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Google Next 2018 
By Dave Michels, July 31, 2018 

1. Overview 
1. Google Next 2018 took place in San Francisco in July. This event covers Google Cloud services, which 

include Google Cloud Pla�orm, G Suite, Maps, Chrome Enterprise, and Android Enterprise.  
2. Google Next 2017 took place 16 months earlier, in March 2017.  
3. Google staff claimed that Google Next 2018 was the company’s largest event to date with about 25K 

registered a�endees.  
4. The numerous announcements had strong themes around ar�ficial intelligence (AI), security, and 

Kubernetes.  
5. Two major announcements concerned enterprise communica�ons: Google Contact Center AI and 

Google Voice.  
6. Google’s mission is to organize the world’s data. Google Cloud’s mission is to organize YOUR data.  

2. G Suite  
1. G Suite, largely ignored for years, has been the beneficiary of significant improvements over the past 

few years.  
2. G Suite customers benefit from a single version of applica�ons. This single version requires no 

so�ware distribu�on and offers strong security, simplified endpoint administra�on, and a single 
interface for administra�on. 

3. The Hangouts Suite is going through a number of changes and appears to be strategic to G Suite. It is 
covered in a separate sec�on below.  

4. Google shared significant momentum with G Suite. The company claims it has 4M paid subscribers 
(+30% from last year) and is winning larger, enterprise customers (Airbus, Whirlpool, 
Colgate-Palmolive, PWC, Verizon).  

5. Google claims it operates the largest private network with more than 125 public POPs and 17 global 
regions.  

6. Google as a whole is inves�ng heavily in AI, and many new G Suite features leverage this exper�se. 
Smart Replies simplifies responding to messages and con�nues to expand into other applica�ons 
(Gmail, Hangouts, SMS, Chat). Smart Compose (Gmail) simplifies composi�on. AI/machine learning 
(ML) powers Google’s spam and phishing protec�on.  

7. Selected G Suite announcements: 
a) A new security inves�ga�on tool exists in the Service Center.  
b) Administrators can control where G Suite data is stored with new Data Regions controls. 
c) The new Gmail is now GA.  
d) Chromebox for Mee�ngs now supports PSTN dialing. 
e) Smart Compose in Gmail reduces composi�on �me. 
f) ML-powered Grammar tool in Docs (Early Adopter Program). 
g) Voice Commands now supported in Hangouts Meet. 
h) AI-enhanced room scheduling system not only suggests mee�ng rooms but also frees up rooms 

that are booked, but unused (uses a camera for mo�on detec�on).  
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i) Google Drive is now available as a standalone service.  
j) G Suite Learning Center to drive adop�on. 

3. Google Contact Center AI 
The Opportunity 

1. Google has developed powerful conversa�onal technologies for both text and speech. In a recent 
comparison test run by Loup Ventures, Google Assistant was able to beat Alexa and Cortana with the 
most correctly answered ques�ons. 

2. The conversa�onal UI requires advanced natural language understanding (NLU) capabili�es as well as 
the resources to make sense of large amounts of data. Google has done well with public informa�on, 
such as the weather, scores, and direc�ons. It cannot reliably answer customer service ques�ons, as 
this requires data that is o�en hidden within private knowledge bases.  

3. Google intends to gain access to private data via a strategy that modularizes and packages its AI suite 
of services for specific ver�cals. Google Contact Center AI is the first of these.  

4. Every enterprise is becoming a data company, but harnessing that data for ML is not easy.  
5. This service is intended for select GTM partners, not enterprises directly. At Google Next, 14 partners 

were announced: Nine “pla�orm” vendors (Appian, Cisco, Five9, Genesys, Mitel, RingCentral, Twilio, 
Upwire, Vonage); two “tools” partners (Chatbase and UiPath); and three “integra�on” partners 
(Deloi�e, KPMG, and Quan�phi).  

6. As a bonus for Google, the primary compe�tor in conversa�onal AI is Amazon. Last year, Amazon 
launched a contact center as a service and contributed to an environment where many partners 
were delighted to align with and endorse Google.  

