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I'm excited to welcome you to
thefirst issue of AORTA, Lu-
minant's monthly Research &
Development (R& D) newslet-
ter. Asyou read thisissue, you
may be wondering why Luni-
nant isinvestingin R&D. On
the other hand, you may be
wondering why we have waited
thislong to get started. Hope-
fully, | can answer this.

The main driver behind our de-
cision to allocate personnel,
time and money to R&D is our
clients. Asthe market has
changed over the last year, our
clientsare lessinclined to have
uslearn ontheir dime. Thereis
also more competition for ser-
vices, and consequently, our
clients are asking for usto bring
something extrato the table.
R&D isagreat way for usto do
this.

By having an R& D function,
we hopeto find new and inven-
tive ways to bring our learnings
totheclient. We want to show
the market that we experiment
on our site so that we can better
implement on the client's site.
Very few of our competitors do
this. Over time, as our market

becomes even more main-
stream, thisis one factor that
will differentiate us.

Chetan Sharmawill be lead-
ing our Enabling Solutions
R&D practice. Chetanisa
highly experienced Principal
Specialist. He hasastrong
background in technology
R& D and has been perhaps
the most prolific contributor
to the overall Luminant base
of knowledge in the wireless
arena. | have asked Chetan to
expand his focusto go beyond
wireless. He has solicited
input from many of our sales
and delivery leaders to find
out what you (our clientsand
our people) want usto re-
search. While we will not be
able to investigate every new
technology, we hope that our
effortswill shed light on the
technologies that will most
impact our clientsin the com-
ing years.

To help broaden our horizons,
you will notice that this edi-
tion has contributors from
inside and outside of Lumi-
nant. We believethisisthe
best way to leverage the

power of the internal and
external Luminant knowl-
edge network. Thisis
something we would like to
continue. If you would
like to contribute to any of
our subseguent issues,
please contact Chetan and
he will get youinthe
gueue.

Again, | hopeyou are as
excited as| am by this new
venture and the person who
will be leading usinto the
future, Chetan Sharma. |
look forward to learning
from Chetan and his team.

Scott Williamson
VP Enabling Solutions
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Always On Real-Time Access

hat greater topic to discussthan AORTA it-
self — Always On Real-Time Access. The
term *AORTA” in the computing context was
coined by master technology and business
trend-predictor Mark Anderson afew years back. The basic
ideaisthat computing devices will always be “ connected” and
have “access’ to “real-time” information. The devices can be
disparate — from laptopsto TV to cell phones and everything
in between. And thisinformation is not only static but also
dynamic. Dynamic information
extends to much more than what
we are accustomed to today for

e.g. data-mined rich information
that can today take hoursto ob-
tain and analyze being available
literally at our fingertips. If you think about it, “information”
isthe basic building block of any civilization/revolution.

Information needs to be de-
livered at the “speed of
thought”

Centuries ago, it was the printing press that spread knowledge
and started the revolution. To get information from point A to
point B, there often are multiple steps. For e.g. afew decades
back, if you were looking for a nice Italian restaurant in a new
neighborhood, you probably would have to just roam around
inthe areato find one or find afriend who might be able to
recommend something. After that, yellow pages (directories)
became popular; they helped in narrowing down the list but
were not something you want to carry in your wallet. In came
Internet, and it further shortened the amount it took to get to
theinformation, afew clicks here and there and you had your
information. However, you almost never had accessto thein-
formation when you needed it the most — lost and wandering
inan alien city.

Well, wireless and web met, got married at first sight, and thus
started an incredible revolution. After the short honeymoon
was over, the two industries have been working hard at mak-
ing the AORTA dream possible. Today, you could potentially
get the information you need on your wireless web enabled
phonein any decent city, BUT coverage needs to be there and
you still have plow through 15 stepsto find it. Isit quicker
than calling ahelp-line? In most of the cases, probably not.

So, what's missing? “ Context -Sensitivity” — meaning, if Tom
islooking for Food, Information databases should consider the
fact that it’s close to midnight in the middle-of-no-where and
Tom is speeding at 80 m/hr to escape those pesky flying bul-
lets, so the system needsto figure that out in a matter of sec-
onds and present Tom with the Top 3 (with the first one being
directions to the nearest police station) choices available under
the circumstances. If the system gives 50 different options and
20 layers of menu-items, it’s not information, it’s garbage.

