@

Trends in Operational Software

PRESENTED BY BRAD HINE, DIRECTOR, PARTNERS & CHANNELS
ETI SOFTWARE SOLUTIONS

——

,v" e
'l ‘\

—

\
b

e —

—
""(Q. -
~N

I

o
—

4//




Market Drivers

Service providers are being forced to revamp traditional monetization strategies and underlying operating models.

@

Core Skilled
Revenue Labor
Erosion Shortage

Increase Legacy
Capital Software
Intensity Systems




Market Drivers are Fueling Change




What ChatGPT And

Microsoft’s new Teams Premium tier
integrates with OpenAl's GPT-3.5

The Three As e

MARKETS VentureEeat
INSIDER

Microsoft gives
Nuance and Micreseft Announce the First Fully Businesses a GPT boost

Al-Automated Clinical Documentation In Teams and Viva Sales
Application for Healthcara

USATODAY

Thalarga

The chaer o s
technology

Microsoft announces generative Al-powered

° Copilot 365 to ‘change work as we know it’
Is here

Real estate agents say they Microsoft brings an Al-powered

Hew Bing with ChatGPT brings the
power of Al to Microsoft's
signature search engine

E:::é;aﬁx working withaut Copilot to its business app suite




The Three As

And the
Impact is real

Carmax estimates an individual would
take 11 years to do what Azure OpenAl
Service was able to do in days

Progressive is saving $10M annually
with Al-powered chatbots

EYHUIII!_IHQ a better
working world

EY is saving 250K hours of manual
work per client using intelligent
document automation




The Three As

46%
55%
15%

of new code is now
written by Al

faster overall
developer productivity

developers feel more
focused on satisfying work
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What is Generative Al?

GCenerative Al refers to a branch of Al that focuses on creating
models capable of generating new, original content. It involves
training algorithms to understand and mimic patterns in data to
generate realistic outputs that resemble human creations.




Al Capability and Adoption Growth Rates

Netflix
Kickstarter*
Airbnb**
Twitter
Foursquare***
Facebook
Dropbox
Spotify

Instagram***
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From Hype to Theory to Reality

1805 2011 2024
Thomas Bayes’ essay that underpins Al IBM’s Watson beats Jeopardy! Microsoft’sD:zthr; élapn%w(:e;:tGGi;I_-ll_ub e

Impact and maturity of Al use cases

telecom industry:

Experience

Al has great potential + oo 5

to address core Q e b

challenges of the s e P
s Customer ! g
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Automation Technical Potential

PR—— PR PR—— PR

3% 8% 12% 21%

Managing Applying Stakeholder Unpredictable
Others Expertise Interactions Physical Work

Field Service

Customer
Service

Network
Engineering

PR——

14%

Data
Collection

[

LESS AUTOMATABLE ACTIVITIES

Technical Feasibility: % of time spent on activities that can be
automated by adapting currently demonstrated technology

»

PR PR——

10% 31%

Data Predictable
Processing Physical Work

MORE AUTOMATABLE ACTIVITIES




Machine Learning Use Cases

Predictive Maintenance Customer Service... Fraud Prevention Revenue Growth Network Optimization

Optimization/ Descriptive

" » Machine ntimization/
Game Theory Statistics achine Optimizationy

Learr Game Theory

Robotic Process Automation (RPA) for...

Detection and Web Scraping
Warning LEstimates : Netwark Scenario/ Sentiment Network

Science Process Analysis Analysis Science
Optimiza

Scenariof Came
Process Analysis Theary

Machine
Learning Project/ Y A S Web
Estimates tatist Scraping..
Detection Scenari... Detecti..
Descriptive and Machu, Web Prc Project/ | Detection Project/ Machine and Des.. Network
Statistics Warning Learnl.. Scraping. Analysis  Estima and, Estimates Learning Warning Statl.. Science




End to End Automation Capabilities

Employee Assist /

Forecasting, Scheduling
Robotic
Process
Automation

Predictive Routing ’ s Bots Supervision
0Qo

Omni Human Business
Channel . Process SYSTEMS
cX 5@3 Automation CRM, ERP, Billing,
Machine HR Systems
Voice of the Customer ’ Voice of the Employee
Triage,
Case Mgmt
Recruiting, \ /

Automatic Process Discovery

Predictive training,
wlytlcs retenUV \
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Case Study: Improving Frontline Worker Efficiency




80% of employees are frontline
workers! so it is vital to enable them
with digital tools

of business leaders say that automating manual

74% processes improved the efficiency of their
workforce?

