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1 Customer Support   
 

A major telecom company with customer support call center in India. 

The Problem 

 1. Support was available only during normal business hours 

 2. 5000 Man team to handle the customer chats  

 3. They were looking at increasing the man power to handle increase in customer interactions 

 4. They wanted to reduce the wait times for customer as well as offer 24x7 support for most of the 
users 

5. User authentication itself was taking approximately 5 minutes of the agent time. 

 

The Solution 

AI NLP Assistant for pre-paid customers to handle the following scenarios: 

- User Authentication (All users are authenticated by the assistant) 

- Provide account related information (account balance, tariffs and bolt ons in the account etc.) 

- Provide information about boltOn/tariffs 

- Add a BoltOn for the customer based on request 

- Renew BoltOn for the customer 

- Remove a BoltOn for the customer 

- Add Tariff to the customers existing account 

- Modify Tariff for the customer 

- Handle grieviances, Refund and Complaints (escalate to live agents after authentication) 

- Unlatching a SIM (escalate to appropriate agent queue after authentication of the customer) 

 

Deployment 

On the customer web portal  

Integrations - CRM, Egain, Synergy, SMP etc.. (7 different databases) 

Customer Interaction History used as training data 
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Benefits 

1. The customer wait times reduced to few seconds from upwards of 5 minutes 

2. Saved agent time spent on customer authentication for 100% of instances. 

3. 70% of all pre paid customer interactions are managed without any manual interaction 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

Identifiying the user and taking on a path for automated problem resolution. 
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