Information iswhat is fine-tuned for the user based on the
user’ s preferences, context, and usage device. The key isfor
Tom to get to the information in minimum number of steps
and without delay. Y ou see where | am going with this.

Information needs to be delivered (and of course processed) at
the “ speed of thought” (with due apologiesto billg).

Above was a simple consumer application, but what if the
same demands were placed on enterprise datawhich is harder
to process, is all over the place, and nost of the times, we
can’t make sense of it anyway.

So, what do we see as key ingredients of an AORTA ecosys-
tem — data mining of bits and bytesto convert them into infor-
mation, effective transcoding techniquesto deliver informa-
tion to appropriate situation, agents at client, network, and
servers, and the infrastructure technologies to make it all hap-
pen. Let’sreview them one at atime.

Pop Quiz:

Q. What’ s the most valuabl e asset that
AOL has besides Steve Case and that
Amazon has besides Jeff Bezos?

A. It’ s the consumer-profile-and-preference
database of millions of users.

r AOL and Amazon track every sin-
= gle move you make on their sites.
They collect the data, studly it,
memorizeit, and useit. They know
that Texans like blue background on
Monday mornings while New Y ork-
ersprefer black on Sunday nights.
The point is—they learn the trends
and user behavior and use the
“information” to customize user ex-
perience and sell more. And this
was just for one channel —the Inter-
net. Imagine the complexity and
challenge when you are accessing
AOL viamobile devices, AOL TV,
Voice, Airport Kiosks, Gameboys,
Plane-seat terminals, automo-
bile PC, etc. | think having a
good strategy and infrastruc-
ture-base to support multi-
channel users and user devices

Microsoft’s Stinger Platform:
Which device do you want to
reboot today?

isabsolutely critical to the future of net-based solutions.

Continued on Page 3
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Transcoding or “transformation of content” isinitsinfancy to- and make the interaction fun, short, and sweet.
day. If you look at any major wireless web service today, esp. in
US, there are two basic flaws:. separate content database for each  The other night | was at a dinner meeting with Rich Tong—

devicetype (Y ahoo! currently has over 7 version of their con- Cofounder of Ignition Corporation— the powerful VC firm
tent — ouch!) and content adaptation based on device featuresand  which focuses exclusively on the wireless Internet market.
user preferencesis minimal or non-existent. AT& T’ sweb con- He jokingly offered areward for finding away to get onto
tent appears the same way on Mitsubishi T250 (8 line display) the wireless web on his phone. His point was— it’s pain-
and Ericsson R280L X (4 linedisplay). That’s clumsy. Also, fully difficult. Compare this to Japanese iMode devices—
these interfaces are not adaptive based on my interaction-history. thereisabutton marked “i” — hit that and you are con-

Why not? Because they don’t have away to do datamining, yet!  nected.
And that’ sjust one-channel, add voice, broadband to it and it
gets more complicated. With time, transcoding tools and services

will improve. “AlwaysOn” is easy With.dedicated el gctr_ons— LAN, Ca
ble, Broadband, Fiber but if we are to live in acommunica-
Have you ever wondered what your comput- — tions-everywhere world, we should be

able to communicate everywhere —
walking in amall, sitting on an air-
plane, driving a car, on afishing boat
etc., and we should be able to access
any pertinent informetion we desire. Its
richness and detail isonly restricted by
the end-device. With 2.5G wireless
technology GPRS (General Packet Ra-
dio Service), we have moved a step
closer to an “aways on” world. There
are other technology developments
such as voice-based access and wireless
LAN, which are aiding the process.
Similarly, enhancementsin theiTV
world (WebTV, UtlimateTV, Com-
merceTV, RespondTV, etc.) are very
exciting. Possibilities are endless.

ing devices are doing at night or when you
are not near them? Probably not, because they
typically do nothing. Isn’t that such awaste
of the enormous computing power at-hand?
What if there were programmabl e software
agents with each device that could gather in-
formation, be your personal secretary, negoti-
ate, transact on your behalf, and utilize this
idle time amongst other periods to do useful
stuff. On the server side, we already have
some advanced interactive alerts capability
from products like Xalerts from Categoric
Software. These alerts can work closely with
your enterprise solutions (or consumer solu-
tionsfor that matter) to alert or escal ate of
situations or events as needed to the devices
you have on the networks you use.

