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Unified Communications

• Voice mail and (sometimes) fax in the e-mail inbox
• Find-me, follow-me capabilities
• Presence
• IM

These are all well and good 
– but they’ve been around 

since at least 1997!



Why is UC now so hot?

• Pundits have been proclaiming this as “The Year of Unified 
Communications” for close to a decade

• VoIP and SIP have created a broader significance for 
unified communications

• Microsoft’s entry has caused everyone to sit up and take • Microsoft’s entry has caused everyone to sit up and take 
notice

• Unified Communications is just the latest term to be taken 
over by marketers to the point that it no longer has any 
meaning (joining “artificial intelligence”, “client/server”, “Web 
2.0”, and a whole host of others)



Why is it dangerous to focus on UC?

• Unified communications is primarily a way for vendors to 
lock customers into a variety of products

• Imagine you’re a vendor of networking devices or applications. 
Your products are being commoditized by low-cost imports or 
even worse, free open-source equivalents

• What do you do in order to differentiate?• What do you do in order to differentiate?
• How do you encourage customers to standardize on your entire 

suite of products?
• How do you lock in a long-term maintenance stream?

You voice-enable your products, call 
the ensemble unified communications, 

and tell customers they have to buy 
them all in order to get it!



Why is it dangerous to focus on UC?

• Because unified communications is often used as a way to 
only pay lip-service to industry standards

• As a vendor, you can focus customers on the “big picture” – the 
various components of your UC product line and how, taken 
together, they provide a complete VoIP solution

• You can list standards like SIP but then quickly add that to take full • You can list standards like SIP but then quickly add that to take full 
advantage, customers must buy your phones or other devices

Customers end up being locked into 
expensive and largely proprietary 

hardware and software – the opposite 
of what standards are supposed to do!



Why is it dangerous to focus on UC?

• Because unified communications is a way of dazzling 
customers with an array of features that lack hard ROI in 
order to justify higher prices on other products.

• Presence management is quite nice, but most valuable in rigorous 
environments such as call centers

• Especially as implemented with “buddy lists”, etc., many UC • Especially as implemented with “buddy lists”, etc., many UC 
features are designed more for consumers than business users.

The dirty little secret is that most UC 
implementations are more productivity 

wasters than ROI generators!



Why would a leading VoIP vendor bash 
unified communications?

• Because unfortunately, the term has been polluted by 
companies looking to use poorly implemented, consumer-
oriented technologies to lock business customers into 
proprietary product lines

• Because UC vendors often make a mockery of international • Because UC vendors often make a mockery of international 
standards such as SIP

• Because UC, when done right, has enormous potential



So what is UC done right?So what is UC done right?
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Communications in Process Automation
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Within the context of BPA, UC has 
relevance and hard ROI

• Presence becomes more than just “which of my friends are 
free to chat?” It indicates availability for the assignment of 
real work in a business process.

• Call center-style queuing and routing becomes essential for 
predictably performing important steps in a work flow.

• Recording moves from quality assurance to compliance in • Recording moves from quality assurance to compliance in 
critical processes, including voice calls and computer 
screens.

• Real-time supervisory monitoring goes beyond coaching 
agents to providing visibility into the functions that make a 
business tick.

• VoIP provides complete location-independence, allowing 
employees to participate in businesses processes from 
anywhere in the world.



The business desktop goes from…

an interface that is 
more like a 
consumer toy



to something that lets real work get done



UC in the context of process 
automation has many implications

• Structured communication technologies such as ACD and 
skills-based routing must be made available for everyone, 
not just contact center agents

• Since every communication is potentially part of a critical 
business process, there must be CIA-level security with 
public key encryption for all sessionspublic key encryption for all sessions

• Comprehensive recording has to be used for non-personal 
communications in order to provide an audit trail and meet 
compliance mandates

• The people responsible for meeting service level 
agreements (SLAs) and other performance benchmarks 
must have highly granular visibility into every thing going 
on.



UC in the context of process 
automation has many implications

Communications must be part 
of a tightly integrated, 

centrally managed VoIP centrally managed VoIP 
architecture, not a result of 

adopting multiple, 
decentralized products



Conclusion

• The de-centralized, multi-product vision of unified 
communications is capable of providing nice collaborative 
benefits and soft ROI.

• But the real potential lies in using the capabilities of unified 
communications in a tightly integrated, more centralized communications in a tightly integrated, more centralized 
world of business process automation

– True adherence to international standards for interoperability
– CIA-level public key encryption of all sessions
– Queuing and distribution for interactions and work items
– Recording of voice and data
– Supervisory monitoring


