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For the past few decades, every ten years 
a major disruption has occurred that 
altered the digital landscape: from the 
PC revolution of the 1990s to the internet 

in the 2010s. Each development brought 
powerful opportunities for businesses 
that were smart enough to change.

“It’s almost as dependable as Moore’s Law. 
It’s uncanny,” said Dr. James Whittaker, a 
Microsoft Distinguished Engineer, speaking 
at Avanade’s TechSummit in 2016. 

In this year’s Technology Vision, Avanade 
aligns itself with this “uncanny” rule 
of thumb. We believe all businesses 
are only a few years away from a new 
era – one where we will need to focus 

AI becomes a reality

As smartphone companies continue to 
make their products ever-thinner and 
bigger (or is it smaller again?), and app 

something powerful is going on.

of technologies and processes – has 
become a reality and is already beginning 
to add value to businesses, as well as 

And with the dawn of AI, new ways for us 
humans to interact with, experience and 
use technology are becoming the norm: 
through our voice, our heartbeat, our 
geolocation. Sometimes we don’t need to 
do anything at all to “use AI.” It just works.

Introduction  

“Humans are 
allergic to change. 
They love to say, 
‘We’ve always 
done it this way.’  

 

– Grace Hopper

http://www.avanade.com/techvision
http://blog.avanade.com/inside-avanade/avanade-spotlight/the-best-of-avanade-comes-to-life-at-techsummit/
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Look out for the unintended,  
secondary impacts
There is, however, a catch. And it’s a  
big one.

AI needs to leverage personal data in 
order to run and unlock value for us. It 
enmeshes itself more intimately in our 
lives. It is automating tasks that once 
needed human interaction. It’s also doing 
things that, by their nature, put people’s 
lives, health and happiness on the line 
(think self-driving cars, for example).

Every digital action can have an equal 
and potentially unintended consequence. 
Because of the scale of disruption going 
on, the actions we take today could have 

term future. As a result, we must all start 
taking greater responsibility in order to 
build up trust. Which is why digital ethics is 
an imperative as we move into this new era.

Now or never

world. To win in it, you need to begin 
transforming now or you will not be able 

take your business into this new era: 

• New User Experiences: Deliver more 
meaningful – and magical – interactions

• Augmented Workforce: Take 
human capabilities to new heights

• Platform Economy: Gain exponential 
value from new ecosystems

• DesignOps: Re-engineer your outcomes
• Digital Ethics: Leap into the 

unknown with a clear conscience 

Consider this report a guide to preparing 
for what is in store for you – whether 
you’re a business or an IT leader – over 
the next two to three years, empowering 
you to experiment and take baby steps 
as we get ready for 2020 and beyond.

http://www.avanade.com/techvision
https://www.avanade.com/~/media/asset/point-of-view/navigating-ethics-in-digital-world-pov.pdf
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Say goodbye to everything you 
know about customer experience. 
And say “Hey Cortana,” or “Hey 
Siri,” or “OK Google” or “Alexa.” 

Today the broad spectrum of technologies 

as neural networks, natural language 
processing, cognitive and machine learning 
– are combining with established digital 
innovations to provide new ways for us 
to interact with and serve customers and 
employees. But this is just the beginning.

As our mastery of cloud, big data and 
mobile continues to converge, AI-driven 
user interfaces will lead to ever-deeper, 
more meaningful interactions, sharply 
tailored to the individual and his or 
her situation. We call this “situational 
centricity,” a step further than simply 
user-centric or individual-centric. In the 
future, it won’t just feel like personalized 
service. It will be distinctly human, almost 
always “invisible” and seem magical.

New User Experiences
Deliver more meaningful – and magical – interactions

http://www.avanade.com/techvision
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Why now: As apps peak, 
new forms of UI rise
One day, grandkids will ask their elders 
how on earth we hailed a taxi through 

we are only starting to see signs of a 
new and emerging reality for the digital 
consumer. But change will come quickly.

The death of the app (as we know 
it): Apps won’t die overnight, but they 
may have reached their peak. In 2016 
smartphone users had about 27 go-
to apps installed on their smartphone, 
but they spent over 85% of screen time 
with . For businesses, 
this means the potential value of 
creating apps is diminishing, too.

The rise of chatbots and conversational 
UI: As apps decline, chatbots rise. In the 
two months after Facebook opened 
its Messenger Platform for third-party 
chatbots, nearly 11,000 were created. 
Meanwhile, 65% of millennials say they 
prefer speaking to bots versus live agents, 
according to one study. These intelligent 
agents are bringing conversational UI to 
the mainstream. It’s the more “human-

like” connection, a feeling of actually 
chatting with “someone,” that is providing 
a new horizon for the way customers 
interact with brands. And while you might 
expect that “there will be a bot for that,” it 
won’t be that simple. The bots, powered 

contextual situations and an increasing 
mesh that powers the business model.
  
