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Fourth debate of the event on unified communications.  So it's Charlie Dai and his 

panel.  Come on down.  Thank you. 

Charlie Dai 

Hello, good morning everyone.  Just now Pranay has discussed about the past and I 

will start with the past as well.  By the way, every morning when I wake up in my 

family I didn't see my wife's face but my daughter's. 

The topic for today's debate is the unified communication from connectivity to 

communicating.  So what's the difference?  I don't know how many people here have 

ever seen this photo or picture. Anybody see that?  Can we raise the hand?  Oh, quite 

a lot but not so many, right.  Oh, that's good, so I can explain. 

I don't know if anybody has tried one bottle of this beverage with the red colour.  So 

in the 1970s they have an advertisement on the TV whose name is the hilltop.  And 

here is the lyrics there.  Can anybody sing that?  Cool.  So they say that I'd like to 

teach the world to sing in perfect harmony.  So they just wish to be able to 
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communicate with each other in the same language, so that they can know each other, 

they can communicate and they can have harmony. 

So I'm just thinking that if unified communications could help in that.  And let's talk 

about the even older times in the Tower of Babel.  I think during that age the unified 

communication has already been achieved.  Everybody, they just used the same 

language and also they shared the same feelings, they had the same target, they 

wanted to build a tower to reach heaven.  But after that unified communication has 

been lost. 

So let's see how the world is changing.  From the first one, this is the telephone.  The 

telephone has been changed towards a very modern popular style also with the 

messaging field and also with the -- how we communicate with each other through e-

mail rather than in the old times with the quill pens writing on the parchment letter. 

Also we have the voice mail.  In addition we also -- previously we just fly over to the 

same place to have the meeting together but currently we have the telepresence which 

is normally used by the government or the multinational companies, they can share 

with each other their feelings and also their opinions together. 

And Forrester did research last year regarding the most important features that unified 

communications should have and the top three are unified messaging and the business 

telephone features mobile devices as well as the integrated audio web and video 

conferencing.  These are the feedbacks from the decision-makers in North America as 

well as Europe. 

And also we can see from the next one.  So that's not enough, right.  We still have 

something to improve.  If we ask the decision-makers from the network and 

telecommunication industries they said what are the obstacles if any preventing your 

firm's employees utilizing unified communication.  And their feedback are first many 

employees aren't on the systems yet.  This one is quite surprising.  And then most 

employees they are not trained yet and also their training to date has been poor or 

incomplete.  Still some are not completed implementation as well. 

And for the second one which barriers towards the mobile part are your firm facing in 

deploying mobile unified communication solutions.  And they said (inaudible) 

employees they do not have the necessary smartphones to support these unified 

communication solutions.  And also the integration in between are really lack of the 

(inaudible).  Also many employees aren't on the systems yet. 

So we have the questions.  If Ethan Hunt cannot have the phones with his enemies, 

how can he track his enemies very effectively?  During the cloud stage do we have 

any new strategies that need to be addressed towards our unified communications 

solutions? 

And also we have the high impact about the social networking and we can see from 

here that we have the Weibo in China in Facebook, Twitter, Orchid in India, right, and 

also the Mixi in Japan.   

So how can unified communication solutions provide the answers to all these 

questions.  And also we can see that regarding the [business] process part because the 



APAC Press & Analyst Summit NetEvents 

Hong Kong – 25-26 April 2012 3 

communication is the way how we work or how we interact with each other but our 

target for enterprises is how to make money or how we can get the revenue, how can 

we satisfy the requirements of our customers. 

Here is the pictures from the Orlando Hospital.  They realised a solution and they can 

have much better responsiveness towards their patients when they want to check out 

the hospitals, the so-called communication enabled business process or the CEBP.  

How can we achieve that towards the innovation of the unified communications. 