Often times, we have to login to get to
information. Bven that step can be
eliminated by effective use of biometric
authentication and verification.

In our restaurant case study, wouldn't it be
convenient (in your car) if you just say “Can
you find some nice Italian restaurantsin the
area?’ and boom! | get the top 3 choicesto

make reservations from along with discount AORTA devices are dready being rap-
coupons and info on friends who might be in idly prototyped and field-tested.

the area, etc. OR push no more than two but-  Paper Phone—Carry in your wallet o _ .
tonsto get theinfo on acel |_ph0ne_ Humans Full Article @ http: //www.latimes.conV _In upco_ml Ng ISSUes, we wi ”be discuss-
for most part have a set behavior pattern like business/cutting/ttimes/20010308/ ing the issues and technol ogies that are
swinging by the nearby Starbucksinthe 1000020343 html driving our AORTA ecosystem.
moming to order atall latte. Y our timing to . . . , .

the shop might fluctuate, but your order probably won't. These | @M very interested in hearing about what's on your mind.

behaviors can be learned by both your vendor as well as software P1€ase send your questions, opinions, observations, ideas
agent, so the next time you begin to open your mouth to order for future issues. Y our _em_ajl might be_l ncluded in this
something, your agent will go, “Are you having the usual Mr. news|etter, unless you indicate otherwise

Hopkins?’ and all you say is“uhmm, Yes’, and rest istaken care . .
off — ordering, payments, update of balance, caffeineintaketable MY thanksto John and to everyone who contributed to this
for the day, etc. You of course will have to walk out of the car |SSU€.

and pick-up your order. But no waiting in lines and fiddling for

change whileyou try to wake up. A company called Ontain is Y our comments are always welcome.

actually developing such solutionsfor retailers and has several

trials going on— including one with Starbucks. So, you see tech- Thanks,

nology’s roleisto help eliminate “information transaction steps”
Chetan Sharma
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How to empower your business with Enterprise Alerting?

- John Virden

Enterprise alerting is enabling a
business transformation. By
“reducing time to know and re-
spond,” it becomes an indispensa-
ble part of an organization’s tech-
nology infrastructure. Enterprise
aerting notifies people of critical
information and events and em-
powers them to capitalize on -
portunities and respond to situa-
tions before they become prob-
lems. The results are real-time de-
cisions that improve operational
efficiency across the enterprise as
well as enhanced speed, productiv-
ity, collaboration and customer
loyalty.

The best enterprise alerting will
allow abusinessto:

Detect Critical Events Across
the Enterprise

Conduct Business Anytime,
Anywhere

Handle Dynamic Events
Respond Immediately
Empower Individuals

M easure Performance

Not all enterprise alerting technol-
ogy is created equal, however.
Solutions that claim to provide it
should be tested against the fol-
lowing 10 key requirements. In
order to deliver the highest level of
business benefits, enterprise alert-
ing must:

“Weareontheverge
of entering Phase Two
of the intelligent Web:
machine-to-machine
communications”

Tim Berners-Lee
W3C

1. Beindependent of any specific application. Organiza-
tions run multiple applications today, and these will “ :
increase and change in the future. It must be able to i According to our
support all of today’ s applications, and be future- figures, there were 5
proofed for those to come. new Internet users
2. Beindependent of any specific database. It must be every second of last
able to work against any corporate database, today and

in the future. year

3. Not berestricted by any single standard or technd-
ogy. It must support any of the standards that may be in NUA Analysis
use within and external to the enterprise. For example, "ABillion Customers,
this means supporting multiple e-mail standards as well Anyone?"
as standards such as XML, HTML, etc. by Kathy Foley

4. Support visual methods for rapid building and man-
agement of alerts. The nature of alert building and
management is very dynamic, which demands the abil-
ity to rapidly build, deploy and manage the alerts generated. Only visual model-
ing capabilities support this requirement.

