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THE PACE OF CHANGE  
IS PICKING UP
I took over as GM of Enterprise Connect four years ago, and sometimes it seems like it’s 
been decades. Part of that is the job, which is mostly awesome but like any job has its 
moments. But recently it’s been feeling to me like the show I initially took over doesn’t bear 
much resemblance to the show that I’m leading today.

It turns out I’m not imagining things. Here’s what Zeus Kerravala of ZK Research wrote in 
a recent No Jitter blog post: “I don’t think anyone would disagree with the premise that 
communications and collaboration has evolved more in the past five years than in the 
previous 50.” That totally struck a chord with me.

We try to keep Enterprise Connect heavily focused on helping you solve the problems you 
face today or will face in the near future, and so we’ve always been very hard-headed about 
how we program the conference. New technologies might be cool, but we made sure to focus 
on what you might actually be buying in the next 12 to 24 months.

The problem is, it’s getting harder to see those two elements—new technology and today’s 
concerns—as separate realms. The former is invading the latter, as Zeus spelled out in his No 
Jitter post, which was meant to key up his EC19 session, “Communications & Collaboration 
2022: Emerging Technologies Realizing Their Promise?” 

That session was part of our daylong “Communications & Collaboration 2022” program, and 
thinking about this conference-within-a-conference has always helped me get a fix on how 
things are changing, and how enterprise communications decision-makers are embracing 
the change, or at least preparing themselves to rise to the occasion. We started this program 
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in 2017 as “Communications & Collaboration 2020,” and we challenged our previous 
assumption that our audience would opt for here-and-now sessions over future-technology 
sessions. We didn’t really know what to expect going in, but it turned out the room was 
packed all day, as it was in 2018 and again this year.

I believe part of the reason this program has been so popular is the timeframe: We ask 
presenters to focus three years in the future. That isn’t really so far out there. You could even 
argue that if you’re not looking three years out, you really are likely to miss something you’ll 
wish you’d paid attention to.

All of this is not to say we’re now an event dedicated to blue-sky future technologies. You 
have lots of short-term decisions in front of you, and these we abundantly represented on the 
program—everything from cloud communications to contact center/customer experience to 
video/AV to team collaboration. The thing is, next-gen technologies like artificial intelligence 
(AI), speech technologies, and analytics are becoming interwoven into these core systems.

The result is that the core systems are changing rapidly, even as you try to evaluate them for 
procurements and upgrades. It might feel like the ground is shifting under your feet.

And so you might wind up exactly where Zeus and I find ourselves—feeling like you’ve 
traveled the last five years in a rocket ship, whereas previously you’d been cozily ensconced 
in a Pullman car rolling down the track at a healthy clip that still left you time to take in the 
scenery.

Nowadays, as they say, life comes at you fast. So does Enterprise Connect—come and gone 
before you know it. This eBook provides a sampling of the program highlights from the 2019 
event, with thought leadership from across the spectrum of enterprise communications and 
collaboration.

http://enterpriseconnect.com/orlando
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WOW! 10 THEMES FROM  
AN ACTION-PACKED, 
INFORMATION-FILLED WEEK
This year’s Enterprise Connect was the best-ever event in my 35 years’ experience in this 
industry. Here are the key themes I observed:

Collaboration is the new marketing tag for employee communications, packaged 
into various forms of online team work environments. Each vendor’s vision is that 

employees will certainly want to have these wonderful tools so they can communicate at 
work like they do on Facebook at home, and so that they can always have video for real-
time interaction. 

Conferencing had a buzz of its own. Dozens of vendors showed mature and 
impressive cloud-based conferencing services (including conferencing in the 

collaboration tools noted above) or sophisticated conference room technologies. The 
visions and value propositions are continual improvement or even transformation of ever-
present and time-consuming meetings.  

Contact centers were a big, big deal at EC19, with the top points of emphasis being: 
1) moving to the cloud for flexibility, 2) expanding to multichannel capabilities, which 

would then 3) expand the ability to provide optimal customer experiences.  Clearly, the 
existing vendors and the many disruptive entrants, such as AWS with Amazon Connect and 
Twilio with Twilio Flex, believe there’s a lot of money to be made in this area.  
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CPaaS was present, yet below the surface. The leading CPaaS providers, such 
as Twilio and Vonage Nexmo, are growing amazingly quickly and have hundreds 

of successful customer cases. Yet much of this success is embedded in business 
applications or workflows rather than marketed as product. Vendors collectively claim 
to have millions of developers signed up with their platforms, so the future of enterprise 
communications may be much more customized and differentiated and economical than 
may be imagined. CPaaS is not to be underestimated. 