And the last question is regarding the future.  If we come back to the future then what 

can we see from that.  Just like the movie of the 13th floor and I'm not sure how many 

people here have ever seen that movie.  Okay, good, nobody, fantastic. Thanks very 

much Andrew.  So if we look to the future what will be there.  Is it the same as current 

solutions or something else.  So probably we can start with Pranay.  What's your 

vision about that? 

Pranay Misra 

Well I think I would see everything get connected like a car where there's no driver, a 

robo.  It's a wild thought what I'm talking about.  Because connectivity and 

communication are the two major bridges which  got connected in a valuable way.  I 

would start with this that I still remember in 1982 I took the first landline call by 

running from my home door to the next neighbour's door.  And I have seen that in this 

20, 25 years that how exactly the connectivity has changed from a wireline to internet 

in 1990s where everybody was been sitting in the internet for long hours.  So Yahoo 

chat was the first one and the Hotmail MSN was the chat where people used to sit for 

long hours, browse, and get connected with their friends and families. 

And then slowly we moved to the wireless world which was the mobile 

communication and from that mobile communication the world has moved to 

smartphones, to data.  And now everybody is on click click.  So if you see in these 

two decades the connectivity has -- connectivity to communication has really changed.  

And the future what I see is every bit of the piece is getting connected with each other.  

Today if I leave my home I can sit here and see what my daughter is doing in my 

home, what my son is doing in my home, like video conferencing was the one thing 

where every organisation said that less travel and more video conferencing. 

So the future is only on the new communication tools which are going to come up in 

the near future.  So this is my thoughts. 

Charlie Dai 

And what do you think Frederic? 

Frederic Gillant 

Well I think that I would like to talk about four points here.  The first point would be 

the return on investment on unified communication which I think is not demonstrated 

but that's not the problem.  The second one is that unified communication fits 

perfectly to the cloud and to unified communication as a service.  The third point I'd 
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like to have a word on social networks which are for me a loss of time.  For example 

there might be some of you currently updating their profile on Facebook rather than 

listening to the speakers and you're missing something because some of them may 

have some interesting things to say by the way.  And the fourth thing is about 

communication-enabled business processes, how we get into a hard return on 

investment for unified communication. 

So I think most of you are familiar with what unified communication is and this 

mixing of course the voice, the video, the e-mail, the chat and the collaboration in one 

feature which is extremely important which is the presence. 

So for us, when I say us that's also the company I represent Orange which is maybe in 

your mind a telecommunication company which is fully a computer and IT and 

telecommunication company.  For us the dominant players on this market are 

Microsoft and Cisco and there are two alternatives which are Avaya and Alcatel 

Lucent.  So we do believe that there are two products which is the Cisco unified 

communication suite and the Microsoft unified communication suite known as Lync 

which are going to really dominate the market in the next couple of years. 

The fact is that you can't really demonstrate a hard return on investment on unified 

communication.  Why do large companies choose to go and implement UC.  This is 

usually because they are technology early adopters and because the CEO has used 

Lync or is used to use Skype to chat with his family when he's travelling and he wants 

everyone to have the same thing. 

Because you can't really calculate how much money you save by putting Lync onto 

the devices.  When I say device it can be a tablet, can be a laptop, can be anything 

which has a screen basically.  You can't really calculate how much money it's going to 

save you.  What you are sure of is that to implement that you're going to give a lot of 

money to a company such as my company to implement it and to manage it later on. 

So it's an early adopter's game at the moment and there is no real hard ROI.  But the 

fact is that when you've used it, and if some of you are using these things at the 

moment, you can't go back.  It improves so much your way of interacting with your 

colleagues, with your suppliers, with your partners and your friends that you really 

don't want to go back.  Why?  Because when you're going into a video, and high 

definition video is the closest you can get to a face-to-face contact, then you're getting 

much richer and efficient communication than when you're writing e-mails.  E-mail 

has really become the cholesterol of office life in the past 15 years, it's a curse.  And 

why are some people not listening to the speakers at the moment in this room?  This is 

because they are doing their e-mails.  And they are doing e-mails in a much lower 

communication way and they are interacting with other people in a much lower way 

than if they were speaking face-to-face. 

