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News Briefs

IoT Sparking IT Infrastructure Improvements

Organizations are planning to boost storage capacity, networking 

and other infrastructure to accommodate the increased data 

generated by Internet of Things (IoT) projects, according to a recent 

study by 451 Research.

The fi rm reports that the collection, storage, transport and 

analysis of IoT data is impacting all aspects of IT infrastructure from 

the edge to the cloud. As a result, those surveyed said that over 

the next 12 months they will invest in additional storage capacity 

(32.4 percent), network edge equipment (30.2 percent), server 

infrastructure (29.4 percent) and off-premises cloud infrastructure 

(27.2 percent).

Most companies say they initially store and analyze IoT data at a 

company-owned data center. Two-thirds say IoT data remains stored 

there, while the others say they move the data to a public cloud. 

However, the survey also fi nds action at the edge. Just under half 

of respondents say they do IoT data processing — including data 

analysis, data aggregation or data fi ltering — at the edge, either on 

the IoT device or in nearby IT infrastructure.

“Companies are processing IoT workloads at the edge today 

to improve security, process real-time operational action triggers, 

and reduce IoT data storage and transport requirements,” said 

Rich Karpinski, Research Director for 451 Research’s Voice of the 

Enterprise: Internet of Things survey. “While some enterprises say 

that in the future they will do more analytics — including heavy data 

processing and analysis driven by big data or AI — at the network 

edge, for now that deeper analysis is happening in company-owned 

data centers or in the public cloud.”

Adoption of Machine Learning Soars

Machine learning (ML) is widely considered to be a watershed 

technology that will allow organizations to achieve signifi cant effi ciency 

improvements. Falling under the umbrella of artifi cial intelligence (AI), 

ML gives computer systems the ability to automatically learn and 

improve from experience without being explicitly programmed.

However, that sort of data science isn’t a core competency in 

most businesses. That’s why some analysts predict an exploding 

market for subscription-based ML-as-a-Service (MLaaS) offerings. 

Transparency Market Research forecasts the global market for MLaaS 

will grow at a phenomenal 38.40 percent rate annually through 2025, 

with the market value increasing from $1.07 billion in 2016 to $19.86 

billion by the end of that period.

The research fi rm says the market is currently dominated by 

Amazon, IBM and Microsoft, which combine to control 73 percent 

of the overall market. To date, MLaaS demand has largely been 

concentrated in the healthcare and life sciences industry.

MLaaS solutions have primarily been deployed in private clouds 

due to data security concerns. However, the ease and cost-effi ciency 

of public cloud options will likely gain favor in the near term as small 

and midsized organizations look to incorporate MLaaS solutions.
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I
n the age of “big data,” organizations are employing ana-
lytics tools to examine vast amounts of information being 
generated by a wide range of systems and applications 
in order to identify patterns, trends and correlations that 
can help them make better business decisions. However, 
they frequently overlook one of their biggest sources of 

raw information — the communications infrastructure.

Unifi ed communications (UC) systems generate huge 
amounts of data on the back end because they touch vir-
tually every facet of an organization, from management to 
manufacturing and sales to shipping. In addition to providing 
insight into the quality and performance of the UC system it-
self, UC analytics also enable a better understanding of work-
force performance, business processes, customer engagement 
and much more.

“Whether it’s a phone call, a text message, a video con-
ference or an email, every interaction that happens on a UC 
platform is generating data in some form,” said Jeff Andrews, 
Executive Vice President, IPC. “UC analytics can help you 
gather insights from these various communication modules 
to create a picture of what’s happening in the organization. 
You can see how your personnel are using the system, how 
they are engaging with customers and coworkers, and what 
processes might need some tweaking.”

Troubleshooting and More
Analytics tools give organizations the ability to correlate 

UC usage with business metrics such as revenue gain/loss, 
sales pipeline, customer satisfaction and churn. Analysis of 
internal communications can show which applications are 
being used to support collaboration, while external calls can 
provide insight about relationships with partners and sup-
pliers.