#3 Technology ranks third on the list of factors that
workers say could help reduce workplace stress?

6 3 0/ Of frontline workers are excited about the job
(o) opportunities technology creates!

Sources: 1. Microsoft Work Trend Index, January 2022 2. Deloitte, "IT, disrupt thyself: Automating at
scale", December 2021,



https://www.microsoft.com/en-us/worklab/work-trend-index/technology-unlocks-a-new-future-for-frontline
https://www2.deloitte.com/us/en/insights/focus/tech-trends/2022/disruptive-automation.html
https://www2.deloitte.com/us/en/insights/focus/tech-trends/2022/disruptive-automation.html

But challenges stand in the way of creating
an agile and efficient frontline

\%

g5

One-third of frontline Dispersed systems of Frontline workers lack 52% of frontline workers
workers don't have the right records complicates access reliable methods to pass feel supply chain issues
technology tools to do their and disrupts the frontline critical information to the and labor shortages make
job effectively’ flow of work next shift, burdening their jobs more difficult’

productivity and
preventing efficient task
management?

Sources: 1. Microsoft Work Trend Index, January 2022 2. Results are for a composite organization based on interviewed customers. "The Total Economic Impact™ Of Microsoft Teams For Frontline Workers, a commissioned study
conducted by Forrester Consulting, July 2022” https://aka.ms/FLW _Industry TEI



https://hrexecutive.com/is-your-tech-failing-your-frontline-workers/
https://www.microsoft.com/en-us/worklab/work-trend-index/technology-unlocks-a-new-future-for-frontline
https://aka.ms/FLW_Industry_TEI

Empowering frontline workers with the right technology @}

helps them concentrate on what matters

©

Automate business processes

Connect to line-of-business applications and
industry devices

3

Enhance shift and task management

O i

Gain operational visibility for real-time insights



Empower frontline workers across your organization @
to do more with less

345% USD2.7miIIion USD9.1 million USD6.1miIIion

ROI by deploying Increased revenue Recouped from Gains from reduced
Microsoft Teams for from better customer improved frontline errors and improved
frontline workers over experiences over manager working frontline outcomes
3 years’ 3 years' time over 3 years’ over 3 years'

Source: 1. Results are for a composite organization based on interviewed customers. "The Total Economic Impact™ Of Microsoft Teams For Frontline Workers, a commissioned study conducted by Forrester Consulting, July 2022”
https://aka.ms/FLW_Industry TEI



https://aka.ms/FLW_Industry_TEI

Increase front
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operational ef

iciency
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Automate business processes

Connect to line-of-business
applications and industry devices

Enhance shift and task management

Gain operational visibility for
real-time insights



Fragmented, paper-based
systems hold back
efficiency by creating more
work

Repetitive processes
inhibit the frontline from
focusing on higher-value

Challenges to O e
automating business
processes : " Legacy systems limit

real-time guidance and
assistance opportunities

Aging facilitation and
follow-up procedures limit
the quality of customer
relationships




Streamline repetitive processes™

Free your frontline workers to
focus on higher-value activities
by streamlining repetitive
processes using intelligent
workflows.




Provide digital assistance*

Build intelligent conversational
bots

to empower your frontline
with digital assistance through
actionable live updates,
general guidance, and easy
workplace accessibility.

faure the following farms

ROt pan

RaronEACUIAT 15K ARERIAITE

Great. | 2’ start warking on
the Cardiovascular risk
assessment wih you
patient.

‘What is vour patant's first
namn?

'‘What I¢ £3y0's last name?

‘What is Kayo Miwa's aendec?

Mala I Famale | Other

= &

i Towrrs . WG

all T -

Femala

'‘What is ner hirthday?