So how many times have you seen e-mails going into ding-dongs and a downward 

spiral of miscommunication.  Very often.  And if you were calling the person or 

meeting face-to-face and speaking to the person you would probably solve the 

problem in a time which is five times shorter than sending some spiralling e-mails. 
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So I would say UC is the way to get rid of e-mail.  E-mail is really a curse.  When you 

wake up in the morning you see you have 150 e-mails in your mailbox, you're not 

going to work today, you're just going to spend your time doing some e-mails. 

So when you have UC definitely you can avoid doing some e-mails because you can 

do something which is as close as having a face-to-face contact with people.  Now in 

my team I have people in 10 countries.  I can't obviously meet them every day face-

to-face because some are in Japan, some are in Australia and some are in India.  So 

getting into a telepresence room I can do that because I have the chance to work for a 

company that can afford it and who is by the way the largest also system integrator of 

telepresence or one of the three largest in the world so we can afford that.  But not 

everyone can afford it. 

So making it affordable on any kind of device from your desk or from your hotel is 

something which is invaluable benefit.  Not demonstrated yet but invaluable benefit. 

The second thing is unified communication as a service.  Well, communication, e-

mails, chat, instant messaging usually do not carry so critical information.  So when 

we were talking to some of our customers they say if I had to put something in the 

cloud, and obviously everybody worries about security when you're putting things in 

the cloud and this is also where my company is making a lot of money by providing 

security for people who are doing things in the cloud, but unified communication is 

not as sensitive as for example putting some financial data in the cloud. 

So you can implement unified communication as a service on a pay-per-use model 

and this is an application, because UC is an application, that fits particularly well to 

the cloud because it is less sensitive in terms of security. 

Now there are very few providers currently that would allow you to implement 

unified communication as a service. If you're interested please come and talk to me by 

the way.  But this is something that really is going to be the very big thing for the next 

couple of years.  I see everybody who wants to implement unified communication 

their company and everybody will come to it will eventually -- would like to have it 

as a pay-per-use model, a no CapEx model, full OpEx to get rid of course of all the 

hassle of having the tangible assets in their books and having to worry about up-

scaling and out-scaling etc.  

So this is the perfect application for cloud.  One word of social networks.  I'm not too 

fond of social network.  Everybody is talking about social network and how the kids 

now are so computer savvy etc.  I'm not so convinced.  I see some of my -- when I 

was in engineering school, that was 25 years ago, I got in touch with my classmates of 

that time which is the good thing about social networks but I see that some of them 

are updating their Facebook page three times a day.  I really wonder how they can 

find the time to do that.  And frankly I wouldn't hire them in my team because I know 

that they are spending far too much time putting some stupid things on Facebook.  

And using Facebook is very easy, it is so easy.  And there were some concerns about 

training also about UC.  UC has to be extremely easy.  So honestly, I don't think this 

is an area where my company can make a lot of money by training on UC because UC 

has to be very easy and it doesn't require training. 
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So the social networks are so-called part of the unified communication area but I think 

this is a curse, a new curse in the same way that e-mail is a curse.  It is not something 

that enhances your way of communicating because putting some pictures of your dog 

on Facebook is not something that is going to improve connectivity, it is something 

that is going to slow down your work and hinder your productivity. 

So I wouldn't really focus on that feature for unified communication.  I think the best 

features you can have on unified communication is one very simple thing which is the 

presence and we'll come to that with a communication-enabled business process.  To 

know if somebody is there and available and basically what they're doing.  It's a bit 

intrusive by the way in terms of privacy.  But it is really a way to speed up things.  

Whether it's automated or not.   

If it's not automated you see immediately if the person is here, you see the green dot 

or the red dot or the no dot at all that says that the person is not here so you wouldn't 

bother to call the person.  If you see the green you see that the person is not in a 

meeting so yes you send a 'hi there, can I give you a call' and then you get an effective 

communication.  It's as simple as that. 

