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Gurdeep Singh Pall, Corporate Vice President for Unified Communications spoke on communications and how computer technology has changed to include voice communication in a very relevant manner.

Gurdeep Singh Pall: Microsoft Unified Communications launched last month. Significant for company. User productivity key in 1990’s. We are in an era of collaboration. Need to take teams and make more productive. Tackle this problem. World a different place from ten years ago. off shoring, outsourcing, placing demands on information work that didn’t exist before. Challenges today. Communications overload. More email. More devices. Early 1990’s business trips. Go for a week with no access to phones or email. Relax in evenings. Low expectations. Today, quite opposite. Working in whatever time zone I’m in, as well as the one in Redmond. Teams are distributed all over. Microsoft used to be Redmond-centric. Past, collaboration difficult if not on same corridor. High costs of communications. High roaming costs. Different place from needs perspective today. Nothing really has changed except mobile phone. 1994, Microsoft bought PBX. My PC was 486. I was excited about the new phone and conference capabilities. Since 1994, way I work completely transformed. High technology PC, monitor. Way I work and what I do has changed. But my phone doesn’t have any new tricks. I still don’t know how to add a third person. Innovation has completely forgotten PBX. People traveled less in 1994. not as much pressure on tools. Today, six out of ten phone calls in workplace go to voicemail. Knowing if person is available to take a call hasn’t been reconciled. 

Poor audio conferencing. Still using old system. abuse what we have. We abuse email. If you want to get hold of someone, you can get to voicemail or send email. Reply All, mark important, real-time channel. Threads of people coming in and out. We started rethinking communications. Bill Gates asked what the http was in communications. We agreed on basic protocols for web. We were early adopter of SIP. 2000, 2001 not a popular protocol. SIP started in ITF. Shipped in Windows XP. Now everyone has. Complete rethink of communications. At core of our approach is idea of single identity. Shouldn’t have to memorize four destinations for one person. If you send me email, you can reach me. Why can’t all communications be this easy. Most Enterprises have AD. Microsoft has one. We have 801 in our corporate network. 800 are phone and video conferences systems. Idea of presence. Relevant from communication perspective. Online, offline, person in meeting with customer, so don’t interrupt. Person engaged in audit. Manifest information on self so others can decide when and how to communicate with you.

We’ve completed Unified Communication suite. Video, IM, VoIP, conferencing. Single directory, single source of presence, single protocol for call control. Exciting, distributed communication model. Unsung property of SIP. End-to-end computing unleashes innovation. In our model, next generation switching without PBXs. PBXs like a mainframe. Only way endpoint gets new application, upgrade that mainframe. Every peripheral, every application. VoIP, PBX same way. Closed proprietary. No choice for customers. Applying page out of software book on communications. Focused on building platform for Unified Communications.

Yields several good things. Streamlined communications. Make you think about in different way. Operational efficiency. 800 directories to one. Cheaper to operate, simpler to operate, easier to upgrade. Phone records. If you have 800, mining on monthly basis is complex process. Gtting to one good thing. Built in protection. Can relate to our own scheme of tracking Internet passwords. Latch onto identity of PC today. Exposing self to that much vulnerability, can focus on making more secure.

Future-ready software foundation. Goal to make communications programmable. Phone will be part of software innovation. As programmable and valuable as anything else in software applications. 

Communicator allows me to change my presence. But I never have to change. When I log on, it goes to available. Communicator goes to Exchange and changes my presence to being in a meeting. If I pick up phone, changes my presence. If you give an information worker something else to work with, fun at first. After third day, spotty. If you’re trying to reach, presence says online, and you try to reach and they’re not there. Confidence level goes down a notch. After several tries, you decide guy never changes his presence. With this, application changes presence. I can put in notes. Anyone who looks me up sees I’m presenting at this forum. Formerly, long contact list. I have a direct reports in my distribution list. I can see presence in my group. Right click for communication options. Not just my contacts. I can look up anyone in AD. Bill Gates shows as always not available. I think I’m on his block list. The people I work with. I also have friends and family on my contact list. IM clouds. Business partners. Secure federation allows them on my contact list. This is how I communicate More often than not, presence is accurate. I can put subject lines in when I call them. Email sent to distribution list or group. How many times have you phoned a group? Hard to do. Now I can start a conference call with one click. Attach onto what we already have. Communication more productive. 

Most of the time I’m in applications like Outlook. Subject line of the phone call inserted from an email message. I can call all with one click. Things you always wanted to do much more accessible. SharePoint with models. Eric sent me an invite for a meeting. With one click, he made into Live Meeting. On premise solution. With one click I can join the meeting. Roundtable, a 360 degree device to track speaker. Active speaker window will switch to whoever is talking. Across web cams or Roundtable devices. Panorama of room, but able to point at whoever is talking. $3,000 device. This one, plug it in, no other infrastructure. I can record the meeting if I’m a leader. Content and video or what’s happened. Folder with video, audio, PowerPoint decks, XML data on meeting. Recording. You can attend in much more efficient manner. No need to rely on notes. See expressions of people. Can flip to specific points of meeting. You’ve taken collaborative content, making content you can get to. Let’s take it further. Multi-modal. What if I could upload to SharePoint site. Show all meetings with SAF in title. Access content. SharePoint view. All content stored in formats we know. I could search for spoken words. Search for SCF. Software thing. Formats, APIs. You can do so much more with communications than you could before. Must get identity right. Communication to collaborative to content to search. In all richness, a software platform. It’s what makes us unique. Open, presentable thing. 