5. Be scalable and robust, and run acr oss multiple platforms. It must be able to
run 24/7 and provide support for the large number of notifications being distrib-
uted to many thousands of recipients. In today’ s business environment, support
needs to be provided for Windows NT and multiple UNIX server platforms.

6. Enableinteraction. It is not sufficient to be able to just deliver real-time alertsto
individuals and groups. The recipients must also be able to respond to the notifi-
cation and enabl e action(s) to be taken to resolve the issue immediately.

7. Support complex alerting capabilities (such as non-replication and escalation).
Alerting is not asimple process, and systemsthat do not provide the complex
logic functions to properly manage and control the alerting process will not pro-
vide enterprise-level capabilities.

8. Support multi-channel output mechanisms for alerts. Recipients of alerts must
be able to receive the output on the device most appropriate at any given time.
Just supporting e-mail output is not sufficient in today’ smobile world. Other
mechanisms such as SM'S, WAP, Fax, HTML and XML are also critical.

9. Not berestricted to database queryinitiated alerts. Critical eventsare not de-
tected only by polling databases, but also by receiving triggered initiation, by lis-
tening to specific inbound e-mails or SM'S messages and, most importantly of all,
by inter-application communication viaAPlIs.

10. Allow recipients some degr ee of personal control. Recipients need to be able to
have some control over which alerts they receive, the parameters that trigger
those alerts, and how they receive them.

By making sure the alerting technology you implement is truly enterprise-strength,
you can empower your business to proactively manage the entire value chain (goods,
money, time and people), prevent disruptions to the business, and personalize cus-
tomer interactions, transactions, and service.

John Virden is Vice President of North American and Asia Pacific Operations for
Categoric Software, afirst mover in alerting infrastructure technology for the multi-
channel enterprise. Heis also a member of renowned Blue Angels.
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Working Off the grid: An
Architecture for Computing On
Unreliable Wireless Networks
- Colin Hendricks

Wireless computing networks have been
hyped as panaceas that will revolutionize
modern life. Marketers have told you your
cell phone will warn you that your flights
are late or an important customer has just
placed alarge order, and your PDA will
show you avideo conference call. From de-
vice makers like Palm to wireless network
providerslike Sprint PCS and AT& T, every
player in the market is promising that wire-
less computing will change your business
and your life.

Clearly, wireless technologies offer huge
opportunities to revol utionize business. But
those of usintending to realize those oppor-
tunities today must remain cognizant of
their limitations.

Want to read the entire white paper? Please
go to http://mwww.luminant.com/images/
workingoffthegrid.pdf
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Have an interesting stat or quote to share!,
please send me the info.

AORTA

ethermail

Some Observations

1. Thismay be a bold observation but | believe WAP is going to fade
away and thereal action in the wireless space is going to be in the devel -
opment of thick client cached applications for enterprises (not consum-
ers) built on architectures like Vaultus and @hand.

2. Another thing that's becoming clear isthat the network carriers have

paid way too much for 3g licenses. Some will go bankrupt and otherswill
consolidate and the rollout of 3g networkswill be delayed for years.

Colin Hendricks
S. Manager, Houston

Calin,
"We'refacing a
situation where an
industry is heading
for bankruptcy
before even a 3G

Mobile Communications International (MCI)
magazine recently did awholeissue on “Is
WAP on Fireor burnt out?’” My take on WAP
inafew wordsisthat it will haveitsplacein
the world for the next 1-2 years as a solution

but won'’ t be taking over the world as once call is made,”
thought. | think lousy marketing and poor ap-

plications did it for WAP. There are some nice

enhancements that WAP Forum is working Hans Geyer

on — graphics, multi-modal browsing, security
etc., which | hope see the day of light soon.