New UI is seamless with lots of voice: 
New forms of UI are also taking shape – or 
more accurately, not taking any shape at 
all. Today Amazon Echo lets consumers 
restock up on supplies or 
vacation just by talking with Alexa. Cortana 
can schedule a meeting for you; Siri can tell 
you if you need a sweater when you leave 
the house. And HoloLens and holographic 
computing let you experience mixed 
realities that were not previously possible.

CASE STUDY 
This robot will take your 
money (and save it)

In hopes of making saving 
easier, San Francisco-based 
Digit created a chatbot that 
helps you put money aside 
by analyzing your spending 
history and daily activity. It then 

small sums of cash, between 
$1 and $150, on a regular basis. 
The company says it has saved 
its customers $250 million. 

http://www.avanade.com/techvision
https://techcrunch.com/2015/06/22/consumers-spend-85-of-time-on-smartphones-in-apps-but-only-5-apps-see-heavy-use/
http://venturebeat.com/2016/06/30/facebook-messenger-now-has-11000-chatbots-for-you-to-try/
https://www.ibm.com/blogs/watson/2016/09/introducing-watson-virtual-agent/
http://www.geekwire.com/2016/expedia-moves-voice-commanded-travel-services-new-amazon-alexa-skill/
http://www.geekwire.com/2016/expedia-moves-voice-commanded-travel-services-new-amazon-alexa-skill/
http://www.businessinsider.com/digit-savings-bank-account-service-2016-10
http://www.businessinsider.com/digit-savings-bank-account-service-2016-10
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impact on the way people experience 
their world – both digital and physical.

AI-powered experiences: Invisible 
UI, voice-powered engagements, and 
unimaginable experiences powered by 
mixed and virtual reality are already 
becoming second nature to many 
consumers. Soon all major brands will have 
conversational AI and human-like chatbots 
to improve sales and customer service. 
Businesses that are not experimenting and 
exploring opportunities to deliver these 
experiences will be out of the picture, 
similar to not being on mobile today.

AI magic, sprinkled everywhere: Science 
Arthur C. Clarke noted that 

indistinguishable from magic.” AI is no 

be something like a “fourth dimension,” 
sprinkled on top of the existing digital and 
real-life worlds to add more intelligence, 
awareness and personalization in every 
context. This will go beyond simply 

responding to your needs intelligently. It will 

value before you even know you need it.

AI for everyone: To date, AI has been 
accessible primarily to the technology 
players. In the next few years, however, 
the democratization of AI in product 
and experience design will cause a shift 
from research labs to the masses. Already 
Microsoft has proved to be a leader in 
this approach, with the creation of the 
open-source AzureBot, as well as making 
Azure the primary cloud platform for Elon 
Musk-backed OpenAI, which is sharing its 
AI research with the world. Amazon has 
similarly made its AI capabilities available 

CASE STUDY 
A to-do app that sets 
your deadlines

Todoist is a productivity app 
to help users better manage 
their personal and professional 
lives. It recently added an AI 
feature, which analyzes a task’s 
complexity and the amount 
of time you should need to 
complete it, to automatically 
set a due date for you. 
Unfortunately, even though it 
can tell you when to work, it 
still can’t do the work for you.  

http://www.avanade.com/techvision
https://www.clarkefoundation.org/about-sir-arthur/sir-arthurs-quotations/
https://blogs.microsoft.com/blog/2016/11/15/advancing-ambition-democratize-artificial-intelligence/#sm.00001nl4tb3p6edznws2girqu0pp8
http://www.geekwire.com/2016/amazon-launches-new-artificial-intelligence-services-developers-image-recognition-text-speech-alexa-nlp/
http://www.theverge.com/2016/11/16/13644314/todoist-app-ai-smart-schedule-due-dates
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Bottom line: Think about 
business outcomes

citizen in the enterprise by 2020. Here’s 
what you need to do to be ready.

Rethink customer experience: Designers 
must prepare to build new worlds 
without relying on screens and swipe, 
and consider instead voice, holograms, 
gestures and other emerging paradigms. 
AI experiences must take a design 
thinking approach and be focused on the 
individual in his or her real-time situation.

 
Stand on the shoulders of businesses 
that are leading the AI revolution 
rather than building complex AI and 
algorithms yourself. And don’t think too 
far out in terms of ROI and timeline. 
Experiment with a nine to twelve 
month outlook, but plan for 18 months 
at the longest. Given the pace and 
scale of changes and improvements, 
focusing any further out will be futile.

Broaden your expertise: Start 
experimenting with AI technologies today 
and broaden those skills. Seed your 
resources familiar with AI across various 
business units and experiment with several 
providers and digital business ecosystems. 
You will need to be familiar with a wide 
selection of platform and AI providers 
and combine the best of what each has 

Become data-centric: AI may seem 
like magic on the outside, but the real 
magic happening underneath is the 
data powering the business models. 
To make the most of AI, you will need 
to establish a data-centric mindset 
and behavior that will allow you to 

http://www.avanade.com/techvision
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Not only is AI re-creating the digital 
customer experience, it’s about to 
be the single-most important set of 
technologies you give to your workforce.

