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. Workforce optimization

. Customer Journey

Customer Engagement Evolution

Open interfaces / Marketplace

Customer journey orchestration / Customer experience analytics

Web and
Social Market
customer segmentation
monitoring

Vertical
personalized
applications

Growing the
workforce

Online

Channels,

Virtual
assistant
) agent
routing Human support info
worker

Elastic Cloud Delivery
Zero global faults / Always on / Security and Compliance
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\FOYALE Most relevant technologies

Active Al routing

Virtual assistant Knowledge from information

r
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Virtual assistant

The new role of humans

Programmed virtual

IVRs doing routing

Fully generated
virtual assistants

All the interactions

assistants based on
handled by humans

Al taught by IT

and handling
simplest problems

Less; more skilled; better payed; less rotation

Altitude is investing a lot on this area of fully generated virtual assistants
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ROYALE
0

Effective service depends on
predictability, super powered
Virtual Assistants are not
there yet...

Past the initial hype true bot
implementations tend to
address well defined
scenarios...

Visual tools to simplify the IT
job are critical for a successful
implementation

Virtual assistant academ

before reaching the human level ..

XPERIENCE rh 3

routing ROUTING CONFIGURATION
é Altitude RO}'ale ntroducing the BOT block

X BLOCKS VARIABLES

Audio >

Phone >

v d
mpaort Validate Save
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ROYALE Virtual assistant academy
O = bridging the gap to humans..

Virtual assistants A @& Al rh 3
Management portal HOME MONITORING REFPORTS ROUTING CONFIGURATION
e Virtual Contact Center » Nodes » easy(local) »
Virtual assistants and N ~
agents use the same = e s 5| Bots
application... =B Nodes 1 +mwC T
B- local
E casy(local) Bot name Model Mode
- ¥ Agents
Selected agents act as &3 Bots Scythe @ Egeria @ Training
V|r’FuaI sl < il ’ Rust ® Egeria ® Training
Trainers... Details
Eyeh @& Cerberus ® Production
Robbie B User defined @ Production

Virtual assistants in
training are instructed Cole B User defined ® Production

by Trainers while facing
clients.

Prime ® User defined @ Training

VEARS (C)altitude
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Virtual assistant academ}/

built-in mod
& el

A8 5
O @ o I\

Survey model Debt collection Marketing
(Metis) model (Ares) model (Hermes)

?

&y B

Egeria

Cerberus

Answer model Authentication
(Egeria) model (Cerberus)

YEARS () altitude



Knowledge from information

Meaningful
Compression

Structure Image

. e Customer Retention
Discovery Classification

Big data Dimensionality Feature Idenity Fraud

isualistai . Classification Diagnostics
Visualistaion Reduction Elicitation Detection 8

Natural Language
Advertising Popularity

B . .
I* Outcome predictions
Prediction

Learning Learning Wezther Performance evaluation

Forecasting
r 1 .
ac h I n e Population

Growth
Prediction

Recommender Unsupervised Supel”vised

Systems

Clustering Regression

Market I—‘h— . .
Forecasting l Marketlng Segmentatlon
Estimating

life expectancy

Targetted
Marketing

Customer

Segmentation L e a_ r n i n g

Virtual Assistant

Real-time decisions Game Al o
. . -
Reinforcement |* Active Routing
Learning

Robot Navigation

Skill Acquisition

Learning Tasks From understaning to action: Better results less costs

©Altitude Software
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Active Al routing

Finding the best fit
Human agent / virtual assistant

How is the
Human profile customer NPS from
previous
interactions

Customer
journey

Customer
sentiment

Current channel
(vs customer
journey)

YEARS (C)altitude
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Active Al routing

Optimize cost and service deflecting customers to
a less expensive media

Push content to self service less expensive media

YEARS (C)altitude
V4
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> Active Al routing

Select the best group depending on average group performance for a
particular customer and customer situation
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ROYALE Active Al routing

Interactions delivered to agents with suggestions (from a
knowledge base) on how to approach the client in that
specific context.

Reaching the client through the preferred/most suitable
channel for every context.
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altitude

1997
Cloud Computing
1970 2006
Virtualization Software Amazon EC2/S3
2004
Virtualization
1993 2009

On premises release Altitude Cloud 1.0

Cloud 2.0

Now
Serverless computing

YEARS (C)altitude
y
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ROYALE Cloud 2.0 - building blocks

computing, with all the tools needed to deploy and

/ Microsoft Global, resilient and affordable serverless
Azure develop professional application on a global scale.

Breakthrough in hardware sharing allowing to

doc kQ r reduce operating costs and optimizing further the

real time applications support

Made after the well known Borg project it's the
% ku be rn e tes cornerstone for elastic behavior and extended

reliability of the system

YEARS (C)altitude
y
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Microservices

Cloud 2.0 - architecture

Mature and solid development pattern is now used In
modern organizations assuring

Isolation of software modules

Standardization of interfaces

Perfect fit for large scale devops teams

Replacing one microservice is possible to fix a defect or

change the behavior of a particular module
Coupled with application state kept in real-time
databases

Elasticity

Multi-tenancy

Perfect fault tolerance

Perfect memory leak tolerance

YEARS (C)altitude
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Cloud 2.0 - Business

Peace of mind
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Cloud 2.0 - Non-stop evolution

Microsoft|
Azure

©Altitude Software



Thank you
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