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Abstract 

The integration of Artificial Intelligence (AI) into global business services is fundamentally 

reshaping how work is performed and what skills are required. As automation increasingly replaces 

repetitive and rule-based tasks, the sector is experiencing a significant shift in demand toward 

cognitive, analytical, and digital competencies. This transformation has created both opportunities 

and challenges—particularly for new entrants to the workforce. This paper explores how AI-driven 

changes are influencing skill readiness and employability, especially among early-career 

professionals and graduates seeking to enter fields such as IT-enabled services, financial operations, 

customer management, and global logistics. It examines the widening skill gap, the inadequacy of 

traditional educational systems to meet evolving industry expectations, and the need for scalable 

upskilling and reskilling strategies. Using case studies from leading service economies and recent 

public–private talent development programs, the research analyzes the effectiveness of various 

interventions aimed at preparing the workforce for AI-augmented environments. Special attention is 

given to the inclusivity of these initiatives, highlighting disparities in access to training between 

developed and developing regions. The paper concludes by offering strategic recommendations to 

foster skill ecosystems that are agile, equitable, and resilient—ensuring that the next generation of 

professionals is equipped to thrive in the age of intelligent automation. 
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1. Introduction 

The Global Business Services (GBS) industry is experiencing a significant shift due to the 

rapid advancement and integration of Artificial Intelligence (AI) and automation technologies. 

What initially emerged as a drive toward digital transformation has now evolved into a foundational 

change, fundamentally altering the nature of work, required skill sets, and entry routes into the 

labor market. AI-driven systems are increasingly performing repetitive, rule-based functions that 
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were traditionally handled by humans in sectors such as IT-enabled services (ITES), finance and 

accounting, customer relations, and global supply chain operations. Consequently, the emphasis 

is moving toward talent equipped with critical thinking, adaptability, and data-centric skills. 

 

This digital revolution introduces both advantages and obstacles. On one side, AI enhances 

efficiency, optimizes business processes, and creates demand for new roles such as data analysts, 

AI supervisors, and algorithmic designers. On the flip side, it renders many conventional roles 

obsolete, leading to rising concerns about workforce polarization, skill obsolescence, and the 

readiness of new professionals in a tech-driven environment. 

 

Emerging professionals, particularly fresh graduates, face growing uncertainty as 

conventional academic systems often lag behind the pace of industry change. While foundational 

knowledge remains valuable, it often falls short of equipping learners with digital fluency and 

cognitive flexibility—skills now essential in the AI-influenced workplace. This disconnect has 

resulted in a growing skill gap, especially among first-time entrants into the GBS workforce. 

 

In response, governments, businesses, and academic institutions are launching initiatives 

to promote upskilling and reskilling in order to prepare a future-ready workforce. However, the 

impact of such initiatives remains inconsistent across regions, particularly when comparing 

developed and developing economies. Disparities in access to digital tools, infrastructure, and 

inclusive training policies further widen the talent gap and challenge equal opportunity in 

workforce transformation. 

 

This study investigates how AI is reshaping the landscape of skill readiness within the GBS 

sector, with a special emphasis on the preparedness of early-career professionals. It critically 

assesses existing workforce development strategies, highlights successful international practices, 

and proposes recommendations for building flexible, inclusive, and responsive skill 

development ecosystems suitable for the automation era. 

 

2. Objectives of the Study 

1. To examine how AI and automation are transforming the skill requirements in the 

Global Business Services (GBS) sector, with emphasis on cognitive, digital, and adaptive 

competencies. 
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2. To assess the preparedness of early-career professionals and graduates in adapting to the 

evolving roles shaped by AI-driven processes in ITES, finance, and customer services. 

3. To analyze the effectiveness of upskilling and reskilling initiatives offered by industries, 

governments, and educational institutions in bridging the emerging skill gap. 

4. To recommend strategic actions for building inclusive and future-ready workforce 

ecosystems, especially in developing regions facing barriers to digital access and training. 