Now you can imagine a certain thing which is a little bit more sophisticated.  You 

have a machine on a production line and then this machine breaks down, there is one 

sensor, a hydraulic pump for example, that breaks down and nowadays these systems 

are quite sophisticated so they can send out a message over the net by an e-mail or by 

an SMS or something, anything.   

And this message, normally nowadays in a well-designed system, will reach one 

person.  If it reaches five persons it's a bit awkward because who within these five 

persons is going to take the action to fix the machine, maybe the five of them, not 

very efficient in terms of productivity because you only need one.   

And if it sends the message to one person and that person is on holiday for the next 

three weeks which happens in the country I'm coming from, France, where we have a 

lot of holidays, then you're in trouble because the machine is not going to be fixed. 

Now normally that person should have appointed a delegate if he is not here and most 

of the time people don't do it.  So if the workflow has not been properly designed you 

can end up in some escalations and phone calls involving a whole lot of people.  As if 

you make use of UCM presence you can reroute automatically this alert to somebody 

who is there and who is on call.  And you don't have to make declaration on 

workflows etc. to do this. 

So that can definitely improve productivity and sometimes directly manufacturing or 

critical processes by making use of this so-called communication and enabled 

business process. 

So that's the next level of unified communication and actually by implementing such 

processes which act on the resource optimisation, on accelerating transaction 

completion, on managing events and faults, some companies who've already done that 

in the past two years have quantified the increase of efficiency, the improvement in 
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their efficiency, in their quality of service and eventually in saving costs because it all 

comes down to this. 

So -- and these gains are quite impressive, they can go up to 10-20%.  So here you 

have a hard return on investment on unified communication and most of it is coming 

from the very simple but so efficient presence feature. 

So two things to remember. First of all, it will bring you video and of course it has to 

be a good quality video so it has to assume that you have the good bandwidth, that 

you have the good devices to do this which is getting you to something which is as 

close as possible to face-to-face communication which is the highest level of 

communication.   

And the second thing is the presence which is the mandatory feature for 

communication enabled business processes. 

Charlie Dai 

Thanks for inspiring opinions.  Any questions from the audience?  Please? 

From the floor 

Thank you.  Hi Frederic, a question for you.  With the greatest of respect you've kind 

of  dissed e-mail and promoted the idea of video conferencing, that's cool.  But I ask 

you if this conference itself was organised on e-mail.  Some of us have travelled 

halfway around the world just on the strength of e-mails, the power of e-mail is that 

it's cheap, you have a record of what the person has said so you can transact.  How 

many people do you think would turn up if you organised a video conference and how 

many people -- how many of us would have appeared? 

Frederic Gillant 

Well, let's go back to the hierarchy of human interaction.  The best of all is what we're 

doing now which is a face-to-face communication.  So this conference has been called 

and organised via e-mail but the conference itself is a face-to-face communication.  

So the conference is not made by e-mail, we're not conferencing with e-mail so we're 

conferencing face-to-face.  And that's the highest level of communication.   

Now, the second-highest level of communication is an immersive video conferencing 

such as the Cisco Telepresence or any telepresence where you have a big screen, high 

def resolution, hi-fi sound and where you see people almost as you could see them 

face-to-face.  So for important matters, important topics, yes, nothing will replace a 

face-to-face communication where you can really assess the body language, when you 

feel people, you can even touch them.  And this is the thing that you can't do with a 

telepresence, you can't touch people.  And up to a certain point if you want really to 

have a close contact with someone you have to touch them. 

So the conference, for something which is important, and this is why there will always 

be conference, is because people want to meet face-to-face.  And they want to pursue 

discussion and actually in a conference the side meetings and the private discussions 
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are as important and even sometimes much more important than the ones you have in 

such a discussion like we are having right now. 