Rock-solid, competitive traditional telephony still has a presence. For sure, Mitel 
and Avaya were quite present on the Expo floor and on panels. There are plenty of 

customers that still value their incumbent vendors or that want the control and security of 
on-premises communications platforms.  

Discussion of user acceptance and technology adoption were pervasive, both in 
conference break-out sessions such as “User Adoption Success Stories and Best 

Practices” and in no-charge offerings introduced by some vendors. An example of the 
latter is Microsoft’s Teams migration programs, to assist the enterprise in supporting both 
IT and the users in all phases of a rollout.  

AI and ML are definitely in a hype cycle. Vendors are making fantastic claims, 
yet offer little to show as proof of the value.  It may even be that AI/ML will be 

delivered into enterprise communications by the companies that have already mastered 
big-data analytics—the likes of IBM Watson, Google AI, AWS, or Microsoft Azure.  

CX and even “employee experience” were big buzz phrases. The challenge for 
vendors, however, is that most enterprises are already driving their CX through their 

marketing departments using sophisticated data analysis based on CRM and ERP systems 
and primarily using Web, mobile app, email, and chat interactions. Uncertain is whether the 
contact center vendors or even the UC&C vendors will be able to develop large and rich 
enough data sets to enable them to be CX drivers rather than simply valuable channels in 
the overall enterprise CX strategy.  

Digital transformation was thrown around, with the conversion to digital media such 
as VoIP, video, and IP endpoints continuing to define this major trend. However, 

digital transformation is much more than that, with transformations as radical as Amazon 
shopping, Uber transportation, Airbnb lodging, Apple Pay, and so much more being the 
types of digital transformations that keep CEOs awake at night.  

Mobile communications is top of mind for many attendees, as evidenced by the 
large crowd in our “What You’ll Wish You Knew About 5G” session. But otherwise, 

real mobile solutions were most notable by their absence from the EC conversations.

Read more on No Jitter  >>

4

5

6

7

8

9

10

http://enterpriseconnect.com/orlando
https://www.nojitter.com/enterprise-connect/wow-reflections-enterprise-connect-2019


enterpriseconnect.com/orlando @enterprisecon
6

UC&C TRENDS: WHERE THE 
VALUE LIES
As Tim Banting, Ovum principal analyst focused on workspace services, pointed out in 
an EC19 debrief webinar, “when we look at what’s happening in communications and 
collaboration, there’s emerging value, there’s value that’s deliverable today, and there’s 
value that was delivered yesterday.” 

With this in mind, Banting, who led our “Communications & Collaboration Platforms 2022: 
Is Transition Underway?” session at EC19,  assessed what he heard and saw around UC&C 
at EC19 for sharing during the Ovum debriefing. Here are four of his UC&C technology 
trend takeaways: 

1. Cloud-Based Suites vs. Best-of-Breed Products

Use of the cloud for communications and collaboration services is ramping up quickly, and 
as such was a strong focus at EC19, Banting said. And what’s becoming increasingly clear 
is that enterprises are starting to gravitate toward cloud-based suites rather than best-of-
breed technology. That’s because they don’t have the resources, or the money, to subscribe 
to multiple services, he noted. Plus, administration and management are far easier in an 
integrated suite than across multiple products. 

Beth Schultz  
Program Co-Chair,  
Enterprise Connect;  
Editor in Chief, No Jitter
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2. Pent-Up Demand for Integration

As much as cloud suites are becoming the go-to option for enterprise IT buyers, many 
of the executives at large companies Banting said he spoke with at EC19 admitted that 
they’re dealing with a variety of disparate vendors’ applications and services—and likely will 
be for quite some time. 

This situation makes integration a “highly sought-after customer requirement,” and 
frustration over a lack of integration is mounting, particularly as users seek ways of 
chatting and sharing among team collaboration apps or using the same hardware with 
different video conferencing room solutions, Banting said. He summed up the situation as 
such: “Vendors will be dragged kicking and screaming into this sort of new realm where 
they realize that they have to interoperate with everyone.”

