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Several decades after the 
introduction of enterprise and 
personal computing devices, we’re 
now at a place where pretty much 
everything that can be digitised 
already has been. The terms that 
seemed cutting edge not so long 
ago, like ‘digital transformation’ and 
‘digital workplace’, already seem 
commonplace, if not antiquated. It’s 
time to start thinking about what’s 
next.

Intelligent transformation

The next phase of consumer and 
enterprise technology evolution is 
‘intelligent transformation’. This 
will centre on introducing scalable 
and highly personalised artifi cial 
intelligence (AI) into the workplace 
to drive productivity and effi  ciency 
– many businesses around the 
world are already planning for this.

With the transition from analog 
to digital almost complete, the 
focus will soon be on using AI to 
leverage digital information to 
change the fundamental character of 
technology and the ways in which 
the user interacts with it.

Essentially, by making digital tools 
‘intelligent’, AI empowers users 
and meets them halfway. This 
could mean that AI provides design 
recommendations based on usage 

analytics, suggests functions based 
on previous usage patterns, or 
handles time-draining and simple 
tasks through a personal chatbot.

For example, imagine having your 
preferred shipping service interface 
recall all your sender address details 
from one simple input (your name). 
Or your technology tools having 
the capacity to know your usage 
patterns so well that by the time you 
take the lift down to your lobby, a 
car is already waiting to take you to 
an off site customer meeting.

This may all seem a little sci-fi , 
but many businesses are already 
looking at how to utilise AI and 
transform their workplaces from 
digital to intelligent.

The intelligent workplace

Let’s backpedal a bit to the concept 
of a digital workplace. It’s a 
common enough term these days, 
whether it’s being used to refer to a 
simple intranet, a team collaboration 
portal, or a complex ecosystem of 
apps and site pages that teams use 
to get their work done every day.

Think of a digital workplace 
as a territory where business 
processes are made more effi  cient, 
collaborative, and user-friendly 
through digital technology. The 

‘intelligent workplace’ essentially 
represents a shift towards 
introducing simple AI into a digital 
environment to create even higher 
levels of effi  ciency, collaboration, 
and ease of use, and increase 
the value of current technology 
investment.

The intelligent workplace also 
has the potential to send user 
productivity skyrocketing. 
Intelligence tools – whether they 
are co-working chatbots (cobots), 
or AI-powered recommendations 
based on user activity patterns – are 
designed to work alongside users 
to eliminate mundane tasks that 
erode productivity, engagement and 
performance. They also allow more 
time to focus on the ‘human’ tasks 
that rely on creativity and personal 
interaction.

If you could have a bot take on 
your rote, time-consuming tasks, or 
shorten the design and development 
process by leveraging AI-produced 
analytics, this would mean more 
valuable face-to-face time with a 
customer, more time spent solving 
a complicated strategy problem, or 
more time being creative.

Intelligent user experience

These ideas all fall into the 
burgeoning category of ‘intelligent 
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user experience’ (IUX), where 
intelligence tools must be 
incorporated both on the front 
and back end. On the front end, 
this might look like the previous 
example of embedding a team 
chatbot assistant in a team’s intranet 
page, or integrating an enterprise 
support bot into the company-wide 
HR intranet page.

On the back end, this takes the 
shape of strategic recommendations 
– whether they are related to page 
design, usability or otherwise – 
that lead the caretakers of these 
intelligent collaboration spaces to 
maintain and update them with 
specifi c usage metrics as a guide.

Intelligent experience platform 
(IXP): Bringing it all together

Intelligence tools have traditionally 
been diffi  cult to implement in the 
workplace, mainly because they’ve 
always been detached from the 
user’s digital environment.

Previously, a chatbot would have 
been custom-coded as a generic 
assistant without a specifi c purpose. 
It would sit outside a user’s normal 
environment, and nobody would 
interact with it.

Also problematic was that using 
engagement metrics to guide an 
intranet redesign required data to be 
collected manually and analysed by 
trained team members who would 
provide actionable insights.

Not only this, but many companies 
even now have disparate 
technology stacks – from SAP 
software to Microsoft Offi  ce 365 and 
Azure, even down to rigid intranet-
in-a-box solutions and social 
media management platforms. 
Connecting these technologies to 
provide users with an integrated 
and seamless experience has always 
been a challenge, often resulting 

in signifi cant and costly custom 
development.

This is far from ideal. While 
intelligent transformation sounds 
promising, its implementation will 
turn into a costly failed project 
if the AI tools or software don’t 
seamlessly connect with the way 
your employees already work. To 
reap the full benefi ts, you need to 
build with – not brick over – your 
tried-and-true legacy investments.

This is where the intelligent 
experience platform (IXP) for the 
enterprise comes in.

Removing the need to painstakingly 
knit together a mishmash of 
diff erent technology providers, AI 
tools (chatbots) and AI-powered 
features (usage analytics), an 
IXP is a dynamic, single point of 
access that uses a specifi c toolset to 

design, build and adapt your digital 
workplace into a holistic intelligent 
workplace. The IXP fuses your 
technologies and AI implementation 
into one engaging productivity tool, 
rather than another disparate piece 
of workplace technology.

Businesses across the world 
are drawn to the productivity 
promises of AI technology, but 
often with little thought to how 
they will be implemented and 
embedded in their organisations. 
An IXP creates an employee 
experience that enables your 
workforce to get more done, faster, 
and without being led by the nose 
into an ‘intelligent revolution’ 
by any standalone product that 
doesn’t connect well with your 
existing systems. It allows your 
organisation to work smart, and 
evolve intelligently – and what 
business doesn’t want that? 
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