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9 Understanding Al Technologies:
Learn about the different types of Al, including machine learning, natural language processing, generative Al,
and computer vision. Understand how these technologies can transform various aspects of your business
operations.

9 Identifying Business Needs:
Discover how to assess your current challenges and goals to determine where Al can add the most value. Set
clear objectives and KPIs to measure the success of your Al initiatives.

CVQ Types of Al Solutions:
Differentiate between point solutions, Al copilots, and platform approaches. Understand the strengths and
weaknesses of each to make an informed decision based on your specific business needs.

9 Evaluating Al Vendors:
Get a detailed overview of key criteria for selecting Al vendors, including their expertise, technology
innovation, flexibility, and customer support. Learn the essential questions to ask potential vendors to ensure
their solutions truly leverage Al technologies.

9 Cost and ROI Considerations:
Understand the critical cost components of Al implementation, including development, integration,
maintenance, and hardware costs. Learn how to calculate ROI by assessing long-term benefits and potential
cost savings.

9 Comprehensive Checklist:
Use the detailed checklistin the Appendix to guide your Al evaluation and implementation process. This
checklist covers capabilities, cost, integration, privacy, security, and future needs, ensuring you make
informed decisions and achieve successful Al adoption.

By leveraging the insights and tools provided in this guide, you can navigate the complexities of Al
implementation, choose the right solutions for your enterprise needs, and drive growth and efficiency in
your business.
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Introduction '

Purpose of the Guide

This guide aims to provide you with a comprehensive understanding of artificial intelligence (Al) technologies, their applications, and how to effectively
evaluate and implement Al solutions to drive growth and efficiency. It will help you navigate the complexities of Al implementation and ensure you choose
the right solutions for your enterprise needs, particularly when resources are limited.

Overview of Al in Business

Al is transforming industries by automating tasks, enhancing decision-rmaking, and creating new opportunities for innovation. Businesses across various
sectors leverage Al to improve customer experiences, optimize operations, generate content, and gain a competitive edge. Al technologies, including
machine learning, natural language processing (NLP), generative Al (GenAl) and computer vision, enable companies to process vast amounts of data,
predict trends, and interact with customers in more personalized ways. However, Al's true potential is realized when it operaionalizes tasks, not just
generating content, guiding customers and employees through processes to achieve desired outcomes.

Importance of Choosing the Right Al Solution

Choosing the right Al solution is crucial for achieving desired outcomes and avoiding common pitfalls. The complexity of Al projects and the risks of in-
house development can be overwhelming, especially for companies with limited IT resources. Solutions like Krista provide a streamlined, secure, and
efficient approach to integrating Al into your enterprise, ensuring you remain flexible as Al innovates. The right Al solutions will enable you to move
beyond simple chatbots that answer customer and employee questions to operational Al that drives substantial business outcomes and improves your
business.

Page



Krista™

Understanding Al

CVQ Definition and Basic Concepts

Al is the simulation of human intelligence in machines designed to think, learn, and make decisions. Al
systems use algorithms and models to process data, recognize patterns, and perform tasks that typically
require human intelligence, albeit many times faster. Key concepts in Al include machine learning (ML),
natural language processing (NLP), and computer vision.

Al's role extends beyond content generation to operationalizing tasks, optimizing processes, and providing
actionable insights. Al can guide both customers and employees through complex workflows, enhancing
efficiency and driving positive business outcomes to increase margins and revenue.
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Types of Al Krista.

Al encompasses various technologies and methodologies, each with unique capabilities and applications. The primary types of Al include:

Machine Learning (ML):

Machine learning algorithms enable systems to improve their performance over time by learning from data. These algorithms can identify
patterns, make predictions, and support decision-making processes. Machine learning is widely used in applications such as fraud detection,
customer segmentation, data categorization, and predictive maintenance.

Natural Language Processing (NLP):

NLP allows machines to understand, interpret, and generate human language. This technology underpins many Al applications, such as
chatbots, virtual assistants, and sentiment analysis. NLP can be further divided into:

« Natural Language Understanding (NLU): A subfield of NLP focused on enabling machines to comprehend the meaning and context of
human language. NLU is essential for tasks like language translation, text summarization, and intent recognition.

+ Natural Language Generation (NLG): Also known as generative Al, NLG involves the creation of human-like text by machines. This
technology is used to generate reports, write articles, and create conversational responses in chatbots and virtual assistants.

Computer Vision:

Computer vision enables machines to interpret and analyze visual information from images or videos. This technology is used in applications
such as facial recognition, autonomous vehicles, and medical imaging analysis. Computer vision systems can detect objects, track
movements, and even recognize facial expressions.

Categorizers:

Categorizers are powerful Al tools that automatically classify and sort information based on predefined criteria. In the context of business
communications, categorizers can read and analyze emails, chats, and other forms of textual communication, identifying key to pics and
categorizing them for specific actions and follow-up tasks. This process involves several steps:

+ Text Analysis: The categorizer uses NLP techniques to analyze the text, breaking it down into meaningful components such as words,
phrases, and sentences.

» Pattern Recognition: The categorizer identifies patterns and key terms that match predefined categories or topics. This could include
keywords, phrases, or specific contextual cues.

» Categorization: Based on the identified patterns, the categorizer assigns the text to one or more relevant categories. These categories are
predefined based on business needs and can range customer inquiries and technical support issues to sales leads and project updates.

» Action and Follow-Up: Once categorized, the information is directed to the appropriate team or system for further action. For example, a
customer support query might be routed to the support team, while a sales lead could be forwarded to the sales department for follow-up.

Predictors:

Predictors are Al tools designed to forecast future
events or trends based on historical and current
data. They are used in various applications to provide
actionable insights that help businesses make
informed decisions. The process of prediction
involves:

» Data Collection: Predictors gather historical and
real-time data from various sources relevant to
the prediction task.