The reason is painfully obvious: It’s 
simply impossible to squeeze much 
more out of our people using traditional 
“optimization” approaches. On top of 
this, there’s the question of culture. 
Changes in workforce demographics 
(namely, the boom in millennials) are 
putting even more stress on organizations 
to change, from the inside out, and to 
offer the latest tools to digital workers.

And so enters artificial intelligence, helping 
businesses take human capabilities to 
new heights. By augmenting employees’ 
capabilities using AI, specifically across 
intelligent automation, Robotic Process 
Automation (RPA) and physical automation, 
workers can achieve far more, faster 
and with better results. As a bonus, 
this approach also helps create an 
innovation culture, one where your team 
will spend less time on the mundane, 
and more on the truly meaningful. 

Augmented Workforce
Take human capabilities to new heights

http://www.avanade.com/techvision
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Why now: AI is already 
entering the workplace
Several key trends are driving the 
move to augment the workforce 
through automation, as businesses 
invest today for future productivity.

Automated world: Self-driving cars, 
thermostats that turn down the 
heat when you are away, and If This 
Then That (IFTTT) “applets” that text 
someone for you when you arrive at an 
airport – automation is everywhere.

Our work with clients makes it clear 
that these tools are rapidly making their 
way into the enterprise and are already 
having a positive impact. RPA is being 
implemented by companies to reduce 
the need for human involvement in 
rule-based, repetitive tasks. Cortana 
and other voice-controlled personal 
assistants have just scratched the surface 
of what can be achieved with AI power.

Meanwhile, technology leaders such 
as Microsoft, IBM, Google, Facebook, 
Salesforce, Baidu and Amazon are 
investing heavily in AI. They are 
weaving AI capabilities into their own 
products and services, and making 
the execution of these strategies easier 
than ever through the proliferation 
of open, cloud-based platforms.
 
Pressure from “Generation Me”: As 

expectations for workplace technology and 
culture are being radically altered. There 
is no more “35 years and a gold watch.” 
Instead, millennials and digital-era workers 
are prone to change jobs frequently, in 
search of more meaning and engagement. 
They are also far more likely to take 
part in what’s called the “gig economy,” 
putting pressure on businesses to be more 
open to temporary, mobile conditions.

But it’s not just millennials. Increasingly, 
research shows that most workers are 

meaningful work, engagement.

CASE STUDY 
AI-driven insights

A start-up is taking automation 
to extraordinary levels, making 
it easy for anyone to dump piles 
of documents and articles into 
an AI “bucket” and siphon out 
useful insights automatically. 
Called Agolo, its core focus is on 
providing enterprises and market 
analysts with intelligence, gleaned 
from unstructured text. Simply 
feed it news articles, PDFs, RSS, 
anything with text, and you get 
a simple, clear report analyzing 
what’s going on between the 
lines. Note that you still need the 
humans to make the decisions 
based on the insights delivered.

http://www.avanade.com/techvision
https://hbr.org/2016/04/what-do-millennials-really-want-at-work
https://www.agolo.com/splash
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To compete for the best and brightest 
minds, businesses will need to leverage 
technology that makes work more 
exciting, and more focused on meaningful, 
higher-order tasks – things that are 
more human, less robotic by nature. 
Businesses that aren’t automating the 
most mundane areas of their workforce 
risk boring, and ultimately losing, their 
most important resource: their people.

Vision: Create human advantage
As more simple or repetitive tasks are 
automated, we will see an increase in 
people’s time and available cognitive 
capacity to focus on the items that are 
meaningful to them and your bottom line.

The true potential of automation: 
More complex tasks being performed 
by humans will start to be automated. 
This will have far-reaching consequences 
across industries, including healthcare, 

are already seeing robots do a better 
job than doctors at reading MRI scans 
or diagnosing cancer, for example.

Jobs will shift: We aren’t saying all jobs will 
be automated – in many cases, workers 
will be made stronger, better, smarter. 
They will be more focused on the strategic 
decision-making part, with all the tedious 
tasks of collecting relevant information 
being outsourced to the machines. 
While Forrester predicts that by 2019, 

software robots (intelligent automation), 
physical robots (physical automation) or 
customer self-service automation (RPA), 
the same study also suggests that 13.6 
million jobs will be created using these 
tools over the next decade. And while 
some types of jobs could go away, we 
may also see an increase in practices such 
as job sharing and shorter workweeks.

Really smart assistants: Similarly, chatbots 
and AI-driven personal assistants will be 

Salespeople won’t waste time scheduling 
meetings; project managers won’t spend 
hours creating work-back schedules; and, 
best of all, meetings may be more focused 
and productive, thanks to note-taking and 
follow-up handled by your AI assistant. 