7. The contact center vendors know that AI has the poten�al to disrupt how contact centers operate. 
Many are internally developing their own solu�ons. Some view Google’s new offer as a life-preserver, 
because it makes industry-leading AI capabili�es available to OEM products.  

Google Contact Center AI Explained 
8. The announced solu�on is in closed trials. General availability (to the partners) is not expected un�l 

the end of the year. Partner solu�ons will likely appear in early 2019.  
9. The solu�on has three major components:  

a) Virtual Agent is a chatbot that can converse naturally in text or speech. 
b) Agent Assist provides AI guidance to live agents. 
c) An analy�cs package will assist in improving call deflec�on with conversa�onal self-service, cut 

live-agent resolu�on �mes, and poten�ally reduce training requirements.  
10. Virtual Agent is a conversa�onal, Google-powered chatbot that interacts with customers. It uses a new 

Enterprise edi�on of Google's Dialogflow for speech and textual recogni�on. If the caller s�ll needs to 
transfer to a live agent, the agent receives a transcrip�on of the caller-bot conversa�on.  

11. Agent Assist makes use of enterprise knowledge bases to provide contextual informa�on and 
resolu�ons to agents during the interac�on.  

12. The Analy�cs component provides trends and other informa�on regarding interac�ons across channels. 
Google tools, such as Topic Modeler, offer insights and understanding that can result in improved 
workflows. 
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13. The Google Contact Center AI is not a solu�on, but a set of modular tools. They can be applied 
together or independently, either exclusively or in conjunc�on with overlapping services. For 
example, a conversa�onal chatbot can be set up before or a�er the call hits a contact center queue.  

Google Contact Center AI Opinion 
14. The versa�lity of the Google service a�racted partners that include premises-based and 

cloud-delivered solu�ons, owned/controlled technologies, and resellers, as well as turnkey 
applica�ons and CPaaS services.  

15. In many ways, Google CC AI didn’t change anything. All of these tools and capabili�es were 
previously available (from Google and others).  

16. Access to, and the ongoing maintenance of, enterprise data remains the challenge. O�en, this data 
spans numerous applica�ons and departments.  

17. The launch of CC AI was a marke�ng victory. The launch was well choreographed. A�er the keynotes, 
a cast of partners praised the solu�on in a series of consistently-worded press releases. Many of 
these partners were at Google Next in paid booths. The breakout sessions included several industry 
leaders endorsing the solu�on and demoing the technology.  

18. Regardless of whether it is fair, Google has a trust issue given that its consumer services mone�ze 
personal informa�on. Because the CC AI service works best with corporate knowledge bases, 
customers will likely have concerns about the terms of service. However, Google’s arrangement is 
with the contact center partner, not the enterprise customer.  

19. Expect wide varia�on in how partners leverage the technology. Differen�a�on can be accomplished 
in several ways, including depth of support or commitment, integra�on with the applica�on, ability 
to make the data meaningful and useful, ability to impact outcomes, and processes that ensure 
ongoing training/learning. 

20. Today, most chatbots converse with humans. The systems will evolve into chatbot-to-chatbot 
interac�ons. Previously, Google demonstrated its Duplex technology, which featured a bot placing 
calls to schedule an appointment. If bots are making and answering calls, it’s inevitable that bots will 
be calling bots. Effec�vely, the spoken word will become a universal API (or is it already?).  

21. Avaya was notably missing from the ini�al group of suppor�ng companies. Avaya’s IP Office Cloud 
service is openly hosted on Google Cloud with Kubernetes containers. 

22. AI requires broad data sets, which are o�en compartmentalized (such as contact center data and 
CRM data). Few organiza�ons are prepared to give AI the more extensive data it requires to be 
effec�ve. The partners that have the means to assist their customers in compiling and tuning these 
data sources will be the most effec�ve. Today, contact center vendors and channels don’t have 
exper�se in this area, but arguably, they will need to master it. 

