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AI – IoT Will Drive the Next Wave of Change

Mainframes

1980’s

PC’s & Client-
Server LANs

1990’s

Web/
eCommerce

2000’s

Smart Devices & 
Digital Channels

2010’s

Automation & IoT
AI/AR/VR

Cloud Analytics

2020’s

Human Managed Input/Interactions

Cloud Services/Apps

Automated Input



Transition IVR to IVA

Integrate VR & AR

Social Media Context 

Secure Mobile experience

IOT
Sensors & Wearables

Contextual Analytics

“You’ve got to start 
with the customer 
experience and 
work back toward 
the technology.”
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NEXT GEN 
INTERACTIONS

TODAY’S 
INTERACTIONS

Evolving Now…. Machine-to-Machine

Rapid Growth Machine-to-AI

Today Human-to-AI

Predominant Human-to-Human



Evolution of the Internet of Things (IoT)

Human to 
Human

Content 
Sharing

E-Commerce

Machine to 
Machine

2.0

Social Media

Voice Channel

Multichannel

Omnichannel

Omnichannel
with Context

Automated Channel 
with Context & 

Ambient



Industry and Technology Trend Disruptors

INTERNET OF 
INFORMATION

INTERNET 
OF VALUE

Elasticity of Scale 
Advanced Analytics 

Personalized experience

Cloud
Data

Hybrid Cloud is Defacto

Reliability, Scale & Elasticity

SD-WAN is critical Private Public

Hybrid

AI/ML
AR/VR

Internet
of Things

BlockChain



Omni to AI Channel
AI/ML Integration 

Workflows

Automated Workflows with AI/ML

Automate Multichannel 

Bring Context to/from AI

Omnichannel
Consolidates to a 
“SINGLE” channel 
session with AI at 

the forefront 

BOTS
ANALYTICS

AGENTS

CRM

Analytics

ERP

Salesforce

SAP

Data

EXPERT

AI/ML
AR/VR



Products

75
%

Bank Profile #47143

Stacy Morgan

SAVING 40-75 SEC PER CALL 

Leverage Digital Identity
Blockchain Use Case



Personalized                 
Experience

Open Ecosystem

Next Gen-IT
NEXT

GEN-PLATFORM

Things
Augmented and 

Artificial Intelligence

Next Gen Platform Summary & Focus



Open-Ecosystem

Customers / Citizens

Experience

Information

Technology - IT

Automation –

Artificial Intelligence

Open 
Eco-system

Internet of Things

- IoT



DIGITAL TRANSFORMATION FRAMEWORK

Internet of Things

A
n

al
yt

ic
s

Smart     
Government

Smart 
Consumers

Smart 
Enterprises

Regulatory & Compliance
Public Safety

Vertical 
Industry Solutions

Customers Citizens
Employees

Communications Platforms (Any Cloud) & Infrastructure

Collaboration Applications 

Automation Layer – Workflows – AI & ML





Gramercy



Smart Solutions - Public Safety – NG 911

Beyond enhancing 
communications, enable:

Next-gen Emergency Services
(911, 000, 112, 999)

Integrate video surveillance 
with wearables (Google Glass)

iLoc8 

Smart phone camera for video input

Integrate HD conferencing

Guardian Angel Solution

SEARCHING

Unable to 
determine 

address



Smart Solutions - Transportation - Proactive Notifications

! TRAFFIC 
ALERT 

Warning in this 
area until 8:00pm. 
Check Local Media



Low Pressure 
Tire Alert !

Car Service Required: Low Pressure Tire Alert !

Loading Car Profile…

Car ID: 9346013
Model: 2017
Owner: Jean Turgeon
Phone Number: 804 7616782

Location: Great America Pkwy, Santa Clara

Searching for available 
tow truck...

Tow truck available 
Exit 5A 3km

Customer
Notification Sent

Tow truck available. 
It will meet you at 
exit 5A 3km from 
where you are. 

Smart Solutions - Connected Cars / IoT – Proactive Notifications



Smart Solutions - Smart Healthcare - Remote Monitoring



Smart Solutions - Smart Hospitality - Virtual Reality



Door Access 
Control

Emergency 
Soft Button

Broadcast 
Messaging

Emergency 
Activation and 
Announcements

Emergency 
Activation and 

Announcements 

Door  

Controllers 

Emergency  

Button Notification 

PC and Mobile  

Instant Messages 

Paging and  

Alerting 

Broadcast 
Messaging 

Emergency 
Soft Button 

Door Access 
Control 

Smart Solutions - Smart Education - Safer & Smarter






