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Next Transformational Change in the World: 
{Social + Mobility + Analytics + Cloud = 
Competitiveness + Growth}

In the last decade, the Information Technology industry has witnessed frequent innovations in 
computing, which has changed the way IT services are delivered to the business and to end users today. 
This latest innovation in the IT sector is characterised by a new master IT architecture comprised of 
social, mobile, analytics and cloud technologies, collectively known as SMAC. SMAC is the concept 
of convergence of the four technologies, which is currently driving business innovation. The synergy 
created by bringing together these four technologies, creates a business environment of competitive 
advantage. This article analyses the SMAC technology to understand their impact and the power of 
their confluence. Read on...

Shri Rohit Patoria
(Contributed by Shri Rohit 
Patoria. He may be reached at 
rohitpatoria@gmail.com)

The only man I know who behaves sensibly is my 
tailor; he takes my measurements anew each time he 
sees me. The rest go on with their old measurements 
and expect me to fit them. ~George Bernard Shaw

WHAT IS SMAC?
In this jargon-filled world, a new acronym marked 
in upper case is “SMAC” which stands for Social, 
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Mobility, Analytics and Cloud. Driven by its ability 
to offer solutions that integrate new business models 
such as analytics and cloud-based services, with 
traditional ones, SMAC (Social media services, 
Mobile, Analytics, Big data and Cloud) is not just 
the latest buzzword, but it's also quickly becoming 
a business reality. SMAC is confluence of emerging 
technologies - Social media services, Mobile, 
Analytics, Big data and Cloud computing and fusing 
their relationships. With the emergence of the new 
technologies, organisations are looking at integrating 
applications across enterprises seamlessly, with 
the ability to allow for easy anywhere-anytime 
accessibility.

IMPACT OF SMAC
SMAC leverages social, mobile, analytics and cloud 
technologies to produce a multiplying effect on 
businesses and productivity. For SMAC to maximise 
the effect, the equation should be like 1+1= 11. The 
innovations like SMAC are non-linear initiatives and 
unlike in the traditional model, these initiatives are 
not dependent on the number of people engaged in 
a project for their revenues. The speed of innovation 
is so high that the increased automation and 
platform-based services that can be replicated across 
segments are changing the underlying dynamics 
of business processes significantly. While social, 
mobile, analytics and cloud technologies add a new 
dimension to business model, to optimise their value 
consider the sum is greater than its parts. Each 
function, namely, social, mobile, analytics and cloud 
on one integrated stack enables another to maximise 
their effect. The power of this technology platform 
is in treating it as a stack, for its components have a 
multiplying effect when they work in combination. 
SMAC is not just about IT environments and 
efficiency-driving IT solutions. It is much more than 
Analytics & Information Management Services. 
Let us analyse the 4 technology enablers - Social 
media, Mobility, Analytics and Cloud computing 
to understand their impact and power of their  
confluence.

Social Media
A social network is a social structure made up 
of a set of social actors, such as individuals or 
organisations. The social network perspective 
provides a set of methods for analysing the structure 
of whole social entities as well as a variety of 
theories explaining the patterns observed in these 

structures. The study of these structures uses 
social network analysis to identify local and global 
patterns, locate influential entities, and examine 
network dynamics. Social media can be used as a 
tool to measure, analyse, interpret interactions and 
associations between people, topics and ideas. Social 
media analytics is a powerful tool for uncovering 
customer sentiment dispersed across countless  
online sources.

A social media strategy has become a must for 
all enterprises, with people using social media for 
advice on everything including what to buy, what 
new products/services have hit the market, where to 
shop, how and when to use the products, which film/
music to watch/listen, in what and which season to 
visit travel destinations and even which organisation 
to work with. While social media is primarily used 
for customer service and feedback, it is also being 
used for sales promotion, marketing and product/
service information/education. The data generated 
by the customers can be very effectively used for 
better servicing. 

Mobility
A mobility strategy is becoming more and more 
essential for modern businesses. People consume 
information over their mobile devices in massive 
quantities. Many people use their mobile devices 
to access information more often than they use 
their laptops and desktops, and some people only 
consume information via mobile devices. With 
increased functionality in the smartphone market 
come increased challenges for companies to align 
their information technology strategies with the 
changing face of mobile computing. This issue is 
particularly important for the banking and insurance 
industries, where customers now demand a variety 
of services over their mobile devices, but nearly 
every industry is affected.

Analytics
Analytics is the discovery and communication of 
meaningful patterns in data. Especially valuable 
in areas rich with recorded information, analytics 
relies on the simultaneous application of statistics, 
computer programming and operations research to 
quantify performance. Every year, a huge amount of 
data is generated which when properly analysed and 
used, can materialise into supreme competitive edge 
as the data both structured and unstructured, offer 
great opportunities for analytics. The dynamics of 
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analytics can be usefully adapted in various scenario 
building activities.