Data analysis can also improve UC troubleshooting. For 
example, Mitel Performance Analytics software monitors 
and manages the performance of Mitel UC systems, with a 
special emphasis on voice quality. The ability to capture and 
analyze various performance indicators can speed problem 
resolution and improve network performance.

The analytics software detects key predictors of UC prob-
lems — including excessive delay, packet loss, dropped calls, 
buffer overfl ows or systems rebooting themselves — and pro-
vides supporting data to administrators via dashboard views 

of easy-to-understand graphics. Real-time alerts are color- 
coded by severity and displayed on network maps for easy 
pinpointing. The system can also generate email, voice or text 
alarms to key staff members, and alarms can be exported to a 
managed services provider’s help desk ticketing system.

Secure remote access features allow IT staff to access 
and adjust network devices from any location, which speeds 
problem resolution and reduces costs by eliminating many 
onsite troubleshooting calls. For added convenience and cost 
savings, the solution provides an on-demand remote con-
nection to a LAN without the need for a VPN. Additionally, 
using single sign-on, administrators can reach directly into 
individual network nodes, if necessary.

Improved Automation
Administrators can also perform bulk device confi gura-

tion with Mitel’s analytics software, making the provision-
ing process far more effi cient. Individual devices or groups 
of similar devices can be added and confi gured with a device 
discovery tool that features prepopulated device confi gura-
tion data. This tool also has an auto-discovery feature that 
provides a comprehensive view of all elements of the UC net-
work, as well as up-to-date information on licenses available 
for use across the network.

UC Analytics
Analysis and visualization of unifi ed communications data can boost 
performance, cut costs and improve decision-making.
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Analysis and automation is essential to ensure the reli-
ability and cost-effi ciency of UC systems. A 2017 report from 
Osterman Research fi nds that inadequate insight into UC 
operations is creating signifi cant overspending and security 
issues.

According to the survey, more than 77 percent of orga-
nizations do not employ any software or services to help au-
tomate the management and provisioning of UC-enabled de-
vices. As a result, 42 percent of IT’s total time spent on device 
management consists of manual troubleshooting. According 
to the research fi rm, that adds up to $100,000 of unnecessary 
spend for a 10,000-seat organization.

“The UC management issue is one that organizations 
need to get a handle on,” said Andrews. “If a company 
doesn’t provide the resources necessary to quickly trouble-
shoot and resolve UC performance issues, end-users are likely 
to abandon the system in favor of their personal mobile de-
vices. Ultimately, that’s going to create security, privacy and 
data leakage issues because those personal devices can’t be 
monitored and governed as carefully by IT.”

Contact Center Applications
UC analytics aren’t just about troubleshooting and con-

fi guration issues, however. In contact center settings, data 
analysis is a strategic necessity for ensuring a good customer 

experience, setting proper staffi ng levels and controlling tele-
com costs.

Brightmetrics is a reporting and analytics tool designed 
specifi cally to augment Mitel / ShoreTel contact center solu-
tions. It pulls data from a variety of sources within the UC 
system to deliver graphic interpretations about how much 
time it takes to answer customer calls, which customers call 
most often, what are the most common customer issues, how 
much time employees are spending with clients, how often 
are calls being abandoned and more. These analytics help 
contact center managers make informed decisions about 
staffi ng levels, call fl ows and training activities.

Brightmetrics also allows managers to review their usage 
of phone lines and establish the amount of capacity required. 
This often leads to reduced monthly spending on trunk lines, 
and it supports the development of more fl exible telecom 
solutions through the use of SIP trunking, which allows voice 
and media to be delivered over the Internet.

“Analytics and data visualization tools help you get the 
most out of your UC investment,” said Andrews. “Insights 
gleaned through the analysis of your back-end UC data 
sources can provide important details that dramatically im-
prove the reliability of business decisions. The increased use 
of UC analytics can help companies increase productivity, re-
duce risks, cut costs and enhance opportunities.”