23. AI solu�ons like these are generally more effec�ve with narrow use cases such as booking a flight or 
inquiring about specific products. The broader the use case, the less impac�ul AI is — at least for 
now.  

24. Though they are excited, the contact center partners are sleeping with one eye open. Their concerns 
include the current and future terms of service, future pricing, and the launch of Google Voice.  
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4. Google Voice 
The Opportunity 

1. If G Suite adds PSTN-telephony, it will complete its UCaaS offer, which currently includes Hangouts 
Meet (conferencing) and Hangouts Chat (workstream collabora�on).  

2. The original Google Voice launched in 2009, not long a�er Google acquired Grand Central. Ini�ally, 
Google Voice was a call-forwarding service (single number, mul�ple devices). The service has 
expanded slightly over the past nine years but remains largely unsuitable as a business phone 
system.  

3. Today, Google offers several adjacent services such as SMS, cellular services (Project Fi), and a 
corporate directory.  

4. With Android, Chrome, Chromebooks, and Project Fi cellular service, Google has the opportunity to 
create a very comprehensive, re-imagined UCaaS experience. It hasn’t happened yet with this ini�al 
launch.  

5. As speculated in the media, Google Voice was code-named Wolverine.  
6. Pricing has not been announced.  

Google Voice Explained 
7. Google announced the availability of a preview of the new business-oriented Google Voice. The 

original Google Voice, launched in 2009, was aimed at consumers. It did not have PBX features or 
endpoints.  

8. Google Voice is a hosted telephony offer. A new G Suite applica�on for a so�phone will be available, 
and Google intends to also offer physical endpoints. No details were available on hardware or analog 
services.  

9. The new service is expected to become generally available to G Suite subscribers in early 2019. At 
least ini�ally, Google Voice will be offered only as a G Suite add-on.  

10. Google Voice will launch in the following countries: Austria, Canada, Denmark, France, Netherlands, 
Portugal, Spain, Sweden, Switzerland, UK, and US. 

11. Google has not specified the available features other than a descrip�on of “base level.” However, it 
will support transcrip�on (calls and voicemails), transla�on services, and a spam filter on voicemails. 
Many Android phones have a nice feature that iden�fies “likely spam” before a person answers the 
call.  

Google Voice Opinion 
12. Google created Google Voice internally. I was ini�ally surprised they did not acquire an exis�ng 

UCaaS company, but it’s probably best they built from scratch. This way Google can op�mize for 
Google Cloud, integrate with G Suite apps, and not be distracted by non-G Suite customers.  

13. Google intends to use public APIs to integrate Google Voice with other G Suite services. This 
integra�on should ensure a level playing field for UCaaS providers that intend to target G Suite 
customers. Separately, Google plans to integrate Google Voice into its Hangouts apps (for example, 
to be able to change from text to voice). Presumably, this means Hangouts will finally get some 
public APIs.  
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14. This first itera�on of Google Voice is interes�ng, but not compelling. Where Google has real 
disrup�ve poten�al is with integra�on to Project Fi. It could create a single-number UCaaS service 
that works with hard phones, so�phones on mul�ple devices (Chromebooks, mobile phones, and 
PCs), and Project Fi cellular.  

15. Quality video conferencing apps in Hangouts suggest that the Google cloud is ready for real-�me 
applica�ons.  

16. It would not be surprising if Google aggressively prices Google Voice, although with any bundled 
service, add-on costs are not necessarily incremental or meaningful.  

17. Google has increased the compe��ve part of its coope��on equa�on — at least for UCaaS providers. 
18. RingCentral, Dialpad, and Vonage specifically target G Suite customers. Vonage announced an 

improved G Suite integra�on the same week as Google Next. All three providers, and many more, 
offer far more robust solu�ons than Google Voice.  

19. The ques�on, though, isn’t which provider has the most robust offer, but which features customers 
require and use. Google has done very well over the years with “good enough” as a strategy.  

