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Intelligent automation:
empowering telecoms companies
to shape the future
In the past year, the mass shift
to remote working as a result
of Covid-19 has clearly placed
huge demands on telecom
networks and contact centers
all over the world. And more
traffic doesn’t necessarily
mean more revenue: quite the
opposite in fact; higher call
volumes can mean higher costs
– and more pressure on agents.
This is where automation can
make all the difference.
Robotic process automation has
been around for some time:
software ‘robots’ can automate
simple repetitive tasks faster and
more accurately than humanbeings, who are in turn freed from
mundane work. Where automation
becomes more interesting is
when it’s combined with artificial
intelligence – what we call
‘intelligent automation’ (IA). Now,
the robot ‘learns’ and can complete
more complex, non-linear tasks.

Intelligent chatbots
This means that for telecoms
companies, basic customer
requirements such as identity
checks or getting PUK codes (a
mobile phone’s unique identifier),
can be handled entirely by an
intelligent chatbot that can work
24/7 via any channel (phone,
laptop, tablet, even TV). The
benefits for companies, agents
and customers are clear: service is
faster and round-the-clock, costs
to companies are contained, and
call deflection increases to relieve
the workload.
Working with T-Mobile Netherlands,
Atos has developed and deployed
an intelligent chatbot to handle
straightforward service requests.
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This is connected to T-Mobile
Netherlands customer website
and social media channels, as
well as to customer and product
databases, and has delivered
returns on investment within its
first year, with fewer calls to the
contact center.
We’re now implementing
an Agent Assist application,
which puts a voicebot to work
helping the agent. So, when
a caller makes contact, the
robot identifies them, gets
their basic details and request,
then directs them to the right
agent, who already has this
information at their fingertips to
give the customer a faster, more
proactive service.

Growing sales and selfoptimizing networks
We’re also exploring the value
of IA in other domains with
T-Mobile. In marketing, for
instance, we can use customer
data to increase sales and grow
customer relationships. Using
intelligent automation, every
customer touchpoint on every
channel can be better targeted
and tailored to individuals,
such as personalized ads and
alerts on specific bundles,
subscriptions, upgrades and
other personalized offers.
In the network domain, we can
deploy IA algorithms to look
for patterns within traffic and
other data to monitor, detect
and even predict any network
anomalies before customers are
affected.
With technologies maturing
fast in this area, optimizing
any aspect of the network,

even marginally, can make
major cost savings – as well
as improving performance and
customer experience so that,
in effect, the network becomes
self-optimizing.

5G: a critical enabler
While IA’s benefits are already
emerging across all these
applications, it’s perhaps
the advent of 5G that brings
them most sharply into focus.
Given the scale of change that
5G will bring – not least the
shifts in capacity, complexity
and demand – IA could be a
critical enabler for companies
to increase their revenue,
compete effectively and deal
with the high demand from
volumes of 5G subscriptions
and the breadth and depth of
new products and services on
offer. IA could help onboard
5G customers quickly and
efficiently; it could handle most
of the front-end 5G queries
at contact centers to relieve
busy on agents; and it could
help manage network demand
and dynamic bandwidth. And
intelligent automation can
deliver significant benefits
within finance departments,
with automated invoice
processes and smart revenue
collection.
Perhaps one of the most
significant benefits of
intelligent automation is that
it releases talent. No longer do
skilled and intelligent people
have to carry out repetitive
data-collection, wrestle with
spreadsheets or deal with the
same customer queries over
and over again. They can

work alongside the robots and
concentrate on what they do
best and find most rewarding.
And they can be freer to be
more customer-facing, thereby
improving customer service
and experience.

New hyperconnectivity
Looking to where IA is headed,
one fascinating development
is the integration of vision
in addition to voice and
messaging. From digitally
enhanced virtual meetings in
which colleagues can clearly
see each others’ expressions,
to surgeons performing
operations from the other
side of the world, intelligent
augmented reality and virtual
reality applications will change
the way people interact with
the digital world. Again, the
advent of 5G is key to the
story: mobile networks will
become more and more
important in enabling the
delivery of these new kinds of
experiences.
While the exact need and
application of 5G may still
not be clear to customers
themselves, what’s not in
doubt is the step change for
telecoms companies, with
intelligent automation on
the roadmap. The advent of
hyperconnectivity heralds new
possibilities that will change
society itself; as both users
and facilitators, telecoms
companies have a critical role
in shaping the future.
Visit www.atos.net/en/
industries/telecommunications

“The T-Mobile Netherlands partnership with Atos has
unlocked the benefits of intelligent automation, initially
with our new enhanced chatbot, through which we
can offer an improved and more efficient service and a
personalised and intuitive experience for our customers.
We look forward to working with Atos to further
explore the potential of artificial intelligence and more
opportunities in a range of business domains to enhance
and enrich the experience of our customers.”
Kim Larsen, Chief Technology and Information Officer, T-Mobile Netherlands
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