 

3. Significance of the Study 

This study is important because it looks at how Artificial Intelligence (AI) is changing jobs in 

global business services like IT, customer support, finance, and supply chain. Many simple tasks are 

now done by AI, so people need new skills like digital knowledge, problem-solving, and working 

with smart machines. 

 

This is especially important for young people and fresh graduates, who often find that what 

they learn in college does not fully prepare them for the jobs available today. There is a growing gap 

between what companies need and what skills students have when they graduate. 

 

This study helps students, teachers, companies, and governments understand: 

• What skills are needed now 

• What changes are happening in jobs 

• How to train people for future work 

 

It also shows examples from different countries and gives ideas on how to improve training 

and education, especially in developing countries where people may not have good access to digital 

tools or AI training. 

 

In short, this research helps make sure young people are ready for jobs in the modern world 

where AI is part of everyday work. 

 

4. Review of Literature  

4.1 AI and Changes in Jobs 

Studies show that AI and automation are changing the way we work. Some jobs are being 

replaced by machines, but new jobs are also being created that need human thinking and creativity. 
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For example, the World Economic Forum (2020) says 85 million jobs may be lost, but 97 million 

new ones could be created by 2025. 

 

4.2 Skill Gaps and Job Readiness 

Many students and workers are not ready for AI-related jobs because their skills are outdated. 

According to McKinsey (2018), millions of workers may need to learn new skills. It's not enough to 

know technical skills – we also need soft skills like teamwork, problem-solving, and communication. 

 

4.3 Challenges for Fresh Graduates 

Young people and new job seekers often struggle to get jobs in global business services. A 

report by Deloitte (2021) found that many graduates don’t have real experience with new 

technologies. A NASSCOM study (2020) says only 45% of Indian engineering graduates are ready 

for IT jobs. 

 

4.4 Upskilling and Training Programs 

Many companies and governments are offering free training programs. For example, IBM 

and Microsoft provide online courses to help people learn AI and digital skills. But reports from 

OECD (2021) say not everyone can access these programs, especially in rural or poor areas. 

 

4.5 Digital Divide and Fair Access 

Some groups, like women and low-income workers, find it harder to get training in AI skills. 

The International Labour Organization (ILO, 2022) says this can increase inequality in jobs and 

opportunities. 

 

5. Research Methodology 

This study uses a descriptive research design. It helps to understand and explain how 

Artificial Intelligence (AI) is changing job skills and how students or job seekers can get ready for 

those jobs. 

 

5.1Data Collection Methods 

Two types of data are used: 

• Primary Data: 

Collected directly from students, job seekers, and industry professionals using: 

o Questionnaires 
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o Online surveys 

o Interviews 

 

• Secondary Data: 

Collected from: 

o Books, journals, and reports 

o Government publications 

o Research articles from NASSCOM, WEF, McKinsey, and ILO 

 

5.2 Sampling Method 

• Sampling Technique: Purposive sampling (only people related to global services, fresh 

graduates, or training providers are chosen) 

• Sample Size: 100 respondents (including students, HR managers, and trainers) 

 

5.4 Tools Used for Analysis 

• Statistical tools like percentage analysis and pie charts to understand responses 

• Simple interpretation of data to find patterns or gaps 

 

5.5 Study Area 

• Focus is on India, especially students entering IT, BPO, finance, logistics, and other global 

service sectors. 

 

5.6 Duration of Study 

• The study was conducted over a period of 2 months. 

 

6. AI and Automation Trends in Global Business Services 

Artificial Intelligence (AI) and automation are rapidly changing the way global business 

services (GBS) operate. Industries such as IT services, finance, customer support, and supply chain 

management are using AI tools to improve speed, accuracy, and efficiency. 

 

6.1Automation of Routine Tasks 

AI is taking over repetitive tasks like data entry, invoice processing, and customer queries. 

