
How to Reimagine  
Consumer Goods Brands 
through Enterprise-Level 
Generative AI.
A comprehensive guide to navigating  
the complexities of technology,  
strategy, and implementation



Executive summary
Consumer Goods industry is ever evolving, and innovation & adaptation  
have always been key hallmarks of success. The latest disruptor to the  
industry is Generative Artificial Intelligence (Gen AI). 

While traditional AI systems have typically been used for data analysis and  
decision-making, Gen AI goes beyond that. By leveraging vast amounts of existing 
data, Gen AI Language models can learn patterns, characteristics, and preferences 
to create new designs, new product concepts, and even entire experiences. In other 
words, Gen AI can autonomously create new and original content.

As industry interest in the power of Gen AI grows, organizations in the Consumer 
Goods industry are shifting their focus to launching enterprise strategies in partnership 
with leading global platform providers.
 
While there is still deliberation around the overall impact and outcomes of Gen AI 
based solutions, many believe the early movers will reap some advantages that 
others won’t. For example, a McKinsey & Company report estimates Gen AI could add 
$2.6 trillion to $4.4 trillion annually to the global economy by 2040.

Continue reading to discover:

•	 The fundamentals of Generative AI and its distinction from traditional AI models 

•	 Critical considerations for incorporating Generative AI into your enterprise 

•	 A framework for driving Generative AI adoption through five strategic levers 

•	 Guidelines for mapping out your organization’s journey toward Generative AI adoption 

•	 Practical use cases that showcase the transformative power of Generative AI in Consumer Goods Industry
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Demystifying Generative AI
Gen AI is focused on creating original and contextually appropriate content. This content can 
be in the form of text, images, video, or sound.

GPT 3/3.5/4 from Open AI or BARD from Google are examples of large language models 
employing employ over a billion parameters. These Foundational Models are very mature, and 
have been trained on vast amounts of data that enable them to comprehend and generate 
human-like responses in natural language.

Put in its  
simplest terms, 
Traditional AI 
excels at pattern 
recognition, while 
Generative AI 
excels at pattern 
creation.”*

“

Fundamentally, Gen AI models can generate 
new content with little or no guidance, 
summarize existing content in a manner 
that the target audience can understand, 
perform intelligent conversations with an 
almost human like understanding of various 
domains, and demonstrate an ability to 
perform Chain of Thought (CoT) activities. 

The Foundational Model can be used for 
consumer use cases as-is. However, for 
enterprise applications there is much more 
work to do. Organizations must contextualize 
these Foundational Models with their 
enterprise specific data sets in a secure 
environment.

*Source: Forbes: the difference between Generative AI 
and traditional AI: an easy explanation for anyone
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Proceed with caution: 5 considerations for  
Responsible AI framework
Before implementing enterprise Gen AI, Consumer Goods organizations must consider several factors to ensure its responsible 
and effective use. Without doing so, they risk legal and reputational harm.

1. � Transparency & trust: In order to build a culture of trust, it is imperative to clearly 
communicate the intent, development, and deployment of the Gen AI Initiatives. 
Generative AI can significantly enhance user experiences, but it’s essential to 
manage user expectations. Clearly communicate to customers when they are 
interacting with AI-driven systems rather than human agents.

2. � Human plus AI: Human experts are still needed to review and verify the generated 
content to ensure accuracy, appropriateness, legality (e.g., not using copyrighted 
content) and alignment with brand values. Gen AI models benefit from continuous 
feedback loops from customer/users. Companies should actively collect customer/
user feedback on AI-generated outputs to identify areas for improvement, address 
any issues and iterate on the models’ performance over time.

3. � Fairness & equity: The quality and diversity of the data used to train Gen AI models 
directly impact their outputs. Ensuring high-quality, representative, and diverse 
training data is essential to prevent biases, avoid hallucination, and to achieve 
accurate and reliable results.   