3. Verticalization or CPaaS?

One way in which vendors are getting at the integration challenge, in piecemeal fashion at 
least, is by creating versions of their apps catered to particular vertical markets. At EC19, 
Microsoft showed this verticalization trend with bespoke Teams developments around 
retail, with integration to scheduling software, and in healthcare, with linkages to electronic 
medical records, Banting said. 

But from where he sits, Banting said he sees the verticalization trend on a collision course 
with another trending technology promising to provide value for tomorrow—communications 
platform as a service (CPaaS). As an example, he pointed to an announcement coming out 
of EC19 that saw AT&T teaming with CPaaS provider Ribbon Communications in creating 
an API store that provides ready access to pre-packaged code that developers can use to 
create their own vertical applications for specific use cases. 

4. What Does AI Really Mean for UC&C?

Of course, no EC19 recap is complete without a discussion of AI, a dominant theme at this 
year’s event, as Banting pointed out. But to him, Banting noted, AI in UC&C stands more 
for “’artificially inflated’ than ‘actionable insights.’” Relevant discussions at EC19 “were 
tenuous, at best, and they didn’t really get toward providing a way in which an enterprise 
can gain actionable insights.”

For example, Cisco demonstrated intelligent framing of video meeting participants, which 
helps to improve the employee experience  and provide a participant count. But the demo 
fell short on showing the way in which counting the number of people in a room could lead 
to insights for facilities managers, say, as they’re determining how to optimize meeting 
spaces, Banting said. 

While EC attendees were treated to plenty of incremental capabilities such as intelligent 
framing or real-time translation services, as shown by Microsoft, Banting said AI-related 
product announcements coming out of the event by and large show that AI has “not yet 
crossed the chasm.”

Read more on No Jitter  >>
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6 TALKING POINTS ON AI’S 
INTERSECTION WITH UC
Artificial intelligence (AI) was the hot topic at Enterprise Connect 2019. From Microsoft 
Graph to Amazon Alexa for Business to Google Dialogflow to Cisco Cognitive 
Collaboration, AI-infused products were promoted for their ability to improve our business 
collaboration and business operations. 

I attended as many AI-related breakout sessions as possible and had numerous 
discussions about the key ideas that emerged from them. Here’s a starting point: Insights 
gained during a tutorial presented by UC consultant Kevin Kieller, of enableUC, on how AI 
technologies are intersecting with and enhancing UC.

My six takeaways:

1 Gathering and storing data is of paramount importance. Data drives AI, which means 
you should begin capturing as much data as possible. You never know when it will be 
useful as a factor in a future AI project.

2 Make sure the data you capture is normalized, or at least labeled. If you capture 
numbers, make sure the data reflects what the numbers represent, such as dollars or 
euros. Make sure the data is labeled insofar as possible.

3 Don’t rush down the path to AI if you don’t need it. Applying AI without delivering 
results isn’t useful.

4 AI is still in its infancy. Some of the interesting things in UC right now involve 
intelligent or automatic meeting joins, video background blur, counting participants in 
a meeting, note taking, automated action items, documenting decisions, and adjusting 
infrastructure in real time. 

5 In a multiparty meeting in which automated speech transcription is in use, speech-
to-text works better if people join the meeting from home or a location outside of 
the conference room. If everyone is in the same room, distinguishing the different 
speakers is often difficult for the speech-to-text algorithm.

6 AI comes with some legal implications and risks. One of the key risks is that AI 
algorithms may be flawed or biased in some way, meaning that they treat people 
differently in commercial situations that demand equal treatment under the law.

Read more on No Jitter  >>
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WHAT TO WATCH FOR IN VIDEO 
COLLABORATION & AV 
In a recent No Jitter interview, Ira Weinstein, Enterprise Connect Video Collaboration & AV 
track chair and managing partner at Recon Research, shared his ideas around the trends 
happening in video and AV, as witnessed at EC19.  

Huddle Up

One trend that is still going strong from last year is huddle—“not huddle 
rooms per se,” Weinstein said. “Huddle room is a demonstration of the trend, 
which is to huddle.”

Cisco is a good example of a company that is aware of and responding to 
the huddle room trend, he added, pointing to the company’s recently released huddle room 
solutions that include directional mics allowing for the creation of huddle spaces within larger 
settings like cafeterias. Logitech is another company that’s become a powerhouse in huddle, 
and Poly has its new Studio offering, a USB device that you can just drop in a room for 
huddling. 

