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Today’s world is different than the one that formed the original concepts of mass 
marketing. Our domestic population’s shift from essentialism to existentialism has 
resulted in unpredictable market-of-one needs for products and services. The once 
typical middle-aged accountant with 2.4 kids now also owns a Harley and listens to hip-
hop. What market segment does this fall into? The traditional Customer Relationship 
Management (CRM) model appears ill-fitted for this new task. Indeed, there is now the
opportunity to flip this model upside down and allow the consumer to voice the specifics 
of their need when the need occurs.

Within the Business Innovation Group, we look at the effects of applying innovative 
concepts to an industry and how disruptive and sustaining concepts need to have 
business models that match their markets. In this article, we will discuss a disruptive 
technology called Intelligent Agents (IA’s), with a focus on “voice”, as once again the 
Killer App, and the shifting of data and applications to an intelligent network in the mobile 
world. We will also discuss another disruptive concept called Personal Data Sanctuaries
(PDS’s) and how, in combination with Intelligent Agents, they may shift the balance of 
power back to the consumer and the network and away from a computer’s Operating 
System (OS).

If we look at wireless telecommunications today to understand how the concept of 
“mobility” will truly extend the technology that surrounds our lives, there is a fundamental 
gap in the world connected through voice versus the world connected by data. In 
essence, a world connected by voice requires little if any training; conversely, a world 
connected by data typically contorts our daily processes into a structure of hierarchies 
and tables that have little in common with how people complete tasks. It is not that data 
is more or less important as a means of communicating, but rather it is that getting and 
interpreting relevant data is becoming more and more complex. So, the gap between 
systems processes and people processes grows continuously larger. This results 
in the need for complex training, a patchwork of processes to satisfy systems needs, and 
a growing resistance to those technologies entering our lives.

So, what are Intelligent Agents? Simply put, an Intelligent Agent is a representation of 
you, much like an avatar, that acts as an assistant that can remotely run your 
applications and retrieve data via the mobile network. They are designed to act 

autonomously, adaptively and interactively. IA’s act 
autonomously to accomplish objectives by being: 
goal-directed, knowledgeable, persistent, proactive 
and reactive. They adapt to their environment with:
dynamic interaction, alternate methods, and machine 
learning. Lastly, IA’s interact to achieve common goals
through: communication protocols, knowledge-
sharing, coordination strategies, and negotiation 
protocols.

IA’s thrive on a common network protocol and work 
like computer viruses by self-accessing systems and 
invoking applications. Also similar to biological 
viruses, the IA’s sensor mesh arrays and 

computational grids mimic biological systems such as families and communities in 
various states of being and complexity. IA’s, however, do not enter unwilling hosts.
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Indeed, compatible, secure docks, at the access points for data and applications, are 
required for the rapid collection of information.

So, let’s look at a sample scenario of how an Intelligent Agent might assist us with some 
everyday task. My wife and I are traveling in a new part of town and want to know if 
there are any Thai restaurants in the area. I say into my phone, “Are there any Thai 
restaurants in the area?” My Intelligent Agents are then deployed into the mobile 
network to 1) determine my location and direction, 2) open the local directory, 3) identify 
the category “restaurants” and the sub-category “Thai” and 4) perform route 
optimization, which minimizes the distance or time to the destination, from my present 
position to find a match for my request within a 5 mile radius. So far, this is similar to 
what is currently available with a standard GPS system, except the use of voice 
recognition software and the fact that none of the databases or applications is located in 
the car. In fact, the IA will most probably use Web Services to pull together compatible 
functionality as needed and may not apply any single existing application at all. 

