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CONNECTIONS AND 
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CHALLENGING TIMES.
A POST-COVID-19 WORLD
We are living in genuinely unprecedented and challenging times. The effects 
of Covid-19 have had a noteworthy impact on all industries, and on the 
Telecommunications sector in particular. 

Even after things have returned to normal, the new normal will bring about 
irreversible changes that will directly affect the telecom industry.

A BEGINNERS 
GUIDE TO 
CONVERSATIONAL AI 
Choosing the right Conversational AI platform is not as easy as it looks. Questions 
need to be asked and answered: Why are you deploying a Conversational AI 
solution? What issues are you hoping to resolve and what benefits do you expect? 
In such a competitive landscape, time is scarce, and projects must be ready to 
meet business and IT demands swiftly and efficiently. 

As companies no longer question the viability of using Conversational AI, they 
need to ask further questions to ensure that they deploy solutions that will keep 
them ahead of the curve.

This white paper guides the reader to intent, context, conversational AI data, 
integration and much more. 
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Most companies have developed continuity plans during this crisis, but it 
has been difficult to fully address the fast-pace and unknown variables of 
a pandemic. Contingency plans don’t usually take into account widespread 
quarantines, extended travel restrictions and a general lack of access to 
people. 

The telecommunications sector has faced numerous challenges as 
a result of the pandemic. Firstly, as a people-intensive industry with 
employees working in offices, field technicians on the road and customer 
representatives in retail stores, telecom companies have had to adapt 
quickly to a remote work environment, and to the impact that this can have 
on productivity.

Secondly, it’s not only employees who have restricted mobility. Customers 
cannot access retail stores and have turned to other channels to request 
information or make queries. Contact centers have faced the brunt of the 
damage and are often overwhelmed with calls and disgruntled customers 
who are facing long hold times.

Additionally, restrictions of movement and the implementation of remote 
work have led to people spending more time at home for work and leisure. 
Data usage has spiked with the increased use of video-calling platforms, 
multiple workers sharing domestic internet connections and people using 
alternative methods to keep in touch.

Consequently, telecoms are making changes to increase network resiliency 
and benefit customers who need networking services more than ever. 
Much has been said about the importance of digital transformation, and the 
telecommunications industry has been quick to recognize the capacity of 
artificial intelligence and innovation to take their services to the next level 
and improve customer journeys. 

The Covid-19 pandemic has served as an accelerator to digital 
transformation policies that were already underway. However, the urgency 
of having to provide quick, omnichannel and 24/7 solutions to a massive 
number of customers means that companies have not had time to 
speculate on experimental approaches and put their trust in experts who 
can be relied on.
.

INTRODUCTION
A strong Conversational AI platform is top of most enterprise technology 
priority lists, and rightly so. But choosing the right platform is not as easy 
as it looks, with many hidden pitfalls to consider. Questions need to be 
asked and answered: Why are you deploying a Conversational AI solution? 
What issues are you hoping to resolve and what benefits do you expect? In 
such a competitive landscape, time is scarce, and projects must be ready 
to meet business and IT demands swiftly and efficiently. 

As companies no longer question the viability of using Conversational AI, 
they need to ask further questions to ensure that they deploy solutions that 
will keep them ahead of the curve. 

This white paper will guide the beginner to commonly used phrases in 
Conversational AI. 
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The need to adapt quickly
Telecom operators are making their moves to mitigate damage and 
increase assurances for customers. This includes maintaining efficiency 
with employees working remotely, coping with new surges in demand for 
bandwidth capacity and addressing revenue issues with customers and 
partners who have been impacted financially during this crisis. 

With telecoms now facing an entirely different landscape and new 
challenges, the sector must ensure that it is prepared to meet these 
challenges in the future. There is growing concern over the possibility of 
future spates of Covid-19 or any other crisis of similar magnitude, and 
industry leaders want to be prepared the next time around and take these 
steps when there is a lull in the storm. 

Writing in the New England Journal of Medicine, Bill Gates recently 
stressed the importance of being on-guard for future crises. “We need to 
save lives now while also improving the way we respond to outbreaks in 
general,” he explained. “The first point is more pressing, but the second has 
crucial long-term consequences.”