D
ata analytics tools can help 

organizations extract insight 

from their unifi ed commu-

nications (UC) systems. 

To effectively use those insights for 

both tactical and strategic advantage, 

organizations need to tightly integrate 

UC with their customer relationship 

management (CRM) software.

When integrated with CRM, UC 

systems can not only collect important 

data about existing customers, but they 

can push that information to sales staff 

and customer service agents through 

screen pops to allow more personal 

and effective service. This integration 

also allows click-to-call or instant mes-

saging functionality within key business 

applications to provide contextual 

information about a caller before a 

conversation actually begins.

Armed with the upfront knowledge 

of the product or service the custom-

er is interested in, staff can fi nd the 

right information quickly and optimize 

the outcome of the call. It can lead to 

improvements in customer satisfaction, 

as well as lead generation, cross-selling 

and upselling opportunities.

Mitel has simplifi ed the process of 

CRM integration with last year’s release 

of the MiVoice Offi ce Application Suite 

5.0. The Phone Manager app included 

with the suite is fully CRM-enabled, 

making it simple to use as communi-

cation application within a number of 

popular CRM applications. Once users 

log into the CRM application, they can 

communicate with customers and doc-

ument all those interactions from within 

the CRM environment.

MiVoice Phone Manager offers out-

of-the-box integration with the following 

CRM solutions:

• Goldmine

• Maximizer

• Microsoft Dynamics NAV

• Microsoft Internet Explorer

• Microsoft Outlook (XP-2016)

• NetSuite

• NetSuite CRM+ 2014.1

• Offi ce 365

• Sage CRM

• Salesforce.com

• Sugar CRM

• Swiftpage (Sage) Act!

• Swiftpage (Sage) SalesLogix

• Tigerpaw

• Zendesk

• Zoho CRM

CRM Integration Key to UC Analytics
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A
ccording to a variety of estimates, the Inter-
net of Things will soon comprise more than 
50 billion connected devices that continuous-
ly collect data on everything from drilling 
rigs to defi brillators. However, all that data 
is of limited value unless it can be effectively 

communicated. This is why most industry analysts say the 
integration of unifi ed communications (UC) platforms will 
be essential to the continued growth of the IoT.

There is no shortage of hype surrounding the IoT — one 
tech executive has called it “the biggest business opportunity 

in the history of people,” and he might not be far off the 
mark. CompTIA, the world’s leading tech association, says 
the IoT will infuse $7.1 trillion of value into the global infor-
mation technology economy by the year 2020.

By injecting more information-gathering capabilities 
into all manner of devices, objects and systems, the IoT is 
helping to create a data-driven culture in which evidence 
drives accurate analysis, rapid decisions and precise respons-
es. However, that can’t happen if data remains trapped in 
a machine-to-machine communication loop. Human deci-
sion-makers need to be able to act on that information.

GIVING MACHINES A

VOICE

UC integration       

will enable 

IoT devices                 

to communicate 

the data they 

collect. 
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Getting the Message
The tight integration of UC with IoT makes ma-

chine-to-human interaction possible. IoT data transmitted 
from network-enabled devices and objects can connect to the 
UC system, which can then route messages to specifi c people 
based on analytics. Allowing people to access IoT data in 
real time from any device can signifi cantly improve collabo-
ration and deliver better outcomes.

A recent survey by Mitel found that a vast majority of 
IT decision-makers agree that the ability to “give machines a 
voice” is a key to unlocking the potential of IoT. More than 
75 percent of the 2,500 senior IT executives surveyed said 
they plan to integrate a variety of IoT devices with commu-
nication and collaboration capabilities within two years.

There are many use cases for such integration. In indus-
trial settings, for example, sensors have been in use for years 
to detect, measure and analyze a variety of conditions such 
as temperature, fl ow rates, pressure, security and more. With 
limited communication capabilities, they required a human 
to read and chart the data for analysis at a later time. In 
contrast, smart IoT sensors integrated with a UC system can 
trigger real-time alerts and activate messaging to service tech-
nicians or managers when certain conditions are detected.