Pattern Recognition: The predictor analyzes the

data to identify patterns, correlations, and trends
that can inform future outcomes.

Forecasting: Based on the identified patterns, the
predictor generates forecasts or predictions
about future events. These predictions can be
related to sales, market trends, risk factors, or
inventory needs.

Actionable Insights: The predictions are
presented in a format that allows businesses to
take proactive measures. For example, a sales
forecast might inform inventory purchases, while
a risk prediction could trigger preventive actions.
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Taking Advantage of Al with Retrieval
Augmented Generation

Retrieval augmented generation (RAG) is an advanced technique that significantly enhances the capabilities of large language models (LLMs) by integrating real-time information retrieval with Al

generation. This method is crucial for businesses to effectively leverage Al technologies across various applications.

=

The Importance of Retrieval Augmented
Generation

RAG addresses a fundamental challenge in Al
applications: ensuring that responses generated by
LLMs are accurate, contextually relevant, and based on
the most current information. Traditional public LLMs
rely on static training data, which can quickly become
outdated. This limitation is particularly problematic in
dynamic business environments where timely and
accurate information is essential.

Unlocking LLM Potential with Retrieval
Augmented Generation

RAG enriches the output of LLMs by retrieving data from
your systems of record and data sources like CRM, HR,
and external knowledge bases. By doing so, it provides
Al systems with timely, accurate, and domain-specific
data — a significant improvement over conventional
LLMs that often operate with static or outdated training
data. This integration improves the LLM’s ability to
generate accurate responses and limits hallucinations.

© 2024 Krista Software Inc. All rights reserved.

9 The Mechanics Behind RAG

Retrieval

The power of RAG lies in its novel approach to data gathering and handling. At its heart, RAG boosts Al responses by
retrieving up-to-date information and data in real-time from your systems of record or from a knowledge library, depending on
your use case. This ensures that Al models operate with your domain-specific data, allowing them to answer questions and
generate responses that are highly relevant based on the context of the conversation.

Augmentation

The augmentation process in RAG capitalizes on real-time data retrieval from integrated systems and knowledge bases to
generate an augmented prompt. This integration helps construct more detailed and accurate prompts, thereby improving the
accuracy of responses to a user’s query. In a data-driven world, the accuracy and relevance of information can distinguish
between valuable, actionable insights and futile ones. Imagine prompting models for knowledge-intensive tasks like customer
service with numerical representations of customer records and payment histories efficiently. This removes the need to train
users on prompt engineering to answer difficult customer queries. When Al models can access real-time data, natural
language processing delivers more accurate and contextual responses based on each conversation.

Generation

The generation phase in RAG constitutes a small but essential part of the process. LLMs often face a deficiency in domain-
specific information, which RAG rectifies by incorporating context and domain-relevant data while generating content. By
grounding the generated answers in fresh and relevant data, RAG substantially improves the precision and reliability of Al
outputs. It's not just about generating an answer; it's about generating the right, contextually accurate answer based on the
internal information of each conversation and interaction.
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Common Applications of Al in Business Krista

Al technologies have been utilized across various industries for years, driving innovation and efficiency. While recent generative Al tools like ChatGPT and Gemini have brought significant attention to
Al, it's important to recognize that Al's presence in business is not new. Al has long been an integral part of many operations, providing foundational support for various applications. Some common
applications of Al in business include:

Chatbots for Customer Service

Al-powered chatbots leverage a combination of Natural Language Understanding (NLU), Natural Language Generation (NLG),
and categorizers to handle customer inquiries, provide instant support, and resolve issues autonomously. These chatbots
understand customer intent through NLU, categorize inquiries using categorizers, and generate appropriate responses with
NLG. They can be deployed on websites, mobile apps, and messaging platforms to manage both internal employee inquiries
and external customer interactions, enhancing customer service efficiency and satisfaction. When you add the power of RAG
into these responses the answers are more valuable and customer centric.

Predictive Analytics

Predictive analytics employs machine learning algorithms and predictors to analyze historical and real-time data, forecasting
future trends and outcomes. This application is essential in fields such as finance, sales forecasting, risk management, and
inventory optimization. By anticipating customer behavior and market trends, predictive analytics enables businesses to
make informed decisions, optimize inventory levels, reduce risks, and improve overall operational efficiency.

Content Generation

Generative Al, powered by NLG, facilitates the creation of high-quality text, images, and videos, thereby streamlining content
creation processes. Driven by large language models (LLMs) like ChatGPT, Gemini, Mistral, and Llama, this type of Al can
generate articles, job descriptions, contracts, images, video, and other content. To augment the knowledge of the LLM,
information should be included via RAG techniques. This capability frees up human creators to focus on strategic and
creative tasks, significantly boosting productivity.

its appeal, making Al a critical component for businesses aiming to drive innovation and efficiency.

Al-Driven Process Automation

Al enhances internal processes by integrating with existing
systems to orchestrate and automate complex workflows across
disparate systems. Many business functions within human
resources, sales, customer support, operations, information
technology, and finance can be significantly improved with Al-led
automation. Al-driven tools can manage these processes, analyze
large datasets, and assist employees in making data-driven
decisions using machine learning, thus reducing manual burdens,
and improving operational efficiency.

Customer Insights and Sentiment Analysis

Al-powered tools use NLU and categorizers to analyze customer
feedback from various sources, including social media, surveys,
and reviews. By understanding customer sentiment and
categorizing feedback, businesses can gain valuable insights into
customer preferences, pain points, and overall satisfaction. This
information is crucial for informing product development, refining
marketing strategies, and enhancing customer service efforts.