Yet Covid-19 has not only brought challenges to the telecommunications 
sector but also opportunities. 

Changes result in new customer requests
With growing financial insecurities and many clients confined at home, 
business telecoms, roaming revenues, and mobile data usage have 
suffered during Covid-19. However, fixed consumer services, pay-tv and 
digital services have increased. 

Consumers still need to stay connected and are turning to new ways to do 
so online. Telecoms have provided online and mobile communication to 
help keep people connected, entertained, educated and even to stay fit.
We have seen a vast increase in voice calls and teleconferencing. In April, 
video-communication platform Zoom reported an increase in traffic of 
800% in comparison to last December, while Skype reported an increase 
of 304% and Microsoft Teams users rose 70%. Messaging platforms have 
also profited, with WhatsApp traffic rising 609% during this period, and 
online video streaming has also witnessed a boost with Netflix traffic going 
up 58% and YouTube 13%. 

These increases have had a significant effect on bandwidth demand. 
Network usage is skyrocketing, and consumers want to contact their 
broadband and mobile supplies but are finding difficulties getting in touch 
with them. 

#1. INTENT RECOGNITION

A virtual assistant should be able to recognize 
all the intents without being constrained by 
budget. Most tools in the market support strong 
intent recognition as it’s considered more of a 
commodity functionality today.

CLOSE INTENTS
Answers often need precise understanding to deliver an exact 
response. For example, “I cancelled my flight - can I get a refund?” and 
“You cancelled my flight - can I get a refund?” are both about flights 
being cancelled, but they call for very different responses. And follow 
up questions such as “what about my seat fee?” should be understood 
within the same conversation, without the user being sent down new 
one-way flows.

NEGATIVE INTENTS
These should be accounted for to allow for exceptions to general 
rules and this is one area where out of the box classifiers struggle. 
Particularly with modern phrasing, you need a way to identify these, 
e.g. a user saying, “I’m really happy with the service – not!” 

EXCEPTIONS 
Using another flight example, a passenger may ask whether a 
particular animal is allowed on board. The general answer is no, but 
there are likely exceptions for small dogs, cats and service animals. 
How much effort is required to build a general recognition and then 
add exceptions? 

MULTIPLE INTENTS
A good conversational AI solution will be able to handle multiple 
intents and respond in the best order, even when they are not 
presented as such. If a user wants to install the airline app on a new 
device, but has also forgotten their password, the solution must be 
able to understand, prioritize and respond to both requests like a 
human would. 
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Simultaneously, many platforms like Netflix and YouTube have had to 
throttle their speeds to help with the massive usage increases and prevent 
a broadband overload. This had led to other customers having growing 
concerns over network reliability due to spikes in demand, connection drop-
rates and lower video quality. 

This mutually affects consumers and companies alike, as the former have 
queries and demands but must find a way to get through to their service 
providers, and the latter need to find ways to deal with a surge in inbound 
queries. 

Outsourcing is not a solution
Before the crisis, many telecommunication companies relied heavily on 
contact centers to provide customer services and sales interactions. In 
many cases, these enterprises looked to reduce costs by offshoring contact 
center resources and many intensive back-office processes. When Covid-19 
induced lockdowns many telecoms were unable to use their centers 
overseas.

Shifting the burden to onshore centers was not the solution to the problem. 
Enterprises were not equipped to address the increasing demands for new 
domestic call centers while handling the sharp reduction in staff and with no 
way to hire or train new recruits. 

The lack of access to workers goes in contrast with increasing customer 
demands for 24/7 services and via the multiple digital channels at their 
disposal. This is where telecoms have focused on the importance of digital 
self-service, automation and artificial intelligence to enhance contact 
center case resolutions and provide greater customer insights and real-time 
decisions. 

New customer requests need quality interactions
Modern consumers are tech-savvy and have high expectations of the 
brands they interact with. The telecom industry has a growing frequency of 
interactions between customers and providers. 

