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Mr. Chris Featherstone, the esteemed Principal Data & Generative
Al/ML CX GTM Lead at Amazon Web Services, Featherstone started
as an engineer and worked at multiple companies doing product
and business development. When he developed a call centre, he
began building a natural language process model through speech
recognition and Al, then joined Amazon and produced both short
and long forms of speech recognition technology for call centres or
subtitling, helping telecom companies gain access to voice telephony
technologies to draw value out of conversations.

Al in Communications: Unlocking New Frontiers

To Featherstone, Al in communications does not only consist of
generative Al but also pattern recognition, using machines to find
patterns that bleed over to insight generation, automating this
repeatable process. After human validation, we can generate hyper-
personalised content and, through feeding data into machines, we
can get a generative follow-up of what the data means and what we
can do with it going forward, changing the telco market value in both
the customer and operator journey.

For the operators, the focus is on cost efficiency. For example, in terms
of call networks, through observability, cost analysis or proactive level
loading of users, Al can understand better signaling and compliance
standards. Then, using pattern recognition to do anomaly detection,
network engineers can detect, diagnose and remediate exponentially
faster and can give better understanding and insights.

Similarly, in the back office, Al can navigate the intricate web of
customer types, preventing revenue leaks through discounts,
contract misalignments, and device management challenges.
Viewing the performance operating systems and business support
systems, there's a complex system for different types of customers,
so customer service representatives might give away discounts
and free credit to leaving customers, or carriers will give discounts
that stay for the whole time of contract or people might've left the
company but never gave the hardware back, so there's revenue
lost in devices, customer pleasure and accidental discounts.

To get ahead of understanding the context of customer interaction
with Al and make things frictionless across all communication styles,
telecom companies are under a lot of pressure to provide more data
and faster pipes with an expectation from customers to be offered at a
lower price. As they have to capture the context of the customer, such
as if they're high-value or fragile customers, there’s an internal value
chain that, through Al, can recognise who they are and provide better
context. Customer service right now is managed by tactical measures
and KPls, so there’s a lot of mismatch on what to do with the customers
while finding information, so using Al can find the context of why they're
calling and give them the best experience in real-time.

Customers have an unconscious bias of who is providing the best
customer experience, so companies can get ahead of providing great
service by understanding what'’s in their network, how to get ahead of
the predictability, how to communicate proactively, and who can be
the fastest in emergency scenarios.

Ensuring Privacy and Security: A Cornerstone of Al-Powered
Experiences

To Featherstone, security is always first and foremost across every
system, and in regions where customers need to utilise these
workloads, companies are giving customers the decision of how
to utilise the servers. Once they gain access, they use it in terms of
governance with intrinsic properties on the access management

Chris Featherstone 7t £ £ AWS £ £ & &
HEMAIER (SHTE) 2HREREE
A GR—EIRM EEXRARAREER
MEBBEI/F - BEMEBRT-—BASERS
0 (call center) B I BA BB R F P
MAIBEEABSREER 2% AT
DEB WASERER LR FTHEEERET
ERARBEZEERINEN HBHEMRLTR
P ESEEANEH -

Al TEE (S R B F M ER

¥ X Featherstone 5c 4 251 - B B HY Al
TEBRERRN Al BEEEXER FIA#S
BBALEERRNER TEELEESEE-
ERALRER ﬁiﬁﬂb&iﬁi?—jrﬂﬂ MR
FoWBBBER RSB EEENEERE
RIREAMNERA OIS iéﬁ'ﬁﬂﬁlﬁ;': MMmEER
FHEBEmRZRIER.

