
 
  

The Case for Custom Software 

Idea In Short

Artificial intelligence [AI] no longer separates one company from another, since any
business can subscribe to the same models and assistants as its competitors. What still
separates them is how deeply that technology gets wired into daily operations rather than
left sitting in a browser tab. Generic software fits an average process, but most growing
businesses run on pricing rules, approval chains, and scattered systems that were never
average to begin with. Custom development fills the gap between those systems,
connecting data, applying business rules, and giving AI something structured to work with
instead of a mess of disconnected inputs. Treated as an operational question rather than a
one-time technology purchase, that connective work tends to produce results that last
longer than any single tool or subscription.

Artificial intelligence [AI] has stopped being a differentiator. Any company can subscribe to
the same models, the same assistants, and the same automation platforms as its
competitors, so access by itself no longer separates one business from another.

What actually separates companies now is how deeply that technology gets wired into the
way they work. A model sitting in a browser tab might save someone a few minutes. The
same model connected to a company's customer relationship management [CRM] system,
its billing data, and its approval rules can change how an entire department operates.

The limits of off-the-shelf AI tools

Generic software is built for an average customer, which means it fits an average process.
Most growing businesses are not average. They carry pricing rules competitors do not have,
approval chains that reflect real lines of accountability, and data spread across systems
chosen years apart from each other.

That mismatch tends to show up in a few predictable ways:
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Staff re-enter the same data into two or three separate systems
Exports and spreadsheets appear wherever tools refuse to talk to each other
Reporting arrives late because numbers have to be assembled by hand
The tool ends up dictating the process instead of the process dictating the tool

None of those are problems with AI itself. They are integration problems, and no
subscription on its own solves them. A company can be running the newest model available
and still lose hours a week to the same reconciliation work it had before adopting it, because
the model was layered on top of systems that were never connected in the first place.

A finance team is a common example. It might adopt a capable assistant for drafting reports,
yet the assistant still needs someone to pull numbers from three separate platforms before it
can write anything useful. The tool looks modern on the surface, but the underlying
workflow has not actually changed, so the time saved on drafting gets lost again
somewhere else in the process.

Custom development as the connective layer

Custom software earns its value exactly where standard products stop working, in the
space between them. Rather than replacing a company's existing stack, it connects that
stack, moving data automatically, applying the business's own rules, and exposing one
reliable view of what is actually happening.

This is the work Krasty Soft takes on. Acting as a custom business software company, the
team builds the layer where systems, data, and AI meet, so automation reflects how the
business actually runs.

That layer typically does four things, in roughly this order:

1. Collects data from the systems a company already uses
2. Applies the business's own rules, covering pricing, eligibility, routing, and approvals
3. Triggers the resulting actions, such as notifications, record updates, and document

generation
4. Records what happened, so the process can be audited and improved later

Each step depends on the one before it. Skipping the collection step, for instance, leaves

Think Insights  ·  thinkinsights.net -2-

https://www.krastysoft.com/


the rules with nothing reliable to apply, and skipping the recording step leaves no way to tell
whether the automation is actually working.

That sequencing matters more than it might first appear. A company that jumps straight to
triggering actions without first applying consistent rules ends up automating inconsistency
rather than removing it, and a company that automates without recording anything has no
way to show a regulator, an auditor, or even its own leadership what actually happened
inside the process.

Where AI adds real leverage

Once that foundation exists, AI becomes genuinely useful rather than decorative. Language
models tend to be good at exactly the kind of messy input that traditional software handles
badly, including email threads, PDFs, support tickets, and contracts.

Inside an enterprise workflow, the highest-value uses tend to be narrow rather than broad:

Reading incoming documents and extracting structured fields
Drafting replies that a human reviews before sending
Classifying and routing requests to the right team
Summarizing long histories so staff start with useful context
Surfacing anomalies in operational data before they become bigger problems

Narrow, well-defined tasks like these are where large language models tend to perform
most reliably inside a business workflow, rather than being asked to stand in for structured
business logic on their own.1 Each use removes a specific, measurable delay somewhere in
the workflow, which is a far better test of value than simply asking whether a company
"uses AI."