With the telecommunications industry being as the forefront of digital 
transformation, both as an industry witnessing large-scale change in its 
market and as a key driver of worldwide digitalization, telecoms users have 
also been prominent players in consumer tech adoption. They are most 
likely the consumers with the most advanced and demanding expectations.  
The accelerated pace of technological development is changing customer 
behavior and enhancing interest in interconnected, smart and automated 
features. With the introduction of Conversational AI, this decade will see 
more than a third of the population belong to a generation that has replaced 
display-focused communication with conversation-focused platforms.

WHITEPAPER

#2. CONTEXT

A solution should easily incorporate explicit and 
implicit context. 

IMPLICIT CONTEXT
Implicit context is knowledge you have about a user without their needing 
to mention it, such as a logged in user’s account details or mailing address. 
Explicit context is something the user has mentioned (e.g., “I’m bringing my 
daughter along”) as well as conversational context – “how much legroom 
do I get in economy”, followed by “what about business?”. The second 
question makes perfect sense in the context of the first, but on its own has 
no meaning. 

INTERRUPTION HANDLING
Users will interrupt, divert or change topics mid-way through a query. If our 
travelling user is enquiring about redeeming their loyalty points balance, 
then suddenly breaks off to ask about luggage allowances, the solution 
must be able to answer the second query and then resume with the points 
redemption query without requiring high levels of potentially expensive 
professional services to undertake complex coding across multiple 
locations. 

FUTURE PROOFING
Understand how the model is built, tuned and optimized. Is the solution 
a black box, solely reliant on feeding it more and more training data to 
improve? Who provides the training data? How is the model protected from 
degradation over time? Does the platform itself help? Consider, too, who 
has access to that data – remember that some conversational AI providers 
are already or might in future be competitors. 

#3.	 INTEGRATION CAPABILITIES

How does your solution integrate with existing 
implementations and investments? Describe how 
these existing investments can be re-used.

PROTECT YOUR EXISTING INVESTMENTS
Can the solution integrate AI assets you’ve already created (or licensed), 
such as custom classifiers or named entity recognizers? Can the solution 
work alongside these assets and allow you to carry on using them, 
leveraging the investment for longer? Is there a path to migrate these tools 
into the chosen platform? How much effort is involved and who must do 
the work, i.e. are you reliant on vendor professional services? 
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The new focus will impact the telecommunications industry, where very 
similar products and services can increase customer churn and there is 
fiercely competitive landscape to prevent these departures from happening. 
Such is the influence of customer support, that one-third of consumers 
would question their loyalty to a brand if the customer service did not meet 
their expectations. Equally, telecoms that provide exceptional customer 
journeys in their contact centers have higher recommendation rates, 
customer retention, revenue and a greater likelihood to cross-sell and 
provide additional services to their clients.

Digitalized models provide a competitive advantage
Despite the massive challenges of the pandemic, those enterprises who 
had adopted digital transformation are capitalizing on their highly digitalized 
business models and becoming very public success stories. There are winners 
and losers in this crisis, and this is also relative to the telecoms sector.
So, as the new normality commences, the transformative leaders in the 
sector will shape and drive the “new normal” for this industry, producing 
changes from back-office outsourcing to the delivery of customer service and 
interaction. Enterprises will not look at these challenges in the same way again. 
Furthermore, the different factors that give enterprises a competitive edge have 
also been altered. Where cost of operation was once king, continuity of service 
will be the new master.

Telecoms who have yet to adapt to these new changes will look to the winners 
and see what they can learn from them. This will have huge implications across 
disparate technologies, from infrastructure and security to business process 
automation (BPA) to Conversational AI. 

There will be greater digitalization across all enterprises adapted to consumer 
needs and commodities. Telecoms will ensure that customer engagement 
and satisfaction, a clear differentiating factor in the market, is of the highest 
standards by staying in the front line when it comes to innovation.

WHITEPAPER

INTEGRATE EXTERNAL SYSTEMS
How are your backend systems integrated into the solution, e.g. how might 
a ticketing system be accessed to provide automated support? Does the 
solution separate out technical coding from conversational design? Can 
integrations be done in-house with your own resources or will it require 
specialist vendor professional services time? 

#4.	 CONVERSATIONAL DATA 

What type of conversational data is available and 
how can it be accessed? Is access to all data 
included in the license fee or are additional costs 
involved?  