Now if you go down the track, e-mail is some of the lowest form of communication.  

Beneath the telepresence of course you have degraded ways of communication, 

communicating via video conference.  Of course bad video conference is even worse 

than a good phone call because you will spend half of your time discussing on the 

quality of the image on Skype.  Then a phone call is at a lower level and then the 

instant messaging is at a lower level and at the lowest of the lowest you would 

probably have the e-mail.  Because there is a lot of things that don't go through e-

mails.  Humour would not go through e-mails.  Sometimes sentences in the way they 

are written too quickly with misspelling and etc. are missing the point and sometimes 

can even be interpreted in a totally opposite way than what they are meant for at the 

beginning. 

The good thing e-mail does is carry documents.  So what I'm recommending to the 

people I'm working with is use e-mail when you want to send me a document because 

sometimes we have to provide deliverables.  So that's good.  But if you want to have 

an argument with me or a discussion or request something from me you just please 

call me.  I really prefer that because we will solve this matter much easier. 

And again that is really the cholesterol of office life.  I don't know how many e-mails 

you get in a day, probably more than 100, maybe 200.  How can you possibly work 

correctly in these conditions.  No, you can't read all these e-mails, these 200 e-mails 

properly.  It's impossible, it's humanly impossible.  So you have to trash half of them, 

you have to read (inaudible) 50 of them and you have to pay attention to 50 of them.  

And guess what, you're going to make some mistakes. 

So this is why like many other people I'm convinced that e-mail will slowly but surely 

disappear and be replaced by something else. 

From the floor 

Okay, thanks.  Just one advantage though of e-mail is that you don't have to worry 

about how you look or the other person, how the other person looks.  The recipient 

can take up the e-mail at their leisure, it's a polite means of communication.   

Frederic Gillant 

Correct.  It's not intrusive.  So the downside of all the presence thing is that it follows 

where you are and yes, it questions privacy ethics etc. even when you can see where 

people are because now we can all be traced with GPS systems etc.  You can think 

about that.  This is -- privacy is going also to disappear. 

From the floor 

Okay, thanks. 



APAC Press & Analyst Summit NetEvents 

Hong Kong – 25-26 April 2012 9 

Charlie Dai 

Sorry we're running out of time so if you have more questions -- one more sorry?  

One last question. 

From the floor 

Hi.  How do you see unified communication as a product and service with intellectual 

property rights or as an outcome? 

Frederic Gillant 

With the intellectual property rights? 

From the floor 

Yes. As a product in intellectual property rights as a technology or is uniform 

communication -- is it an outcome? 

Frederic Gillant 

I'm not sure I'm entirely getting the question.  Are you asking about --? 

From the floor 

How do you see unified communication, as a product or service with intellectual 

property rights or is it an outcome? 

Frederic Gillant 

Or is it an outcome. 

From the floor 

Yes.  Of technologies.  It's a very basic question. 

Frederic Gillant 

Well there are some vendors -- there are some products which are -- I was mentioning 

Microsoft and Lync. 

From the floor 

Independently developed intellectual property right products. 

Frederic Gillant 

Yes, so there are some products and then you have some companies that will -- 

because it's an application, it's a software application on the one hand and on the other 

hand it relies on the telecommunication infrastructure.  So this is really the true ICT 

merger here.  And this is why you have two contenders, one is coming from the 
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network side which is Cisco and the other one, Alcatel, is also coming from the 

network side and also Avaya by the way.  And Microsoft coming from the application 

world. 

So if you're asking about the products, yes, there is definitely -- 

From the floor 

No, no. I think my question was not clear to you. 

Frederic Gillant 

Probably not.  Try to rephrase please. 

From the floor 

The term unified communication, is it a product or is it an outcome? 

Frederic Gillant 

Oh the term?  No, it's -- I would say it's an industry term, it's not -- UC is not a 

trademark. 

From the floor 

Is it a product or --? 

