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Abstract 

IT based Services are sometimes viewed as mundane, less challenging than IT product development. In this 

talk, we describe enormous opportunities for innovation in delivering information technology based services. 

We start by describing the tremendous inefficiencies, estimated to be about $15 Trillion, in how the world 

operates today (e.g. in industries like transportation and healthcare), some of which can be eliminated by 

infusing more instrumentation and intelligence into these systems. We then describe some unique challenges 

faced in emerging economies, and present an example of developing a solution built from the ground up 

with those unique requirements in mind. The specific example we present is Spoken Web, our attempt to 

create a new world wide web, accessible over the (mobile) phone network, for the masses in countries like 

India and most parts of Africa. Finally, we describe several opportunities for improving efficiency, quality 

and value from delivering various kinds of services globally, and the interesting computer science and 

multidisciplinary problems that arise in the context of pursuing those opportunities. 
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