20. Some organiza�ons may opt for two telephony solu�ons, a feature-rich enterprise solu�on and a 
low-cost (or free) G Suite solu�on. However, today only one can be set up for click-to-dial in Chrome.  

21. Google has done most of its hard-phone tes�ng with Obihai. Polycom acquired Obihai and was then 
acquired itself by Plantronics. The Obihai phones are s�ll available, and I expect Plantronics to be 
eager to make a partnership with Google.  

5. Hangouts 
1. There are three current versions of Hangouts: Classic, Meet, and Chat. Eventually, Classic will go 

away, though Google has not indicated end of life. Classic is replaced by Meet and/or Chat by the G 
Suite administrator.  

2. Google Next made no men�on of Google Duo or other consumer-oriented video apps.  
3. Meet and Chat are conceptually similar to Cisco’s Webex Mee�ngs and Webex Teams. Meet is for 

conferencing, and Chat is for workstream collabora�on. Mee�ngs ini�ated from Chat use Meet. This 
process differs from, say, Microso� Teams, which is a single app for workstream collabora�on and 
conferencing.  

4. Hangouts Classic replaced Google Talk (XMPP) some �me ago. Many UC companies integrated with 
Google Talk, but could not do so with Hangouts for lack of API. As a result, many G Suite customers 
have two solu�ons for instant messaging: Hangouts and a UC-provided IM solu�on.  

5. Hangouts Chat is included in G Suite subscrip�ons for no addi�onal charge. Microso� includes Teams 
with its Office 365 subscrip�ons, and Cisco bundles Webex Teams in its Webex subscrip�ons. This 
trend toward inclusion puts extra pressure on alterna�ves purchased separately, such as Slack and 
Facebook.  

6. Well-posi�oned partners for Hangouts:  
a) Pexip: Pexip is the only op�on today for Hangouts Meet interoperability. A previous 

arrangement with Vidyo (H2O) never gained much momentum. Pexip offers gateway services 
and integrates with Hangouts, but Google is not offering Pexip services. Customers can either 
purchase a Pexip system or arrange hosted service from a Pexip-equipped provider. Pexip has a 
similar arrangement with Microso� for Teams.  
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b) Mee�ng Rooms: Google offers a few different solu�ons for mee�ng rooms today. The most 
strategic solu�ons appear to be the Asus Chromebox for Mee�ngs and the BenQ-produced 
Jamboard. Logitech offers a full room kit with its PTZ Pro Camera. Logitech, like Pexip, seems 
well posi�oned for both Google and Microso�.  

7. Hangouts Chat is not very mature; it’s well behind most workstream collabora�on apps. It’s 
par�cularly weak with integra�ons that currently use a bot framework. Salesforce stands out as an 
integra�on partner among less-known providers such as Polly, Wrike, Xero, and Zenefits.  

6. Dave’s Addi�onal Thoughts 
1. AI technologies will cause widespread disrup�on to everything over the coming decade. It’s already 

begun.  
2. Contact center vendors, experts, and channels are going to have to master ML, or more specifically, 

machine training. Systems need to be put in place that include ongoing performance monitoring and 
revisions as necessary.  

3. If AI contact centers are successful, we are at the beginning of the end of auto a�endants and IVRs. 
We will stop asking callers to conform to our menus and instead, like a live agent, just ask why they 
are calling.  

4. AI is impac�ng the contact center in three broad areas: caller-agent-matching, self-service, and agent 
augmenta�on. I expect the agent augmenta�on to be the most impac�ul. More approaches will 
con�nue to emerge.  

5. Google wants us to believe that AI is changing everything and that Google is posi�oned to lead that 
change. While that may be mostly true, AI is s�ll very limited and largely as good as its data — and 
enterprise data is a mess. It is dependent on the CC providers/dealers/consultants to make sense of 
mul�ple enterprise data repositories. The first big challenge isn’t implementa�on, but merely ge�ng 
access to data sources that are distributed across silos (sales, service, accoun�ng, etc.).  