This reduces human effort and increases speed. 
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6.2 Intelligent Chabot and Virtual Assistants 

Many companies now use AI Chabot to handle customer service, saving time and improving 

24/7 support. 

 

6.3 Data Analytics and Predictive AI 

AI helps businesses analyze large amounts of data and predict customer needs or market 

trends. 

 

6.4 Robotic Process Automation (RPA) 

RPA tools are used to automate business processes like billing, payroll, and employee 

onboarding. 

 

6.5 Shift to Human-AI Collaboration 

Jobs are shifting from doing routine tasks to supervising AI, analyzing outputs, and making 

decisions. 

 

6.6 Skill Transformation Needs 

Employees now need digital, analytical, and problem-solving skills rather than just basic 

operational skills. 

 

6.7 AI in Recruitment and HR 

Many HR departments use AI tools to screen resumes, schedule interviews, and assess 

candidate performance. 

 

6.8 Focus on Cybersecurity and Ethics 

As AI grows, businesses also invest in secure systems and ethical AI practices to protect data 

and ensure fairness. 

 

7. Skill Gaps and Career Entry Challenges 

In today’s AI-driven world, many fresh graduates face problems in getting jobs because 

their skills do not match what companies need. As technology grows quickly, the type of skills 

required is also changing. 

 

7.1 Mismatch between Education and Industry Needs 

Many colleges still teach outdated content. Graduates may not learn important digital or 

analytical skills that companies now expect. 
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7.2 Lack of Practical Experience 

Fresher’s often have more theory knowledge and less real-world experience, making it harder 

to adjust to modern workplaces. 

 

7.3 Limited Soft Skills 

Skills like communication, teamwork, and problem-solving are also very important, but many 

students are not trained well in them. 

 

7.4 Low Awareness of Emerging Roles 

New job roles (like data analysts, AI support, automation testers) are growing fast. Many 

students are unaware or unprepared for these. 

 

7.5 Access to Quality Training 

Students from rural or less developed areas may not have access to advanced training 

programs or internships. 

 

8. Ethical Considerations in Workforce Automation 

Workforce automation through AI and robotics is transforming how work is done across the 

globe. However, this shift also raises important ethical concerns. This section explores key issues 

such as fairness, bias in AI systems, and inclusive access to digital training, especially for 

employees in the Global Business Services (GBS) sector. 

 

8.1. Fairness in Automation 

Automation can lead to job displacement, especially for routine or manual jobs. It’s important 

to ensure that: 

• All employees are treated fairly during transitions. 

• Companies provide support like reskilling and job placement. 

• Vulnerable groups (women, rural youth, low-income workers) are not left behind. 

For example, when a company automates its call center operations, it should retrain workers 

for new digital roles instead of laying them off unfairly. 

 

8.2. Bias in AI Systems 

AI tools are trained on historical data, which may include human biases. This can lead to: 

• Unfair hiring decisions – AI may reject candidates based on biased patterns. 

• Discrimination against certain age groups, genders, or educational backgrounds. 
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To avoid this, organizations should use transparent and audited AI systems that are 

regularly tested for bias. 

 

8.3. Inclusive Access to Digital Training 

Automation requires workers to learn new digital skills. But not everyone has equal access to: 

 

• Internet connectivity 

• Devices like laptops or smartphones 

• Language-friendly online courses 

 

Governments and companies must ensure that rural, underprivileged, and differently-

abled workers can access training and opportunities. Initiatives like free skill portals, mobile 

training units, and multilingual content are steps toward inclusion. 

 

9. Ethical Considerations in Workforce Automation 

Automation and Artificial Intelligence (AI) are changing how companies work. But they also 

bring some important ethical questions. These include: 

 

9.1. Fairness in Job Replacement 

When machines or AI take over jobs, some people may lose their work. It is important to make 

this process fair: 

• Companies should help workers learn new skills. 

• Support should be given to those who lose jobs. 

• No group (like women, elderly, or rural workers) should be left out. 