Single platform. Leverages all data in Enterprise. Common software platform. Programmable. Can extend user experiences. Integrate communications into. Manage platform with same tools as rest of Enterprise. 

Unified Communications. Three pillars. Contextual Collaboration, Business Process Communications, and Anywhere Information Access. Contextual. Building presence. I got a Word document that had been marked up by lawyers. I didn’t agree with all. I try to find that person’s contact information. Turn to phone and dial number. Person not there. Person calls back, I’m not there. By time you get in contact, document not in front of me. I don’t remember why I called person. Now, with one click I can see availability of person, can click and call, and can point at parts of document that isn’t right. 

Outlook. Meeting invite. Four people related to it. Scope. I can call all. Scoped to those four people. A group called people I’m meeting today. Dynamically populated daily. One click with that group. Completely different collaboration environment possible. Outlook presence. I can call all and communication with all. Or I can respond to email with IM for everyone in that email. Save and you can see the communications methods, sorted by time. Duet announced. Shipping contextual collaboration. Able to communicate with all involved. Easily add presence. 

Building a completely new collaborative experience. Design application. main console and added collaboration into experience. One click communicate, one click share screen. 

Other pillars. Business Process Communications. We’ve figured out how to get machines talking to each other. Real-time started with people communicating. People more unreliable than machine. We made people more accessible to machines as well. Internal application, Microsoft Expense. If you go on a business trip, fill out expense report. You need my approval, but it gets buried in my inbox of 400 new emails. Huge inefficiency. I was not reached in optimum way. Microsoft Expense can see I’m available and discretely remind me to approve expense reports. Integration into business processes. Interesting scenarios. Proactive things with real-time communications. I can set me as Available for Expense Reports. Five minutes a week, scheduled on my calendar. Process triggered and made more efficient. 

What is the hard ROI? Fixation with hard ROI. Analysts have found concrete cost efficiency. Untapped market so far. Communication systems not programmable. We have generation of programmers who never had access to this. They don’t think of incorporating into business processes. Great opportunity. 

Global Crossing did that. Two scenarios. Responding to customer requests. Not a good response time. Customer satisfaction issues. Integrated into customer response workflow. Squeezed out significant turn around time. Unprovisioned users. Most customers, able to get through easily. Exceptions. Created contact list in application that showed people who had worked on previous stage. Current people currently working. Refer back quickly. Also put in those in next stage of pipeline. 

Another area. Anywhere Information Access. Microsoft believer in speech. We’re seeing interesting things pop up. High value. Platform we’re creating has speech exposed. Investing lots in voice recognition. Exchange 2007 has voice access. You can have emails read to you. Access to calendar. Have notify attendee’s that you’re running late. Information surfaced through speech and voice channels. Any application should have interfaces like that. I’m traveling internationally and need access to PowerPoint deck. Redmond is asleep. I can talk to the SharePoint site and have it sent. Speech objects will be available to you. Huge opportunity. 

End of my talk. Key message to leave you with is this. For first time, communications is a software thing. opens up unanticipated opportunities for innovation. Allows interesting integration of things we’re programming and creating applications around. Content, speech domain, access to information. Tremendous opportunity. Software architects and developers should be excited about this. Thank you very much. Q&A?

Participant: Firewall …

Gurdeep Singh Pall: Anything you do on your desktop, you should be able to do anywhere you are. Phone calls, web collaboration. When I travel internationally, I can communicate without roaming. Phones. Designed around people-centric models. Take phone home, all work calls come there. Securely. Every day goes to SharePoint site to get new downloads. Anywhere is high.

Participant: Macintosh …

Gurdeep Singh Pall: What is our roadmap for native Macintosh? Mac Office, Mac Messenger. 1H08. Over time, will get added features on Mac. 

Participant: Integration with Sky Presence?

Gurdeep Singh Pall: No. Talked with them. We’ve published our federation model. Different vendors plug in. Sky could be interesting. Bridge using published protocols.

Participant: Strategy for applying to IMS network?

Gurdeep Singh Pall: We designed this around optimal control. IMS is around total control. Can divert sessions. As an update, we’re making stack IMS compatible. Incrementally working towards. If and when IMS gets broadly deployed, this could be natural thing for us to do.

Participant: Configuration varies … 

Gurdeep Singh Pall: What is relationship between speech recognitions? Same scenarios. Same application. Optimized as necessary, but core engine the same. Horizontal platform, able to use with different applications. 