Cloud computing
The term "cloud computing" is everywhere. In the 
simplest terms, cloud computing means storing 
and accessing data and programs over the Internet 
instead of your computer's hard drive. The cloud 
is just a metaphor for the Internet. It goes back to 
the days of flowcharts and presentations that would 
represent the gigantic server-farm infrastructure 
of the Internet as nothing but a puffy, white 
cumulonimbus cloud, accepting connections 
and doling out information as it floats. Cloud 
computing has led to erosion in boundaries and 
seamlessly foster innovation to increase productivity 
leading to optimum utilisation of available  
resources. 

SMAC technologies are the new change agents 
and when implemented, these serve as a synergetic 
solution for transforming enterprises to be better 
equipped for the future of business. While taking 
advantage of the cloud and evolving a mobile strategy 
are going to be two of the most important issues for 
businesses moving forward, leveraging social media 
for customer engagement & brand building and 
analytics will be equally critical to remain successful 
in the information age.

Social Media 
(Transformational change in the World)

Social technologies allow for the rapid sharing 
and creation of knowledge over social networks, 
which enhances collaboration and information 
distribution across a business. People are the 
most valuable asset of any organisation, and 
social technologies help unlock the knowledge 
contained in those individuals, and facilitate the 
dissemination of that knowledge to drive business 
results.

Over 100 Crore individuals logged on to 
various social networks – Facebook, Twitter, 
Linkedin, YouTube, WhatsApp, Foursquare 

etc.
Challenge: Privacy concerns and cultural 

fabric of the country might hinder the social 
media growth

Strategy: Leveraging social media for 
customer engagement & brand building

Mobility
 (Ubiquitous spread of mobile phones)

Mobile technologies are continuing to evolve, 
reshaping the technology landscape. The growth 
in smart devices is bringing about an era of 
ubiquitous connectivity. Users are now able to 
access information anywhere at anytime with 
ease. Mobility serves as the cost of entry in the 
consumer market, and those businesses seeking 
to optimise their organisations are already on 
board with mobile technologies.

Over 450 Crore mobile subscribers using 
various mobile devises – Smartphones and 

Tablets
Challenge: Growth in the ecosystem of mobile 

applications 
Strategy: Using mobile devices as an efficient 

channel

Cloud Computing
(Ever expanding presence in modern world)

Cloud technology is the linchpin of the 
SMAC stack – and it is quickly becoming the 
new foundation of the IT ecosystem. Cloud 

computing lends businesses a newfound agility, 
breaking down the barriers of geography and 

cutting the costs associated with physical server 
maintenance. With limitless scalability, the cloud 
powers the transformative combination of social, 

mobile, and analytic technologies.
Global Cloud Computing services market 

reached over $130 Billion
Challenge: Emerging challenge is dynamic 
regulatory needs (especially Public Cloud)

Strategy: Using power of cloud computing to 
foster innovations and improve productivity

Analytics is selection of meaningful pattern 
from huge amount of data and its use to create 

value. 
Analytics enhances supply chains, facilitate 
closed-loop marketing, and optimise existing 
customer relationship management processes. 
The immersive data processing power of Big 
Data analytics allows companies to deconstruct 
new forms of data in the cloud, which generates 
unprecedented insight scalable to enable smart 
boardroom decision making in real time.
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IMPRINT OF SMAC ON THE INDUSTRY
Companies in the financial services, insurance, 
healthcare, professional services and technology 
industries are leading the way and seeing great 
results.

Banking Industry: 
SMAC can emerge as a very powerful tool for banking 
industry for driving financial inclusion where it 
needs to reach the vast unbanked population. Mobile 
banking has emerged as one of the most innovative 
products in the financial services industry. Mobile 
devices play a vital role not only in increasing 
financial inclusion but also in spreading financial 
literacy in rural areas. Mobility is one of the most 
important technologies for the banking sector and 
will have an immediate impact.

Other than mobility, the banking sector is 
witnessing significant impact of social media and 
embedded systems in the routine functioning. 
Leading banks are leveraging social networks to 
offer bank account apps, money personality apps, 
deal-of-the-day offers, offers on banking products/
services and a mechanism for customers to write 
back to these banks. Data from various social media 
platforms is also being integrated at the backend in a 
CRM module to capture customer queries and keep 
track of all comments about the bank. Embedded 
systems are also coming to the fore through safe-
banking practices. Banking service providers 
leverage social media campaign to offer a unique 
shopping experience during the festive period by 
partnering with other e-commerce vendors.