2.5G should be sufficient for most of the inter-

Intel vice president and
general manager
speaking to delegates at
GSM World in Cannes

esting applications and servicesin the near
term. (Based on most of the industry insiders |

have talked to, first phase of 2.5G won’t deliver anymore than 20kbps—
reliably, also it alone won’t be the savior to WAP— asforecasted by the
industry, good applications will.) US carriersare hopelessly living in pre-
historic age. And having multiple standards doesn't help either. On top of
that, with the bubble bursting in the recent past, telecom capital spending
is down something like 40%, so | think you are right in predicting delay
in 3G rollout worldwide (except Japan), although Sprint and AT&T are
aggressively talking about their plans to implement 3G starting late this
year. | talked to Susan Cheney—VP and GM at Sprint in January about
3G and she was pretty upbeat about the forecast and mass adoption. |
don’t think that will happen before 2003. (why?, find the answersin the
next issue)

We will be closely following both WAP and 3G in the future issues.
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I amtrying to look at Voice Apps from Consumer/User point
of view and System Integrators point of view

Consumers
What types of apps/content will be accepted? What will work
and what won't?

Are Text to Speech engines output good enough for reading
emails etc. What would be the Advertising
model ?

Developers

1) How well developed the technology is. How realistic
is Natural Language Understanding?

2) What kind of things are possible and what is not.

3) IsVoiceXML the only solution that’ s available?

4) Howready arethe current systemsto take the

additional voice channels. What are the alternative ap-

proaches to scal e systems to make sure that caller gets ser-

vice.

Eswar Eluri
S. Specialist, Seattle

Eswar,

Let’'stake one question at atime:

Types of applications that make sense for voice (under its cur-
rent incarnation)

Information retrieval

- News, sports, weather, traffic, stock quotes.
Customer Care

- CRM, Inquires, Order tracking and status,

Appointment scheduling

Travel Support and L ocation Services

- In-vehicle, 411/511, Location based information,
wesather

aerts, airport delays

Sales for ce automation

- Lead tracking, field services applications
Transactions

- Financid: banking, stock trading.
Telephone services

- “Virtual storefront” , voice routing, Personal voice dial-
ing.
Intranet

- Inventory, ordering, HR services, portals
Unification

- Personal portals & agents, merged/unified messaging.

Applications/Services for which voice isNOT suited for are the
ones, which are visually-oriented, have complex navigation,
extensive content, noisy environment, requires extensive user
input and privacy environment.

Revenue Model — For Portals like TellMe, the advertising
model is sort of working (they insert ads in between dialogues

AORTA

every now-and-then), but as you know, gone are the days where
businesses were built just on advertising models. It can be part
of the revenue model but not the model.

Regarding text -to-speech engines for emails, the technology
exists, however the bigger problem is areasonable pricing
model. Remember General Magic came out with the voice solu-
tion about 3-4 years back but it didn’t catch traction because of
unsupportable pricing models. | haven't tried out the hottest
player in this segment yet. (Etrieve — funded by Ignition).
Maybe someone can comment on how AOL Voice accessis

working out. >

VoiceXML in of itself is not com-
pletely there (with 1.0 spec). :
Thar swhy folkslike Tellme, | 200K Recommendation
BeVocal, IBM, and others have : .

their own extensionsto VxML. BO_I d S_Cl ence: Seven
With extensions, pretty good solu- - SCientists \WWho Are

tions can be built. Tellme and Changing Our

BeVocal consumer portal is based _
on VoiceXML, which are by far World —Ted Anton

one of the best implementations | onee| started readi ngthis

out there. NLU solutions are still | pook, just couldn’t put it down.

in their infancy. It will probably | Fascinating read into the

take another 12 months before we ' worlds of 7 scientists from

see good integration of NLU with | different backgrounds and area

Voice. of expertise. Inspiring and fun
toread.

If you look at the member list of

VoiceXML Forum, you will no-

tice one key absentee — Microsoft.

They are promoting their own

speech technology. There are

some other speech implementations — notably from Conversa,

Speechworks, and Nuance and others — but noneis a standard —

often akey requirement for any implementation to capture mar-

ket share. In May 2000, the W3C V oice Browser Working

Group officially accepted the VoiceXML 1.0 spec asthe basis

for aforthcoming official W3C speech markup language stan-

dard.

Scalability —that’s of course one of the key issuesto compre-
hend for any robust large-scale solution. In addition to caching,
network optimization, multi-threaded servers, load balancing,
voice solutions require intelligent grammar compilation and
architecture so that there is no single point of failure. It's hard
to find published studies on performance, we will haveto learn
most of it on our own.

Rumor Mill
A class on voice enablement coming to a
conference room near you
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