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• Over 50% of customer interactions 
happen during a multi-event, multi-
channel journey (McKinsey)

• 90% of customers expect consistent 
interactions across channels (SDL)

• 60.5 million people in the U.S. are already 
using digital assistants like Alexa to conduct 
searches and place orders 
(www.searchenginepeople.com)
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Altitude’s Answer
SMART Processes, SMART Routing, SMART Human/Bot Blending 

With CUSTOMER JOURNEY at the Core

WAHA IA

SME

Work At 
Home Agent Informal 

Agent

Subject
Matter Expert

Customer Engagement: All around it
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CHALLENGES?
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Ownership ←→ XaaS
Operate ←→ Use

On Premises ←→ Cloud 
(Public or Private)

In House ←→ Outsource
Human ←→ Bot

• Between 2005 and 2015, server 
costs fell by 15%, but 
administration costs rose by 83% 
(Google)

• Highly Automated Companies are 
6x more likely to experience 
revenue growth  of 15%+ 
(ServiceNow)

Operation: 
Smart and Efficient

AI
• 22% of Executives this Artificial Intelligence will REDUCE HEADCOUNT 

through automation
• 51% of Executives think AI will ENHANCE THE FEATURES, FUNCTIONS 

AND PERFORMANCE of products

VOICE
• PHONE-BASED COMMUNICATIONS WILL DROP from 41% to 12% of

overall customer interactions
• A HUMAN AGENT will still be involved in 44% of all interactions

Deloitte 2017 Global Contact Center Survey

Automatio
n

• 16% of ITSM professionals view the ADOPTION OF AI AS A JOB KILLER 
IN IT

• 70% of ITSM professionals think their INVOLVEMENT IN THE DEVOPS 
ACTIVITIES IS INSUFFICIENT
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Altitude’s Answer
Efficient Approach, SMART Operation, Whole Vision 

With CUSTOMER JOURNEY at the Core

Using Rather Than 
Operating

An End-To-End
Vision on Doing It

Global Efficiency 
Local Proximity

Operation: Smart and Efficient
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WHAT ARE THE 
CHALLENGES?

WHAT DOES 
THE MARKET SAY?

• Server Less Bringing The Cloud 2.0 
• Beyond the Virtualization
• New Applications To Come
• Hybrid: The Key For The Transition

• Market revenue in NA for hosted/cloud CC 
solutions surpassed on-premises product 
revenue in 2012 (F&S)
• By 2020, 60% of all new cloud application 
designs will include use of AI and/or analytics 
services, driving increasing intelligence to 
mainstream business. (Gartner)

Cloud: Enabler or Breaker?
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Altitude’s Answer
Global Presence, Elastic Platform, Microservices at the core

Delivering PEACE OF MIND

Current work Continuously evolvingCurrent offer

On premises 
(bare metal 

and virtualized)

Open Private 
Cloud

(bare metal and 
virtualized)

Closed Public 
Cloud 

(virtualized)

Serverless

Devops

Microservices
Elastic Cloud 

Customizable or not

On premises / Private Cloud
(bare metal and virtualized) 

Cloud of clouds

Cloud: Enabler or Breaker?
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WHAT ARE THE 
CHALLENGES?

WHAT DOES THE 
MARKET SAY?

Direct ←→ Indirect 
Software ←→ Services 

Local ←→ Global 
Big Enterprise ←→ Startup

Legacy ←→ New Technologies
Make ←→ Buy

Predicts 2018: 
• … we believe there are more than 500,000 

[resellers] worldwide, of which, 40% will exit
by 2021… (Gartner)

• And a similar amount of new ones will 
appear (Altitude Software)

Go To Market: 
The Crazy Ecosystem
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Altitude’s Answer
"Arriving together is the beginning; KEEPING TOGETHER is progress; 

WORKING TOGETHER is success.“ (Henry Ford)

Go To ProductGo To Market Go To Deliver

Go To Market: The Crazy Ecosystem
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THANK YOU!

ari@altitude.com
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