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Executive Summary

This report evaluates the competitive advantages, operational efficiencies, and
tangible return on investment (ROI) that can be achieved through the strategic
integration of artificial intelligence (Al), especially Generative Al and Agentic Al
technologies, in TelekomX's customer experience (CX) operations. In today's hyper-
competitive telecommunications market, customer expectations are evolving rapidly;
Personalized, instantaneous, and seamless interactions are becoming the
norm. According to Gartner, by 2029, 80% of customer service interactions will be
autonomously resolved by Conversational Al without human intervention. Taking a
leading role in this transformation is not only a choice for TelekomX, but also a
necessity for sustainable growth.

As a result of a one-day intensive exploration session conducted by CCR and our
global industry analysis, three key strategic areas of opportunity have been identified
for TelekomX:

1. The Revolution of IVR and Self-Service Channels with Interactive Al: Reducing
operational costs and increasing customer satisfaction with intelligent automation.

2. Maximizing Agent Competencies and Customer Interaction Quality with Generative Al:
Leap in agent productivity and first-contact resolution (FCR) rates.

3. Data-Driven Customer Experience Management and Omnichannel Strategy: Intelligent
CSAT/NPS measurement, Al-powered proactive quality management, personalized
customer journeys, and consistent experience across channels.

This report presents each area of opportunity with detailed analyses, potential ROI
projections and industry benchmarks, as well as a roadmap for how TelekomX can
succeed in this transformation journey with CCR's strategic partnership.
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Introduction 1: Redefining CX in Telecommunications in the Digital Age

The telecommunications industry is at the center of technological innovation and
intense competition. In this dynamic environment, customer experience (CX) has
become a key driver of differentiation and sustainable growth. According to
Forrester, CX leaders see revenue growth 5.1 times faster than their CX
laggards. Customers now expect not only seamless service, but also personalized,
proactive, and effortless interactions. Artificial intelligence (Al) offers unique
opportunities for telecom companies to meet these expectations and achieve
operational excellence. In particular, the capabilities of Generative Al to generate
content and Interactive Al to perform complex tasks autonomously are radically
changing the CX paradigm.

Gartner forecast: https://www.gartner.com/en/newsroom/press-releases/2025-03-
05-gartner-predicts-agentic-ai-will-autonomously-resolve-80-percent-of-common-
customer-service-issues-without-human-intervention-by-20290

This report reveals how TelekomX can take a leading role in this transformation,
improving both customer satisfaction and operational efficiency through the strategic
use of Al.The Revolution of IVR and Self-Service Channels with Interactive Al:
Reducing operational costs and increasing customer satisfaction with intelligent
automation.

2. TelekomX Current Situation Analysis and Global CX Trends
e Discovery Session Key Findings: Strengths and Areas for Improvement

o IVR and Self-Service Infrastructure: TelekomX has a multi-channel structure
and basic IVR capabilities that serve a wide customer base. Although IVR
resolution rates seem high in some simple transactions such as bill payment,
there is a lack of detailed analysis and reporting on whether the customer really
leaves with a satisfactory solution or terminates the call due to lack of
resolution . This makes it difficult to measure true self-service success and
identify areas for improvement. The lack of a dashboard and advanced
reporting infrastructure that will instantly monitor IVR performance (congestion
points, abandonment rates, menu usage statistics) and provide proactive
intervention is an important area of development.

o Chatbot Usage and Integration: The current chatbot is intent-based and can
respond to many basic queries. However, the capacity to complete self-
service transactions is limited, and there are weak reporting mechanisms
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for clear reporting on which services are used successfully and how
successfully. Requiring human intervention in situations that are not
understood or need improvement can interrupt the customer experience and
reduce operational efficiency.

o Channel Consistency and Omnichannel Experience: Differences have
been observed between the service logics used by IVR and Chatbot channels
and the experiences they offer. This can lead to inconsistent experiences and
confusion for customers across channels. In addition, the fact that the systems
used for social media interactions are separate from call center systems
prevents a holistic customer view, can prolong FCR (First Contact
Resolution) times and negatively affect overall service levels. This is a
barrier to delivering a true omnichannel experience.

o Customer Orientation and Analysis: It has been determined that customers
have difficulties in finding the right menu and reaching the right agent in the
call center. The service processes of customers who connect from the wrong
menu may be prolonged. There is an important opportunity to analyze the
customer profile and intent with Al at the time of the incoming call and direct it
to the most appropriate agent or self-service flow.

o Customer Feedback (CSAT/NPS): While regular CSAT/NPS measurements
are made, there is potential for improvement in transforming the qualitative
insights obtained from the collected data into operational improvements and
proactive customer management by examining them in depth with Al-powered
analytical tools.