AGGREGATED OR VOICE OF THE CUSTOMER
Does the solution provide only general statistical data (volume metrics, 
intents recognized and similar), with no actionable insights? Or can it 
access granular data right down to individual conversations, where actual 
queries, concerns, likes and sentiments are discussed? Keep in mind 
that while statistical data lets you know how many people are using your 
solution, it’s the granular conversational data that lets you know how well 
it’s performing, find areas for optimization and extension as well as identify 
potential business value.  

INTERROGATION
Can the data be interrogated at an individual input level? Are you required 
to use vendor-provided tools, or can the data be surfaced and analyzed 
with your existing BI tools? 

DATA ACCESS AND FLEXIBILITY 
As you require new dashboards and reports, can your own data scientists 
and business analysts create them, or will you be reliant on vendor 
professional services? Does the platform provide a comprehensive query 
language for deep interrogation of data and can data be exported as well 
as linked into your data warehouse? What export formats are supported? 
Are there any additional costs for this functionality? 

DATA OWNERSHIP
Who owns the data and who has access to it? Bear in mind that some 
vendors on your RFP may already be competitors or become competitors 
in future. 
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WHY CONVERSATIONAL AI? WHAT SHOULD TELECOMS 
BE LOOKING FOR?

Automation and Conversational AI platforms
Even before Covid-19 left its mark, the telecommunications industry was 
persistently seeking ways to expand its business value while adapting to 
new changes within its sector. Consumers were also demanding more from 
their providers.

As new technologies emerge, the fastest growers in telecoms are adopting 
these innovations to provide better value to their customers and their 
businesses. 

The growing demand for services during the recent pandemic is good news, 
but it also means that there is a rising number of consumers with high 
expectations requesting immediacy, personalization and quality customer 
satisfaction and experience. 

We have seen that businesses understand the importance of automation, 
self-service, and solutions that work around the clock. However, providing 
phone and internet services isn’t enough. One of the most recent innovations 
within the telecom landscape that is helping with this issue are chatbots. 

When looking for conversational solutions, telecoms are no longer looking 
for artifacts that serve single solutions, but for omnichannel and multilingual 
platforms that they can have control over. 

These platforms must also go beyond experimental levels and be at 
enterprise strength. There is enough market research available to determine 
that decision and customer requirements have been set. Enterprises need 
industrial-grade applications that are humanlike, capable, and robust while 
providing scalability, multiuse, omnichannel and multilingual facilities that 
are expected in proficient platforms. They need intelligent platforms.

Intelligent platforms that enhance customer engagement
The telecommunications sector has accelerated the use of new digital 
technologies to deliver the most advanced, intelligent and humanlike virtual 
assistant. Telecoms that are quickly and effectively deploying conversational AI 
are gaining a competitive edge. 

Companies are seeking ways to improve the efficiency of their customer 
service, minimizing human error or employee absenteeism and resolving 
customer queries swiftly to reduce operational costs. But the best 
conversational AI platforms provide more than that. 
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AUGMENTATION
Can the data be augmented with additional information after the fact, 
accommodating changes over time? For instance, you might forget to 
include sentiment analysis in an initial deployment – once it’s added, can 
you also go back and add that information to previous conversations. 

#5.	 DATA SECURITY AND PRIVACY  

Describe how your solution addresses requirements 
around data security and privacy. 

Data protection regulations (GDPR, CCPA, APPI, etc): Are both the vendor 
and their technology compliant with regulations applicable to you? How 
easy is compliance – does the vendor provide tools allowing you to 
act yourself, e.g., generating a report on user data for a GDPR or CCPA 
request? Or will you be required to go back to the vendor whenever you 
need to take action? Are there additional costs involved for compliance?

VENDOR COMPLIANCE
Is the vendor data regulation-compliant in all relevant territories? Consider, 
too, your end users – you may not be based in the EU/California, but if your 
users are, you must comply with the law in that area. 

HOSTING
How flexible is the hosting model – can the vendor both provide cloud 
hosting and support on-premise deployment? If the latter, are any 
connections still required back to the vendor’s servers? Can they support 
mixed hosting? If cloud hosting is used, what data security options are 
available and what impact do they have on you and the vendor? Can you 
easily switch from one model to another and what costs are associated 
with that? 

