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Agentic

Enhance omnichannel interactions

| Future of Work with Al-powered workflows
Enhance decision-making by unifying
Empowering g’f fragmented data to uncover actionable
customer insights into customer and employee behaviors
engagement with
HKT Agentic Al

Enhance productivity with Al-driven automation
and Agentic Al to minimizing human intervention
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Our Al Automation Vision, Strategy and How We Execute

m

People

2023 2024 2025

o VISION
|deate, Build Products & lterate & Deploy m-o FOR
lterate & Implement Hero Products Process AI360
Use Cases across the
Group

>
N
Product

2857 318 121K 223M 1

Active Bots Total No. of Requests Token Usage Training /
(Mar 2025) (Mar 2025) (Mar 2025) Workshops

Total Users

HKT socone



Contact Centre Transformation

Modular approach to achieve long term success

Social Channel Adapters (e.g.
Agentic - Al Uniﬁed Agent DeSktOp Agent Map / Wa"board WeChat’ WhatsApp)
. Statistical Reporting System
Chatbot/Voicebot Workforce Management (SRS)

Customization and Integration Services [API Gateway]

Speech Recognition

d3IAV1
NOILVOI1ddV

& Intent Management

VRS / VLS Video Call Outbound Management Rule-based Routing Engine

Interactive Voice Network and Management
Response System
Trunk Gateway WebRTC Gateway SIP Phone/Softphone

d3AV1 3H0D
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Use Cases of Gen Al in HKT Contact Centre

Agent Assist

Provide Potential Answers to
agents by using assigned
Knowledge Base

[ J [ J
Monitor, evaluate, and improve quality of o bj eCt Ives

interactions between agents and customers

orage

Upek

Line - Whatsapp (28) - Follow-Up - andling Time

29,272 86 607

Total Conversations Avg. Rating Follow-Up Cases o
Case Nature Breakdown Case Summary Word Cloud Agent Rating Distribution 2 O /
00% B rom Agent/Customer | (#8) - o

Call Details

First Call
CaseNo. StaffCode AgentRating Follow-Up

T T T s T A ‘ Handling Rate

| £50%

Case Summary Digital Agent
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Ag e nt IC Contact Centre Operation

| Future of Work . 3
In next & years

shall be supported by
Human Agent

& Digital (Al) Agent

2. Accurate Speech-To-Text

1. Real-Time Response
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®
g e n l I C R HKT Agent Assist o Charlie

EAERBTARPEREBusiness Dinner
BUATSFEAB A ATEZSEYL FARELTER

CEQ » BRUALLRFHEE » BRER—1 - Hotel i
| Futu e Of WO rk Hotel icon, FIBE{0 $ 1200HKD - RBREHLAR
M BA-BRS  BUARERHAARE - WA
SERVE » ERIE£RENHAZR

il HESGR . AEER - AEREOINU

Agentic Al Agents Al Processing... /.
Date & Time — Customer Information
autonomously:
Internet Search
* Research Knowledge — i
P i Base Search To Do List

ropose suggestions T Tl et Planner

° que Gctions EHEENGEE  HELARENTSITRE .

ASVNABER

«.. more O
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Agentic « swtersann RS
g - BMUATESRBINEALT - BEEL

- EASEATIRIKCEO - HIBIRIERAIRA - IS R—
+ HOTELfXhotel Icon, F&E&E11$1,200HKD .....

| Future of Work
/ {é
User Input Output to User
Manager
Agentic Al Agents
autonomously:
* Research . S
’ Propose Suggestions te & Time 3 Search 4 rary Planning
- Take actions gent gent

rnet Search ) Do List -~ vice Booking

gent 5 gent

gent

nalise
gent

stomer Info

gent and more...
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Agentic

| Future of Work D MNIMAX audio  chat  video  Agent

() Home

Create Lifelike Audio

AI-GSS|Sted V°|ceb°t G.' Text to Speech Start typing here to create lifelike audio in multiple languages, voices and emotions with Minimax Al

gl Vvoice Library

» Text-to-Speech

cﬁ Music EBeta
» Voice Cloning

Al Tools
[ Tell a Story 0A Create a Commercial 3 Build an Al Tutor

iy Voice Design nHew

M voice Clone @ speech-02-hd ~ J;’ Radiant Girl 5

() Voice Isolator
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Thank You
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