=

Ckay. Descnbe her
cardiovascular history

Past redical history that
hclidas yrenenson more
than b gre Sevsre white coat
. Home ceadings
E O ponis below
what we recorded

anca of chast pan,
palpitatines, BN, archopras
and ecema

'‘What Is her bloos orassure

(BE?

28 8 B8

Azlraiy e Weba I,

€ Inventoryhot

Inventory Information

& poch into inueedary across
lecations across products,

Aham leantide

The following items are
available for Retail

ttem code: RetDD1 | ttem
HName: Plastic wrap
Quantity 172 | L aralbans:
Hydrezhad, Rancaloe

ttam cade; RetD0Z | ttam
Name: Labels

Type & nem mes2age

[tl't 1: Ss s

= @

i LSS A

Cardiavaszular risk assessment

Kayo Miwa

Jomo

Femnale

Juna 2,197

Sachlawsou e Walay

Past madical history that ncudes
hypartansion mora than & yra, Savara whita
coat hypsrtansion Home readings
conssstantly 20 points balow what we
meardad,

Sempnons
Presance af chest paim, palpitatinns, PND,
orthapnea, snd edema

R TR

140/90mmHg

A<

Praviousty smoked

=z &

i | (SRR B




Increase front

ine

operational ef

iciency

V —
V —
L gre—

Automate business processes

Connect to line-of-business
applications and industry devices

Enhance shift and task management

Gain operational visibility for
real-time insights



Challenges to
connecting to line-of-
business applications
and industry devices

Lack of one central platform
complicates deskless worker
access and communications

Navigating third-party apps
outside of Microsoft Teams
disrupts the frontline flow
of work

Carrying multiple devices
makes work fragmented
and cumbersome




Provide one platform
for your frontline
applications

Add the services your frontline workers use
most into one location for easy access.

814

f) Contoso

E, Tasks
Get things done

Manage your time with Shifts
Manage your schadule, request shift swaps
anc time off, claim opean shitts, and cleck in
ne oul

G/ Approvals

Streamline requests
Send and keeo track of 2l your requests in
one place

Get startad

B Townews

e 0O
Vi e Aztiviry

v

-

0000

Approvals

92)
=)
=+
»

Walkie Talkie

W

—
)
[
2
7

*

e
§S]
a
]
~—*
@
@0

Virtual Appointments

Time clock

*coming soon



N\
@ Automate business processes

Increase frontline
operational efficiency

I:I<§ Connect to line-of-business
applications and industry devices
guling

v Enhance shift and task management

/O Gain operational visibility for
real-time insights



Challenges to
enhancing shift and
task management

Paper-based processes
make updating shift
schedules time consumptive

Analog time tracking
systems reduces time and

attendance accounting
accuracy

Fragmented planning
systems make it difficult for
managers to track tasks




Streamline task management™ CSR

€ Azzigned to me

() Uadare hero cisplag fod facus oo,
= Cepritnmert Tazhe
¥ e

'-Tu Frint and shere Sustainzble, Sam.,

¢ o

(7 Frintand snere sustaincbie, om.

Corporate Managers Frontline workers
Create tasks centrally and publish to different Manage tasks regionally and assign them to the Execute tasks locally with
locations with the ability to choose specific store right individual in the store clear, detailed directions
layouts, factory capabilities, or other from HQ/Operations

customizable attributes of your frontline teams
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Automate business processes

Connect to line-of-business
applications and industry devices

Enhance shift and task management

Gain operational visibility for
real-time insights



Challenges to gaining
operational visibility
for real-time insights

Legacy systems limit
informed decision-making
and a holistic view of
performance

Lack of organization-wide
structures prevent central

operations and management
from tracking task execution
In real-time

Distributed workforces make
it difficult for the frontline to
quickly share information




Obtain critical insights from the frontline

Enable the frontline to use self-service
analytics with built-in Al to make informed
decisions.

$1.601M
$490K

Provide a holistic view of frontline T ‘ ‘ $620.0K .«
performance to decisions makers. | T o A -

394K

92K




Monitor task progression

Central operations view @

Ducember Woek 1202

= £ r
L H 11

Track task execution in real-time at a
specific frontline location for managers or
across locations for corporate.