DATA PRIVACY
What legal and practical provisions does the solution have for personally 
identifiable information (PII). How have the requirements for data deletion, 
masking, pseudonymization and anonymization been fulfilled? Are there 
tools available for this or is it a manual process? What data goes into logs 
and can it be selectively disabled? Who has access to the data?
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Artificial intelligence can proficiently assist customers in various ways. 
While simple bots can be scripted for little more than answering FAQs, more 
advanced bots and virtual agents can use machine learning and natural 
language processing to recognize customer intentions. 

This means that chatbots can analyze the relationship between words and 
discover what a customer requires and subsequently hold a conversation. 
This can also be done through various channels, providing a seamless and 
contextual experience that provides relief to support personnel and increases 
customer satisfaction and company value.  

Personalized and tailored assistance to boost sales

One of the world’s largest telecommunications companies that 
provides a range of services including voice, messaging, data and fixed 
communications has used the Teneo platform to develop a variety of 
applications that deliver an enhanced online self-service experience to 
its customers driving customer engagement. 

Delivering Personalized 24/7 Support
One such implementation is a digital employee who resides on the 
company’s website. The virtual assistant is a trustworthy, reliable 
employee that customers turn to for personalized, round the clock 
support with a wide range of issues.
As the Teneo platform enables users to quickly and easily develop 
applications, the company swiftly built sophisticated dialog flows that 
enabled the assistant to resolve complex technical support queries 
as well as simpler, but time-consuming issues such as a change of 
address. 

The personalization of user interactions means that the conversational 
bot can boost online sales by advising on tariffs based on customer 
preferences and connecting to third-party data via APIs to provide 
further information.
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#6.	 LANGUAGE CAPABILITIES   

How do you implement a new language?  

NEW LANGUAGES
What is the process, cost and timeline for adding support for a new 
language? How open is the vendor to adding support for a language you 
need, when you need it? 

EXISTING LANGUAGES
How are existing languages enhanced and updated? What standards are 
met for maintenance? Are languages versioned? Can you extend the model 
with your own vocabulary and if so, can you do this yourself or are you 
reliant on the vendor? 

LANGUAGE QUALITY
How is new vocabulary added? How is the depth and breadth of languages 
checked? What is the frequency of language updates? Are variants 
supported, e.g. Portuguese Brazilian, Swiss German or the various Latin 
American Spanish variants? 

ROLLOUT
How can a solution be rolled out in new languages? Do you need to rebuild 
the entire solution in the new language or is there a method to inherit 
solution structure and just perform necessary language localization (this 
also applies to solutions in the same language but in different regions, 
where legal, compliance and other factors can have an impact)? Does 
the platform help manage the same solution in multiple languages or 
is it a manual process? Consider the case of 10 bots in 10 languages – 
managing it manually would require a full-time team.

#7.	 ENTERPRISE SUITABILITY    

TRAINING DATA
What data to you have for training a solution? Is it real or simulated data? If 
you supply domain data, will other customers, i.e. your competitors, be able 
to use it for their solutions? Can you get started without training data? Can 
the platform itself generate training data from a deployed solution? 

COLLABORATION
How open to suggestions or inputs for product features or development 
from customers is the vendor? Is the vendor willing to change development 
direction if you urgently need a new functionality? 
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Chatbots allow customers to manage requests in a faster and more efficient 
way and act as a listening channel from which telecoms can better understand 
their customers and subsequently facilitate the delivery of personalized 
information, offers and services. The benefits are palpable: higher lifetime 
value of customers, the ability to contextualize products and services, 
and increased brand loyalty.

This type of deployment is crucial for telecoms to carry out their digital 
transformation and thus be able to compete with the giants of the industry, but 
what is the best use for Conversational AI in telecommunications?

Chatbot Use Cases in Telecommunications

Enhance Customer Support
Telecom chatbots can help clients find what they are looking for quickly 
and 24/7. Apart from saving time and resources by directly replying to 
FAQs or simple and repetitive issues, chatbots can redirect customers to 
appropriate departments when matters are more complex. 