6. In many ways, Google’s AI re-imagining efforts are not aggressive enough. For example, to assist with 
scheduling, Google AI can find free �mes and rooms for upcoming mee�ngs, using rules-based logic. 
The bigger challenge is to rearrange schedules based on urgencies and priori�es. Also, there don’t 
appear to be any loca�on-based features in any of the UCaaS offers. Unify, for example, 
demonstrated geo-fenced call rou�ng years ago on a since-deprecated Google API.  

7. Evidently, transcribing all calls is not subject to call recording laws. This loophole has very broad 
implica�ons. Dialpad already offers transcrip�on on all UCaaS calls without no�fica�on or consent.  

8. Google’s mee�ng room solu�ons are not up to par. They are very simple and (this is going to hurt) 
significantly lag in AI. For example, there are no solu�ons with auto-framing, background blur, or 
par�cipant recogni�on. Presumably, transcrip�on is coming.  

9. Tha Jamboard has a lot of poten�al. It offers reasonable conferencing and e-board func�onality at a 
rela�vely low price. Within enterprise comms, the closest alterna�ve is Cisco’s Webex board, which 
is priced much higher. Jamboard so�ware can also be used with Android devices (physical board 
op�onal), and support for Chrome is planned. As the Jamboard (currently in first genera�on) and its 
so�ware matures, it could provide Google with compe��ve differen�a�on.  

10. Chromebooks make a lot of sense to me (and evidently to schools). As we shi� toward more 
cloud-delivered, web-based services, we are moving back to terminals. Chromebooks are simple to 
manage, and they support web apps, Android apps, and real-�me services (built-in camera and 
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audio). They started as inexpensive endpoints, but are transi�oning to more expensive devices that 
tout low total cost of ownership and strong security. As a combined worksta�on and 
communica�ons endpoint, they are par�cularly well suited for contact centers, par�cularly with 
remote agents.  

11. Google’s biggest challenge is trust, though not regarding its security prac�ces. The trust issues are 
how they use private data and their commitment to partners.  

a) G Suite’s mone�za�on is not ad-based, so data sniffing may just be a percep�on issue, but the 
concern is real. Partners will have to reassure customers about their privacy rights and Google’s 
restric�ons. Google has not yet published its terms and condi�ons, which apply to the CC 
partners. No agreement is expected between Google and the CC customer.  

b) Trust as a partner is a very real concern. Google’s commitments and rela�onships with partners 
can change abruptly. Launching Google Voice was reasonable and maybe even logical. However, 
it surprised many partners that were no�fied of the plan only weeks before Google Next.  
 
At Google Next, Google announced that a YubiKey security token technology eliminated 
successful phishing a�acks within Google. That’s an impressive claim for any size organiza�on, 
and Google has about 85K employees. Then, came the news that Google would launch its own 
YubiKey solu�on called Titan. Previously, Google has promoted the Yubikey as the go-to key for 
second-factor authen�ca�on. YubiKey was also a par�cipant at Google Next. However, the Titan 
keys are not made by Yubico and will compete directly against them.  

12. Google’s primary compe�tor is Microso� (GCP vs. Azure, Chrome vs. Edge, G Search vs. Bing, G Suite 
vs. Office 365, Chromebooks vs. Surface PCs, Jamboard vs. Surface Hub, Hangouts Chat and Meet vs. 
MS Teams, and so on). At this �me, Microso� offers two hosted telephony services: Teams and SfB 
Online. Google is filling a compe��ve gap with a simpler (as usual) offer.  

13. With companies as large as Google (and Microso�), coope��on is inevitable and not necessarily bad. 
Google Drive (and MS OneDrive) are nice solu�ons, yet many customers prefer Box, Dropbox, and 
other op�ons. These full-suite offers will aim at the center or the majority of the market. There will 
always be full suites and best-of-breed debates, as well as op�ons that extend full suites. Customers 
win with more choices, though coope��on does create confusion, distrust, and some�mes 
animosity.  
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