 

9.2. Bias in AI Systems 

AI makes decisions based on data. If the data is unfair, the AI can also be unfair. This can cause: 

• Wrong hiring or promotion decisions. 

• Discrimination based on gender, age, or background. 

 

To prevent this: 

• AI should be checked regularly. 

• Companies should use fair and open systems. 
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9. 3. Equal Access to Digital Training 

As AI changes jobs, people need new digital skills. But not everyone can access training. For 

example: 

• People in villages may not have internet. 

• Some people may not understand English. 

 

So, training should be: 

• Free or low-cost. 

• In local languages. 

• Easy to access, even on mobile phones. 

 

10. Findings and Discussion 

After studying the topic "AI-Driven Workforce Transformation in Global Business 

Services," the following key findings and discussions have emerged: 

 

10.1. Skill Gaps Are Widespread 

• Many graduates lack the skills needed for AI-based jobs. 

• Soft skills like communication, adaptability, and critical thinking are missing. 

• Technical skills such as data handling, automation tools, and AI basics are in high demand. 

 

10.2. Automation Is Growing Fast 

• Many companies are using AI to handle routine tasks like data entry, customer service, and 

reporting. 

• This is creating fewer jobs in low-skill areas, but increasing demand for higher-skill roles. 

 

10.3. Training Opportunities Are Uneven 

• Urban workers get more chances to upskill. 

• Rural youth and low-income groups have limited access to digital tools and online courses. 

• Women and older workers are often left behind in digital skill programs. 

 

10.4. Ethical Concerns Are Increasing 

• Some AI systems are found to be biased in hiring and performance reviews. 

• Workers fear job loss due to automation. 

• There is a growing need for fair and inclusive AI policies. 



 

  

Digital Transformation in Service Sector - A Global View 10 
 

Special Issue: International Journal of Business and Economics Research (IJBER) e-ISSN: 2455-3921 

 

11. Recommendations 

(Practical Steps for Governments, Institutions, and Companies to Improve Skill Readiness) 

11.1. For Governments 

• Promote Digital Literacy: Launch free digital and AI-skills training in rural and semi-urban 

areas. 

• Public-Private Partnerships: Collaborate with companies and startups to offer internships 

and training programs. 

• Subsidies & Scholarships: Provide financial support for underprivileged students to learn 

automation-related skills. 

 

11.2. For Educational Institutions 

• Update Curriculum: Add practical courses on AI, data analytics, and automation tools. 

• Industry Collaboration: Partner with companies to offer hands-on training and certification 

programs. 

• Career Guidance: Set up AI-focused career cells to support students in preparing for modern 

tech jobs. 

 

11.3. For Companies 

• Upskilling Programs: Conduct regular training for employees to learn new AI tools and 

digital skills. 

• Fair Hiring Practices: Use ethical AI tools that avoid bias in recruitment and promotion. 

• Support Fresh Graduates: Offer entry-level projects, mentorships, and real-time learning 

platforms for beginners. 

 

11.4. For Society (General Recommendation) 

• Promote Inclusivity: Ensure that women, differently-abled, and older workers are included 

in digital training. 

• Awareness Campaigns: Spread awareness on future skill needs and the importance of 

lifelong learning. 

 

12. Conclusion 

The transformation of the global business services (GBS) workforce is being rapidly driven 

by artificial intelligence (AI) and automation. This shift is creating new opportunities, but also 

highlighting major challenges—especially in terms of skill readiness, academic-job mismatches, and 

ethical concerns in AI deployments 
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This study finds that: 

• There is a significant gap between what students are taught and what industries need. 

• Automation is changing job roles faster than education systems can adapt. 

• Ethical use of AI and fair access to digital upskilling are critical for inclusive growth. 

 

To stay competitive and future-ready, governments, institutions, and companies must work 

together to close these gaps. By investing in upskilling, updating curricula, and ensuring fairness in 

automation, we can build a workforce that is not only skilled but also resilient and inclusive in the 

age of AI. 
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