Frederic Gillant 

No, it's not a product in itself.  It's - I don't know, it must be a Gartnerism or a 

Forresterism from 10 or 12 years ago. 

Pranay Misra 

You know, I think unified communication would be a service because it can be a 

video conferencing service by one guy. 

From the floor 

Again, product and service with intellectual property rights.  That's my question. 

Pranay Misra 

Look, again it depends what kind of service it is.  For example if it's a VC service, 

video conferencing, then it's a combination of the product and service with an IP right 

by one company.  For example if it's a phone service it can be a phone call service, 

again with an IP right, again with this company.  So it can be a post-paid service, it 

can be a prepaid service, it actually depends.  So it's a collection of services.  Unified 

communication is actually a collection of various services under one umbrella. 



APAC Press & Analyst Summit NetEvents 

Hong Kong – 25-26 April 2012 11 

From the floor 

So how can it be if it is independently developed product or service, how can it be 

compatible to other services in a part of the world? 

Pranay Misra 

Like for example? 

From the floor 

If it is intellectual property right product in US, can it be compatible to a similar 

product in China?  So can you call it as unified communication? 

Frederic Gillant 

So for example if a company such as mine is providing this kind of service.  So what 

we do is that for a multinational company throughout the world, actually we can do 

that in 165 countries, you will provide your client which is a corporate client, it's not 

meant for individuals, it's for corporate clients, that they will have this feature, this 

unified communication feature on their devices or also on video conference rooms 

throughout the world, making use of the network which is usually provided by the 

company or which will partner with some other network operators in some given 

countries.  And also using a product among those that I mentioned to provide a 

service which is rendered by Orange or by AT&T or by BT for example to a given 

company in many countries in the world.   

And it will be -- thanks to the cloud architecture it will be billed per user on 

sometimes for example on a monthly basis, you declare the number of users and at the 

end of the month as a company you receive a bill from your provider, your service 

provider who is Verizon or AT&T or BT or Orange.  

From the floor 

Fine.  I have been to private and public forms of telepresence, you know Tata 

Telepresence, right, conversion? 

Frederic Gillant 

Yes. 

From the floor 

Okay.  So if I am in the private or public room of Tata Telepresence how can I 

connect to Orange? 

Frederic Gillant 

Okay.  So the telepresence systems are not entirely compatible.  So telepresence is 

something -- 
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From the floor 

Yes, that is what I said. 

Frederic Gillant 

But it's not unified communication. 

From the floor 

 (Inaudible) by Tata Communication and how can it be termed as unified 

communication which is compatible anywhere in the world? 

Frederic Gillant 

Yes, so unified communication will be -- is compatible.  So you can -- if you're on 

Microsoft Lync you can connect to (inaudible) for example or even on Office 

Communicator.  I have some people -- I belong to Orange and there are some people 

from Microsoft which are in -- which are connected to me.  So you can interconnect. 

And that's also one of the good things, you can interconnect with your suppliers, with 

your clients, and you can speed up the communication with them.   

Now telepresence, the compatibility of telepresence is not totally guaranteed.  Do you 

put telepresence into the unified communication?  It's a little bit hard.  But it will 

come eventually because having a telepresence network which does not allow you to 

make a telepresence outside of Orange which I'm experiencing personally at the 

moment is really annoying.  You wish you could do a telepresence with your Cisco 

partner directly from your Orange office which at the moment I can't but I'm pretty 

sure that in a couple of months that will be available, if not months a couple of years.  

I think we're really overrunning in time. 

Charlie Dai 

Yes, exactly.  It's really a good question so maybe you can take it offline to discuss if 

that's fine for you.  Yes, okay.  Thank you very much. 

Manek Dubash 

Okay, thanks very much Charlie and thanks to the panel, especially to Frederic for his 

extremely detailed answers.  Thank you.  And let's go and have some coffee and we'll 

see you in 15 minutes. 

 

 

 

[End] 


