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Digital Transformation Fund
Scope of investment

Investment 
topics

Telecom and 
IT Infrastructure

Artificial
Intelligence

Cybersecurity

40%
40%

20%

Presenter
Presentation Notes
What we cannot build internally – we buy!



Paradigm Shift:
The machine reaches out to us 

Using a machine

Old world

Having a conversation

New world

Laure Willemin - VP Engineering, Leadership Team 
- Data, Analytics & Artificial Intelligence Group

Presenter
Presentation Notes
The transition is in essence from using a machine, which is the old world to having a conversation, the brave new world.



Human Intelligence



Images

Speech

Understanding of structured
and unstructured data

Understanding of structured 
and unstructured data

More intelligent machines
thanks to Artificial Intelligence

Text

Images

SpeechText

Learn Teach
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ReasoningPerception Knowledge OutputInput

Components of
Artificial Intelligence



Artificial
Narrow Intelligence

Artificial
General Intelligence

Artificial
Superintelligence

Three kinds of
Artificial Intelligence



Artificial
Narrow Intelligence

Artificial
General Intelligence

Artificial
Superintelligence

Artificial
Narrow Intelligence

Artificial
Useful Intelligence

Artificial
General Intelligence

Artificial
Superintelligence

Four kinds of
artificial intelligence

Presenter
Presentation Notes
We believe a fourth type, Artificial Useful Intelligence is needed., but still gets the job done.
We use this term for AI that doesn’t need to have the open domain capabilities of general intelligence



Experts Data AlgorithmsProcessing    
power

The recipe of
Artificial Intelligence



2005
The Playstation 3

achieves

1996
The world’s fastest

supercomputer achieves

1.8 teraflops 

Digitalization leads to
rising processing power



Time20152010200520001995199019851980

Amount of
data

Digitalization has led to a huge
increase in the amount of data



Artificial Intelligence
at Swisscom



Lausanne

Martigny

Zurich

Lugano

Rising student numbers
for Artificial Intelligence



Swisscom’s AI 
Team Know-How

• Data Science / AI Solution 
Design

• Data Exploration

• Data Labelling

• Machine Learning Model 
Creation (supervised or 
unsupervised)

• Machine Learning Model 
Evaluation

• AI Solution Design

• NLP – Text Classification, 
Sequence Modelling etc.

• Speech – Keyword Spotting, 
Domain Adaptation, Low-
resource Languages

• UI & Dialog Design

• Native App & Web Development

• EAI & Backend Integration

• Contact Center Integration

• Contact Center DevOps

• IVR/Voice Portal Design & 
DevOps

• Software Testing

• User Experience Testing

• AI & Conversational DevOps

• Business Engineering & Design

• End2End Monitoring & 
Operation

• Reporting & Big Data 
Specialists
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Legal MarketingCustomer Service

Human ResourcesCustomer Experience Security



• E-Mail Triage: AI automatically forwards emails to 
the right agent 

• Ticket-Bot: Improves incident management 
Ticket preanalysis to reduce the number of 
incorrectly tickets

• Tech Search: Helps ENT engineers to find 
information faster

• Marmo: Used in call centers. It looks 
automatically for the right solution for the problem 
in the existing infrastructure across all sources. 
The results are displayed to the agent in real time

• Aila: Tool for labelling data

• Sonar: aggregates, analyses and summarizes
customer voices from communication channels

• Platform/AI enablers: help companies to
combine services in an easy way to solve their
business challenges

• Conversational IVR: processes speech data

• OTO. AI: real-time coaching to contact centers
sales agents

Swisscom – Some AI Use-Cases



Artificial Intelligence
for Customer Experience

Topics Sentiments Trends Anonymization

Customer feedback



Artificial Intelligence
for Legal & Compliance

Contracts

Classification
of contracts

Correlations
between contracts

Real-time
search



Artificial Intelligence
in Customer Service

Ticket

Customer
Inventory

Best 
Solution

Similar
Incidents



Accuracy

Ca.
60%

Customer

Messaging

Ticket

Call

Ticket Backlog Triage Team

Spezialist

Spezialist

VIP Service

Standard 
Service

Mail / Fax

E-Mail

Text classification – example email triage

Presenter
Presentation Notes
Bisher lösen Großunternehmen diese Herausforderung, also das Verteilen von Serviceanfragen, via Ticket Backlog und einem Triage Team. Also mit einem eigens abgestellten Team, welches die eingehenden Anfragen tagtäglich manuell und äußerst mühsam an die richtigen Ansprechpartner verteilt. 

Großunternehmen lagern solche Funktionen häufig in Niedriglohnländer aus oder verteilen die Anfragen regelbasiert (also maschinell mittels Schlüsselwörtern). 

Bei kleinen und mittelständischen Unternehmen wird die Aufgabe der Verteilung häufig von den Agenten in einer Doppelfunktion übernommen. 





Automatic Answer

Ticket Backlog

Spezialist

Specialist

VIP Service

Standard 
Service

70%>90%

Probability

Feedback

Spezialist

VIP Service

Standard 
Service

Feedback

Chat

Ticket

Anruf

Post

E-Mail

Kunde

Text classification – example email triage
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Bisher lösen Großunternehmen diese Herausforderung, also das Verteilen von Serviceanfragen, via Ticket Backlog und einem Triage Team. Also mit einem eigens abgestellten Team, welches die eingehenden Anfragen tagtäglich manuell und äußerst mühsam an die richtigen Ansprechpartner verteilt. 

Großunternehmen lagern solche Funktionen häufig in Niedriglohnländer aus oder verteilen die Anfragen regelbasiert (also maschinell mittels Schlüsselwörtern). 

Bei kleinen und mittelständischen Unternehmen wird die Aufgabe der Verteilung häufig von den Agenten in einer Doppelfunktion übernommen. 





Chatbot

Customer

AgentI have a
problem with…

Thanks!

I would love to help you!

1 Suggested Solution A
2 Suggested Solution B

Messaging

Social

Call

Mail / Fax

E-Mail



Swisscom Conversational Platform 

Dialog Management
CIM, Dialog Engine, Flow Engine

RCS

NLU
Intent &Entity Recognition, Sentiment, 

Retrieval

API Hub

Training



Highly qualified consultants, 
developers and designers work in 

Swisscom‘s AI team.

Swisscom founded the Competence 
Center for applied AI in cooperation 

with ETH Lausanne (EPFL).

The AI components can be easily 
integrated into systems due to 

standardized interfaces.

The AI components from Swisscom 
have been trained for the

conditions of Swiss industries.

Thanks to our network and our
data centers you benefit from

a reliable and safe infrastructure.

People

Swissness Security

TechnologyPartner

Why use Artificial Intelligence from Swisscom?



It‘s time for a demo



Many thanks !
Artificial Intelligence for your business

Laure Willemin - VP Engineering, Leadership Team - Data, 
Analytics & Artificial Intelligence Group

Erick Caron - Executive in Residence, New Business 
Management Team - Data, Analytics & Artificial Intelligence 
Group



Questions

Erick Caron
Executive in Residence, 

New Business Management 
Team - Data, Analytics & 

Artificial Intelligence Group

Laure Willemin
VP Engineering, Leadership 

Team - Data, Analytics & Artificial
Intelligence Group
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