These applications demonstrate that Al is not just a new trend but a powerful tool that has been enhancing business operations for years. The recent advancements in generative Al broaden
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ldentifying Business Needs

Assessing Current Challenges and Goals

Effectively leveraging Al begins by identifying specific challenges your
business is facing and setting clear goals for what you aim to improve.
Common challenges might include improving employee or customer
service, optimizing operating procedures, or enhancing data-driven
decision-making. If nothing comes to mind, consider areas where your
business might currently have open positions or capacity issues. Rather
than immediately recruiting and hiring new employees, automation and
Al could possibly fulfill these capacity needs, providing a more efficient
and cost-effective solution.

Understanding your challenges, bottlenecks, and desired outcomes will
help you determine where Al can add the most value. For instance, if
your customer service team is overwhelmed, implementing Al-driven
assistants can handle routine inquiries, freeing up human agents for
more complex issues. Similarly, if certain processes span multiple
systems, having software orchestrate processes instead of forcing
employees to remember all the steps and navigate across screens
could reduce stress and burnout and improve their work life.

Krista,’

Determining Areas Where Al Can Add Value

Successful Al projects produce business value. Therefore, evaluating areas within your business where Al
can have the most impact is crucial. This involves understanding which processes can be automated,
what data you may have to provide insights, and how Al can enhance employee and customer
interactions. Consider both internal processes and customer-facing activities to identify opportunities for
Al-driven improvements.

Not only is value important, but it is crucial to have an Al champion in mind—this is a dedicated individual
or team with political capital capable of driving the project forward. Having a strong Al champion ensures
your project stays on track and aligns with business objectives. Additionally, HR is pivotal in helping
employees overcome their fear of Al adoption. Al projects should improve the work experience and put
your people at the center rather than replace human roles. HR should focus on change management and
support employees in adapting to new technologies, especially Al.

When evaluating the potential value Al and automation projects can produce, be sure they "do" something
to drive business outcomes, not just enhance a point task. For example, rather than merely improving data
entry efficiency, you should automate the entire data management process, from collection to analysis, to
provide actionable insights that drive decision-making. This comprehensive approach allows you to
measure the value created by Al in tangible business outcomes, such as cost savings, increased revenue,
or improved customer satisfaction, instead of improving a point task inside a process.

Page



Krista?

Setting Realistic Goals and KPlIs for
Measuring Al Performance

Establishing measurable objectives and key performance indicators (KPIs) is essential for tracking the success of your Al initiatives. This
alignment ensures your Al projects deliver tangible results that support your business goals. Examples of KPIs include improved response
times, increased operational efficiency, cost savings, and enhanced customer satisfaction.

Recognize that Al is not a magic solution; its effectiveness depends on data and realistic expectations. While Al strives for high accuracy,
expecting 100% precision is impractical. Human error rates typically hover around 30%, and humans often become less accurate over time
with repetitive tasks. In contrast, machines can improve through continuous learning. Thus, the goal should be for Al to be more accurate
and faster than humans, not perfect. Striving for perfection from the start can delay your project and hinder the realization of Al benefits,
potentially leading to a failed project.

By setting realistic objectives and understanding that Al's strength lies in its ability to learn and improve, you can achieve significant
improvements. Focus on incremental gains and continuous enhancement rather than perfection, and use KPIs to monitor progress and
make data-driven adjustments as needed.

© 2024 Krista Software Inc. All rights reserved. Page 10



Types of Al Solutions

Point Solutions, Copilots, and Platforms

Krista,

When considering Al solutions for your business, it's essential to understand the differences between point solutions, Al copilots, and a flexible platform approach. Each has its benefits and drawbacks,
and for companies aiming to drive substantial business outcomes, the choice can significantly impact effectiveness, time, and budget.

Point Solutions

Point solutions are specific Al applications typically offered as
SaaS products designed to automate a particular task or function.
Examples include tools like Veed or Synthesia for video editing and
platforms like Copy.ai and Grammarly for writing assistance.
Strengths:

» Specific Task Optimization: Point solutions are tailored to

optimize specific tasks, providing high efficiency in those areas.

» Ease of Deployment: These solutions can be quickly deployed
to address immediate needs without extensive customization.

Weaknesses:

« Limited Scope: While they enhance specific tasks, they often
fail to improve overall business outcomes, focusing only on
narrow areas of operation.

» Disparate Systems: Using multiple point solutions canlead to a
fragmented Al ecosystem where various services do not
effectively work together. Employees might struggle to
remember which service to use for each function, leading to
confusion and inefficiency.

» Technical Debt: Managing and maintaining multiple point
solutions can result in significant technical debt. Each service
requires updates, integrations, training, and support, increasing
the complexity and cost of your IT infrastructure.

© 2024 Krista Software Inc. All rights reserved.

Copilots

Al copilots are generative Al engines designed to assist users with specific tasks by generating or completing content based on
given inputs. Unlike other Al applications like predictors or categorizers, Al copilots focus on enhancing personal productivity by
handling one task at a time. Examples include Microsoft Copilot and GitHub Copilot.

Applications and Benéfits:

Coding Assistance: Al copilots like GitHub Copilot can generate initial code drafts, helping to speed up the development process.
While the generated code might require further optimization for efficiency, it serves as a valuable starting point.

Customer Service: Al copilots can help draft email responses or summarize customer interactions within a single application.
This functionality streamlines routine tasks, allowing customer service representatives to focus on more complex issues that
require human judgment.

Legal Applications: Al copilots can summarize meetings or draft documents, allowing legal professionals to dedicate more time
to strategic activities while handling mundane drafting tasks.

