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Artificial Intelligence 1s an umbrella term that simply
means making computers act intelligently

Domain Specific
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When will Al overtake us?

Exponential Growth of Computing
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Artificial Intelligence consists of processing power, data
and algorithms

Al=-X I+ &

Processing Data Algorithms
Power
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Digitalizationleads to data explosion
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New open source Al becomes available constantly

MICROSOFT OPEN SOURCES ITS
R ARTIFICIAL BRAIN'TO ONE-UP
GOOGLE JUST OPEN SOURCED GOOGLE
TENSORFLOW. ITS ARTIFICIAL
INTELLIGENCE ENGINE ‘
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OVER 3.5 BILLION
WOMEN IN THE WORLD. MAKERS

S Facebook’s Artificial Intelligence Research lab releases
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S BRAIN 18 now available for anyone to use in
their apps.

The company has open sourced the artificial intelligence
framewor k it uses to power speech recognition in its
Cortana digital assistant and Skype Translate applications.
This means that anyone in the world is now free to view,

modify, and use Microsoft's code in their own software.
The framework, called, CNTK, is based on a branch of Q
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Artificial Intelligence consists of processing power, data
and algorithms

Al=-X I+ &

Processing Data Algorithms
Power
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At Swisscom, our Al efforts focus on understanding written
and spoken text
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We provide microservices and applications for enterprise

customers to apply Artificial Intelligence

Solution Solution Data Insights
for One for Many as a Service

wnid ! !
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Platform Integration:
Service Now

SAP CRM & Hybris
Salesforce

|

Reasonlng Entity Topic Sentiment Summari- Anony- Trend Keyword

Recognition Recognition Analysis zation mization Detection Analysis
Perception ' . ‘
Data Chat Speech
Labeling to Text

api] | |
Customer Public Swisscom
Data Data Data
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Swisscom makes the benetits of Al accessible

Technical
solution

Customer pain
point

Business model
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Swisscom 1s THE player in Al in Switzerland

?‘:’:{‘ Customer relation

g Talent and know how
@3 Infrastructure

@ Data
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A country‘s ability to improve
its standard of living over time

depends almost entirely on 1st

ability to raise 1st output per
worker.

— Paul Krugman




Artificial Intelligence will influence labor in all domains

Cognitive Manual
Routine °
Non- !
Routine i
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Marmo: Al use case

Major incident - , =
detection . \=  ——

Search and incident
analysis

Best solution
recommendation
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EXPLORING THE
IMPACT OF ARTIFICIAL
INTELLIGENCE

Stephen Hawking




,,Al 1s the new electricity.
Just as electricity transformed every
industry, Al will do the same.*

— Andrew Ng




Thank you.

Dr. Felix von Reischach

Head of Product Management

Artificial Intelligence & Machine Learning Group, Swisscom
felix.vonreischach@swisscom.com

+41 7996 202 89




Marmo:

Al for customer
support
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How do real-time
recommendations help our
service agents solve
customer problems?’




Service Management PREPROD
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Using artificial
intelligence, Marmo

helps service agents give
a faster and better
service.



Sonar: Al for customer experience
monitoring.

Sonar collects customer feedback

from various channels and using

artificial intelligence classifies it as

positive, negative or
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Sonar: Al for customer feedback

Alerts on topics of
interest

\ \\‘\ \\\

AL Sentiment analysis and feedback

visualization

Al-generated
insights
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Welchen Beruf empfehlen wir unseren Kindern?

- 490°000 Arbeitsplatze +430°000 Arbeitsplatze

Maschinen Steuerung und Wartung
Installation, Elektro
Hilfskréfte
Technische Berufe

Gastronomie

Transport

Dienstleistung

Quelle: IAB Forschungsbericht 8, 2015 Q
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Entity

Recognition

@

Topic
Recognition

®

Sentiment
Analysis

Keyword
Analysis

®

Anony-
mization

Identification of people, addresses, cities, objects,
enterprises or products

Identification of a topic within specific content,
followed by consolidation and clustering

Analysis and identification if content (e.g. opinions)
is positive, negative, or neutral

Analysis of the frequency of words based on their
meaning

Full compliance with data security due to anonymized
analysis of personal data

Auto-generation of summarized reports

Summari-
zation
@ Auto-generated notifications/alarms in case statistical
Trend trends are detected
Detection
@ Speech-to-text translation (e.g. records from call center

Speech calls) for further processing using our Al enablers. This
toText reatureiscurrentlyin development.

Machine learning for training of the Al-models. Training
based on your specific context is a key success factor to

e ensure that the analysis delivers the best results

Training
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TEXT INPUT

«WOW, my friend Paul just tried
your new camera at Interdiscount
in Zurich and it really works — well
done guys, will buy the product
soon.»

®

Sentiment
Analysis

Topic
Recognition

Keyword
Analysis

Entity
Recognition

®

Anonymi-
zation

"Label": "positive",
"Probability": 1

"Label": "Products",
"Probability": 0.89,
"Label": “Electronics",
"Probability": 0.613

"Keyword": “New Camera“,
"Keyword": "really works”,
"Keyword": "buy soon"

"Entity": “Interdiscount”,
"Tag": "organization”,
"Entity": "Zurich”,

"Tag": "location"

Replace: “Paul”
by “[Name]”

®

Trend
Detection

Summari-
zation

+70 % positive reviews
regarding new camera

Discussion regarding new camera
and functionalities
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