CASE STUDY 
Helping you help 
your customers

A start-up called Assist supports 
our belief that AI isn’t a job thief, 
but instead a human advantage 
creator. The company leverages 
AI to help customer service 
representatives locate the right 
information to answer questions 

founders of the company say 
80% of help desk requests 
have already been answered 

responses quickly. Not anymore, 
thanks to the super-powered 

http://www.avanade.com/techvision
https://www.avanade.com/~/media/asset/point-of-view/smart-technologies-delivering-benefits-pov.pdf
http://blogs.forrester.com/jp_gownder/15-08-24-robots_wont_steal_all_the_jobs_but_theyll_transform_the_way_we_work
https://gigaom.com/2016/10/05/artificial-intelligence-its-not-man-vs-machine-its-man-and-machine/
https://gigaom.com/2016/10/05/artificial-intelligence-its-not-man-vs-machine-its-man-and-machine/
https://thinkgrowth.org/dear-professionals-its-time-to-stop-pretending-ai-won-t-take-our-jobs-b19b7092d306#.ysrrwtt9y
https://thinkgrowth.org/dear-professionals-its-time-to-stop-pretending-ai-won-t-take-our-jobs-b19b7092d306#.ysrrwtt9y
http://www.forbes.com/sites/adigaskell/2016/04/14/why-ai-should-augment-and-not-replace-staff/
http://www.forbes.com/sites/adigaskell/2016/04/14/why-ai-should-augment-and-not-replace-staff/
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Bottom line: Start now
To retain talent and grab a competitive 
edge using AI and automation, you need 
to start now.   a;lsdkfj asd;lfjk  a;lkdfj  

Begin implementing today: If you aren’t 
thinking of some element of automation 
you’re already behind. Begin by automating 
simple, straight-forward processes, 
especially if they can be done using any 
number of AI-related technologies. One 

used text recognition to scan thousands 
of PDF application forms, exponentially 
speeding up the task for reviewers.

Create the culture: It is important to 
have a roadmap in place to help guide 
high-level conversations, as well as 
discussions across the entire workforce 
about what automation actually means 
to your workers. Many fear it will make 
their roles obsolete. Push forward with a 
culture that continually underscores the 
real goal in mind: augmentation that helps 
drive business outcomes. The human 
touch will be an asset, not a liability.
 

Strategize and be bold: Gartner has 
pointed out that too few businesses 
today actually have a comprehensive 
strategy for building a modern work 
environment. And in an Avanade study, 
we found that 84% of respondents believe 
that having just email and social media 
platforms constitutes a digital workplace. 

to put together a plan, involving the 
C-suite, around the goals and objectives 

http://www.avanade.com/techvision
https://www.avanade.com/~/media/asset/point-of-view/smart-technologies-delivering-benefits-pov.pdf
https://www.avanade.com/~/media/asset/point-of-view/smart-technologies-delivering-benefits-pov.pdf
http://www.itworldcanada.com/article/4-guidelines-for-making-your-workplace-digital/384311
https://www.avanade.com/~/media/asset/point-of-view/digital-workplace-global-study.pdf
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In the past two years, Avanade has 
recommended that businesses tear 
down their borders and embrace the 
digital mesh. Today, frictionless AI-
empowered experiences are beginning 

and seamless business models. 

It’s called the “Platform Economy,” and it 
is a world where businesses seamlessly 
leverage existing, widespread borderless 
ecosystems to reach, delight and retain 
customers. The Platform Economy is 
powered by a mesh of interconnected 
services and solutions that spans 
across people, things, algorithms, 
digital personal assistants, automated 
agents and other entities. Not only is 
this mesh getting denser, but its scale 
and reach are rapidly expanding.

Businesses must now prime themselves 
to become providers and consumers on 
emerging platforms in their own industries 
– or across industries. In some cases, you 
may need to be the one to build it, but 

leverages AWS, for example, even though 
Amazon has now become a competitor 
with its own television and movie streaming 
business. The Platform Economy breeds 
“frenemies” of the highest order.

Platform Economy
Gain exponential value from new ecosystems

http://www.avanade.com/techvision
https://www.avanade.com/~/media/asset/ebook/avanade-technology-vision-ebook.pdf
https://www.avanade.com/~/media/asset/ebook/avanade-technology-vision-ebook.pdf
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Why now: The standards are emerging
Your technological and strategic 
readiness to take full advantage of 
platforms is paramount. Here’s why.

De facto platforms are being established: 
The standards of tomorrow are being 
established right now. Already we see 
the emergence of de facto platforms 
– digital marketplaces controlling and 
enabling a majority of the platform-based 
business in their own niche. Think of the 

Google Home and Samsung SmartThings. 
Or consider Etsy, the App Store and 
Alibaba. These ecosystems – many of 
which are underpinned by AI – aren’t 
just making it easier for consumers to 
buy your goods. They are forcing you 
to change your business model to align 
within a new, cooperative framework.

