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Artificial intelligence is up-
ending India’s technology out-
sourcing business. The indus-
try is pivoting to adapt, but
the changes could cost a large
number of coveted jobs.
The country’s big outsourc-

ing companies are already us-
ing AI and have plans to inte-
grate it throughout their
businesses. That might not
save the low-end operations
that run call centers or do
other basic tasks within the
so-called business process
outsourcing sector.
“If I am just doing a simple

contact center service then
generative AI is going to re-
place that person very
quickly,” said Keshav Murug-
esh, chief executive ofWNS, a
U.S.-listed Indian tech-services
company. “It’s as simple as
that.”
AI is threatening to disrupt

most businesses around the
world, not just India’s $250
billion outsourcing industry.
The outsourcing boom in India
over the past few decades cre-
ated the “getting Bangalore-d”
phenomenon in the U.S., often
used to describe Americans
who lost their jobs to more-af-
fordable Indian talent.
AI’s impact could have big

repercussions as the industry
employs 5.4 million people, ac-
cording to tech-industry body
Nasscom, and contributes
about 8% of the country’s
economy.
More than 80% of compa-

nies in the S&P 500 outsource
some operations to India, ac-
cording to HSBC.
Vin Kumar, a tech consul-

tant at Hackett Group, said
U.S. companies will stop using
Indian outsourcing businesses
unless they replace people
with automation whenever
possible. “If Indian firms are
not able to do it then they will

bring these operations back
in-house,” he said.
The most-vulnerable opera-

tions employed more than 1.4
million people in 2021, accord-
ing to the latest data from
Nasscom. One-third of these
jobs are in call centers. “The
prize is to move up the value
chain and go after new pro-
cesses,” said Murugesh.
AI might accelerate trends

that have already made the in-
dustry less labor-intensive.
About a decade ago, compa-
nies needed about 27 employ-
ees to earn $1 million in an-
nual revenue. That number
has now fallen to 21 employ-
ees, Nasscom data show.
Companies typically

charged clients based on the
number of employees working
on their projects. Now, fees in
some cases are linked to the
outcome delivered.

“Global demand for people
is going to decrease. India’s
share of this decline is less
clear, but I am a little pessi-
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mistic,” said Danielle Li, a
professor at the Massachu-
setts Institute of Technology’s
Sloan School of Management
who co-wrote a paper titled
“Generative AI at Work.”
The industry added 60,000

jobs in the year ended in
March, the lowest annual in-
crease in more than a decade,
according to Nasscom. And at
three of India’s largest tech
companies—Tata Consultancy
Services, Infosys, and
Wipro—combined head count
fell more than 60,000 for the
same period.
The industry largely attri-

butes the slowdown to over-
hiring coming out of the pan-
demic, when the industry
added 450,000 employees in a
single year, and not automa-
tion. It expects hiring to pick
up this year.
“Note that the roles of the

OpenAI co-founder John
Schulman is leaving the Chat-
GPT maker to join rival firm
Anthropic, the latest senior
departure from the artificial-
intelligence startup.
Schulman said in a post

late Monday on social-media
platform X that he wanted to
focus more on AI alignment.
The term refers to the devel-
opment of safety systems to
ensure employees can control
the technology they create, in
line with a set of human val-
ues, even if the tech exceeds
human capabilities.
Schulman said he wanted

to “start a new chapter of my
career where I can return to
hands-on technical work,” and
had decided to pursue that
goal at Anthropic.
The rival startup was

founded by former OpenAI en-
gineers in 2021 and is backed
by both Amazon.com and
Google.
In his post, Schulman said

the move wasn’t related to a
lack of support for the align-
ment research being done by
OpenAI.
OpenAI Chief Executive