4. � Scalability & infrastructure: Gen AI models require significant technology resources. 
It’s important to assess the scalability and infrastructure requirements for training 
and deploying these models. Human capital investment in developing and fostering 
the right skill set to carry out Gen AI implementations is another key aspect to 
complement the infrastructure investment. 

5. � Data privacy, compliance & security: To effectively train Gen AI models, a large 
amount of data is needed. It is crucial to handle customer data and other  
sensitive information securely, adhering to data usage, privacy, regulatory, and  
safety requirements.



5 guardrails for Enterprise Gen AI Governance
The meteoric success of Gen AI puts the Consumer Goods industry under pressure to adopt the proper framework to embrace Responsible AI with proper 
governance in place. However, the industry framework’s maturity has yet to stabilize, thanks to the lightning speed of the evolution of Gen AI. We believe 
organizations should use these five guardrails while implementing Gen AI.
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Accountability
A dedicated and focused steering 
committee is accountable for 
Responsible AI adoption. The Steering 
Committee will review, prioritize and 
approve the Gen AI use cases across the 
organization. They own key decisions 
regarding the framework, methodology, 
adoption, and change management.

Regulatory compliance
Regulations are expected to be enacted across 
most of the major markets - the Europeon Union 
is working on an AI act to regulate AI & GenAI 
usage  and deployment. The legal & compliance 
function in companies will have to be intricately 
involved in the Gen AI Steering Committee to 
ensure adherence to local laws as enterprises 
scale Gen AI deployment & usage.

Collaboration
Collaboration across the organization and with 
external partners is the only path to successful 
enterprise Gen AI adoption and tangible ROI.

Use case prioritization
In Consumer Goods Business there are many 
use cases to choose from, but individual 
roadmaps should vary depending on priorities 
and pain. While all the use cases may look 
tempting, adopting an agile approach while 
implementing Gen AI is advisable. Start with 
quick wins, test with prototypes, review 
learnings, and release new versions.

Knowledge hub

Gen AI’s adoption is not set it and forget it. 
Continuous learning and education will be 
required. Create a Knowledge Hub to share 
education, projects, learnings, and knowledge.



Blueprint for success: 5 steps for Enterprise’s Generative AI  
implementation
Goal setting: The initial (and most crucial) step in this journey involves having a clear perspective on the expected achievements and the allocated or available budget. 
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Use case identification Experiment builtAI Strategy Model design
AI readiness
Standard & compliance
Governance

Model selection
Architecture
Approach & roadmap

Operationalize
Production deployment
Value realization

Business challenges
Assess for Gen AI fitment
Prioritize

Prompt engineering
Model optimisation/
distillation/fine tuning
Integration & test

Once goals are set, organizations 
outline the expected results and 
the accompanying governance 
framework. 

Enterprise communication 
strategy helps ensure widespread 
commitment. 

Data strategy and governance 
model re-evaluation and security 
enhancements ensure the 
implementation of necessary 
controls and policies while 
exploring use cases.

Cognizant is using its Responsible 
AI framework (refer section –  
5 Considerations for Responsible AI 
Framework) to craft the AI strategy 
for its clients in the Consumer 
Goods Industry.

Presently, potential use cases can 
be categorized into two groups:  

1. � Identify common use cases 
that most will eventually adopt. 
These cases likely require less 
work, falling into the category 
of “low-hanging fruit.”

2. � More complex ideas that 
require innovative approaches 
to customize/optimize the 
Foundation Model but 
return higher gains and 
differentiation.  

The selected model is fine-tuned 
with enterprise data and assessed 
for its accuracy, relevance, and 
potential value for hyper scaling.

Cognizant leverages third-party 
foundational models, enhances 
them with its platforms and IP, and 
then fine-tunes be-spoke models 
for clients.**

Results must be thoroughly 
evaluated against anticipated 
benefits. If the response aligns 
with expectations & is governed 
through the Gen AI Steering 
Committee process, the use 
case can be considered for 
scaling in subsequent production 
deployment.

