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In an era of rapid technological advancements, SmarTone seamlessly
integrates Al and 5G to revolutionize customer experiences. While Al's
ubiquity transforms the telecommunications landscape, SmarTone’s
true distinction lies in its unwavering commitment to human touch.
The company’s vision is rooted in delivering customer-centric,
premium, and trustworthy services. This unique synergy of Al and
human touch positions SmarTone as a leader in Al-powered 5G
networks, setting new standards for future-ready communication for
the industry.

Blending Al Innovation with Human Touch for Superior Customer
Experience

"Ultimately, our key objective is to deliver a better customer
experience. Al plays a crucial role in achieving this effectively
and efficiently by enabling our customer service team to quickly
understand the challenges our customers face and provide
accurate, timely information. In no way can Al replace the
human touch; in fact, the rise of security risks such as deepfakes
emphasizes the need for a higher degree of trust-based, person-
to-person interactions. | believe Al actually frees up valuable time
for our team to foster deeper and more meaningful relationships
with our customers.” - Ms. Fiona Lau, CEO of SmarTone

The rapid development of Al has revolutionized various industries,
leading many to believe that Al alone can transform the world.
However, SmarTone recognizes that while Al is crucial, it cannot deliver
a superior customer experience without the human touch. Human
touch in telecommunications goes beyond automated responses
and real-time data analysis. When a customer faces a complex issue,
SmarTone representatives can understand the issue, empathize, and
provide a tailored solution in an efficient and accurate manner. This
level of standard and understanding are beyond Al's capabilities
alone.

SmarTone’s mission is to be a leading, customer-centric
telecommunications company, delivering a premium experience built
on trust. Now, with the power of Al, SmarTone has the most powerful tool
to elevate customer experience to a whole new level.

Customer service has now been evolved from manual processes to
the demand for instant, personalized responses. Al plays a critical
role in this transformation. SmarTone leverages Al to analyze vast
amounts of data, allowing for personalized customer interactions,
proactive issue resolution, and optimized network performance. This
integration creates an intelligent ecosystem, ensuring that every
customer receives the best possible service. SmarTone’s commitment
to customer-centricity places customers at the heart of every
decision, using Al-driven chatbots and advanced analytics for round-
the-clock support and deep customer insights. This guarantees
a high-quality, trustworthy network and customer experience
tailored to customers’ needs.
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Al's Transformative Impact on Network Experience

“SmarTone is leveraging advanced Al-driven network optimization
to ensure fast, reliable network experience that goes beyond
mere connectivity and fulfils our customers’ ever-evolving
demand for seamless connectivity.” — Lau

Al has transitioned from a futuristic concept to an indispensable part
of daily life, powering everything from TVs and mobile phones to home
appliances and applications like ChatGPT. Al-enabled smartphones,
featuring virtual assistants, real-time language translation, and
personalized content recommendations, have become essential
tools for modern living. It is important for SmarTone to capture the
opportunities with best network capability to handle massive data
handling in ultra-fast speed. The explosion in data created by the
increased use of Al is one of the reasons for the implementation of 5G
standalone mobile networks which offer higher speeds and capacity.

Telco networks are complex, with constantly fluctuating traffic
patterns and performance requirements, Al-powered network can
analyse network data real-time, identify issues proactively, and
predict traffic pattern, for improved network reliability, speed and
efficiency.

SmarTone's Al-Driven Technological Innovations: Leading Smart City
Synergies Through the Innovative Solutions for Sun Hung Kai Properties
“As a subsidiary of Sun Hung Kai Properties Limited (SHKP), SmarTone
can leverage this advantage to apply innovative Al solutions with real
usage scenarios across diverse industries within the portfolio of the
group” = Lau

There is increasing demand from enterprises looking for solutions to
enhance productivity and digitalize their operational processes. As
a subsidiary of SHKP, SmarTone benefits from applying cutting-edge
technologies across diverse industries within the SHKP group, including
transportation, hospitality, real estate management, construction and
retail etc.

By utilizing 5G and Al technologies, the SmarTransport Solution, which
was co-designed and adopted by KMB, provides 5G WiFi on the bus,
and real-time information on occupancy which is used by passengers
to plan their journeys and the bus operator to improve operational
efficiency and fleet management. This solution was awarded the “Top
5 Best Mobile Innovation for Digital Life” by the Global Mobile Awards
at the Mobile World Congress earlier this year in Barcelona and
SmarTone is the first-ever Hong Kong operator to win this prestigious
global award.
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In the construction industry, SmarTone’s Al-driven SmartWorks
system uses Al-integrated smart helmets to create a connected
safety network, issuing timely alerts in emergencies. This innovation
enhances worker safety and improves overall site efficiency by
providing real-time data on site conditions and worker locations,
ensuring a safer working environment.

Additionally, the Smart Safety Monitoring system uses Al and loT
technologies to enhance tunnel safety and traffic efficiency by
detecting and alerting for jaywalkers in real-time. Leveraging Al in
these ways, SmarTone not only improves service delivery but also
contributes to safer, more efficient public infrastructure.

We are also collaborating with different enterprises across different
sectors for innovative solutions and our aspiration is to help
businesses to take advantage of Al to improve their operation
efficiency and productivity. This will be good for Hong Kong, reinforcing
its role as an innovation and technology hub.

The Human Touch: SmarTone’s Key Asset

"Customer centricity is in our DNA, we capitalize on Al to enhance our
capabilities, but we firmly believe the human touch, empathy, and
strategic thinking of our employees remain irreplaceable in delivering
exceptional, personalized service." - Lau

SmarTone firmly believes Al cannot replace the human touch. While
Al enhances capabilities, the value of human resources remains
irreplaceable. Employees bring empathy, creativity, and strategic
thinking to their roles—qualities Al cannot replicate. This human
touch is essential in providing the high-quality, personalized service
customers expect.

To harness the full potential of Al, SmarTone invests in training staff to
effectively use these technologies. This ensures the team is equipped
with the skills and knowledge needed to manage and optimize Al-
driven systems. Combining Al with human insight allows SmarTone
to deliver superior customer experiences and maintain the personal
connection that sets the company apart.

Customers’ data privacy and cybersecurity is paramount to SmarTone
as we value the trust from our customers. We believe that it is all
down to people and process. The company trains employees to have
a mindset of urgency and alertness, ensuring that security and data
privacy are taken very seriously.

Guiding the Future: Insights and Recommendations
"SmarTone's Vision for the Future: Blending Al, 5G, and the Human
Touch"—Lau

SmarTone is committed to leading the telecommunications industry
into the future with Al and 5G. As SmarTone continues to develop and
integrate new technologies, the focus will always be on enhancing
the customer experience and fostering a smarter, more connected
society.

For industry players looking to explore Al technologies, SmarTone’s
CEO shares valuable insights: businesses must identify the main issues
they want to solve and their business objectives before adopting Al
technologies. Al should be used to eliminate business pain points
and drive meaningful improvements. The dedication to combining
advanced technology with human touch positions SmarTone as a
leader in the Al-powered 5G network landscape, setting industry
standards for future-ready communication solutions.\f
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