Challenges and Considerations:

Proliferation and Management: The proliferation of Al copilots across different platforms and tasks, such as coding, customer
service, and email management, can lead to difficulties in managing, governing, and integrating these tools effectively. As more
copilots are introduced, it becomes increasingly challenging to maintain a cohesive Al strategy and ensure all tools work
seamlessly together.

Risk of Over-Reliance: Organizations might face the risk of over-reliance on Al, potentially reducing human oversight and quality
control, especially in critical tasks. While Al copilots can enhance efficiency, it's essential to maintain a balance and ensure that
human expertise continues to play a vital role in decision-making processes.

Increased Costs: Implementing Al copilots can lead to higher costs, particularly if licensing requirements are stringent. For
example, Microsoft Copilot requires every Microsoft user to be licensed, regardless of whether they use the product or not. This
can unnecessarily increase the overall cost of your project, making it crucial to evaluate the financial implications and cho ose
solutions that provide the best value for your investment.
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9 Comprehensive Integration:
Krista integrates with your existing systems and workflows, connecting various Al services to work together.
This eliminates the need for multiple point solutions and ensures a streamlined user experience.

9 Improved Business Outcomes:
By focusing on operational Al that drives substantial business outcomes, Krista automates and orchestrates
entire processes from data collection to analysis and decision-making, providing actionable insights and
tangible results.

CVQ Reduced Complexity:
A platform approach simplifies your IT infrastructure by reducing the number of disparate services you need

to manage. This decreases technical debt, lowers maintenance costs, reduces deployment timelines, and
lessens the burden onyour IT team.

9 Enhanced User Experience:
With a unified Al platform, employees can easily interact with the system without confusion. Krista's
conversational interface allows users to engage with various Al services through natural language, improving
adoption and satisfaction.

Cps Scalability and Flexibility:
An Al integration platform is designed to scale with your business needs. Whether you're adding new Al
capabilities or expanding to new departments, Krista can adapt and grow with you, ensuring long-term
success.

9 Prevent single Al lock-in:
Al is advancing weekly. The “best” vendor this month for summarization, text generation, categorization, or
predictions may not be the best or most economical in two months. An Al-led automation platform enables
you to quickly interchange LLMs and services to best suit response times, accuracy, and budget.

© 2024 Krista Software Inc. All rights reserved. Page 12




| Evaluating Al Vendors

Krista™

When evaluating Al vendors, it is crucial to ensure that their offerings truly leverage Al technologies to deliver tangible b usiness outcomes. With the rise of Al products,
distinguishing between genuine Al solutions and those merely claiming to use Al can be challenging. This section outlines key criteria for vendor selection, essential questions to

ask potential vendors, and how to compare vendor offerings effectively.

9 Expertise and Experience:
A vendor's expertise and experience in delivering Al solutions indicate their capability
to meet your needs. Look for vendors with a portfolio of successful Al implementations
and the ability to provide case studies or references from similar projects.

9 Technology and Innovation:
The robustness and innovation of a vendor’s Al technologies determine the long-term
viability and effectiveness of their solutions. Ensure the vendor offers state-of-the-art
Al solutions that can evolve with your business needs. This includes understanding the
specific Al technologies they use, such as machine learning, natural language
processing (NLP), and natural language generation (NLG). Verify their claims by asking
about the algorithms, data sources, and training methods used. Many products are thin
veneers on top of LLMs and offer little innovation. One change in the LLM could cripple
their business and your project.

© 2024 Krista Software Inc. All rights reserved.
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Flexibility and Adaptability:

It's essential to choose a vendor that can adapt to the rapidly changing
Al landscape. This flexibility ensures that your Al solutions remain
relevant and effective as your business needs evolve. Assess how
easily their solutions can be customized and integrated with your
existing systems and workflows.

Customer Support and Services:

Reliable customer support is crucial for addressing issues and
ensuring the smooth implementation of Al solutions. Assess the
quality of support and additional services the vendor offers. This
includes availability, responsiveness, and the ability to provide ongoing
training and updates. Consider vendors that offer comprehensive
support plans and have a strong reputation for customer service.
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Questions to Ask Comparing
Potential Vendors Vendor Offerings

To determine if a vendor’s product truly utilizes Al, it's essential to ask specific questions about their Al
implementation. Here are key questions to ask, along with the context for their importance:

When comparing different Al vendor offerings, consider the following aspects:

What Al technologies do you specialize in?

Why It's Important: Understanding the core Al technologies a vendor uses helps ensure they have the
right tools to meet your specific needs. Different Al technologies serve different purposes, and knowing
their specialties can guide your decision-making.

Can you provide case studies or references from similar projects?

Why It's Important: Case studies and references demonstrate the vendor’'s capability and experience in
implementing Al solutions in contexts similar to yours. They provide insights into the vendor’s success
rate and the practical benefits of their solutions.

How do you ensure data security and compliance?

Why It's Important: Data security and compliance are paramount when implementing Al solutions.
Vendors should have robust measures in place to protect sensitive information and comply with relevant
regulations. Ensure they can substantiate their claims with evidence of certifications, third-party testing,
or expert evaluations.

What is your approach to integration with existing systems?

Why It's Important: Integrating with your existing systems is essential for a successful Al implementation.

Vendors should explain how their solutions integrate with your current infrastructure, including any
required modifications or compatibility issues now or when you want to modify automations.

How scalable and flexible are your Al solutions?

Why It's Important: Scalability and flexibility determine the long-term viability of Al solutions as your
business grows and evolves. Ensure the vendor’s solutions adapt to changing needs and support future
expansions without significant rework.

C‘,g Features, Scalability, and Flexibility: The functionality and adaptability
of Al solutions directly impact their effectiveness. Compare the features
offered by different vendors, ensuring they align with your business
needs. Evaluate the scalability and flexibility of their solutions to ensure
they can grow with your business.