Agile enterprise: As businesses aim to 
become more agile, IT departments are 
transforming in several crucial ways that 
are easing the transition to a platform-
driven planet. The dominance of cloud to 
outsource the data center (Infrastructure-
as-a-Service), as well as to provide a 
development platform (Platform-as-a-
Service) has helped build the necessary 
skills and resources your business will need 
to seamlessly participate in a borderless 
ecosystem. The agility and speed of 
modern engineering teams, as well as the 
familiarity with APIs and API management, 
are assets for a platform business. 
 
Disruptive technologies will connect 
the dots: Disruptive technologies that 
are gaining momentum today will also 
help establish a more interconnected, 
frictionless ecosystem, where platform 
markets will become second nature 
to consumers and businesses alike. 
One example is blockchain, which is a 
data structure that makes it possible to 
create a digital ledger of transactions 
and share it among a distributed 
network of computers. Blockchain allows 
organizations to jump start into more 

CASE STUDY 
Pigs in a blockchain

Walmart is using blockchain 

by tracking and preventing 
the spread of tainted food, 
starting with pork coming from 
China. Perhaps even more 
interesting are the opportunities 
to give consumers a complete, 
transparent view into the history 
of their food. By optimizing the 
supply chain and keeping the 
consumer front and center, the 
company has the potential to 
drive better business outcomes 
while also gaining trust.

http://www.avanade.com/techvision
http://blogs.wsj.com/cio/2016/02/02/cio-explainer-what-is-blockchain/
http://fortune.com/2016/10/19/walmart-ibm-blockchain-china-pork/
http://fortune.com/2016/10/19/walmart-ibm-blockchain-china-pork/
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Or consider the internet of things (IoT), 
in both consumer and industrial settings. 
The proliferation of billions of sensors 
and nodes, connecting every conceivable 
thing, will create an environment where 
even something as simple as your fridge 
can become a “customer,” sending 
out an alert that you need to buy milk. 
Or, better yet, placing the order for 
you with same-day delivery, freeing 
up your time to do something else.

Vision: Learn to leverage 
the Platform Economy
Businesses will be judged (and 
survive) by their ability to truly 
leverage the Platform Economy.

De factos determined: Consolidation 
of de facto standard ecosystems within 
market segments will provide focus for 
where businesses will need to implement 
their digital services by 2020. You will need 
to make sure you are able to access and 
succeed on these established platforms.

Blockchain established: Multiple industries 

will rely on blockchain to provide trusted, 
borderless service and business models. 
For instance, blockchain might be used 
by retailers to achieve a fully connected 
supply chain, and open up new ways 
to serve and inform the customer. And 
just as public and private cloud have 
evolved, there will be public and private 
blockchains. Our expectation is that 
private or permissioned blockchain will 

trend we saw with the rise of cloud. 

Bottom line: Plug into the 
Platform Economy
You can’t take part in the Platform 
Economy if you can’t plug into it. It’s 
important you start today to digitize 
your business, develop the right IT 
skills, and transform your culture so 
that your business is able to easily and 
seamlessly join emerging platforms. 

http://www.avanade.com/techvision
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Get platform ready: Determine which 
services and products you might want to 
introduce into these open ecosystems. 

together. And get familiar with technologies 
like IoT and blockchain as they will play 
a central role in the Platform Economy.

Manage the challenges of change: 
Borderless platforms and open 
ecosystems represent a new – and 
perhaps uncomfortable – approach for 
many businesses. Don’t underestimate 
the importance of change management 
to be successful in this new world.

Don’t build it, unless … : Many businesses 
dream of being the platform owner, but 
in many cases, it’s not the best approach. 

For one thing, standards and de facto 
platforms are already emerging and will 
be the most likely place your customers 

they are, and taking part in established 
platforms is the simplest bet, with the 
least amount of risk. Further, your time 
might be better spent identifying the 
products, services and role you will 
play on these existing platforms.

We won’t say never, though. There may 
be examples of certain businesses in 
a unique position in some industries. 
If you can build it, and build it 
successfully, it may be worth doing.

http://www.avanade.com/techvision
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CIOs know the value of modern 
engineering principles – agile and DevOps 
methods that promise (and deliver) 
faster time to market and ultimately a 
better product, service or solution that 
is continually improving. Many have also 
heard about design thinking – a concept 
that demands we turn upside down the 
way we design, build and sell to customers.

In previous Technology Visions we 
discussed the need for enterprises to 
leverage these tools to unlock a dual-
velocity business (optimizing core IT 
systems while also focusing on new, 
innovative technologies). Today we 
go one step further. You can’t have 
one without the other anymore – you 
must start to combine design thinking 
principles into your modern engineering 
teams and projects. Think of it as design-
driven engineering or “DesignOps.”

Why take this approach? Because agility 
and speed alone won’t be enough to 
keep up in the Platform Economy and 

of change are increasing too rapidly. 
And because any product, service or 
solution not created with the deeply 
human-centric, situation-centric insights 
of design thinking will not last long.