A support team offers a clear illustration of that difference. Asking a model to read an
incoming ticket, pull out the order number and the complaint, and route it to the right queue
is a narrow task with a clear right answer. Asking that same model to decide how a long-
standing customer dispute should be resolved is a much broader judgment call, and treating
the two requests as equally suited to automation tends to produce disappointing results on
the second one. The narrower the task, the easier it is to measure whether the model
actually helped.
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Scalability is a design decision

Systems rarely fail because volume grew. They fail because nobody decided in advance
what should happen once it did.

Scalability comes from clear data ownership, explicit interfaces between services, and
processes that degrade predictably under load. Those are architecture decisions made
early, and research on how technical debt accumulates has found that the choices made
earliest in a system's life tend to be the biggest driver of the debt a company carries later.2
Decisions made at that early stage are almost always cheaper to make than to retrofit once a
system is already carrying real volume.

The same logic applies to efficiency. Automating a broken process does not fix it, it just
makes the mistakes inside that process arrive faster. The real gain comes from redesigning
the workflow first and only then automating whatever survives that review.

A hiring process makes this concrete. Automating a slow, inconsistent approval chain just
produces fast, inconsistent approvals instead of slow ones, and the underlying
inconsistency is still there waiting to cause a problem later. Fixing the approval logic first,
then automating it, is the only version of that project that actually reduces risk rather than
just speeding it up.

What this means for digital transformation

Digital transformation has become a vague term, but the underlying shift behind it is
concrete: the advantage moves from owning technology to arranging it well. Industry
surveys back this up directly, with the large majority of IT leaders in one global study saying
data silos are actively holding back their organization's transformation efforts.3

For most companies, that means a smaller, sharper investment than expected. It is not about
building a new model or replacing every platform already in use. It is about building the
connective development work that makes existing tools behave like one system, while
leaving room for the next wave of innovation without forcing another full rebuild. One widely
cited analysis found that a majority of digital transformation initiatives fail to reach their
stated goals, often because the effort starts with a specific technology purchase rather than
a broader operational strategy.4 Rewiring how a business actually operates, not simply
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adopting new tools, is what research on generative AI adoption has pointed to as the real
source of lasting advantage.5

Companies that treat this as an operational question rather than a technology purchase tend
to get results faster, and they tend to keep those results longer.

1Three ways companies can get real value from generative AI
2Measure it? Manage it? Ignore it? Software practitioners and technical debt
32024 Connectivity Benchmark Report
4Digital transformation is not about technology
5A generative AI reset: Rewiring to turn potential into value in 2024

Summary

The advantage in business technology has moved from owning tools to arranging them well,
and that shift makes the connective layer between systems more valuable than any
individual AI subscription. A model that reads a contract or drafts a reply only helps once it
sits inside a workflow built on reliable data and clear rules, which is exactly the work that off-
the-shelf platforms were never designed to do. Scalability and efficiency both come from
decisions made early, who owns which data, how services talk to each other, and what
happens when volume rises, not from automating a process that was already broken.
Companies that treat this as an operational redesign rather than a shopping list tend to get
results faster and keep them longer. The next wave of AI tools will not change that, since
even the best model is only as useful as the system it is wired into.

 

Powered by TCPDF (www.tcpdf.org)

Think Insights  ·  thinkinsights.net -5-

https://mitsloan.mit.edu/node/49704
https://cs.unibg.it/esecfse_proceedings/fse15/p50-ernst.pdf
https://www.deloitte.com/za/en/services/consulting/perspectives/2024-connectivity-benchmark-report.html
https://hbr.org/2019/03/digital-transformation-is-not-about-technology
https://www.mckinsey.com/capabilities/tech-and-ai/our-insights/a-generative-ai-reset-rewiring-to-turn-potential-into-value-in-2024
http://www.tcpdf.org