@ Total Cost of Ownership: Understanding the total cost of ownership,
including implementation, maintenance, and support costs, helps in
budgeting and financial planning. Assess the upfront and ongoing costs
of each vendor’s solutions to determine their overall value. Pay
particular attention to the cost of change since most of the cost of
software projects are in the maintenance phases.

Customization and Integration: The ability to customize solutions to
meet your specific needs and integrate with your existing systems is
crucial. Evaluate the vendor’s capability to provide tailored solutions
and their approach to integration. Consider factors such as ease of
integration, user-friendliness, and the ability to support long-term growth
and change.

Long-Term Support and Roadmap: Assess the vendor's commitment to
providing long-term support and their roadmap for future Al
developments. This is particularly important to avoid being locked into
one vendor, potentially missing out on market innovations. Ensure the
vendor is proactive in updating and enhancing their solutions to keep up
with industry advancements.

By asking the right questions and thoroughly evaluating Al vendors, you can ensure
that the solutions you invest in are truly powered by Al and capable of delivering the
desired business outcomes. This due diligence is essential to making informed
decisions and maximizing the return on your Al investments.




Cost and ROI Krista/

Al implementations involve several critical cost components that require careful consideration.

Development Costs:

Developing and customizing Al models tailored to your business needs entails significant
expenses. This includes hiring data scientists, software developers, and other technical
experts. You also need to factor in costs for developing custom Al algorithms, integrating Al
with existing systems, and creating user interfaces for interaction with Al tools.

Integration Costs:

Efficiently integrating Al with your existing systems and processes maximizes its value.
This involves API development, system modifications, and ensuring compatibility with
legacy systems. For instance, using Krista's platform with pre-built connectors can simplify
integration and reduce associated costs.

Maintenance and Support Costs:

Ongoing maintenance and support are essential to ensure that Al solutions remain effective
and up-to-date. This involves budgeting for regular software updates, bug fixes, and
technical support to keep Al systems running smoothly. However, the rapid advancements
in Al technology necessitate a more proactive approach to maintenance, including the
ability to switch out Al models as newer, more efficient options become available. For
instance, you might use OpenAl today, but next month, Gemini could offer a better LLM at a
lower cost. Similarly, future improvements in predictors and categorizers may provide better
speed and accuracy, and you need to be able to improve workflows without a full software
development lifecycle.

Hardware and Software Costs:

Implementing Al often requires specialized hardware and
software, leading to initial investments and ongoing operational
costs. These include servers, cloud services, and proprietary
software required to run Al applications. Evaluate whether on-
premise or cloud-based solutions are more cost-effective for
your needs.

Data Management Expenses:

Effective Al relies on high-quality, well-managed data. Data
management expenses include costs associated with data
collection, storage, and management. Ensuring data privacy
and compliance may involve additional expenses for security
measures and governance.

Training and Change Management Costs:

Successfully adopting Al solutions requires equipping your
team with the necessary skills. Budget for training programs to
educate employees on interacting with Al systems and
leveraging them for actionable outcomes. Change
management initiatives facilitate smooth adoption and
minimize resistance.
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Identify Cost Components:

List all potential cost components, including development, integration, maintenance, hardware,
software, data management, and training. Differentiate between one-time costs, such as initial
development, and recurring expenses, such as maintenance and support. Additionally,
consider the cost-effectiveness of using third-party services versus internal hosting. For
instance, it may be more economical to use a cloud-hosted service for tasks like sentiment
analysis rather than investing in extensive hardware that may not be utilized continuously.

Plan for Long-Term Sustainability:

Ensure your budget accounts for ongoing expenses. Determine which components are critical
forimmediate implementation and which can be phased in over time. This approach manages
cash flow and ensures that essential elements are funded first.

Allocate Resources:

Secure the necessary financial and human resources to support your Al initiatives. This
includes budget approvals and the costs associated with acquiring skilled personnel or
upskilling and training current staff. Investing in the right talent is crucial for the successful
implementation and maintenance of Al solutions.

Consider Hidden Costs:

Be aware of potential hidden costs, such as unforeseen integration challenges, additional
training requirements, or unexpected data management expenses. Planning for contingencies
helps mitigate financial risks.
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Calculating ROI
and Benefits

Calculating the ROI of Al initiatives
involves assessing long-term benefits and
potential cost savings:

Krista?

Identify Benefits:

Determine the specific benefits you expect from Al implementation, such as improved
efficiency, reduced operational costs, and enhanced decision-making capabilities.

Quantify Benefits:

Assign monetary values to these benefits. For example, calculate cost savings from
automation, revenue increases from improved customer service, or efficiency gains
from optimized processes.

Subtract Costs:

Subtract the total costs (both upfront and ongoing) from the quantified benefits to
determine the net gain. This provides a clear picture of the financial impact of your Al
initiatives.

Consider Non-Monetary Benefits:

Include non-monetary benefits such as improved employee satisfaction, better
customer experiences, and enhanced innovation capacity. While harder to quantify,
these can significantly contribute to overall business value.
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Successfully implementing Al solutions requires careful consideration of integration, data management, scalability, and change management. These elements
ensure that Al delivers real business value rather than becoming another technology experiment that fails to produce results. Krista addresses these critical areas,
providing a comprehensive Al platform that meets the requirements discussed in previous sections.