Sam Altman responded to
Schulman’s post, thanking him
for his work at the startup.
Separately, Greg Brockman,

a co-founder and company
president, posted on X that he
would take a sabbatical for the
rest of the year, saying it
would be his “first time to re-
lax” since starting up the
company nine years ago.
“The mission is far from

complete,” Brockman added.
News Corp, owner of The

Wall Street Journal, has a
content-licensing partnership
with OpenAI.
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future will require greater lev-
els of critical thinking, design,
strategic goal setting, and cre-
ative problem-solving skills,”
said Harrick Vin, chief tech-
nology officer at TCS.
Industry executives are op-

timistic that AI tools will cre-
ate businesses even as some
old operations get cannibal-
ized.
Balakrishna D. R., global

head of AI at Infosys, said the
projects it has piloted for cli-
ents include AI assistance for
code generation and develop-
ment support, and a custom-
ized GPT for a bank to address
internal staff queries. “It is
only a matter of time until
more organizations go there,”
he said.
Tech Mahindra, a smaller

Indian tech company, has de-
veloped an AI chat tool that
helps on-site engineers of a
telecom client install fiber
networks, replacing a 70-page
manual. It also has created a
large language model in Hindi
that it wants to sell to its cli-
ents for customer support and
content creation.
“Generative AI gives an in-

credible boost to the program-
ming workforce,” said Mohit
Joshi, chief executive at Tech
Mahindra. “You may have in-
dividual projects that may
need fewer people but if com-
panies are spending more on
technology then it is a much
bigger opportunity for us.”
Job seekers are already

feeling pressure and growing
pessimistic.
On a recent July day, doz-

ens of young job aspirants
were lined up with their résu-
més in a rundown and dimly
lighted mall in Bengaluru, In-
dia’s outsourcing hub, where a
staffing company was inter-
viewing workers for basic tech
jobs.
“I wanted to work for an

information-technology com-
pany but no one is hiring,”
said Pooja K.S., a 24-year-old
who was in the line. Even if
she lands a call-center job, she
said, she didn’t expect to hold
on to it for long. “ChatGPT
will, anyway, finish the BPOs.”

AI Threatens India’s Outsourcing
The industry faces
increased urgency
to shift to higher-
end services

Tech Mahindra CEO Mohit Joshi sees the rise of generative AI as a boost for programming.
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Prices for rides and deliveries have increased as the company emphasizes the bottom line.
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me…I’ve been impressed by
the leadership team who is
fighting hard and have been
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seeing any softness or trading
down across any income co-
hort,” Uber Chief Executive
Officer Dara Khosrowshahi
said in a call with analysts. He
said Uber is well positioned to
grow despite the uncertain
macroeconomic outlook.
Prices for Uber’s rides and

deliveries have increased as
the company has pivoted to
profitability, helping its reve-
nue. Uber also has made a big
push into in-app advertising, a
high-margin business. Its ad
revenue exceeded a run rate
of $1 billion last quarter.
Hailing Ubers and ordering

in have become normalized for
many consumers even though
they aren’t as cheap anymore.
Analysts are waiting to see
the margins Uber and its
peers can sustain as the in-

dustry matures.
Getting here has been a

bumpy ride. Uber has cut back
on deep discounts and aban-
doned expensive moonshots. It
cut thousands of jobs during the
pandemic and shelved ambi-
tious plans to develop self-driv-
ing technology. The belt-tight-
ening continued through last
year, with smaller cuts in its
freight and delivery businesses.
The company overcame a

big regulatory hurdle last
month when California’s Su-
preme Court preserved Uber
and other gig-labor-dependent
companies’ independent-con-
tractor models in the state. In
June, Uber reached a settle-
ment with the attorney gen-
eral of Massachusetts that
promised workers a minimum
wage alongside some benefits.

polled by FactSet were expect-
ing $41.18 billion.
Uber’s gross bookings grew

in the second quarter by 19%
year over year to $39.95 bil-
lion, slightly above analysts’
expectations.
Revenue, or Uber’s cut from

those bookings, expanded 16%
to $10.7 billion, also slightly
above expectations.
“While our consumers tend

to be higher-income, we’re not
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aggressive in adding new
properties to TNT Sports,
which I am very excited
about,” Barkley said.
Among the ideas the com-

pany is exploring for Barkley
is a show tentatively titled
“Inside Sports” that would al-
low him to talk about other
sports that TNT and its sister
channels carry, including
hockey, college football and
basketball, and Major League
Baseball, a person familiar

with the matter said.
The stakes of the lawsuit

are enormous. If the league
prevails, Warner will have to
move on without the NBA. If
Warner wins, the league’s
carefully crafted agreements
with other partners could be
upended.
NBC has the right to termi-

nate its deal if any games are
given to an additional broad-
caster, people familiar with
the matter said.