Operationalizing use cases  
should involve implementing 
adequate guardrails to govern 
operations and ensure alignment 
with the enterprise’s Responsible  
AI principles.

Choosing the best LLM model to 
deploy becomes critical. Training your 
own LLM model from scratch gives 
complete control over data quality as 
well as provides security and privacy. 
However, it is quite a tedious and  
skill-demanding process that can turn 
both expensive and time-consuming.  
A more practical approach is to opt for 
a pre-trained LLM model and then  
fine-tune it with additional data to fit 
your specific use case.

Pre-trained LLM models can be  
Open-source or Proprietary and 
the choice should be based upon 
considerations like data sensitivity 
& privacy needs, cost effectiveness, 
time to market, talent & infrastructure 
availability, and use case requirement. 
Enterprises may need to embrace a 
hybrid approach and leverage both 
proprietary & open source models in 
their ecosystem.



Client
Fine-tune models through training on a client’s proprietary data

Cognizant
Under the Cognizant brand, enhance these models with 
differentiating industry-specific IP and Nthe Neuro AI platform

Strategic partners
Partner to bring world-class foundational models to our clients

Our clients retain exclusive control 
over their data and the models 
trained on their data.

Cognizant owns enhanced 
industry-specific models and 
platforms.

**Cognizant leverages third-party foundational models, enhances them with its platforms and IP, and  
then fine-tunes be-spoke models for clients as illustrated in the chart below.
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Blueprint for success: 5 steps for Enterprise’s Generative AI  
implementation (continued)



Transformative  
use cases:  
Generative AI in 
the Consumer 
Goods landscape
Cognizant’s analysis of market scenarios and 
demands found the most impactful use cases 
for Gen AI in Consumer Goods are around the 
following areas:

•	 Enhanced customer service  
•	 Operations & retailers relationship
•	 Marketing & hyper-personalization
•	 Sustainable initiatives  
•	 Product innovation 



Transformative use cases:  
Generative AI in the Consumer Goods industry (continued)
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Area of innovation Description Business benefits
Enhanced customer 
service

Gen AI powered chatbots are trained to use natural language inputs to have personalized conversations  
while responding to the customers’ queries.

Gen AI chatbots lead to engaging conversations and faster resolutions while significantly bringing down 
agent’s involvement.

From the large volume of complaints received, Gen AI can segregate, prioritize, and summarise these 
complaints to create a recommended resolution plan. This plan enables agents to act swiftly on high  
priority complaints providing quicker resolutions with a reduced number of customer interactions.

Cognizant has leveraged Gen AI to enhance traditional Chatbots that respond to complex queries with 
contextually appropriate answers and not return responses from the pre-defined FAQs. This results in 
increased customer satisfaction and enhances agent productivity.

Enhanced customer service leads to  
higher customer satisfaction and  
reduced customer churn. 

Gen AI chatbots increase agents’  
productivity and allow them to focus  
on high priority queries.

Operations &  
retailer relationships

Gen AI assists in designing of handbooks/playbooks for the retailers, an otherwise labour intensive and 
time-consuming task. Playbooks recommend best practices around supply chain, inventory optimization, 
retailer-specific insights and trade promotions. On-demand access to these playbooks help ensure the least 
disruption to supply chain operations.

Gen AI can analyse historical data around Supply chain KPIs such as OTIF (On Time In Full),  
DIO (Days Inventory Outstanding), FTR (First Time Right), etc. and can highlight areas of improvement for 
supply chain optimisation.

Leveraging Gen AI, Cognizant has designed a solution for a Leading Crop Science company to provide 
personalized responses that address queries around distribution, delivery, supply chain, inventory, and trade 
promotion. Unlike standard FAQs, these responses are tailored and specific to the customer profile and result 
in higher customer satisfaction.

Streamlined Supply chain operations 
drastically bring down overhead  
expenses.