Integrating Al with your existing systems and handling real-time data is challenging. For Al Proper data management is a cornerstone of successful Al implementation.
to provide accurate, actionable insights, it must interact with the systems your business Krista provides robust tools to ensure data privacy, manage diverse data
relies on. Krista simplifies this process by offering flexible integration capabilities. sources, with multi level role-based access control.
Importance: Importance:
Real-time integration ensures that Al solutions access up-to-date information, Al must interact with data in a way that makes it actionable. Data
enabling relevant and accurate responses. Without real-time data, Al applications should be clean, relevant, and formatted correctly for Al applications
may offer outdated or irrelevant insights, reducing their effectiveness. to process and use effectively.
9 Implementation: 9 Implementation:
Krista connects directly with enterprise systems such as CRMs, ERPs, and support Krista ensures comprehensive data handling by providing secure,
systems. This direct integration bypasses the need for custom connector role-based access control to protect sensitive information. It allows
development, allowing immediate access to live data. Ensuring that Al interacts Al to access multiple systems and interact with people within the
with these systems in real-time is critical for driving meaningful business organization, simplifying data management and ensuring
outcomes. compliance.
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Scalability and Flexibility

Complexity of Generative Al
Al solutions must be scalable and flexible to accommodate business growth and Building in-house Al systems involves hidden complexities such as
evolving needs. Krista's platform is designed to support flexible deployment options and content ingestion, real-time data integration, privacy, and compliance
can be customized to meet specific requirements. challenges. These tasks require specialized knowledge and
continuous maintenance, which can strain resources and budgets.

Adaptability to Changing Processes Economic Viabilty

Developing your own Al platform is often a costly gamble due to the
high expenses associated with specialized hardware, talent
acquisition, and ongoing maintenance. Krista offers a cost-effective
alternative by providing a pre-built, enterprise-grade Al platform that
reduces these financial risks.

Importance: Businesses are dynamic, and Al solutions must adapt to these
changes. Static Al applications quickly become obsolete if they cannot evolve
with the business.

Implementation: Krista scales with your business, supporting flexible
deployment options and customizable configurations. This ensures that your

. . . . Governance and Security
Al solutions remain relevant and effective as your business processes evolve.

Ensuring data security and compliance is paramount. Krista's

Adaptability to Changing Processes platform provides advanced governance capabilities, including role-
based access control and event logging, essential for maintaining
Importance: Al should not just provide information; it should facilitate actions security and compliance in Al applications.
that lead to business outcomes. Users need to be trained not only on how to Flexibility and Innovation
use Al tools but also on how to leverage them to achieve specific objectives. To avoid innovation lock-in, use an Al platform that evolves with the
Implementation: Krista’s training programs cover both technical skills needed rapidly changing Al landscape. Krista integrates new Al models and
to operate Al tools and strategic understanding required to use Al effectively. technologies seamlessly, ensuring your business remains at the

This approach ensures your team can utilize Al to its full potential, driving forefront of Al advancements.
actionable results rather than merely retrieving information.
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Flexible Integration:
Krista integrates with hundreds of Al and API connectors, allowing you to connect and automate processes across
different systems effortlessly.

Actionable Al:
Krista operationalizes Al, ensuring it does more than just enhance point tasks. It drives business outcomes by
automating workflows, providing real-time insights, and enabling data-driven decision-making.

"Nothing-Like-Code" Interface:
Krista offers a no-code suite of tools, making it accessible for users with varying technical expertise. This empowers
your team to develop and deploy Al solutions quickly without extensive programming knowledge.

Advanced Governance:
Krista includes advanced governance capabilities, such as role-based access control and event logging, ensuring
compliance and security in your Al initiatives.

Scalable and Adaptable:

Krista's platform is built to scale with your business, accommodating growth and evolving needs. Its flexibility ensures
that you can continue to innovate and improve without being constrained by rigid systems.

Retrieval Augmented Generation:
Krista integrates large language models with real-time data retrieval to provide accurate, contextually relevant
responses, which reduces computational and financial costs associated with inaccurate responses.

CVB Document Understanding:
Krista reads and understands your documents to answer questions, determine yes or no answers, and extract data from
sentences and paragraphs.

v v w v v v

By choosing Krista's flexible platform approach, you can avoid the pitfalls of point solutions and create a cohesive, efficient,
and impactful Al ecosystem that drives your business forward. This approach lowers the total cost of ownership, deploys
faster, and eases procurement and compliance schedules since you utilize one platform for many functions
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Case Studies and Success Stories Krista

Zimperium Accelerates Software Deployment and Reduces Costs with Krista

Overview

Dallas-based Zimperium offers enterprise mobile threat detection, providing
customers with machine learning-based protection through a single platform.
To maintain continuous and persistent security for its customers, Zimperium
relies on timely software releases to stay ahead of emerging threats.
However, the software deployment process is time-consuming and heavily
dependent on human interaction, presenting significant challenges.

Customizable Deployments Increase Complexity

Zimperium faced the daunting task of managing and maintaining over 50
distinct SaaS production customer instances across the globe, each requiring
specific data and privacy compliance. Each instance required anindependent
release process to ensure new features and fixes received user acceptance
approvals, minimizing disruptions and unintended consequences. This
created a complex release management process with multiple touchpoints
and dependencies, making it difficult to track the progress of updates across
various environments. The manual coordination of these processes led to
inefficiencies, increased the risk of errors, and extended the release cycle,
impacting customer satisfaction and operational efficiency.

Communication Breakdowns and Inefficiencies

The challenges of managing such a complex deployment process began to
take a toll on Zimperium's operations. Release management and customer
success staff had to chase down stakeholders and manually update Jira for
compliance. However, Jira lacked a high-level view of the release stages
across different environments, resulting in the need for a Google Sheet to
inform internal stakeholders. This cumbersome process not only consumed
valuable time but also increased the likelihood of human error, leading to
delays and customer dissatisfaction. The inability to streamline and automate
these processes hindered Zimperium’s ability to stay agile and responsive to
emerging threats, putting their reputation and customer trust at risk.