Manager view



Tap into frontline worker insights*
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Benefits of the Three A’s

Grow revenues from
network expansion, new
services, partnerships

Outpace competition by
offering new services
faster

( =

\

(@

Ensure ubiquitous and
reliable connectivity

Rest easy with enhanced 4
security to fend off data [: @l

breaches

g @

Decrease operational
expenses

Make informed decisions
with data-driven insights



Thank you!

etisoftware.com



Operations

Increase frontline operational efficiency

Automate processes with connected digital workflows, creating a unified platform

for your workforce

Common COO challenges

Unsanctioned shadow IT fills
current communication gaps
while cultural barriers limit new
technology rollout and adoption

Fragmentated systems, tools and
business processes that are often
manual and redundant

Constant need to have visibility
into on the ground operations

=)

Microsoft Teams can help you

Workforce efficiency

 Improve workforce flexibility and respond quickly with
Walkie Talkie

 Improve coordination between business functions and
frontline teams with Tasks and task publishing

Resource optimization

 Provide integrated solutions that improves profit
margins and operational efficiency with Microsoft
Teams as a platform

Inventory shrinkage

» Optimize business processes thru data-driven insights
and automation of routine tasks and processes with
Power Bl and Power Apps like Inventory Management

Through Teams and task publishing, we
ensure that our 300 stores are well stocked,
our service is outstanding, and that displays,
seating, and selection is consistent.

Ernesto Davila: Area Manager, Chedraui



https://customers.microsoft.com/en-us/story/862087-chedraui-retail-teams

Security

Safeguard your business

Secure your business with built-in security and compliance across endpoints and

devices.

Common challenges

Lack of visibility and

manageability across entire @
device landscape for dispersed
workforce

Difficult to ensure the right
policies are applied to all apps @

Enabling user productivity
without sacrificing security @

Microsoft Teams can help you

Easily manage your devices

 Centrally secure, manage, and troubleshoot your
organization’s endpoints with Microsoft Endpoint
Management (MEM)

 Delegate user identities with My Staff in Azure Active
Directory

Ensure the right apps and policies are applied

* Restrict worker's access to apps while off-shift with
off-shift access controls

« Easily apply the right policies for your frontline
workforce at scale with policy packages built for them

Protect against reputational & compliance risks

* Fortify compliance in the event of a compromised
device loss with Data Loss Protection

* Full visibility into threats with an integrated solution
with Microsoft Defender for Office 365

Security played an essential role in our
decision to deploy Teams. The fact that we
can authenticate every user within the
organization and ensure the data remains
encrypted in transit and at rest gives us
peace of mind that our information is
secure.

Pilar Rojas Suarez: ClO and Director of
Systems, Chedraui



https://customers.microsoft.com/en-us/story/862087-chedraui-retail-teams
https://customers.microsoft.com/en-us/story/862087-chedraui-retail-teams

TRIADG6

Dashboard

Analyze and visualize infrastructure data in real-time. You can easily create custom dashboards,
charts, and graphs that help you gain valuable insights into your data.

* Real-time visualization of your data. This means that you can see changes to your data as they
happen, allowing you to make more informed decisions based on the latest information.

* |dentify patterns and trends in your data. With its powerful analytics features, you can quickly
identify correlations and outliers, and gain a deeper understanding of your data.

* Integrates seamlessly with a wide range of data sources, including Elasticsearch, Logstash, and
Beats, so you can easily connect to your existing data infrastructure.



@

TRIADG6

Observability

Triad provides a service mesh capability that adds visibility, security and reliability to your Triad
environment. Collect metrics and logs about every request and response to identify bottlenecks,
troubleshoot problems, and optimize your system.

* |dentify bottlenecks - Shows you which services are spending the most time processing requests,
which can help you identify where to focus your optimization efforts.

* Troubleshoot - Shows you which services are failing and why, which can help you identify the root
cause of the problem.

* Optimize systems - Shows you how your systems are using resources, which can help you identify
opportunities to reduce costs or improve performance.