Healthcare organizations have already begun integrating 
UC and IoT to send voice, text or video messages to report 
data about patient vital signs such as heart rate, respirato-
ry rate, blood pressure and temperature. For example, data 
from a heart monitor can be instantly analyzed, triggering 
an email or text alert to medical staff if a potential problem 
is detected.

Connecting IoT devices with contact-center applications 
can enable customer service teams to be proactive and pre-
dictive. Fleet management can be improved through auto-
mated updates about shipment status, mechanical issues, 
scheduling recommendations and more. Lighting, HVAC 
systems, building maintenance and security functions can all 
be confi gured to trigger alerts under certain conditions.

Mitel’s Approach
Mitel and longtime partner Hub One have been working 

with Charles de Gaulle Airport in Paris on one of the more 
interesting examples of UC-IoT integration. The airport’s au-
tomated external defi brillator (AED) cabinets were outfi tted 
with sensors that trigger text-to-speech messages to airport 
medical staff whenever a cabinet door opens. A similar sys-
tem is now being created to trigger alerts if temperature or 
carbon dioxide levels exceed established thresholds.

There are a couple of ways organizations can go about 
integrating UC with IoT. The most common approach is 
through the use of application programming interfaces 
(APIs), which are device-level connectors that allow applica-
tions to communicate with each manufacturer’s IoT devices. 
APIs expose data that enables those devices to transmit data 
to applications, acting as a data interface.

Organizations that don’t have staff with API profi -
ciency can leverage cloud-based platforms such as Mitel’s 
CloudLink to enable such connections without any spe-
cial expertise. CloudLink gives users the ability to connect 
any Mitel-branded or Mitel-owned call control platforms 
with cloud-based and micro applications. Thus, it essential-
ly serves as an aggregation point for IoT sensors that can 
prompt communications responses.

The information-gathering capacity of IoT devices pres-
ents organizations with the opportunity to make faster, bet-
ter and smarter decisions — but only if they can effi ciently 
collect, analyze and communicate that information to the 
right decision-makers. UC platforms can provide the mech-
anism for disseminating that information with automated 
machine-to-human interaction.
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L
ong a favored science-fi ction trope, artifi cial intelligence (AI) is a term usu-
ally associated with human-like computers such as Isaac Asimov’s posi-
tronic robots and the Star Wars droids. In truth, AI has moved way beyond 
the realm of fantasy and into the mainstream through a range of new prod-
ucts, technologies and applications.

Virtual assistants such as Siri, Google Now and Cortana are AI applications that 
are becoming commonplace. Many retailers are using AI predictive analytics to offer 
personalized advertising, coupons and discounts. Spotify, Pandora and Netfl ix use 
similar systems to recommend music and movies. Countless other organizations use 
basic AI apps to automate data entry, analyze contracts, manage investment portfo-
lios, fi lter job applicants and more.

AI is also seen as a key enabler of the Internet of Things (IoT). With billions of 
devices running micro applications to collect data, AI principles will be used to en-
able deeper analysis of real-time IoT data streams and drive more powerful decision 
making.

AI is really an umbrella term for a number of technologies such as deep learning, 
machine learning, computer vision and natural language processing. All are aimed 

Transcending fantasy, artifi cial intelligence 
concepts expanding into real-world usage.

AI Goes
Mainstream
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at embedding machines with the ability to analyze 
massive data sets, identify patterns and make au-
tonomous decisions — eliminating the need for pro-
grammers to write code for every function.

While some technology futurists say AI will 
eventually reshape the business world in ways that 
rival the Industrial Revolution, its present-day uses 
are still evolving. Analysts say AI technologies have 
applications in almost every industry and promise to 
signifi cantly change existing business models while 
simultaneously creating new ones.  

Tractica, a research fi rm focused on the AI mar-
ket, has identifi ed nearly 200 real-world AI use cases 
across 27 industries.  The fi rm forecasts that reve-
nue for enterprise AI applications will increase from 
$358 million in 2016 to $31.2 billion by 2025, rep-
resenting a compound annual growth rate of 64.3 
percent.