After identifying two potential restaurants, the Intelligent Agent now begins to use its 
inference engine and the compiled data in my Personal Data Sanctuary to present the 
best choice for my wife and me. My Personal Data Sanctuary has collected years of 
history of my preferences, choices, transactions as well as compiled medical, legal, 
regulatory, home, travel and financial information. At first glance this might sound 
threatening, however the information is stored in a partitioned data cell that I alone own 
and can access and analyze using my IA. Although I am responsible for my data 
security, there is little exploitive interest in hacking the contents of a single encrypted 
data cell especially when the intrusion is identified in real-time with only one point of 
entry linked to your phone (ie. no back door). This strategy potentially satisfies privacy 
watchdog groups and alleviates the burden of securing storage of sensitive information 
that currently weighs upon corporations and loosely controlled government entities.
Hundreds of anonymous profiles are created to match my needs with various CRM 
systems to provide timely and efficient delivery of targeted services, such as city guides 
and restaurant directories.

The information from my Personal Data Sanctuary helps the IA to steer us away from 
the All-You-Can-Eat Thai Buffet and towards a unique eatery on the south side of town.
The IA announces available seating times based on our ETA and informs us that valet 
parking is available. As soon as we walk in the door of the restaurant, the RFID pad in 
the restaurant initiates a Wi-Fi permission call to my phone, similar to an ATM login,
which I accept and authorize the restaurant’s access to my profile for tonight’s dinner.
During dinner, the IA’s use a mesh network to identify another couple that we know at a
table towards the back. At the end of the meal, I use my cell phone to pay the bill and 
take advantage of a promotion being offered by my travel club for this restaurant (the 
club receives real-time notification of my validation of the ePromotion). The IA has 
collected all the menu choices made so that my profiles for future Thai experiences take 
into account my taste, preferred ambience, timing, and financial preferences.  All of 
these processes leverage the mobile phone as a conduit to the appropriate databases or 
applications requiring no additional processing power or power management.

Sounds like the stuff of science fiction? Well, the first IA’s were actually deployed to 
NATO troops in Kosovo in 1997. A single soldier could send 100 agents over low 
bandwidth networks to collect video footage from overhead Apaches, schematics of 
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buildings that lie ahead or the vital signs of the other members of the platoon. All of this 
was voice activated and viewed on flexible LCD screens worn on the sleeve. The 
drawback of the technology was that too many soldiers were transfixed on the sleeves 
and not on the task at hand…information overload is the lesson to be learned there. An 
IA must be able to filter and delegate the information in a way that is consistent with the 
environment the requestor is experiencing. While a difficult task, most consumer and 
enterprise activities can feasibly be mapped according to processes or workflow.

These client models create predictive personalization functionality by using algorithms 
that run serially to meet the real-time needs of the mobile user. The models will 
eventually be able to configure Web Services functionalities on-the-fly to respond to a 
request. Within the realm of large-scale data mining, existing products lack the ability to 
run in parallel against very large volumes of transaction data from disparate databases 
and, therefore, lack the ability to scale. Further, existing systems fail to automate the 
exploration of predictive or descriptive information. Questions of this nature almost 
always require hands-on analysis. To solve this problem, an Intelligent Agent must 
support both predictive modeling (classification and estimation) and descriptive modeling 
(clustering and association) solutions using a variety of algorithms.

When Intelligent Agents are first introduced to the consumer market, their functionality 
will be much simpler. The focus will be, as it should be, on maintaining the small handset 
form-factor that people enjoy, thereby leveraging remarkable battery life, and providing 
interoperability with numerous display and input devices—currently the two most notable 
barriers to PCs finding their way to your hip. In an Intelligent Agent world, data and 
applications are configured as needed within the network. Thus, the entire world’s 
computing power will be accessed through a “Star Trek”-like CommBadge and your 
ability to ask the right question.

Each of these innovative concepts, IA’s and PDS’s, could be developed within large 
conglomerates or telecommunications carriers, but would they be successful? Well, the 
IA concept is a logical extension of today’s search engines like Google. If that is the 
case, then who will be the most appropriate trusted entity to drive PDS to the market?
Who can develop profitable business models to take each concept to market at a price 
comparable to similar services that either sustain or disrupt existing product-sets? The 
future holds the answers to these questions, but in the meantime, the Business 
Innovation Group could be working with many of your TMT clients to determine how well 
they are positioned to take advantage of innovations like these.


