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The recent commercial success of Generative Al chatbots, particularly
ChatGPT, has brought artificial intelligence (Al) into the spotlight.
While technology companies have been using Al to streamline
daily business operations for years, its recent surge in popularity
has prompted business leaders to explore ways of improving
their Al capabilities. Investors, too, are keen to capitalize on the
immense growth potential offered by these technologies.

As Hong Kong'’s technology, media and telecommunications leader,
HKT has embraced Al since the last decade to broaden and enhance
their services and operations. In this interview, Ms. Susanna Hui, Group
Managing Director of HKT, shares her optimistic view on Al's future and
discusses how HKT is leveraging the latest technologies to support
cross-industry growth.

Optimizing Daily Operations with Al

Hui points out that HKT, an early adopter of Al technology, has
consistently paid close attention to its evolution to identify and
implement the most effective Al applications in its businesses.
The company deploys robotic process automation (RPA) to boost
efficiency and minimize errors in repetitive tasks, while machine
learning (ML) provides predictive insights for informed business
decisions.

The strategic combination of technologies has empowered process
optimization and complemented workforce capabilities, positioning
the organization for greater agility and innovation in a rapidly
evolving landscape. HKT takes a distinct bottom-up and human-
centric approach, with its dedicated Al incubation task force and
IT team working collaboratively to implement Al solutions across
various functions, including human resources and legal. This
approach involves carefully identifying pain points within respective
departments to ensure that Al solutions address real needs and
deliver salient benefits and impact that resonate with staff at all
levels.

In its business-to-consumer (B2C) operations, HKT has made
significant advancements in customer services by implementing Al
chatbots and voice bots. They efficiently handle a large volume of
repetitive customer enquiries, resulting in enhanced accuracy, faster
response and shorter wait time, thereby improving overall customer
satisfaction. The ability of these Al systems to learn and adapt over
time ensures continuous improvement in performance, providing
increasingly efficient service to HKT's extensive customer base.

HKT has also deployed generative Al in marketing to create diverse
promotional materials and video clips with a leap-frog improvement
in cost efficiency that cannot be realized through traditional
approaches, resulting in significant enhancements in productivity and
creativity. By streamlining content creation processes, the company
has been able to free up manpower for higher-level strategic tasks,
allowing human problem-solving skills to thrive in areas where they
have the most impact.

Hui notes that Al provides deep insights into customer behavior,
empowering organizations to greatly enhance customization efforts
based on individual preferences. For instance, Al has played a pivotal
role in HKT’'s ability to identify potential customers for effective cross-
selling across its quadruple-play services, which encompass mobile,
broadband, fixed-line and TV entertainment. In the retail sector,
Al's predictive capabilities enable merchants to project trends from
shopping history, allowing them to anticipate customer needs and
deliver a more personalized experience that fosters loyalty.
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Extending Al benefits beyond its own businesses, HKT leverages its
learning and experience to provide Al solutions to enterprises and
the public sector via business-to-business (B2B) and business-to-
government (B2G) services respectively. For instance, HKT deploys
automation in healthcare to augment human expertise, helping to
alleviate the pressure caused by labor shortage. Al-powered analysis
also generates insights for diagnosis, optimizing treatment plans and
providing better medical services for patients. For the construction
industry, HKT combines connectivity solutions such as 5G, cloud and
loT with Al to coordinate machinery movements and monitor workers
in confined spaces. This integration enhances safety measures while
improving work efficiency.

Hui believes that these cross-industry deployments present significant
opportunities for the telecom industry. By driving cost-effectiveness,
they encourage reinvestment in technological advancements,
promoting greater innovation across different sectors. This virtuous
cycle of improvement and innovation positions companies like HKT as
key enablers of digital transformation across the economy.

Recognizing the rapid pace of Al advancement, Hui emphasizes HKT's
commitment to understanding and meeting the needs of potential
customers with practical sector-specific solutions that support
businesses alongside Hong Kong'’s smart city development.

Empowering Employees and Upholding Integrity

While HKT assumes a proactive stance in promoting the adoption of
enterprise Al, Hui points out that the key is to embrace the technology.
To ensure a smooth transition and widespread acceptance of Al tools,
she emphasizes the need for people-centric communications that
effectively dispel misconceptions and build trust in Al technology as a
tool to enhance, rather than substitute, human capabilities.

Hui also underscores the critical importance of comprehensive
training to equip staff with a deep understanding of both the tools
and guidelines that enable them to apply Al effectively and safely. She
believes that management-level buy-in is essential before resources
can be allocated to upskill employees. By fostering a culture of
continuous learning and adaptation, organizations can introduce staff
to the benefits of Al-driven productivity gains, enhancing the quality
of their work, customer service, and job satisfaction.

In terms of implementation, Hui advocates for a cautious approach. HKT
adopts Al as an auxiliary tool to be used only under human guidance.
All Al-generated content is verified by employees to ensure quality,
accuracy and alignment with company standards before it is applied.
Employees also receive extensive training to enhance their awareness
and understanding of cybersecurity and data privacy concerns.
Hui notes that this is especially crucial for telecommunications
operators which frequently handle customer information.

HKT prioritizes integrity through a two-step approach. Firstly, the
company has established a comprehensive data governance
framework through its cross-departmental risk management and
compliance committee. It includes clear guidelines and protocols
for employees to guard against potential privacy concerns while
promoting best practices in data handling and Al usage. Secondly,
HKT operates its Al systems in a closed production environment using
only in-house data. This allows for the creation of company-specific
and customized solutions that not only protect sensitive material but
also generate highly accurate and relevant insights for its businesses.
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By adhering to these stringent data privacy guardrails and deploying
proactive security measures, HKT demonstrates its dedication to
responsible technology use. This commitment fosters trust and
confidence among stakeholders while reinforcing HKT's position
as a responsible leader in the telecommunications industry.

Conclusion

Hui firmly believes in the immense potential of Al to simplify, unify
and streamline daily operations in the telecommunications industry,
benefiting both companies and their customers. She underscores the
importance of protecting customer interests, upskilling employees,
and driving innovation for progress. By fostering a culture of
collaboration and adopting a personalized approach tailored to
their specific needs, Hui believes that organizations can effectively
navigate the rapidly evolving landscape and drive growth.

As a technology solutions enabler, HKT positions itself at the forefront
of digital advancement in the telecommunications industry. Hui’'s
insights highlight that the progress of both the telecommunication
industry and technological innovation is fundamentally driven
by people. She expresses confidence that information and
communication developments will bring about positive impact that
contributes to a human-centric future.SfF
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