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. | want t | my booki d get a refund.
| want to cancel my booking and get a refund. e i e S U S

I'm here to help! Can you tell me more about

what you'd like to do?
Cancel booking #TRV-88210.

Is this about booking, billing, or something else?

Sorry, | can't cancel — connecting you to an
1
LS agent... wait: 24 min.

A

Sure — | found your booking #TRV-88210.
You're eligible for a full refund.

o Cancelled. €1,240 refunded to your card within
5 business days.
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Every Layer of Your Al Platform Is Optimizable
@: Al Platform

Models Context Inference
Agents Guardrails Memory

Monitoring Tools RAG

Deployment Custom Models

Security & Governance
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Amazon Bedrock

Broad selection of fully managed models from leading Al companies
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Prompt Caching

"messages":
S oiai: Reduce by up to
"content"

"document": {
A Reduce by up to
"format"
"source": {"bytes":
;
"cachePoint": { "type": "default" }

Not cached
"text": user_query
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Inference Tiers 2.3
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1AM Principal
Attribution

IAM Principal Attribution

Small number of internal services or agents, each with its own role.

sts.assume_role

Per role / service account e

essionName='alice'

Tags 'Key': 'team', 'Value': 'growth'}
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Built-in evaluators e
(] Coherence [ Conciseness.

] Correctness Falthfulness

(7] Helpfulness [ Instruction following
L

) Refusal () Response relevance

Dibacis when

Faithfulness

Is the response supported by the context T Tk enitim et b et

the tools actually returned? (= e ey

¥ Component level evaluators (0 selected)
) skill instruction following

D?:pm«rm

¥ Safety evaluaters (0 selected)
[ Harmfulness

or its affiliates. All rights
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The world’s leading Agentic Al Platform for CX

Design, Run & Optimize

Al Copilots Live Agent Al Agents Voice Gateway Insights
Advanced Agent Assist Omni-Channel Agent Agentic Al Agents and Enterprise Voice End-to-end
for Voice and Chat Workspace for Digital System Orchestration Connectivity Conversational Analytics

NiCE
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Metrics: Three Questions. Three Layers.

Consumption
“How many tokens are consumed?”

Model Performance
“How accurate is the Al agent? What is the latency? What is the coverage?”

Business Value

“Did customers get a better outcome? “

.caching [27:55]-1 input, output nnn nnodI ,use case 72% 1>1x1 01710 Nnd .Consumption
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UNDERTHE HOOD - ATTRIBUTION

From LLM Call to Attributed Token Spend

nriched event
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— Attribution happens here. | hggregate by capability

Cost & Usage Dashboard

ol
=

business capability" iInwmx7 nd>x N>wnnw 7101 710 7D WY N7 TN Usage Attribution
inference-n niwja 'Dw nin'w-Nzm LLM Gateway-a nana NICE ,arxn kv niv'win yax |'an .[29:30]
latency,-n ,%Tinn ,prompt template-n ,0110 NIN> — NP 9% DM DX NNTAI DT NNAY Bedrock-7
.business capability-7 prompt template-n nion% y11'v usage stream-2 — output-1 input



D2 NWPA 72 Y'Y 072100 NI wnn 2" Dm0 XN NIYRN LNIWNT My 10N 2rna? pinan
TR NI AN 72 NRT ok XY Application Inference Profile-1 — "'x'9% 10129 01127 DAl v1IVY
[throttling] nI'n"w TIva ,0'¥'oni tenant-n nn1a throttling yxa% n'2i5' :nuw X0 nmwn ([29:30] o'7'9no
[31:04] "nX '0"M71212 1'% 1INIXT,VIRPRNI 7TINN N2 TWORNN 70T

nxX'n? 7wt 6.3

NININY 71 DX K7 NNIXR" DR NYYIY NN KRR NIRR0NN I0'K K7 X' ['1yn NN 1I9'0N NAY NTIzIN
[31:04] "nrxtm'u9IX? NIX7NN D'RNIENTD YT'AN DX D'ANINA D2 INIX ,TIAYTA NIpon

LAYER ONE + CONSUMPTION OPTIMIZATION

It Doesn’t Stop at Reporting Usage - Optimization

Al Usage

HIGH - COST + QUALITY MANAGEMENT

Cache AutoScore evaluation rubrics

AutoScore repeatedly evaluates calls against the same rubric templates. Caching compiled rubric prompts
could reduce token usage by ~25%.
A ~852K tokens saved per week, across all QM evaluations
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LAYER TWO & THREE - QUALITY AND BUSINESS METRICS

Quality & Business Metrics

1,247

Quality Scores Sentiment Distribution Sentiment Trend
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Emotional Intensity Escalation Risk
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Self Improve Al Agent

All
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¥ Hide Recommendation

Agent omits the required 60-day dispute rights disclosure mandated by the Fair Credit Billing Act. Identified in 5 of 24 billing dispute
sessions this period.

Fix: Update existing skill - instructions field

CURRENT

Assist customers with disputed charges.
Collect charge details and initiate the review process.
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From Metrics to Optimization

CLOSING THE LOOP

Recommend Identify what
the fix to optimise
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