That’s the essence of the huddle room. But look for more to come, as “quite frankly, it’s early” 
days here, he said.

Cloudy Video with a Chance of Premises

This year we’re still talking about the great cloud vs. prem debate—and will be for many years to 
come, Weinstein said. “There are many organizations, large and small, that for whatever 

reason are not comfortable with the cloud … but over time, more organizations are 
deciding to give up some things in order to simplify their environment.” 

And the discussions he’s having around the cloud aren’t rooted in costs like they 
were in the early days. Rather they’re about whether cloud is a viable solution that 

does what the enterprise needs it to do. 

Getting Smart About Video

A third trend that Weinstein sees as having “huge implications for 
the future” is artificial intelligence (AI)—in the meeting room, 
embedded in systems, and added on for further benefits, he said. 
But don’t get too excited yet… as Weinstein noted, “we are just 
now as an industry waking up to this potential.” 
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I’ve Got an Idea

“Ideation” isn’t a word used in everyday discussions, but it’s a good way to encapsulate 
the process of creating and developing ideas—an evolution of the good old-fashioned 
whiteboard, Weinstein said. Ideation goes beyond collaborating to contributing, he said. 
“When I unlock the power of you to contribute, I get a 1 + 1 = 5 situation.”

We’re seeing this in our market in two main ways—fancy, often expensive ideation systems 
like Microsoft Surface Hub, Google Jamboard, and Cisco Webex Board on the one hand 

and on the other devices like the Kaptivo whiteboard camera that takes a picture of one of 
those old-style whiteboards and turns it into a digital image so remote workers can engage with 
the content. Depending on your organization, either could work.

A Quick Thought on Software

Essentially, Weinstein said he sees the appeal of software-based video 
solutions in that they let users do what they would normally do—they’re 
comfortable. It’s also a perk that these solutions are cost-effective, and 
allow enterprises to bring in and integrate some of the other tools they 
use. Not only are software-based video solutions IT-friendly and IT-familiar, 
but standard systems manageable via standard management tools, he said.  

Workplace of the Future

The final trend is around the open office and workplace of the future. As more enterprises 
take a more holistic view of the workplace, you see scenarios where enterprise IT is working 
with their counterparts in HR, real estate, and facilities to craft workspaces that improve 
collaboration and productivity, Weinstein said. While we’ll continue to see growth in open office 

environments, enterprises can really only succeed with open office plans if they have a 
lot of ready-to-use meeting spaces for people to collaborate and interact, he said. 

And so we come full circle, with the huddle room trend linked to this more 
holistic workspace future. “We’re definitely seeing companies that went 

open all the way come back a little, trying to find the right place on the 
line—the right balance,” he said. 

        Read more on No Jitter  >>

http://enterpriseconnect.com/orlando
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CONTACT CENTER INSIGHT: 
EXECUTIVE VIEWPOINT
In the general session, “Why Customer Engagement Is Leading the Enterprise 
Communications Conversation”—the first time a contact center-related topic has hit the 
event mainstage—executives from six leading contact center solution providers participated 
in lively conversation that offered a variety of comments worthy of reflection. 

On AI in the contact center…

Rowan Trollope, CEO, Five9:  

“AI seems to be doing things that we thought were impossible before. And it’s 
not, of course, just chatbots. It’s every part of the contact center.” 

On a developer-led focus…

Paul Jarman, CEO, NICE inContact:

 “Developer-driven is good, but in a lot of cases it’s not the only thing and it’s not 
enough. … What [many companies] really need is a suite that’s already built, can 
be configured, goes across all of the different products and they literally can go in, 

configure, and go. And for the pieces that they really need to innovate in, they still have 
the APIs, they still have the SDKs, they can still be creative.”