DesignOps
Re-engineer your outcomes  

http://www.avanade.com/techvision
https://www.avanade.com/~/media/asset/ebook/avanade-technology-vision-ebook.pdf
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Why now: Modern approaches 
taking hold, proving valuable
These emergent approaches to design, 
development and product delivery will 

Changing user experiences: If modern 
engineering answers the “how” for product 
and solution development, design thinking 
answers both the “what” and the “why” – all 
of which it accomplishes with a razor-sharp 
focus on the human. Design thinking helps 
businesses closely examine and understand 
the user, reframe questions, and discover 

a solution should look like and how it 
should work. And design thinking will be 
increasingly critical in an AI world of new 
user experiences and the digital mesh.

It doesn’t ask: “How do we make a faster 
car?” Instead it poses: “Why do users 
want a faster car? And is there a better 
way to deliver that result?” As such, 
design thinking is becoming a major force 
in the modern, transformed, digitally 
enabled, human-centric enterprise. 

Experimentation has begun: 
Unfortunately, the terms DevOps, 
agile and design thinking are still just 
buzzwords for many. We’ve witnessed 
initial experimentation of combining 
them or taking them in separately, but 
they are still seen as avant-garde in 
many respects, and far from the norm.

Vision: A new normal in design thinking
A world of design-driven engineering –  
or DesignOps – will lead to greater 
productivity and exponentially 
happier customers. 

Focus on the needs of the user: Today 
the two worlds of modern engineering 
and design thinking are still separate 
and not clearly linked. And while they 
do overlap occasionally in the enterprise, 
they share a basic philosophy: The needs 
of the user determine what we should 
build, how we build it and when we build 
it. Given the need for digital companies 
to disrupt and win in a competitive 
economy, we foresee that combining these 
methods will become common practice. 

CASE STUDY 
Less guilt, more love — 
Tale of the toothbrush 

When designers went to work on a 
new concept for Braun and Oral-B, 
they didn’t go for tried-and-tested 
ideas like using timers or beeps 
to teach you to brush better. 
Toothbrushes are already “loaded 
with guilt,” they said. Instead, they 
closely observed users to identify 
a few key pains that were not 
being addressed: charging and 
reordering replacement heads. 
Their new brush concept became 
a USB-powered smart brush, 

it with one tap on your phone. 

http://www.avanade.com/techvision
http://futurefacility.co.uk/grasping-the-future/braun/
http://futurefacility.co.uk/grasping-the-future/braun/
https://medium.com/@trnsmttr/3-great-examples-of-design-thinking-in-action-a96461538c4a#.uo75pxj5m
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Not just software; everywhere: Design 
thinking also will be instrumental in the 
success and impact of almost every 
major technology trend discussed in this 
vision. That’s because there is no such 
thing as a purely IT project anymore – 
it all comes back to the business, the 
associated business models and the 
customer strategies, in our dual-velocity, 
modern IT era. Be it data analytics or 
algorithms and APIs, organizations and 
leaders will rely on the principles of 
DesignOps to ensure that these disruptive 

and with the enthusiasm of the masses. 

Bottom line: Get your people 
on the same page
Getting there won’t be easy, so start now,  
with your people.

Build the culture: These concepts 
will be new and alien to many in your 
organization. Your job is to help them see 
the light and drive adoption, leveraging 
case studies, examples and working 
groups to build up a culture, mindset and 
business model ready for a DesignOps 
revolution – where everyone is focused 
on the user and value. The impact will be 
felt far and wide, from predicting defects 

and bugs in releases, to productivity of 
developers, probability of production 
failures and models on business outcomes.

Experiment: Don’t expect to build this 
new way of working overnight. We 
recommend you start small, picking 
out a few projects (such as process 
automation, intelligent bots or augmented 
and mixed-reality experiences) that can 
easily be executed relying on a loose 
interpretation of the strategies discussed 
above. Pick your project and then ensure 
you assemble a team across marketing, 
sales, development and operations to 
test out this new approach. Track the 
results and use those to bolster your 
claims that this is the way of the future. 

http://www.avanade.com/techvision
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Blame it on the gremlins.

That was the approach of British air 
pilots back in World War II whenever 
something went wrong with their 
airplane. Faulty propeller, stalled engine, 
a crash – all of it was pegged on tiny, 
mysterious little demons called gremlins. 

The history of the gremlin has implications 
for a modern digital business that faces 
a growing demand to address potential 
fears and threats. As many historians 
now argue, gremlins were a necessary, 

British pilots cope with and explain away 
a new technology they couldn’t totally 

into uncharted, unknown territory.

We are in a similar place today. With 

automation, we are fundamentally 
changing everything about the way we 
live, work and understand our world. 
Compounded by the related trends of big 
data, the digitization of everything and our 
borderless Platform Economy, the decisions 
we make about our digital business in the 

Digital Ethics
Leap into the unknown with a clear conscience  

http://www.avanade.com/techvision
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Why now: Time to take 
responsibility into our hands
While it’s possible we pass the 
buck and simply “blame it on the 
gremlins,” businesses must realize 
that it is time to step up and take 
responsibility into their own hands.