Krista Orchestrates the Process to Improve Outcomes

To address these challenges, Zimperium turned to Krista's Al-led intelligent automation platform. Krista was selected
to coordinate, orchestrate, and execute software release management processes across the DevOps toolchain and
stakeholders. Krista now orchestrates the process and enables Zimperium engineers to "Ask Krista" for a business
outcome, automating tasks such as creating IT tickets, sending notifications to team members, and sending
reminders when approvals are needed.

Krista automates the software delivery process, managing rule-based gates and checkpoints to ensure updates,
release notes, and documentation are automatically provided to relevant stakeholders —customer success,
application development, site reliability engineers, and customers. Krista created epics and tasks in Jira to document
approvals from internal quality assurance, presales, and customer success. Eachrole’s approval or scheduling was
acknowledged and documented, providing automated change management reports for each process stage.

Significant Time Savings and Efficiency Gains

With Krista, Zimperium transformed its manual, time-consuming software deployment process into an automated,
efficient system. The automation reduced a 4+ hour manual process to mere minutes across hundreds of
environments, saving over $200,000 in operational costs. The company predicts it will be able to reduce its current
eight to twelve-week release cycle time to six weeks, significantly improving customer satisfaction and retention.

Krista's automation capabilities eliminated the need for manual data collection and entry, centralizing
communication and notifying only relevant parties and stakeholders to reduce noise. This streamlined approach
allowed Zimperium to focus on higher-value tasks, such as developing secure software for their clients. Krista also
stored all communication and transactions, automating dashboarding, managing service level agreements, and
compliance documentation, further enhancing operational efficiency.

Scalable and Adaptable Al-led Automation

By implementing Krista, Zimperium not only streamlined its software deployment process but also realized
significant cost savings and operational efficiencies. The Al-powered platform reduced the manual burden on staff,
minimized errors, and accelerated the release cycle, enabling Zimperium to stay ahead of cybersecurity threats and
deliver timely updates to its customers. The partnership with Krista also paved the way for future innovations, with
plans to optimize Zimperium's order-to-cash process and automate international customer support, ensuring
continued growth and success in the competitive mobile security market.
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Overwhelmed by Inbound Calls and Cumbersome
Onboarding Processes

A healthcare organization was facing significant challenges in managing its inbound communications. With 60,000 calls directed to their main office and an additional 75,000 calls to individual
clinics each month, the volume overwhelmed their small technical team. The organization's CIO and his director recognized the inefficiencies in their current system, particularly in handling repetitive
inquiries such as appointment dates, clinic addresses, and prescription refill requests. Additionally, they struggled with a cumbersome onboarding process outside of the payroll system, which
involved filling out forms, provisioning access, and ensuring all role-specific requirements were met.

=

Struggling with Inefficiency and Frustration Amidst High Call Volumes

The situation was dire. The call center staff were overwhelmed, leading to long wait times and frustrated
patients. The onboarding process was equally problematic, with IT personnel showing little interest in integrating
with multiple email servers and identity and access systems plus a payroll system. This inefficiency not only
impacted new employees' experience but also hindered the overall productivity of the organization. Despite their
best efforts, the team couldn't keep up with the demand, and the risk of burnout was high. The organization
needed a solution to handle the high call volumes and streamline its onboarding process without requiring a
significant overhaul of its existing systems.

Revolutionizing Call Center Operations and Onboarding with Krista

Enter Krista. Krista now manages and responds to inbound calls relieving employees from retrieving data and
therefore improving customer satisfaction. Krista's voice interaction capabilities allowed the organization to
address common patient inquiries through an automated system, reducing the burden on call center staff. Krista
was initially targeted to handle 6,000 to 8,000 of the 60,000 monthly calls, with plans to expand its use to the
clinics, covering another 70,000 calls.

Moreover, Krista's flexibility allowed it to integrate with the organization's existing systems, including bespoke
CRM, big data, and a SaaS payroll system, addressing the onboarding challenges. This dual approach provided
immediate relief for the call center while setting the stage for a more efficient onboarding process.

© 2024 Krista Software Inc. All rights reserved.
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Transformative Results: Enhanced Efficiency and
Satisfaction with Krista

Krista transformed the organization's call center operations
and onboarding process and provided fast time-to-value. By
efficiently managing high call volumes through automated
voice interactions, Krista has significantly reduced wait
times and improved patient satisfaction. The streamlined
onboarding process has ensured that new employees are
onboarded quickly and accurately, enhancing overall
productivity. Krista's integration with existing systems has
made the transition smooth and effective, validating the
organization's decision to choose an enterprise-wide
platform instead of several point solutions. The
comprehensive approach and consistent execution have led
to remarkable improvements, solidifying Krista as an
invaluable asset in the organization's digital transformation
as itimproves patient experiences with conversational Al
and automation.
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Transforming HR Solutions with Al Assistance

Delivering Tailored HR Services for Diverse Clients

A premier HRaaS (Human Resources as a Service) provider delivers comprehensive HR
services, including managed HR, payroll, benefits, talent acquisition, and learning and
development. Acting as a fractional HR department, this provider integrates with
clients' existing technologies to simplify complex HR tasks. With a focus on scalability
and customization, they support over 200 clients, ensuring they can concentrate on
their core operations while effectively managing HR challenges.

Navigating Diverse Client Needs

This HRaaS provider supports hundreds of clients, each with unique HR needs and
processes. Managing this diversity presents significant challenges. The team must
deliver customized solutions for every client, a time-consuming and complex task.
Integrating with various HR systems, maintaining compliance with evolving labor laws,
and delivering scalable yet cost-effective solutions strains resources, making it difficult
to deliver the high-quality, personalized service each client demands.