By picking up useful information from customer requests, the feedback 
provided by chatbots can help the support agent resolve the query.

Additionally, chatbots are helpful in crises such as Covid-19, where 
major problems affect many clients in a specific moment. They can 
handle mass requests at the same time and store information so that 
clients do not need to wait in line or repeat and explain their problems 
repetitively.

Chatbots produce smoother experiences for customers, particularly 
when dealing quickly with issues that can span different departments. 
That way, customers feel like they are having one seamless 
conversational with a brand that remembers their details. These 
actions will result in considerable growth in customer retention. 

Resolve Technical Issues
Customer experience is intrinsically linked to business value. Customers 
searching through forums or tedious FAQs are often frustrated and prone 
to lose their loyalty to a telecommunications company. Conversational 
chatbots allow users to resolve their technical issues and find that they can 
rely on the company for assistance, no matter how technical it may be.

READ ON

 WHITE PAPER  
 CON V ERS ATION A L AI IN TELECOMS: STRENGTHENING CONNECTIONS  
 A ND ENGAGEMENT IN CH A LLENGING TIMES. A POST- COVID -19 WORLD 

WHITE PAPER

CONVERSATIONAL AI IN 
TELECOMS: STRENGTHENING 
CONNECTIONS AND 
ENGAGEMENT IN 
CHALLENGING TIMES.
A POST-COVID-19 WORLD
We are living in genuinely unprecedented and challenging times. The effects 
of Covid-19 have had a noteworthy impact on all industries, and on the 
Telecommunications sector in particular. 

Even after things have returned to normal, the new normal will bring about 
irreversible changes that will directly affect the telecom industry.

WHITEPAPER

READ ON

 WHITE PAPER  
 CON V ERS ATION A L AI IN TELECOMS: STRENGTHENING CONNECTIONS  
 A ND ENGAGEMENT IN CH A LLENGING TIMES. A POST- COVID -19 WORLD 

WHITE PAPER

CONVERSATIONAL AI IN 
TELECOMS: STRENGTHENING 
CONNECTIONS AND 
ENGAGEMENT IN 
CHALLENGING TIMES.
A POST-COVID-19 WORLD
We are living in genuinely unprecedented and challenging times. The effects 
of Covid-19 have had a noteworthy impact on all industries, and on the 
Telecommunications sector in particular. 

Even after things have returned to normal, the new normal will bring about 
irreversible changes that will directly affect the telecom industry.

ENTERPRISE FEATURES
Does your solution include features such as: version control, role-based 
permissions, commenting, channel support, rollback etc. Are these 
included in the licensing costs or is there hidden cost associated with 
them? 

USER AUTHENTICATION
Can the platform be integrated into existing authentication tools or is it 
separate? What authentication/ authorization is included out of the box 
and what is available for an extra cost? 

SCALABILITY
How does your solution scale, both technically and from a business 
perspective? In addition to handling increased usage, you will also want 
to scale to new languages and regions. This can mean an exponential 
increase in management overhead to keep solutions in sync – how is this 
handled? 

MULTI-USER FUNCTIONALITY
Is the platform truly multiuser, allowing multiple developers to work on the 
same solution or is it a case of “she who saves last wins”. Are changes 
logged with user, date/ time and comments? Describe how users can work 
concurrently on content. 

#8.	 HOSTING AND CONNECTIVITY   

What hosting models are available for your 
solution?  

HOSTING FLEXIBILITY
Are flexible hosting options available – cloud, on-premise, mixed, on-chip? 
Is transition from one hosting method to another possible now and in the 
future, and if so how and what costs are involved? 

ON-PREMISE HOSTING
Does on-promise hosting truly stand alone from your servers or is there 
still a connection back to the vendor’s server? Can it be entirely managed 
in-house or is there still vendor reliance? 

HOSTING CHANGES
What is the pathway and what are the cost implications of changes to 
hosting arrangements? Can this be done in-house, or does it require vendor 
professional services support? If cloud-hosted, what provisions are there 
for business continuity and disaster recovery?

