
Artificial 
Intelligence 
in Support 



Executive Summary 

"Artificial Intelligence is not about 
replacing humans. 

It's about amplifying our potential, 
augmenting our capabilities, and 
transforming the way we work." 



Introduction



Artificial Intelligence 

Machine Learning



Why



Background 



Value  



Value (continued)   



Benefit 



The way to get 
started is to quit 
talking and 
begin doing.



Project outline 

Set scene

Establish common 
understanding, basic 
training on AI/ML, 

Q&A sessions

Identify

Clarification on the 
value proposition and 

opportunities  

Team

Define project team, 
assess skills available, 
find domain experts, 
data scientists, citizen 

developers

Data

Identify and curate data, 
investigate data available 

from outside 
organisation to enable 

transfer learning  

Model 

Decide on available 
platform and building 
blocks. Create new 

models and blocks only if 
needed. Train model

Deploy

Crawl, Walk, Run, Deploy 
model on limited 

product/solution, review 
and revise/improve

Review 

Check the ML approach 
meets the value 

proposition 

Agile, iterative approach
at every stage 



Set the scene 

launching a communication initiative

basic training 

regular communication 



Identify the value proposition 

Customer:

Engineer: 

Company: 



T-Mobile 
A I  P L AYS  S U P P O RT I NG  RO L E  F O R  C U S TO M E R  
S E RV I C E  R E P S

When T-Mobile customers contact the company through phone or online chat channels, 
they trigger AI software that pre-populates information about the customer. This 
includes context about what the customer is reaching out for, such an activation 
upgrade or service problem, as well as their billing history and other pertinent details, 
to provide agents with as close to a 360-degree view of the person as possible. Working 
with the information provided in real-time by the AI, the rep then works through the 
customer’s inquiry.

Ref: https://www.cio.com/article/193571/at-t-mobile-ai-plays-supporting-role-for-customer-service-reps.html



Building the team

Business

Technology



The data

Ingestion of data Curation of data Integration



The Model 

• Organizations Capability
• Type of application



The Model (continued) 

1. Supervised Learning 

2. Unsupervised learning



Deployment 

• Crawl: 

• Walk:  

• Run: 



Review 



Risks  

1. Risks within the AI/ML implementation

2. Organizational risks 

3. Ethical risks



Summary



Thank You