The AI threat fallacy: A cursory survey 
of pop culture would have most people 
running in fear from AI. But the fact is, AI 
alone will not decide our fate. To misuse 
a common saying: It’s not the technology 
that will hurt people – it’s the people. 
Our ability to properly consider and 
implement (digital) ethics will prevent a 
future marked by catastrophe, and create 
one of harmony and prosperity instead. 

The challenge of uncertainties: The road 
ahead is challenging and full of unknowns. 
Everywhere today we are reminded of 
the limits of our comprehension, and 
the fact that the digital burdens we 

might be creating are simply too big, 
and too uncertain, for us to properly 
master. Consider a small-scale example 
where a 6-year-old girl inadvertently 
ordered a $170 dollhouse and 4 pounds 
of cookies using Amazon Echo.

Uncertainty is nothing new when it 
comes to technology – but the scale of 
the potential impacts of these secondary 
consequences is unprecedented. Our 
world is more digital and connected 

Data risk and privacy: There have 

breaches these days to permanently 
alter the way we look at data security 
and trust. While data is a central force 
in a digital business, it has adopted 
another major characteristic: liability. 

CASE STUDY 
A question of privacy

Protecting privacy promises to 
be an ongoing topic driving 
the need for a digital ethics 
strategy. Microsoft tackled the 
issue when it took on the U.S. 
government over consumer data 
privacy. The company sued the 
Department of Justice to prevent 
the government from accessing 
consumer emails or documents 
without their knowledge. “We 
believe that with rare exceptions 
consumers and businesses 
have a right to know when the 
government accesses their emails 
or records,” wrote Brad Smith, 
Microsoft’s president and chief 

http://www.avanade.com/techvision
http://www.geekwire.com/2017/girl-6-accidentally-orders-170-dollhouse-4-pounds-cookies-using-amazons-alexa/
http://www.geekwire.com/2017/girl-6-accidentally-orders-170-dollhouse-4-pounds-cookies-using-amazons-alexa/
http://blogs.microsoft.com/on-the-issues/2016/04/14/keeping-secrecy-exception-not-rule-issue-consumers-businesses/#sm.00001nl4tb3p6edznws2girqu0pp8
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Similarly, as our world increasingly becomes 
digitized, the need for privacy is greater. 
While most people would agree that 
some personal information is needed to 
receive the digital services they enjoy, 
they are also asking more questions 
about what kind of data is fair to collect. 
And more pressure is being placed on 
businesses to be upfront about the data 
they need and why. In addition, the 
penalties are heavier now for businesses 

especially one caused by negligence.

Vision: Watch for the digital 
ethics tipping point
We are reaching what some call a 
tipping point, a moment where the 
powers of technology surpass our ethical 
capabilities, as well as our capacity to 
foresee the consequences they will have 
on our business and others. Here’s what 
to watch for in the next few years.

The shift from big data to big insight: 
Data will soon become your Achilles’ 
heel. Gartner predicts that by 2018, 
as many as half of business ethics 
violations will be caused by improper 
use of big data and analytics.

In the face of this, business will, and must, 
previous 

Technology Vision reports we’ve made 
clear that data currency will drive the 
innovations of the future. Today we urge 
businesses to understand the true value of 
data. It’s not the quantity of data that you 
collect; it’s the knowledge, the insight that 
the data brings to light. And this insight 
is powering the algorithms and APIs and 
is rapidly becoming the new currency.

In fact, we see this as the end of big 
data and the start of a new era. Call 
it “big insight.” Businesses will start to 
closely examine the data they keep and 
the reasons for doing so. Data lakes will 

regular purges. Systems of record and 
huge databases that document the 
past will fall out of favor. Algorithms 
will be used to parse useful data, to 
extract the insight from it, and provide 
that insight to decision makers, creating 
knowledge and the potential to improve 
predictability. The data will then be 
disposed of, having served its purpose. 

CASE STUDY 
AirBnb battles discrimination

digital disruption. But does it 
serve everyone fairly and equally? 
This was a question the company 
addressed in 2016, rolling out 
a plan to tackle discrimination 
(or the appearance of it) in 
its communities. The home-
sharing app had all its hosts 
sign a community commitment, 
making them explicitly agree 
not to discriminate for reasons 
such as race, age or gender. It 
also made some changes to its 
UI, reducing the prominence of 

a full-time team dedicated to 
addressing these ethical concerns. 

http://www.avanade.com/techvision
http://www.gartner.com/newsroom/id/3144217
https://www.avanade.com/~/media/asset/ebook/avanade-technology-vision-ebook.pdf
https://www.avanade.com/~/media/asset/ebook/avanade-technology-vision-ebook.pdf
https://www.theguardian.com/technology/2016/sep/08/airbnb-discrimination-policy-changes-racial-discrimination
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Unintended consequences and 
 In the years to come, 

our world will deal with the consequences 
of the technology and business decisions 
we make today. And the speed at which 
ethics issues arise will increase with the 
expanded use of AI and automation, 
potentially breaking trust and reputations.