Banks install digital kiosk which uses data from 
the social profiles of customers and uses it to serve 
customers. The predictive models in the banking 
industry are widely developed to bring certainty 
across the risk scores for individual customers. Credit 
scores are built to predict individual’s delinquency 
behaviour and also scores are widely used to evaluate 
the credit worthiness of each applicant and rated 
while processing loan application. Furthermore, risk 
analyses are carried out in the scientific world and 
the insurance industry. Analytics is helping banks 
to weed out fraudulent transactions. In the banking 
industry, Basel III and future capital adequacy needs 
are likely to make even smaller banks adopt internal 
risk models. In such cases, cloud computing and 
open source can help smaller banks to adopt risk 
analytics and support branch level monitoring by 
applying predictive analytics.

Retail Industry:
To combine the best of virtual and physical retail 
shopping experiences, retailers are strategically 
deploying the SMAC across key business processes. 
Now, a customer’s mobile device can signal store 
management while they’re shopping. Advanced 
analytics arm associates with the right knowledge 
about that shopper so they can provide more valuable 
assistance. And customers can compare products, 
get information and redeem targeted offers from the 
Cloud while in store.

Shoppers are increasingly using their mobile 
devices for everything from browsing to comparing 
to buying products. Analytics can help retailers 
predict buying decisions of shoppers; for example, 
Walmart, the world's largest retailer, is combining its 
brick and mortar stores with commerce, over mobile 
phones and the internet, to create multiple channels 
of revenue.

IT-BPO Segment:
IT-BPO companies will be impacted the most  
with the SMAC. The evolving technology industry 
has opened new gates for the IT-BPO segment.  
The enterprises globally are adopting new  
technology formats for operational efficiency, 
cost optimisation and for additional business  
advantages, to address this and other growth 
issues. SMAC collectively is considered to be a 
multi-billion dollar opportunity globally for the  
IT-BPO Companies. The enterprises are increasingly 
adopting these technologies, as they become more 
agile with information sharing within organisation 
and seek more insights about their customers to 
serve them better. 

It is an opportunity for IT-BPO companies like 
TCS, INFOSYS, WIPRO, Tech Mahindra, Mind 
Tree, Cognizant, and HCL Technologies. Contact 
centres have become multi-channel, multi-function 
units for managing customer relationships. As 
services move beyond phone calls to incorporate 
other communication channels, organisations must 
look for ways to provide a consistent, high-quality 
customer experience at every touch point - globally, 
and across business dimensions. 

Other Sectors:
Impact of SMAC will not be restricted to the  
industries discussed above. It will have a ubiquitous 
impact across the industry and economy. Analytics 
can be very effectively applied to business data 
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to describe, predict, and improve business 
performance. We are witnessing the use of analytics 
in multiple industries. Companies are using analytics 
for everything, from driving growth to reducing 
cost improving operational excellence to recruiting 
better people to completely transforming their 
business strategy. More recently, national and local 
governments across the world have started using 
analytics for optimising public welfare programs, 
reducing traffic congestion in their cities and  
fighting crime, enterprise decision management, 
retail analytics, store assortment and stock-keeping 
unit optimisation, marketing optimisation and 
marketing mix modelling, web analytics, sales 
force sizing and optimisation, price and promotion 
modelling, predictive science, credit risk analysis, 
and fraud analytics. Other sectors including 
e-commerce are also among the early adopters 
of the technology, to solve the issues of storing 
as well as creating business advantage from the 
everlasting data records. Online travel agencies 
effectively analyse booking and inventory data to 
create business advantage across their system of 
hundreds of operators serving multiple routes. The 
rising focus on the mobile web platform is affecting 
a number of business aspects, including ecommerce 
spending and online advertising. Leveraging the 
social media has a set of benefits, which includes 
increased exposure, enhanced customer loyalty, 
improved customer relationship, new customer 
acquisition and optimised marketing budgets. 
Analysis techniques frequently used in marketing 
include marketing mix modelling, pricing and 
promotion analyses, sales force optimisation and 
customer analytics. Cloud computing services are 
provided through public cloud, private cloud, and 
hybrid cloud environments and are very effectively 
used by businesses for exponential growth. India’s 
strategic position of being an outsourcing hub for 
the world also demands leveraging on the SMAC 
technology enablers to maintain the competitive 
edge in the future.

GOVERNMENT
Governments are also reaching out to their citizens, 
using mobile devices and social media as an efficient 
channel. It can disseminate public welfare and other 
schemes in a very effective and economical manner 
at much faster pace than the traditional channels. 
Governments can use analytics to provide services 
directly to their citizens. 

IMPACT OF SMAC ON THE PROFESSION
We, as professionals, cannot afford to ignore the 
impact of SMAC on the economy and industry as 
a whole. The growth of information surrounding 
people and companies is re-shaping the business 
model. Better insight on the potential opportunity 
from SMAC will help profession and professionals 
to better capitalise on these opportunities.

The 4 technology enablers can be effectively used 
in different combinations for effective and optimal 
utilisation of resources.

