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and the red herring of IT spending rebound
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Session agenda

HFS’ latest Pulse data is in and foretells a spending rebound in BFSI. But don’t get too excited. It’s going to be a lumpy 

year. Join Elena Christopher for an interactive discussion as she breaks down what’s in and what’s out for BFSI including:​

• The rise of AI-led technology arbitrage​

• The red herring of spending rebound in BFSI​

• GenAI in BFSI – if you’re only chasing productivity you’re not thinking big enough
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The new S-curve of value creation will be powered by 
AI-driven technology arbitrage

• Operational scope

• IT infrastructure, ADM, contact center, and 

transaction processing

• 30%+ arbitrage-driven up-front productivity

• 5%–10% YOY continuous improvements

• Improved business outcomes

The Labor Arbitrage Era

(People-driven)

RPA

IDP

Process 

mining

ML

Generative AI
The IT and business services 

industry is at an inflection point of 

jumping to a new S-curve of value 

creation

The Technology Arbitrage Era

(AI-driven)

• Additional 30%–70% 

productivity in operational 

IT and business scope

• Autonomous data-driven 

decision making and 

exception processing

• Inclusion of creative 

activities enabling 

enterprise-wide, end-to-end 

scope
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Preliminary data shows an IT spending rebound in 
2024—but the expectations for results are heightened

Sample: HFS Pulse, 2022, 2023, and 2024; 602 enterprises (2022), 600 enterprises (2023), and 605 enterprises (2024)

Source: HFS Research, 2024

How is your IT-related budget expected to change in the next 12-18 months?

(Percentage of change)
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Banking and
financial services

Consumer goods
and retail

Energy and
utilities

Healthcare and
life sciences

Insurance Manufacturing Telecom, media,
and tech

Travel, hospitality,
and logistics

2022 2023 20242022 Average = 11% increase

2023 Average = 3% Increase

2024 Average = 7% Increase
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Winners in the emerging technology arbitrage era will 
require strong business acumen because IT no longer 
exclusively writes the checks

Sample: HFS Pulse, 2024; 117 BFSI Global 2000 enterprise executives 

Source: HFS Research, 2024

What percentage of your enterprise’s technology-related spending is 

controlled by IT?

Weighted average across BFSI respondents

The new growth mantra for 

IT services:

As traditional IT and 

business process services 

start to flatten out, providers 

need to align their value 

proposition more closely with 

the increasing tech-spending 

outside IT control.

54%

46%

Tech spend under 

IT control 

Tech spend outside of 

IT control
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How do you expect your enterprise spending across the 

following to change in 2024? 

4% increase

6% increase

10% increase

BPO services ITO services Emerging technology
spending

2024 labor-driven services growth is expected to be 
5%, but AI-driven technology spending is expected to 
increase by 10% for BFSI enterprises

Sample: HFS Pulse, 2024; 117 BFSI Global 2000 enterprise executives 

Source: HFS Research, 2024
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13%

15%

15%

17%

19%

20%

21%

21%

23%

23%

23%

23%

24%

24%

25%

25%

25%

27%

27%

29%

31%

31%

33%

55%

Non-fungible tokens (NFT)

Blockchain – private

Low code applications

Blockchain – public 

Process digital twins

Edge computing

Public cloud or multi cloud

Web3

AI – computervision 

5G

Quantum computing

Private cloud

AIOps

Observability

Internet of things

AI – conversational

Process and task mining

Hybrid cloud

Process automation

Analytics – predictive and prescriptive

Metaverse

Intelligent document processing

Data platforms

AI – generative 

AI – machine learning

Which of the following enabling technologies is your 

organization actively investigating or working with?
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Show me the money. BFSI organizations are starting to 
spend real money on GenAI in 2024 and getting creative 
with funding. 

Q: How are you funding your GenAI investments? (select all that apply) 
Q: Where are you shifting funds from to invest in GenAI? (select all that apply) 

BFSI leaders anticipate, on average, a  

24% increase in GenAI investments over 

the next 12 months. 

BFSI enterprises indicate they are 

dedicating an average of 10% of 

their tech budgets to GenAI initiatives.

Q: Approximately what percentage of your organization’s overall technology budget is dedicated to 

GenAI initiatives?

Q: Please estimate the expected percentage change in your organization's investments in GenAI 

over the next 12 months compared to the current level of investment.

Source of GenAI investments 

21%

43%

49%

56%

Seeking external funding
or partnerships

From the predicted
savings generated by
GenAI in operations

Shifting funds from other
resources or investments

Using additional dedicated
budget allocated for

GenAI

Shifted budget source 

3%

27%

28%

29%

33%

38%

39%

48%

Not sure

Training and talent
development

Other technology
investments

People costs

Marketing and
advertising

Software development

Research and
development

IT infrastructure

N= 162 BFSI leaders across the global 2000
Source: HFS Research 2024
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Q: Select the top 3 business benefits of using GenAI in your enterprise. 

Q: For the chosen business benefits of GenAI, when do you anticipate realizing the full benefits? 

Top business benefits from GenAI 

If you use GenAI only for productivity gains, you’re 
missing the bigger picture. Focus on reshaping jobs. 

18%

24%

25%

27%

27%

28%

29%

29%

30%

31%

33%

Enhanced employee engagement and
satisfaction

Enhanced security and risk mitigation

Better decision making and insights

Competitive advantage

Faster revenue growth and increased market
share

Improved agility in aligning operations with
market strategy

New revenue streams and business models

Accelerated product development and time to
market

Enhanced creativity and innovation

Improved customer engagement and satisfaction

Improved productivity and efficiency

N= 162 BFSI leaders across the global 2000
Source: HFS Research 2024

42%

28%

13%

9%

8%

Analytics and insights Customer experience Search Code conversion Other

Top in-production use cases for GenAI in BFSI firms

N= Analysis of 51 in-production GenAI use cases in BFSI enterprises
Source: HFS Research 2024
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www.hfsresearch.com

hfsresearch

www.horsesforsources.com

About HFS

HFS is a leading global research and analysis firm trusted at the 

highest levels of executive leadership. Our mission is to help our 

clients tackle challenges, make bold moves, and bring big ideas to life 

by arming them with accurate, visionary, and thought-provoking insight 

into issues that impact their business.

Our analysts and strategists have deep, real-world experience in the 

subjects they cover. They’re respected for their independent, 

no-nonsense perspectives based on thorough research, demand-side 

data, and personal engagements with industry leaders.

We have one goal above all others: to propel you to success.

http://www.hfsresearch.com/
https://www.linkedin.com/company/hfs-research/
https://www.horsesforsources.com/
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