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Hutchison Telecommunications (Hong Kong) Limited (HTHK) is
harnessing artificial intelligence (Al) to streamline operations,
enhance customer experience, and drive growth in today's rapidly
evolving digital landscape. Mr Kenny Koo, Executive Director and
CEO of Hutchison Telecommunications Hong Kong Holdings Limited
(HTHKH), shares his insights on the company’s use of Al in the telecoms
industry.

Transforming Applications Through Al

At HTHK, Al solutions are being deployed in daily operations to
increase efficiency and add value, while driving sustainable network
development.

In early 2024, HTHK deployed an Al energy saving solution at base stations
in Hong Kong. The new solution plays a prominent role to help improve
overall network performance and customer experience by analysing
network usage patterns in near real-time. It enables better planning for
capacity expansion and allows the network to automatically switch to a
smart energy-saving mode during low-traffic periods, reducing carbon
footprint.

“We have incorporated sustainable development and climate change
concerns into our operations. By adopting the advanced Al energy-
saving solution to regulate power consumption of our network, along with
efficient antenna components, we aim to significantly reduce energy
consumption of our 56G network, achieve energy savings and carbon
reduction, while maintaining superior customer experience,” said Koo.

In addition, Al algorithms can identify potential cybersecurity threats
by flagging abnormal patterns, preventing security incidents and data
breaches.

HTHK has also integrated Al into marketing to help increase customer
retention by analysing and understanding customer data usage
and patterns, thereby suggesting personalised plans based on their
choices.

HTHK, a leading 5G business solution provider, also helps enterprises
with the implementation of Al solutions, such as the 5G Smart Robotic
Solution which includes a smart robot and a set of Al cloud systems.

“Al plays an integral part of robotics across various industries.
Al-powered robots can analyse a confined cable tunnel of a power
company through sensory feedback and data collection, or be
used in video analytics in smart car parks. They can also be used in
retail, for example, to analyse customer enquiries and search useful
information to give instant response in corresponding language, or
help ease labour shortages in restaurants,” added Koo.

Making Al Work for Us

While Al undoubtedly has enormous application potential, more
emphasis needs to be focused on how to control the proper use of Al
models. The risks and responsibilities associated with the use of Al is
one of them.

The data given to an Al model is entered by humans. Disinformation
results when someone has deliberately tried to mislead Al and abuse
its use. Data protection laws are therefore needed to cover the use
of Al, such as whether it is a personal responsibility to enter correct
data into an Al model and what control is required. The deployment
of Al in customer service is a good example. If an Al model answers a
question incorrectly, does that responsibility lie in the Al developer of
the Al model or the company using the Al model?
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The workplace will not be the same again as Al solutions are revolutionising workplace dynamics by automating

routine tasks while allowing individuals to focus on more strategic tasks.
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The use of Al also comes with data privacy concerns and cybersecurity
risks. When a public Al model is trained or used, the inputting of
private information is likely to be put on the internet and disseminated.
Regulations are required to protect the ethical uses of data collected and
stored in both generic and domain-specific Al models.

Koo believes that it can also be a challenge for employees to learn
master the use of Al. It is important for them to embrace the change
and make Al work for them rather than worry that they will be
replaced.

“Al solutions are gradually transforming conventional working modes.
The workplace will not be the same again as Al is revolutionising
workplace dynamics by automating routine tasks while allowing
individuals to focus on more strategic tasks such as optimising data
utilisation and obtaining deeper insights.

To boost operational efficiency and accelerate corporate growth,
companies have to equip employees with the skills and knowledge
related to Al by arranging training and workshops. Setting up data
science departments may also help with the proper uses of Al in a
business and to monitor its risks,” he said.
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CAN | HELP YOU?

Adding Al chatbot functions to a customer service system helps provide improved answers to

customer enquiries by improving machine learning.
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Going Forward

With the Al transformation of smartphones and digital devices, Koo
believes that computing power will soon become the focus of market
competitions rather than about the device hardware itself as Al
solutions predominantly operate on cloud-based platforms.

He also believes that the development of Al will mostly focus on generic
Al models and domain-specific Al models.

“It is unlikely to have one data model that encompasses all the knowledge
available in the world. But we can identify the most pressing pain points in
a specific industry or a particular field through bespoke data models,” he
said.

Industry-specific use cases associated with Al include telecommunications,
self-driving, healthcare, energy, financial services, manufacturing and even
education.

Tips for Corporates Using Al

First and foremost, corporates must set clear goals of using Al. They
should handle and store their company data properly, centralising
it to power Al models for deeper insights. Corporates must also be
mindful of the use of Al models and understand the regulations and
legislation governing the use and development of Al.

The key to survival is adaptation. HTHK's embrace of Al has been a
transformative journey, marked by increased operational efficiency,
enhanced customer experiences and a commitment to sustainability.

By aligning their Al strategy with clear goals, empowering their
workforce and addressing the legal and ethical considerations,
the company is paving the way for a future where Al and human
collaboration is the cornerstone of success in the rapidly evolving
telecoms industry.5f
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