Vasili Triant, VP & GM, Customer Journey Business Unit, Cisco:

“We saw this when the open-source PBX came out … We’re going to give you freeware, 
you build on top of it, and create customized applications. You can build a unique PBX 
and the total cost of ownership will be less. … And then the first issues happened, and it 
became who do you call, who put it together? …

This development kit of contact center is different than this one and this 
one. The IT department is stuck supporting it and the CIO or the CEO says, 
‘Who’s running my contact center? What is our core business? ’” 

Sheila McGee-Smith  
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enterpriseconnect.com/orlando @enterprisecon
11

Sheila McGee-Smith, who 
founded McGee-Smith 
Analytics in 2001, is a leading 
communications industry 
analyst and strategic consultant 
focused on the contact center 
and enterprise communications 
markets. She has a proven 
track record of accomplishment 
in new product development, 
competitive assessment, market 
research, and sales strategies for 
communications solutions and 
services.

http://enterpriseconnect.com/orlando
https://www.nojitter.com/author/sheila-mcgee-smith?_mc=ec19ebook


enterpriseconnect.com/orlando @enterprisecon
12

Al Cook, VP, Product Management & Engineering, & GM, Twilio Flex:

“It is fundamentally untrue that you can slap some APIs on the side of your monolithic 
architecture and claim that it is as customizable as something that is designed to 
be customized. … as long as you want it to do the thing that the product managers 

designed it to do, then great. But the moment you want to do something different, the 
moment you want to tailor it to your business, it doesn’t do anything.”

On the question of cloud, on-premises, or hybrid deployments…

Chris McGugan, SVP of Solutions & Technology, Avaya:

“It really comes down to what’s the customer trying to solve for and what’s 
the pace at which they can afford to transition to a cloud service. It is not  
a one size fits all and it’s not a flash cut.”

Tom Eggemeier, Partner, Permira (former President, Genesys):

“… the vast majority of [our new] customers purchased a cloud solution and 
implemented a cloud solution. That is the trend that is absolutely happening. … 
I really believe people are going to migrate at their own pace, but the world is 

moving to cloud.”

Read more on No Jitter  >>
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COMMUNICATIONS,  
EVER-EVOLVING
As Eric Krapf, Enterprise Connect GM and my fellow conference program co-chair, 
discussed in this eBook’s opening piece, the pace of change in enterprise communications 
and collaboration is picking up. That is in no small part because of the continued shift 
from on-premises, hardware-based implementations to cloud-resident, software-centric 
deployments. And so it only seems fitting that we close this book with a change-oriented 
question that bubbled up during our day one programming: Where are we headed with all 
this talk of communications APIs and open development platforms for communications?

Industry executives who participated in our event-opening general session on “the 
way forward” batted around the topic in a discussion about which model would prevail: 
communications-first applications that integrate business and productivity capabilities, or 
business applications that integrate communications and collaboration as commoditized 
features and functions. This has become a perennial question, once reflecting a conceptual 
pipedream and now, increasingly, a business decision.

Particularly spurred by the team-oriented, workspace-centric collaborative hubs such 
as Cisco Webex Teams, Microsoft Teams, RingCentral Glip, Slack, and so many others, 
business and productivity capabilities are becoming common fixtures with communications 
and collaboration applications. On the flip side, depending on use case, embedding 
communications into a business application—think Salesforce—has become equally as 
appealing—a commoditization, if you will, that doesn’t always sit so well with folks that have 
built their careers around the communications stack.
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But, as we heard from industry leaders participating in that kickoff general session, 
communications as a standalone category is here to stay. After all, communications—
particularly voice—is the single application that spans the corporation, as we discussed 
during the session. Regardless, panelists agreed, whichever way ends up dominating—if 
such an end state is ever possible—shouldn’t matter. What’s important is that a decision, 
whatever it might be, is made with the goal of better serving the business.

Read more on No Jitter  >>
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ADDITIONAL RESOURCES
Full Enterprise Connect 2019 event coverage is available on No Jitter, which offers 
insight and analysis from leading experts in the enterprise communications and 
collaboration industry as Enterprise Connect’s community site. 

Our free webinar series offers 60 minute webinars and 30 minute ExpertCast deep 
dives with subject matter experts.

Read the blog to stay up-to-date with new and exciting things coming to Enterprise 
Connect, hot topics in the industry, and trending news on EC’s community site, No Jitter. 

Sign up for the Enterprise Connect and No Jitter weekly newsletters to get insight 
and analysis from leading experts in the enterprise communications and collaboration 
industry and stay abreast of the latest trends.

Be in the loop year-round, follow us on Twitter.

“Like” our page, contribute key facts and case studies, or start discussions that 
pertain to your needs and interests.

Join Enterprise Connect’s LinkedIn Group to connect with our community year round.

Watch select sessions and interviews from the Enterprise Connect event.
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