Customizations Increased Operational Costs

Managing diverse client customization needs leads to inefficiencies and service gaps.
The team struggled to meet the customization demands, resulting in delayed
responses and less personalized support. Frustrated clients felt neglected,
jeopardizing their satisfaction and retention. The constant need to adapt to different
technologies like artificial intelligence and compliance requirements increases the risk
of errors, further straining client relationships and potentially leading to costly
compliance violations. The pressure to provide tailored solutions to each client without
compromising quality or efficiency intensified. Therefore, the leadership initiated a
project to understand how Al and automation could provide innovative approaches to
streamlining operations and solutions delivery.

Krista,’

Krista Al Delivers Efficient Customizations

The HRaaS provider adopted Krista to orchestrate complex processes. The company
provided its internal HR documents to Krista as a corpus of data for Al-generated
answers to client questions. Now that Krista has consumed the content, she answers
common HR questions from customers autonomously. When Krista can't answer, she
escalates to a human expert, orchestrating the entire process from initial inquiry and
resolution to updating the machine learning model with new answers.

Initial deployment results were promising:

Onboarding Improvements:

Automated onboarding by leveraging Al to organize and categorize data from
project management software and reduced high-stakes onboarding errors to zero
within four weeks.

Managerial Efficiency:
Automated managerial oversight, allowing managers to handle 50% more
employees, resulting in significant cost savings.

Enhanced Customer Experience:

Previously, clients experienced long hold times and poor email support. Krista
reduced response times from an average of 8 minutes to under 30 seconds,
significantly improving client satisfaction. Internal deployment was well-received,
with employees and leadership expressing strong support.

The initial test launch with three customers proved successful, and the provider plans to
quickly expand the Al assistant to all 200+ clients, ensuring consistent, efficient, and
personalized HR support across their diverse client base.
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Understanding Al:
Al encompasses a range of technologies, including machine learning, natural language processing, and
computer vision, each with unique capabilities that can transform business operations.

Identifying Business Needs:
Assessing current challenges and goals is crucial to determine where Al can add the most value. Setting
clear objectives and KPIs helps in tracking the success of Al initiatives.

Types of Al Solutions:
Differentiating between point solutions, Al copilots, and platform approaches is essential. Each has its
strengths and weaknesses, and the choice depends on your business needs and desired outcomes.

Evaluating Al Vendors:

Key criteria for vendor selection include expertise, technology innovation, flexibility, and customer support.
Asking the right questions helps ensure that the vendor’s solutions truly leverage Al technologies to deliver
tangible business outcomes.

Cost and ROI:

Budgeting for Al implementation involves understanding development, integration, maintenance, and
hardware costs. Calculating ROl includes assessing long-term benefits, potential cost savings, and non-
monetary benefits such as improved customer satisfaction and employee productivity.

Why Krista:

Krista offers a comprehensive Al platform that integrates with existing systems, provides real-time data
interaction, ensures data privacy and compliance, and scales with business growth. Its operational Al drives
substantial business outcomes and offers significant cost savings.

Case Studies:
Success stories from companies like Zimperium and AutoShack illustrate how Krista's Al-led automation can
streamline operations, reduce costs, and enhance customer satisfaction.
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Final Tips for Buyers
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When considering Al solutions for your business, keep the following practical tips in mind to ensure successful implementation and measurable outcomes:

Thorough Vendor Evaluation:

Assess vendors based on their expertise, technological capabilities, and
support services. Ensure they can demonstrate successful Al
implementations through case studies or references.

Clear Objectives and KPlIs:

Define your business goals and establish measurable KPIs to track the
performance of Al initiatives. This helps align Al projects with business
objectives and demonstrate their value.

Focus on Actionable Outcomes:

Choose Al solutions that operationalize tasks and drive substantial business
outcomes. Solutions should do more than just enhance specific tasks; they
should automate processes and provide actionable insights.

Budget Realistically:

Consider all cost components, including hidden costs, to create a realistic
budget. Plan for both initial investments and ongoing expenses to ensure
long-term sustainability.

Ensure Scalability and Flexibility:

Select Al solutions that can scale with your business and adapt to evolving
needs. This ensures that your Al investments remain relevant and effective
over time.

Prioritize Data Security and Compliance:

Ensure that Al solutions comply with data privacy regulations and have robust
security measures in place. This protects sensitive information and maintains
customer trust.

Invest in Training and Change Management:

Equip your team with the necessary skills to use Al tools effectively.
Implement change management initiatives to facilitate smooth adoption and
minimize resistance.

Monitor Performance and Make Adjustments:

Continuously monitor the performance of Al solutions and make data-driven
adjustments as needed. Focus on incremental gains and continuous
improvement rather than perfection.

By following these tips and leveraging the insights provided in this guide, businesses can effectively evaluate, implement, and integrate Al solutions to drive growth, enhance

efficiency, and achieve measurable business outcomes.
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The Al Buyers Guide is a comprehensive resource designed to help you evaluate and
implement Al solutions within your organization. This guide is structured to provide a
thorough evaluation framework, ensuring that you make informed decisions about
integrating Al into your business workflows. By addressing critical aspects such as

capabilities, costs, integration, security, and future flexibility, this guide helps you

navigate the complex landscape of Al technologies and select solutions that align with

your strategic goals.

Instructions to View and Make a Copy of the Al Buyers Guide Checklist

Open the Document:
Click on the link to open the Microsoft Excel document in your web browser.

Make a Copy:

Click on the File menu at the top left corner of the screen. From the dropdown
menu, select "Save A's. Click on "Save a Copy". Choose the location where you
want to save the copy of the document (OneDrive or your local device). Rename
the document if desired, and then click Save.

Modify Your Copy:
Openthe newly saved copy of the document. You can now edit and modify the
document as needed and send it to vendors.

© 2024 Krista Software Inc. All rights reserved.
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