HREEBNM S —IEHRERRARE 4
W EEERAKAE BBTWEHESEM WA
REFWAFETTE - Al 7T LLE 173 12 5
RHMERBRE - R EARXABETERER
B H94% TR2AM A LASE SR AROR) - BRI R IR R
R IR L VIR R FUREE o

B ERBPLE Al TULRBEENES
BARE BREEFTN SREENEEERE.
LRl ER R BRERELERGMER
XEASGHRE A JLEDRIEFEER
RHERM - B UBERPRBEARESTR
BEEFREAZITNIAREEH LI AIE
AUERELHTNESRERRIE -3 1A
NEGEAENEERBE P RB BT -

BRHEFHENREEENERMESE A
AUEWE RAFFREELREESERE
PR

ARTEHHEREFEATEREBNES I
EEEBBRAATEREARR EMQATE
= RAEIE D - $1§¥?Eﬁ%§%’>§ﬂ§%ﬂ§’ﬁ&
HYH A% B E - %E}%E%F‘L}{Eﬁﬁﬁiﬁ
BHHE - A ML EBREFNERESR
LMRERASEEIRSEETF BB Al W-“Bf’f
EEALEBNEFEFINAUREEFNESR
Al BEERBEBRBEM EERMEEE ?ﬂa’f“‘
(KPIs) ZREEH A ERS NEIEHT

EFEEEETERFBRAAREKESR
Fik RUEARTUNBEBTHASHAKNE
W~ AR A TEOR] - a0 E BB IE - AR A A2
ESBRATRERE RELRBZFHFRHE
BER -

REBILNZ2 AIEDESRHER

1R15 Featherstone TAEME L T2 R RS
BREFRELZENRZ - EEFEEFNAE
ETHEEHVTE ARSEFFRENMAA
RisEE - EFESHBEERE SEHEEERE
FERREBE REBARHEE - R%E - b
FERIRBEAARENIEINEEES

69



layer. Then, they use tactics to publish quality information that can be
validated and auditable to feed into the Al. Although the data layer
is important, it's the access layer that gives the ability to know what
the information connects to. Part of the governance model is making
sure they have a good inventory and a knowledge graft or information
architecture that helps them understand the metadata of all data
systems and what they're used for. Data cardinality is the innateness
of data and looks for uniqueness of data, so instead of operators
having to sift through huge amounts of data, we can have an
embedded framework of this data so they can know what to measure
against.

Transforming the Consumer Landscape

Featherstone envisions Al as a powerful enabler for both content
generation and productivity enhancement in the hands of consumers.
Proactive systems can do all things within the operating system,
talk to the web, take that information and utilise the Al to get hyper-
personalised suggestions. This will evolve into business assistants,
providing hyper-personalised marketing and content creation. The
general public will be able to access proactive systems to choose to
which organisations they will provide data to, such as when applying
for jobs, proactive systems can allow employees to scour companies
and choose which companies to provide their personal information to
instead of having all of it out in the open on websites such as LinkedIn.

When we observe speeches, some long-form conversations have
no structure and no intent but have emotions, speed, pauses and
accents. Just by detecting this from the beginning of the conversation,
Al can understand and frame the rest of the conversation using
speech recognition and natural language processing in real-time, like
Amazonconnects, which creates real-time transcriptions or post-call
analytics, through detection for keywords for organisations.
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The Future of Al in Communications:

Embracing the Exponential Growth

According to Featherstone, the future holds exponential advancements
in data as people’'s need for data and the amount of data they
possess continues to grow. Featherstone also predicts that satellite
communications will grow rapidly, as satellite-based systems can
deliver robust connectivity to even the most remote parts of the
world. However, the biggest problem of Al in communications is that
it cannot take social cues. Featherstone believes Al won't replace
humans soon but people who do know how to utilize Al will take those
jobs, so learn and understand about this technology to apply these
techniques to your job and move faster with more data.

Companies should provide education on what decisions to make next.
Featherstone suggests that companies should start with a small and
simple, high demand with a low-risk framework. Thinking about use
cases can help companies figure out the path to production, breaking
it down step by step. Companies should do a POC, breaking down
what the strategic business value is, do a case analysis, and think
about the efficiency, revenue and technical feasibility.

Companies should be wary of data that can be compromised by
doing a PIl and risk assessment and security organisational alignment.
Companies should choose whether they prioritise risk or demand, and
through this, create a framework and standard they can look to when
they eventually move on to more high-risk systems. And throughout
the process, Featherstone emphasizes the importance of accuracy
over speed - maintaining a robust data lifecycle with the most
relevant information is crucial to avoid inaccuracies.

Overall, Featherstone paints a future where Al-driven communications
will grow exponentially, but success will require a thoughtful, strategic
approach that balances innovation with prudent risk management.
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