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Is a leading provider of innovative Speech 

Automated Telephony delivering efficient and 

cost effective customer service 

Providing comprehensive business 

transformation solutions with a uniquely code-

less solution - Eden.

Who are we and what do we do?
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Introducing an Automation agent

SEMAP+ Automation Agent Speech Self Service platform

Payment call Reporting call Operator 

request



7000 
routine 
tasks

Handled by
automation

Balanced efficiency for every £100 spent

Appropriate handling of contacts 

ïStandard 

ïMundane

ïRoutine

ÅSkilled solutions 

by trained agents

Details of the research available for review



A few of our 

customers



Lean

ÅThe lessons of Lean thinking

- Do something only when needed
- When you start a task, finish it
- Progress continuously in small 
increments

- Minimise waste and re-use as much as 
possible



IT Delivery as is

ÅWhile we strive to adopt lean across our 
organisations, IT delivery stays largely as it was

- Replace rather than re-use
- Big Bangs rather than continuous little 
steps

- Multiple parallel projects



Moving IT Forward

ÅA different technology required to support a 
different methodology

- Able to leverage existing systems
- Everything built capable of being re-used
- Capable of supporting a continuous 

improvement strategy



Introducing Eden SOA

ÅThe required supporting technology is called 
Service Oriented Architecture

ÅSystems are built up from lots of separate 
services that communicate with each other 
using an agreed common format or language



SOA Diagram



Business Benefits of Eden SOA

ÅEden SOA Attributes

ïleverages and extends existing systems 
investments

ïVery fast and very scalable

ïCreates new processes as linked services that are 
all capable of re-use

ïCompletely codeless and therefore systems can be 
developed and adapted continuously



Uses of Eden SOA

ÅIntegration and process improvement

ÅAdding improved functionality to legacy 
systems

ÅSingle sign on/ single entry

ÅCompliance, NROSH etc.
KPI generation and presentation (Dashboards)



Shared Service Architecture

EDEN