NFL Tie
Helped
Amazon

Now retired, Dr. Ray Pfeister dedicatedmore
than five decades of excellence to the field of
finance. Specializing in private investments,
he most recently served as the vice chairman
at Fred Alger Management LLC, an investment
advisory firm that provides advisory services
to a number of clients in the realm of individ-
ual, institutional and retirement plans. Valued
at $25 billion by the time of Dr. Pfeister’s
retirement, Alger has sought to deliver consis-
tently superior investment results on behalf of
its customers for over 60 years.
Proud to have successfully managed and

expanded the assets of numerous financial
services companies, Dr. Pfeister previously
distinguished himself as an account executive
at Alexander & Alexander Services Inc. in
1974. Subsequently advancing to become
the assistant vice president two years later,
he continued on to various positions of high
leadership in the field, including at Johnson
& Higgins, Ceramic Design Ltd. and Sheffield
Associates.
Prior to his work as a C-suite executive,

Dr. Pfeister availed himself as a marketing
specialist at Prudential Financial Inc. in 1974,

where he worked as a division manager and
special agent throughout the early 1970s. He
previously served as an instructor of business
at the University of Illinois Urbana-Cham-
paign in 1971 and began his career as a sales
analyst for Koppers Co. in Magnolia, Arkan-
sas, in 1969. As an expression of the vast
knowledge he has accrued over the course
of a half-century in business, Dr. Pfeister is
the author of several works, including “The
Practice of Planning: Strategic, Administra-
tive, and Operational” and “The Strategic
Planning Process.”
Having grown up in and around several

military bases throughout the United States
and Europe, Dr. Pfeister subsequently studied
forestry at the University of Illinois Chicago,
earning a Bachelor of Science in 1969. Follow-
ing this accomplishment, he graduated with a
Master of Business Administration in finance
in 1971. Several years later, he continued his
studies at the City University of New York,
from which he received a Doctor of Philosophy
in 1978. In addition to his academic efforts, Dr.
Pfeister was certified as a skydiving instructor.
To remain aware of developments in the

field, Dr. Pfeister has maintained his affiliation
with several relevant organizations over the
course of his career. He is a past member of
the National Association of Life Underwriters.
Outside of his professional efforts, he also
hails from a long history with the Boys Scouts
of America, for which he founded a troop in
Bronxville, New York, that came to include
nearly 80 members. Notably, when he was
still a young Scout himself, he was bestowed
with an Ad Altare Dei Award, which is given to
Roman Catholic members of the organization.
As a further reflection of his passion for the

outdoors, Dr. Pfeister has been a member of
the Society of American Foresters, the Forest
Products Research Society and the Camp Fire
Club of America. During his college education,
he was also inducted into the honorable
professional management fraternity of Sigma
Iota Epsilon.
In a career filled with notable events and

anecdotes, one of the most consequential was
Dr. Pfeister’s close proximity to the terrorist
attacks on September 11, 2001, when the first
plane struck the North Tower of the World
Trade Center just one floor beneath his corner
office. Determined to make every year since
then count, Dr. Pfeister has largely credited
his subsequent success to hard work.

DR. RAY PFEISTER
VICE CHAIRMAN (RETIRED)
FRED ALGER MANAGEMENT LLC

Who’s Who of Distinguished Leaders: 2024 Honoree
Since 1898, Marquis Who’s Who has remained the
standard for reliable and comprehensive biographical
reference material. We are proud to highlight hand-selected
listees who have been recognized as Distinguished Leaders
in their fields of endeavor.
Of 1.5 million listees, only a small percentage is recognized
with the Distinguished Leaders honor. We laud these
individuals for their ambition, professional fortitude, industry
contributions, and career accomplishments. It is our great
pleasure to present one of them here:
Dr. Ray Pfeister.
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