8

A BEGINNERS GUIDE TO 
CONVERSATIONAL AI 



 WHITE PAPER  
 CON V ERS ATION A L AI IN TELECOMS: STRENGTHENING CONNECTIONS  
 A ND ENGAGEMENT IN CH A LLENGING TIMES. A POST- COVID -19 WORLD 

 9 

Meeting enterprise Conversational AI needs with Teneo’s 
multilingual platform.

One of Switzerland’s largest telecommunications and TV providers, 
serving 2.75 million private customers, has launched a new dialogue 
platform using Teneo to deliver conversational solutions 24/7 that are 
easy to deploy, are integrable with other components and adapt to 
Switzerland’s multilingual environment.

The company receives over 10million customer requests per year over 
eight channels. So, they sought omnichannel and integrated solutions 
that were available 24/7 and were personalized and seamless. 

Importantly, they wanted a platform that could be delivered in English, 
French, Italian and German as well as providing support in Swiss-
German. 

“We enable everybody to get in touch in the most natural way,” said the 
Product Owner and Dialogue Manager at the company.

Best of breed solution
Teneo’s usability, scalability lexical resources and multilingual support 
were decisive as the telecom deployed the program for three key 
initiatives:

 — A TV-Box to deliver a personalized entertainment experience
 — A Conversational IVR to provide Voice assistance for natural 

customer interactions
 — A Chatbot to improve dialogue flow and optimize chat on multiple 

channels.
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#9. CLOUD

APIs – does your solution connect to existing APIs 
to integrate other systems or does it require custom 
API builds? Can you use in-house resources or are 
you reliant on vendor professional services? Are 
there any costs associated with using APIs? ?

EXISTING DEPLOYMENTS
Can the solution be connected to existing deployments out of the box? 
If not, describe what extra costs and time it will take to connect these 
existing deployments. 

#10. TOTAL COST OF IMPLEMENTATION    

Outline a typical/estimated total cost of 
implementation and typical ratio of license: 
implementation costs?

IMPLEMENTATION RESOURCES
Can you take full control or is implementation reliant on vendor’s 
professional services resource? Can you work with your preferred system 
integrator? 

MAINTENANCE RESOURCES
What types of resources are needed for implementation and maintenance? 
How much can be done in-house and how much must be done by the 
vendor? 

PROFESSIONAL SERVICES
Outline standard professional services costs and describe typical ratio 
of professional services days: software costs. Are there hidden costs in 
additional or advanced capabilities?
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THE 21ST CENTURY CIO’S CHALLENGE – IMMUNIZE THE 
ENTERPRISE

Once the dust begins to settle, the CIOs of today’s largest 
telecommunication companies will face a completely new landscape. 
They will be challenged to utilize technology so that they too are one 
of the winners in the future. They will be charged with the task of 
digitalizing their processes such that they do not rely on offshoring, 
or huge call centers or indeed on humans to anywhere near the 
same extent. This will necessitate a wholesale rethink of their IT 
infrastructure and there will naturally be implications for both BPA and 
Conversational AI.

Before Covid-19, the market for enterprise Conversational AI was 
strong but still subject to some level of experimentation and 
development. The premise that Conversational AI was necessary 
in order to successfully carry out digital transformation was rapidly 
growing in awareness but was not yet fully mainstream. 

This has changed now, as CIOs realize that, rather than viewing 
Conversational AI as an optional and emerging technology with 
which they can experiment, it is instead a core component of their IT 
technology stack. Without it, they cannot meet the challenges that 
they have been set. It is impossible to be the truly digital company 
of the 21st century without embracing Conversational AI as a core 
technology. It is also impossible to future-proof their enterprise from 
this type of crisis again without fully embracing Conversational AI.

SUMMARY

Covid-19 has presented unique challenges to the telecommunications 
sector, given its global repercussions and potential duration. A key 
challenge is how to address the risk of failure of resources, especially 
access to people and facilities, to deliver their services. 

