received them—creating potential revenue leakage.

Traditional handling required manual log extraction, ticket searches, validation across
systems and cross-team routing—often taking hours and introducing human error.

With self-healing workflows, failures are detected instantly, root causes are generated
automatically and recurring issues are identified and addressed faster, improving lead
reliability and protecting revenue.

@ Global retailer example

A global retail client operates a digital commerce ecosystem spanning Salesforce
Commerce Cloud, order management, integrations and storefront platforms across
more than 100 countries. During peak shopping periods, small backend issues can
interrupt checkout or delay transactions, directly impacting revenue.

Traditionally, diagnosing these issues required teams to manually review logs, search
past tickets and coordinate across multiple systems.

With self-healing workflows, failures are detected and correlated in real time. Root
cause summaries are generated automatically using historical patterns, and recurring
issues can be resolved within predefined guardrails. The result is fewer major incidents
during peak periods, faster stabilization and more consistent uptime—protecting both
revenue and customer experience.
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How self-healing workflows
shift IT from incident
management to continuous
iImprovement

Self-healing workflows don't replace
people; it changes what they focus on.

By reducing repetitive work and recurring
instability, teams can focus on engineering,
modernization and business alignment.

The shift from automation to
self-healing requires shared context,
agentic coordination and
continuous learning.

Al will change IT operations—but only
when it's embedded in the enterprise
operating model, understands the full
issue lifecycle and learns along the way.

To learn more about Sapient Sustain, visit us at

publicissapient.com/platforms/sustain
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