Improved relationships with retailers lead 
to better ROI on trade promotions. 

Marketing and  
hyper personalization

Gen AI models leverage large volumes of synthetic data to design campaigns based on consumers profiles. 
These personalised campaigns lead to higher customer acquisition and improve selling & upselling of prod-
ucts through media channels, call centres, email, and text interactions.

Cognizant is leveraging Gen AI for a food & beverage company to improve cross sell and upsell on inbound 
and outbound customer calls. The solution recommends customized cross sell/upsell products based on 
hyper personalization of customer profile, past customer conversations, and buying patterns

Compared to traditional marketing cam-
paigns, personalized campaigns tend to 
sell more per customer and yield better 
ROI on marketing expenses.

Tailored campaigns lead to higher  
customer engagement and additional 
upselling/cross selling opportunities.



Transformative use cases:  
Generative AI in the Consumer Goods industry (continued)
Area of innovation Description Business benefits
Sustainable initiatives CPG industry is leveraging Gen AI to design more sustainable and green packaging that appeals to the  

local regions. It is estimated that 42% of consumers are willing to pay more toward green efforts.

Sustainable packaging and ESG initiatives act as key marketing differentiators for the Consumer brands.  
Gen AI is being leveraged to publish content about company’s ESG contributions across the  
social media platforms.

Gen AI can evaluate suppliers, distributors and retailers based on their ESG initiatives. CPG companies can 
refer to these ratings to onboard the right partners who help in meeting companies’ ESG commitments.

Companies that employ Sustainable 
packaging or ESG initiatives tend to 
outgrow traditional competitors  
by ~8% CAGR.

Brand loyalty is higher with companies 
adhering to ESG initiatives.

Product design Detailed market research and trend analysis are constantly required at every stage of product design, right 
from concept to release in the market. Gen AI has accelerated the design of products by creating ready 
reckoners based on consumer trends and Market insights for the R&D and design teams. Gen AI can also 
design multi-lingual infomercials for the Product launch campaigns.

Cognizant is leveraging Gen AI for a CPG client to analyse data from various sources around market trends, 
consumer acceptance, package architecture, product demand, and market success factors to summarise 
critical insights for the design team. 

These insights are extremely handy for the design team to ensure the market success of the product.

Well researched Product designs are well 
received by customers resulting in higher 
sales and increased market share.

On-time release of the Product gives 
competitive advantage of being first to  
the shelf.
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Closing thoughts and  
future perspectives
Generative AI (Gen AI) isn’t just an emerging technology: it’s a  
game-changer set to disrupt the Consumer Goods industry as we 
know it. From reinventing product design, to enhancing customer 
service, to personalizing user experiences, Gen AI is the linchpin for 
transformation. And when combined with other next-gen technologies 
like AR/VR, IoT, and Advanced Insights its capabilities are not just 
amplified—they’re elevated to create immersive experiences, power 
predictive analytics, and data-driven informed decisions. 

But as consumer expectations rise rapidly, embracing Gen AI isn’t just 
an option—it’s a necessity for staying ahead. By offering products 
and services that are not just innovative but also personalized and 
sustainable, businesses can create a resonance that sets them apart 
in a crowded market. However, let’s not lose sight of the complexities. 
Gen AI brings with it an array of high-stakes ethical, privacy, and 
regulatory considerations that simply cannot be ignored. 

In conclusion, Gen AI is a transformative force with the potential to 
reconfigure the Consumer Goods landscape, offering new avenues 
for innovation, customer engagement, and operational efficiency. 
By recognizing and harnessing Gen AI’s immense potential—while 
remaining vigilant about its inherent risks—companies can set 
themselves on a course for unprecedented growth and differentiation 
in an ever-evolving business landscape.