TRIADG6

@

Monitoring

Improved monitoring including:

Metrics: Collects a wide variety of metrics from your applications and infrastructure, including
CPU usage, memory usage, and network traffic.

Alerting: Can send alerts when certain metrics exceed a threshold. This can be used to notify you
of problems with your applications and infrastructure.

Grafana: Works with Grafana to create dashboards and visualizations of your metrics. This can
help you to better understand your applications and infrastructure.



Alerting — Enterprise Communications
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INTELLIGENSE

CUSTOMER ENGAGEMENT (ICE)
| e———

Typical Focus

FUTURE

Digital Assistant

Human Chat

IVR

Call Center

snoo4 ulen big
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Recommendations
Displayed on Page

+2%
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So why not do this yourself?

Cost Sustainability Hallucinations Regulation Trust in Al Ethical Backlash

( Bioomberg.com

Forbes
https://www.forbes.com » tiriasresearch » 2023/05/12 3 . L. . y .
& Al Bieaks The Dats Certer Biden Administration Split Over Policy on OpenAl as EU
Pushes New Rules

Tirias Research forecasts that on the current course, generative Al data center

server infrastructure Q]US operatmg costs will exceed $76 ... Bideﬂ adn-}mis‘[ration ofﬂC!a}S are dl‘\’!d@d over hO'\/‘-' aggressp_rew new artiﬂcia[
intelligence tools should be regulated — and their...

Training GPT-3, which is a single general-purpose Al program that can

generate language and has many different uses, took 1.287 gigawatt G Gartner

hours, according to a research paper published in 2021, or about as : :

e PAREEE . Why Trust and Security are Essential for the Future of

much electricity as 120 US homes would consume in a year. wmars, 2023 2

Generative Al

Bloomber Al ; |
(B] 2 As generative Al innovation continues at a breakneck pace, concerns around security

https://www.bloomberg.com » news » articles » how-mu.

- < g . and risk have become increasingly prominent.
Artificial Intelligence Is Booming—So Is Its Carbon Footprint Jy bro
#% NBC News

F Fortune Lensa reignites discussion among artists over the ethics of

‘Prone to hallucinations and bias’: A Texas judge puts A.l in Al art
its place Lensa, the Al portrait app, has reignited discussion among artists over the ethics of

Judge Brantley Starr strikes back against generative A.l. hype. creating images with models that have been trained...
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TRIADG6

Enhanced Security

@

e Constant scanning your cluster for new vulnerabilities and then automatically updating your
security reports. This allows you to stay up to date on the latest vulnerabilities and to fix them as
soon as they are discovered.

* Generate security reports that show you the vulnerabilities that have been found in your cluster.
This will help you prioritize your security updates and to fix the most critical vulnerabilities first.
* Vulnerability and Config audit reports show where the issues have been found.

* RBAC reports that show the access rights that have been granted to users and groups in your
Kubernetes cluster.

* Track the progress of your security updates. For example, it can generate reports that show the
number of vulnerabilities that have been fixed over time. This data can help you identify areas
where you need to improve your security posture.




Identity and Access Management

* Single-Sign On
* |dentity Brokering and Social Login

ORG1000

e User Federation

* OpenlD Connect, Oauth 2.0, SAML, Kerberos
protocol standards

* Role-based and fine-grained Authorization
Services

* LDAP, Active Directory, or RDBMS

User Login
e Password Policies

e Admin Console

e Account Management Console

(CLOAK

e Extensible Q




Zero Trust Security

Role-Based Access Control (RBAC)

Secrets are encrypted at rest and purposely
kept separate from applications

e (ITU) X.509 standard based digital certification
* Transport Layer Security TLS 1.2

* Monitor Network Traffic

* Audit Logging

e Third-Party Authentication

8 «EYCLOAK

<)

CERTIFY

User Login
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Based on findings and recommendations Microsoft, Open Al, the TM Forum, Deloitte, McKinsey, PwC, BCG, and Bain, this session will

facilitate automation strategies for workforces and explore Al-driven innovations for core business offerings. Al can address the
broadband worker shortage by offering intelligent business applications that empower everyone to deliver operational excellence and

Create more engaging customer experiences.
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