Traditional business continuity measures such as backup locations 
have been ineffective in this scenario and telecoms are adopting a 
permanent digital transformative mindset and turning to Artificial 
Intelligence to provide solutions beyond the current pandemic. 
Conversational AI platforms feature prominently in this new mindset. 
More than looking for cleverer virtual assistants or better routing 
software, telecoms are investing in their future and are taking steps 
to stay ahead of their competitors by implementing sophisticated, 
conversational solutions that will stay online and available whatever 
happens.
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Chatbots allow customers to manage requests in a faster and more efficient 
way and act as a listening channel from which telecoms can better understand 
their customers and subsequently facilitate the delivery of personalized 
information, offers and services. The benefits are palpable: higher lifetime 
value of customers, the ability to contextualize products and services, 
and increased brand loyalty.

This type of deployment is crucial for telecoms to carry out their digital 
transformation and thus be able to compete with the giants of the industry, but 
what is the best use for Conversational AI in telecommunications?

Chatbot Use Cases in Telecommunications

Enhance Customer Support
Telecom chatbots can help clients find what they are looking for quickly 
and 24/7. Apart from saving time and resources by directly replying to 
FAQs or simple and repetitive issues, chatbots can redirect customers to 
appropriate departments when matters are more complex. 

By picking up useful information from customer requests, the feedback 
provided by chatbots can help the support agent resolve the query.

Additionally, chatbots are helpful in crises such as Covid-19, where 
major problems affect many clients in a specific moment. They can 
handle mass requests at the same time and store information so that 
clients do not need to wait in line or repeat and explain their problems 
repetitively.

Chatbots produce smoother experiences for customers, particularly 
when dealing quickly with issues that can span different departments. 
That way, customers feel like they are having one seamless 
conversational with a brand that remembers their details. These 
actions will result in considerable growth in customer retention. 

Resolve Technical Issues
Customer experience is intrinsically linked to business value. Customers 
searching through forums or tedious FAQs are often frustrated and prone 
to lose their loyalty to a telecommunications company. Conversational 
chatbots allow users to resolve their technical issues and find that they can 
rely on the company for assistance, no matter how technical it may be.

SUMMARY   

The Conversational AI platform market is diverse. With such a large 
variety of solutions available, commissioning an experience and proficient 
Conversational AI platform allows business to focus on their strong points 
and not waste time on resources and infrastructure that may not work out 
well. 

By tending to the features mentioned in the white paper, businesses 
can find SaaS based solutions that can deliver easy integrations and 
rapid deployments that are tailored at the same time to each company’s 
objectives and KPIs. Importantly, they can deliver optimal conversational 
experiences that are scalable and can grow in sync with the company’s 
targets and market. 

Hybrid approaches such as LUIS^Teneo offer the best of cloud services 
with quality conversational AI deliveries that tick all the boxes and provide 
transparent services that can be personalized to each project. 

To learn more about how LUIS^Teneo can help you stay ahead of the curve 
and easily build an exceptional conversational AI platform visit  
www.artificial-solutions.com/luis-teneo. 

Or if you prefer to get hands-on, go to developers.artificial-solutions.com 
for a free 90 day trial of our award-winning platform. 

WHITEPAPER

10

A BEGINNERS GUIDE TO 
CONVERSATIONAL AI 



11



Artificial Solutions has customers and offices around the world. 
Please visit www.artificial-solutions.com to find your nearest 
office. Alternatively, you can find us on social media: 

ABOUT ARTIFICIAL SOLUTIONS

Artificial Solutions® (SSME:ASAI) is the leading specialist in Conversational AI. We enable communication with applica-
tions, websites and devices in everyday, humanlike natural language via voice, text, touch or gesture input.

Artificial Solutions’ advanced conversational AI Teneo®, allows business users and developers to create sophisticated, 
highly intelligent applications that run across 86 languages and dialects, multiple platforms and channels in record time. 
The ability to analyse and make use of the enormous quantities of conversational data is fully integrated within Teneo, 
delivering unprecedented levels of data insight that reveal what customers are truly thinking.

Artificial Solutions’ conversational AI technology makes it easy to implement a wide range of natural language applica-
tions such as virtual assistants, conversational bots, speech-based conversational UIs for smart devices and more. It is 
already used daily by millions of people across hundreds of private and public sector deployments worldwide.

For more information, please visit www.artificial-solutions.com.

Teneo® is a registered trademark in Europe.