12  |  How to Reimagine Consumer Goods Brands through Enterprise-Level Generative AI



Authors

Anup Prasad
SVP & Head – Consumer BU

Vinay Swarup
AVP – Consumer BU Strategy Office

Anup Prasad is SVP & Business Unit Head for the Consumer Business in 
Americas. In his role as BU Head, Anup is responsible for strategic direction & 
operational performance of Cognizant’s business in the Consumer Industry in 
Americas, which includes clients in the consumer goods, travel, restaurant & 
hospitality sectors. 

Anup has been with Cognizant for 20+ years and has been responsible for 
winning and nurturing many marquee client relationships. He thrives at the 
confluence of technology & industry expertise and is known for his client 
centricity & building high-performance teams. He has been recognized as  
one of the “Top 25 Consumer & Retail Consultants & Leaders of 2023” by an  
industry publication.

Prior to his current role, Anup was heading retail and consumer goods business 
for the Central US region at Cognizant. He started his career at Cognizant as a 
business analyst and has spent all his time in the Consumer industry growing 
up through the ranks. 

Before beginning his career at Cognizant in 2001, Anup worked as a SAP 
Consultant at IBM and was part of core team implementing SAP at Arvind 
Mills in India. He earned a Bachelor of Technology from the Indian Institute 
of Technology, Delhi and an MBA from XLRI – Xavier School of Management, 
Jamshedpur in India. Anup relocated to US in 2001 after joining Cognizant and 
calls Dallas, TX his home.

Vinay leads the Strategy office for the Consumer Business Unit, backed  
by over 18 years of consulting expertise in the Consumer Packaged Goods 
(CPG) and Travel & Hospitality (T&H) sectors. As a trusted advisor to CIOs 
and CDAOs, he specializes in developing Data and AI strategies, bringing 
valuable insights for creating effective go to market strategies for CPG 
and T&H clients.

Before joining Cognizant, Vinay managed numerous digital and data 
transformation projects for prominent CPG and Airline companies.  
His experience includes setting up and leading Data and AI Centers of 
Excellence at top global consulting firms, demonstrating his capability  
in spearheading innovation and growth in digital transformation and  
Data Analytics.

13  |  How to Reimagine Consumer Goods Brands through Enterprise-Level Generative AI



Cognizant (Nasdaq-100: CTSH) engineers modern businesses. We help our clients modernize technology, reimagine processes and transform experiences so they can stay ahead in our  
fast-changing world. Together, we’re improving everyday life. See how at www.cognizant.com or @cognizant.

© Copyright 2023, Cognizant. All rights reserved. No part of this document may be reproduced, stored in a retrieval system, transmitted in any form or by any means, electronic, mechanical,  
photocopying, recording, or otherwise, without the express written permission of Cognizant. The information contained herein is subject to change without notice. All other trademarks mentioned 
here in are the property of their respective owners.

World Headquarters

300 Frank W. Burr Blvd.

Suite 36, 6th Floor

Teaneck, NJ 07666 USA

Phone: +1 201 801 0233

Fax: +1 201 801 0243

Toll Free: +1 888 937 3277

European Headquarters

280 Bishopsgate

London

EC2M 4RB

England

Tel: +44 (01) 020 7297 7600

India Operations Headquarters

5/535, Okkiam Thoraipakkam,

Old Mahabalipuram Road,

Chennai 600 096

Tel: 1-800-208-6999

Fax: +91 (01) 44 4209 6060

APAC Headquarters

1 Fusionopolis Link,

Level 5 NEXUS@One-North,

North Tower Singapore 138542

Phone: +65 6812 4000

Selecting the ideal Generative AI (Gen AI) partner isn’t just important—it’s pivotal to your organization’s future success.  
That’s why Cognizant has joined forces with strategic partners like Google and Azure OpenAI to ensure our team possesses the 
most advanced skills in the field. Our latest triumph? The groundbreaking Cognizant Neuro® AI platform, designed specifically 
to accelerate scalable AI solutions. With us by your side, you’re not just adopting technology—you’re unlocking unparalleled 
opportunities for speed, efficiency, and innovation.
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