Powering Automation, Analytics
Call center operations are prime candidates for 

AI applications. Organizations are starting to use 
predictive analytics and AI to more effectively route 
calls, better integrate various communications chan-
nels and streamline the customer experience.

It’s still very early in the AI game, however, and 
few organizations have fully developed plans for 
how to integrate AI into their operations. In a recent 
survey of 1,600 senior business decision-makers at 
large organizations across seven markets, Infosys 
found that big-data automation (65 percent) and 
predictive/prescriptive analytics (54 percent) are the 
primary AI applications in use today.

Those using AI technologies seem to experience 
immediate results. Infosys reports a clear link be-
tween an organization’s revenue growth and its AI 
utilization. The companies with the most mature AI 
strategies reported faster revenue growth over the 
past three years.

Organizations that have already deployed or 
have plans to deploy AI technologies expect to see 
a 39 percent average increase in revenue by 2020, 
alongside a 37 percent reduction in costs. On av-
erage, the companies surveyed have invested $6.7 
million in AI in the last year, and have been actively 
using AI for an average of two years. Three-fourths 
of the Infosys respondents said AI is pivotal to their 
continued success, and 64 percent said future growth 
is dependent on large-scale AI adoption. 

While 71 percent say the rise of AI in the work-
place is inevitable, 88 percent also note adoption-re-
lated challenges. For most organizations — partic-
ularly smaller businesses — fi nding and hiring data 

scientists, AI experts or people with deep expertise in 
data analytics is nearly impossible.

Starting Small
Getting started with AI doesn’t necessarily hinge 

on specialized staff, however. Smaller organizations 
can access a variety of online resources to get fa-
miliar with AI possibilities and explore ways to in-
corporate analytics and learning applications with 
heavy software coding. Stanford University and Co-
lumbia University offer AI-focused online courses, as 
does the online university Udacity. Tech incubators 
such as Techcode and Singularity University offer 
consulting services for organizations looking to in-
corporate AI tools.

Additionally, there’s a 
growing array of apps to help 
smaller businesses incorporate 
AI tools into their operational 
processes and workfl ows. Quill, 
a natural language generation 
program from Narrative Sci-
ence, weaves data into written 
documents to simplify report 
generation. SalesforceIQ com-
bines data from email systems, 
smartphone calls and calendars 
to automate data entry for cus-
tomer relationship management 
platforms.

Even the biggest players in the tech world un-
derstand the importance of making AI accessible to 
organizations of all sizes. IBM is working to bring 
the deep-learning and data analysis capabilities of 
its Watson AI platform to users through the cloud. 
Microsoft, meanwhile, is enabling users to run deep- 
learning training jobs, data rendering, real-time an-
alytics and more accelerated tasks in its Azure cloud 
platform.

The cloud, in fact, represents a vital intersection 
for AI. Because deep learning involves analysis of 
large datasets, AI platforms need a cloud element for 
accessing cloud storage. The cloud allows to utilize 
compute-intensive jobs without implementing an AI 
framework onsite.

“We’re working hard to empower every or-
ganization with AI, so that they can make smarter 
products and solve some of the world’s most press-
ing problems,” said Harry Shum, executive vice 
president of the Artifi cial Intelligence and Research 
Group at Microsoft. “AI is now within reach of any 
business.”

Call center operations 

are prime candidates 

for AI applications. 

Organizations are 

starting to use predictive 

analytics and AI to more 

effectively route calls, 

better integrate various 

communications channels 

and streamline the 

customer experience.



Finally, unified communications
solutions that are truly unified.

Through our FastSpectrum off ering, IPC Technologies assembles 
business applications and collaboration tools from the world’s most 
respected technology providers to deliver unifi ed communications 

solutions that help you become more agile, productive and profi table.

www.ipctech.com     l     877-9-IPCTEK (877-947-2835)
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