Unfortunately, we can’t tell you exactly 
what will happen next. But we can tell 
you that we need to plan for it now. As 
with natural disasters, you don’t know 
how or when something will happen, 
but you need a framework in order 
to react. For example, regulators are 
now considering if they should push 
smartphone producers such as Apple and 
Samsung to limit the functionality of their 
devices if they detect its user is driving 
a car. Whatever direction the industry 
takes is sure to impact users’ privacy, 
freedoms and potentially their safety. 

Bottom line: Take the lead
With increased demand for transparency, 
compliance and privacy, enterprises 
that step up and take responsibility and 
accountability today will dominate the 
markets of tomorrow. We recommend 
taking the following steps.

Develop a digital ethics framework: Set 
up a framework that goes beyond the 
traditional sensitive information, but also 
includes guidelines on how one obtains the 
information and how it will be used. Think 
of mechanisms where APIs and systems 
are designed with privacy and ethics in 
mind and with a minimal data approach. 
For example, develop a framework that 
helps keep your algorithms “accountable.” 

Become a custodian of data: Enterprises 
that are custodians of data understand that 
privacy and trust are essential for digital 
ethics. Those that take a contextual privacy 
approach and stay within cultural, ethical 

themselves and earn customer trust. 

http://www.avanade.com/techvision
https://www.avanade.com/~/media/asset/point-of-view/navigating-ethics-in-digital-world-pov.pdf
https://www.avanade.com/~/media/asset/point-of-view/navigating-ethics-in-digital-world-pov.pdf
https://www.avanade.com/~/media/asset/point-of-view/navigating-ethics-in-digital-world-pov.pdf
https://www.technologyreview.com/s/602933/how-to-hold-algorithms-accountable/
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Ethical data usage isn’t only about using 
sensitive information, but also about how 
you obtain it – regardless of the sensitivity 
of data, and including public data. As 
“data hoarding” grows, so does the risk. 
The data you choose to keep versus that 
which is deleted is just as important.
 
Make context-based decisions: The 
situation is not straightforward, but 

and outcomes. For example, a functional 

features. And an identity layer allows for 

to be used depending on the context. 
For example, one could be a parent 
in one context and a successful career 

 When 
Microsoft was about to launch its Tay bot 
to the world, it had no experience to know 
just how quickly things could go wrong. As 
many of us now know, it had overlooked 
a simple challenge: letting the bot know 
exactly what kind of input to trust and what 

but a valuable lesson was learned – one we 
think has actually helped push the industry 
in a better, more intelligent direction.

You have to be careful with what you 
are building. It is crucial to brainstorm 
upfront, with as many stakeholders as 
possible, about what could go wrong.

http://www.avanade.com/techvision
http://blogs.microsoft.com/blog/2016/03/25/learning-tays-introduction/#sm.00001nl4tb3p6edznws2girqu0pp8
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We are, without any doubt, heading toward 
a new decade of disruption – one where 
AI reigns supreme. The evidence is clear, 
compelling and everywhere. It is seen in the 
way we serve our customers. It is signaled 
in the way we organize our daily lives. We 
witness it in the way our workers work. And 
we can spot it in the way new business 
models are born (and die) every day. 

Crucially, these transformations will have 

you change your business approaches 
– how you design and deliver products, 
services and solutions. They also require 
you to think deeper and on new ethical 
levels. You must determine how what 

must ask the ethical questions now, 
because the impact of your technological 
decisions may be potentially enormous.

So what can you do to ensure you are 

that will get you on your way:

1. Embrace AI as the new experience 
layer: Your customers won’t just 
be on apps or the internet. They 
will expect AI-powered assistants 
and invisible UIs such as voice. 

2. Augment your workers: Without 
AI, you can’t reach much-needed 

You also will not be able to attract and 
retain new generations of AI-native 
workers. Keep in mind, it’s not about 
replacement, it’s about augmentation.

Conclusion
  

http://www.avanade.com/techvision
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3. Plug into the Platform Economy: You 
must be ready to take part in AI-driven 
borderless platforms in your industry – 
and others – to reach customers where 
they want to be. Opportunity is rich 
in connected digital economies; you 
just have to be open to it. Literally.

4. Take a DesignOps approach, 
everywhere: To keep up with the speed 

thinking and modern engineering will 
be necessary to the digital enterprise’s 
transformation as a user-centric entity. 
These principles will be essential not just 
for product and service design, but also 
for development and maintenance.

5. Plan for secondary consequences: 
Products, services and solutions that 
you create in this borderless, AI-
driven, information-hungry world 
may have unintended secondary 
consequences. Digital ethics 
conversations and decisions are now 
a required step for every business. 

We can’t tell you where you will be 
in the future. But we can analyze 
the past and read the signs of the 
present to tell you what you need to 

For more insights from Avanade’s 
Technology Vision, please visit: 
www.avanade.com/techvision. 
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