For example, ICAI is already using online portals 
such as E-learning / E-sahayata etc. (listed below for 
easy reference) to effectively disseminate and provide 
information/educational material/professionals 
updates/CPE credit hours etc. to the members and 
students, thus facilitating anytime & anywhere 
study/update in an effective manner. ICAI has also 
started using the technology enablers effectively 
through the following -
1) ICAI Cloud Campus- http://cloudcampus.

icai.org/ (Next generation interactive learning 
management system for students containing 
E-learning, E-books, Webcasts, real-time online 
mentoring to students)

2) ICAI TV-http://icaitv.com/ (Webcasts on 
various ICAI events)

3) ICAI Digital Library-http://icaidigitallibrary.
org/ (Digital Library containing Publications, 
Subscriptions, E-books, Members Journal)

4) ICAI Knowledge Gateway-http://www.
icaiknowledgegateway.org/ (Online portal that 
provides e-resources –books, articles, journals)

5) E-Learning- http://elearn.icai.org/ (Online 
learning courses for Students, Members and 
Non-members)

6) ICAI NOW– http://www.icai.org/mobile/ (ICAI 
Mobile App on Android, iOS and Windows 
Platform)

7) ICAI Online Store- https://www.icaionlinestore.
org/ (Online store portal which provides options 
to purchase all relevant publications and artefacts 
online)
On the same lines, the ICAI can effectively 

use the SMAC tools in various other areas of 
significance, for example, completion of examination 
process within the available time starting from paper 
setting, followed by conduction of examination, 
and then the evaluation of papers to declaration of 
results is a great challenge for all the professional 
bodies. The SMAC tools can be effectively used by 
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the Institute in examination process. The Institute 
can also effectively use the cloud platform to 
communicate with the examiners for effective 
and quick dissemination of suggested answers and 
guidance on step-wise awarding marks to ensure 
overall consistency in evaluation of examination 
papers. The Institute can effectively establish one to 
one communication with each examiner through a 
secured platform, by giving each examiner a secured 
log in and password. This will eliminate the need 
for physical despatch of suggested answers and 
instructions which in turn will not only save time, 
effort and money but also facilitate better two way 
communication within available short time.

The above is discussed only as a sample case 
to highlight the relevance of SMAC. The actual 
modus operandi and implementation will be 
dependent upon the issue of security concerns  
and its redressal. Analytics can also be effectively 
be used in conjunction with the other technology 
enablers (Social Media, Mobile technology) by 
the Institute to discern the patterns in student 
performance, need for up gradation of syllabus/
examination pattern, need for up gradation of 
professional skill sets in members or the changing 
aspirations of the industry/government/policy 
makers/statutory authorities/professionals in 
changing socio–economic environment.

CHALLENGES
Privacy concerns and cultural fabric of the country 
might hinder the social media growth. Growth in 
the ecosystem of mobile applications possesses a 
big challenge while framing a mobility strategy. 
Identification of relevant and important data is also 
a challenge in itself. Data is in a constant state of 
change and is a problem for many businesses that 
operate transactional systems online. Analysis of 
unstructured data is another challenge. 

Cloud computing offers many benefits, but is 
vulnerable to threats. Security concerns must be 
addressed to maintain trust in cloud computing 
technology. Data breach is a big concern in 
cloud computing. A compromised server could 
significantly harm the users as well as cloud 
providers. A variety of information could be stolen. 
The primary environmental problem associated with 
the cloud is energy use. The introduction of cloud 
computing requires an appropriate IT governance 
model to ensure a secured computing environment 
and to comply with all relevant organisational 

information technology policies. As with other 
changes in the landscape of computing, certain 
legal issues arise with cloud computing, including 
trademark infringement, security concerns and 
sharing of proprietary data resources. One more 
emerging challenge is dynamic regulatory needs.

SMAC – OVER-HYPED?
Some experts believe that certain elements of SMAC 
are possibly over-hyped or are re-classifications 
of traditional service lines. But these service lines 
definitely present attractive opportunities. Few 
analysts see merit in combination of two or three 
technologies rather than all the four as they feel that 
managing all will be practically too big and complex.

CONCLUDING REMARKS
The rise of Social, Mobile, Analytics, and Cloud 
solutions presents an almost infinite number of 
possibilities with information that are specifically 
targeted in ways that were unimaginable only a few 
years ago. Businesses can take advantage of the latest 
trends in cloud computing, mobility and analytics, in 
order not only to survive, but thrive in the modern 
marketplace.

I would like to conclude with the following quote 
and leave it to the readers to evaluate the driver of 
the next phase of growth.

A pessimist sees only the dark side of the clouds, 
and mopes; a philosopher sees both sides, and shrugs; 
an optimist doesn't see the clouds at all—he's walking 
on them. ~Leonard Louis Levinson . 
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