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China Mobile Hong Kong (CMHK) has long been dedicated to incorporating
artificial intelligence (Al) technology into its telecommunications services,
providing enterprises with one-stop intelligent solutions through cloud
network architecture, the Internet of Things (loT), and big data, among
other information and communication technologies (ICT).

Al in Telecommunications: Intelligent Customer Service Systems

Al plays a crucial role in the telecommunications industry.
Telecommunications companies can deploy applications (such as
Deep Learning, Machine Learning, and Natural Language Processing)
to uncover valuable insights, thereby optimizing network performance,
enabling predictive maintenance, and offering intelligent customer
service. CMHK's Customer Service Center has adopted the industry's
first intelligent voice interaction customer service system, integrating
the three core Al technologies mentioned and undergoing extensive
localization adjustments to create the "Al Personal Assistant”
successfully. This assistant provides various services, including
answering customer calls, filtering fraudulent calls, acting as a
secretary, and offering voicemail services. Additionally, the company
provides "Al Intelligent Text Customer Service" and video customer
service, which can directly identify customer intentions and quickly
respond via text, currently supporting both Chinese and English, as
well as Chinese and English mixed. All conversations are aggregated
into the "Al Voice Analysis Platform” for analysis and processing,
generating relevant insights to improve Al products continually.

Other Opportunities for Al in Telecommunications

Firstly, personalized marketing: Al can effectively analyze customer
data to provide personalized content and recommendations,
increasing customer engagement and conversion rates. Secondly,
data analysis: Al can process vast quantities of data, enabling
managers to effortlessly comprehend customer behavior and market
trends, thus facilitating more informed decision-making. For example,
Al can quickly analyze customer feedback and sentiment from social
media and reviews, helping companies address issues promptly.
Lastly, Al can automate repetitive and time-consuming tasks such as
data entry, scheduling, and email marketing, freeing up employees’
time to focus on more strategic and creative tasks.

Moreover, Al-driven telecommunications services positively impact
society, particularly in education and healthcare. For instance,
when remote education platforms incorporate Al for intelligent
teaching, they can adjust content based on students’ progress and
needs, providing personalized learning experiences. In healthcare,
Al can facilitate rapid diagnosis and combined with remote
consultations, improve medical efficiency.
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Challenges and Countermeasures for Al

Despite the numerous opportunities Al brings to the telecommunications
sector, there are potential threats, particularly regarding privacy and
security. According to a survey by the International Association of
Privacy Professionals, 57% of consumers are concerned that Al poses
a significant threat to their privacy. Although Al can significantly
improve the efficiency of data processing and analysis for operators,
careful attention must be given to data security and authorization
management. For example, Al customer service systems may collect
recordings of user interactions to analyze patterns and trends,
inevitably involving some personal data. Companies need to properly
manage sensitive information collected by Al, such as implementing
appropriate deletion procedures to ensure user privacy is not
compromised. CMHK is dedicated to implementing stringent measures
to safeguard customer data privacy at every stage of personal data
collection, usage, storage, security, and deletion. CMHK also regularly
updates its privacy policies to ensure compliance with Hong Kong's
Personal Data (Privacy) Ordinance.

Future Prospects: Deep Integration of Al and 66

In the future, Al will be ubiquitous, but it will require robust cloud
computing and reliable networks for support. Al computing power
will be as accessible as electricity, available at the click of a button.
The emerging Al PCs, capable of running Al on both the terminal side
and the cloud, will revolutionize creativity and productivity in the
future business world. It is anticipated that 6G will further enhance
the deep integration of Al and networks, creating a symbiotic
relationship. It is noteworthy that 6G will be at the core of the future
telecommunications world, with the large-scale application of
Al ultimately achieving faster, more accurate, and more reliable
applications, driving industry development and enterprise innovation.
As the world progresses toward 6G, it will become an innovative
platform integrating Al, sensing, networking, and devices.

Conclusion

Leveraging the strong backing of its parent company, China
Mobile, CMHK will stay at the forefront of Al development. At the
recent World Artificial Intelligence Conference (WAIC 2024), China
Mobile hosted an ecosystem forum themed "Al Empowerment,
Creating the Future,” focusing on three key initiatives: building
new Al infrastructure, strengthening the development foundation;
forging high-level Al general and specialized models, consolidating
supply standards; and unleashing the value of data elements,
facilitating Al+ development. CMHK will continue to lead in Al
advancements, promoting industry integration and leveraging the
innovative synergy between Al and network technologies.™f
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