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Holistic End-to-end Contact Center Business Solutions
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HKT’s Contact Center Technologies & Al Journey
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Gen Al Killer Apps beyond Chatbot

Agent Assist

"Listen"” to agent conversations,

use Al generated suggestions

and answers to reduce AHT by
30%

» Applicable to all channels

» Automatically classify

w Huawei AICC

calls to avoild human
error

Generate summaries to
identify the next best
actions
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Intelligent Knowledge Management

* LLM robots as interfaces.
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 Manage large amount of
corporate knowledge thru
RAG.

* E.g.: Product robots to replace =
product encyclopedias
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* 100% QA vs.
traditional 3 - 5%

Case Nature Breakdown Case Summary Word Cloud Agent Rating Distribution

* Visualized analysis
of conversations
(incl. voice or text)
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Key to ANY Contact Center Al Success - LOCALIZATION

Speech and Language Technologies are CRITICAL
to Contact Center Al 9

Best of 2 worlds - NLP vs Gen Al (LLM/RAG)

Key Considerations: w

» Accuracy & Predictability |
» Speed of Response (
)

* Running Cost
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Language Al for Enterprise
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Core Technologies

Auto-Detection What

Y

Auto Language
Detection

Speech-to-Text

« Supports mixed
languages

* Auto Language
Detection & Switching
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Feedback Generative
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Who Why
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AV

Voice Biometrics Natural Language Speech Synthesis Generative Al
Processing
- Verify speaker’s identity ¢ Classify intents, entities, « Support mixed language < Summarization
 Text-independent speech patterns and natural intonation * Translation
» Custom voice « Advanced Sentiment
* Auto-FAQ




How's Fano Voicebot works?

Fano Speech-to-Text Enterprise Systems
Look up for answers & KM
Fano NLP model Verify information
S  Database
Intent
— e Classify intent
Caller assify intents §§ LLM
Fano Text-to-Speech
7~
Agent
R e e . . I
| e : |
| Driving Real Business =2% Reduce staff cost ‘2 Improve High first contact ‘6‘_ 24/7 service I
| Outcomes =~ a and head count containment rate resolution @&’ availability |
| |
| Intuitive self- v/, Improve customer Increase customer Reduce call :o Shorten time-to- |
| service il lifetime value service efficiency abandon rate 3 market |
l |
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The world’s strongest Al capabilities to process multilingual
speech

e SPEAKER_1 ~

Then from hong kong, right?
Q® 00:00-00:01 More Info

Confidence Scores: 0.620000
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English, eh, eh.
Q@ 00:04 - 00:06 More Info

Confidence Scores: 0.130000
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Differentiation - Best of Two Worlds: NLP + LLM (For Response)

» —Q
Predefined
Response

O 3

NLP

\ 4
—
—

.

Database

@

KB Training with LLM Dynamic Response

n Generated by KB
- P <>

Prompt Engineering &

Enterprise Persona
Solutions

— EXISsting

HKT




Differentiation - Best of Two Worlds: LLM (For Intent
Classification) + Predefined Response
»—@

Predefined
Response

Database

Intent Classification

Prompt Engineering
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Implementation Options

Approach:

* Leverage Intent/Entity to
classify high level enquiry
type, to narrow down the KB » O
with higher accuracy |

* Knowledge Base trained
based on each enquiry type 5 O
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Implementation Options

Approach:

» Leverage existing NLP to

handle existing intents g

* Use LLM to massage the G
tone of the prompts to give
move lively user experience ]

* For those inquiries that
cannot be handled by NLP,
LLM will be used to response " »
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How It Works
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New Intent Identified — Family Plan
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Thank You
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