e Global CX Trends and Their Impact on the Telecom Industry

o According to IDC (2025): "Automated Journey: By 2027, 45% of traditional
B2B lead and demand generation efforts; automated detection will evolve into
personalized interactions and content production, enabling customers to
quickly transition to transactional commerce." and "Call That Turns
Conversational: By 2026, 45% of individuals will engage in dialogue with
brands through information search and Generative Artificial Intelligence
(GenAl); This will force marketers to develop and optimize humanized digital
Al as their primary customer interface."

o Generative Al Impact: The potential of generative Al to increase agent
productivity by 20-40% is recognized across the industry.

o CXand Churn Relationship: Itis known that a 10% improvement in customer
experience can reduce churn rates by 5-7% in the telecom industry.
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3. Strategic Opportunity Areas: Creating Value in CX with Al

Opportunity Area 1: Intelligent Transformation of IVR and Self-Service Channels
with Agentic Al

e Current Challenges and Potential Losses:

o Menu clutter and limited self-service capabilities in traditional IVRs increase
customer effort and create unnecessary call burden for the agent.

o High IVR abandonment rates and the inability to clearly measure true self-
service success rates lead to missed potential cost-saving opportunities.

o Inconsistent experiences in self-service channels such as IVR and Chatbot
lead to customer dissatisfaction.

e Suggested Solutions and Technological Approaches:

o Advanced IVR Analytics and Reporting Infrastructure Setup: Dynamic
dashboard and reporting systems that monitor every step of the customer
journey, clearly revealing pinch points, reasons for abandonment, self-service
success/failure rates, and transfer reasons. This will provide clear answers to
guestions such as "was the invoice payment really successful, or did the
customer give up and close?"

o Conversational Al (Generative Al) Integration: Intelligent IVR systems that
can communicate customers' requests with natural speech, understand
complex queries, and route them correctly.

o Agentic Al Capabilities: IVR and Chatbot solutions that understand the
customer's intention in depth and can integrate with multiple back-end
systems (CRM, billing, technical support, etc.) to complete complex
transactions (e.g., receiving detailed invoice breakdowns and sending
them by e-mail, creating technical fault records and scheduling
appointments, providing personalized campaign details and instant
activation) autonomously, end-to-end.

o Omnichannel Self-Service Orchestration: Standardization of self-service
experiences and capabilities offered in IVR, Chatbot and other digital channels,
so that the customer can continue the process started in one channel in the
other channel.

o Proactive and Personalized Interactions: Personalized IVR/Chatbot menus
based on customer history, behaviors and instant context, proactive
information (e.g., a planned outage, upcoming bill payment date) and
personalized solution suggestions.
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Expected Impact, ROI, and Success Metrics:

o 35-55% Increase in Self-Service Completion Rate (Real Solution):
Significant reduction in operational costs.

o 25-40% reduction in the volume of unnecessary calls to the agent.
o 30-45% decrease in IVR/chatbot abandonment rates.
o 20-30% Improvement in Average Self-Service Processing Time.

o Estimated Annual Savings: 5 million calls per year and a 25% reduction on
the cost of $2 per call = $2.5 Million in savings.

Opportunity Area 2: Increasing Agent Productivity and Interaction Quality with
Generative Al

Current Challenges and Points of Inefficiency:

o Agents' AHT is high due to searching for information and switching between
different systems.

o Variability in response consistency and quality.
o Lengthy and costly agent training processes.
Recommended Solutions: Smart Assistants and Automation

o Generative Al Supported "Agent Assist": A smart assistant that is securely
trained (fine-tuned) with TelekomX's own knowledge base, products,
current campaigns and best practices, and provides agents with accurate
and personalized response drafts, solution steps, and relevant document links
by analyzing the customer query instantly.

o Automated Tasks: Automation of routine tasks such as post-call
summarization, creating email and chat response drafts, automatic note
recording in CRM, simple information update processes with Generative Al.

o Real-Time Coaching and Quality Tips: Instant feedback to the agent during
the call about the speed of speech, tone, empathy level, phrases not to be
used, or important points to emphasize (e.g., GDPR approval).

Generative Al: Cloud vs. On-Premise Assessment and Cost/Benefit Analysis
o Cloud Coéziimleri (Orn: Azure OpenAl, Google Vertex Al, AWS Bedrock):

» Advantages: Quick start-up, scalability, easy access to large language
models (LLMs), generally lower initial investment, constantly updated
models.
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» Disadvantages/Considerations: Usage-based costing (token-based,
API call, etc.) can make budget control difficult. Data privacy and
security concerns (especially sensitive customer data may require a
private cloud or additional layers of security). Dependence on the
Internet connection.

= Cost/Benefit Measurement: Cloud usage costs (number of API calls,
amount of data processed, model complexity) and efficiency increase
(AHT decrease, FCR increase, training cost reduction) should be
clearly compared. CCR will provide detailed analysis and
consultancy on this measurement and budget optimization.

o On-Premise (Local) Solutions:

= Advantages: full control and security over data, no internet connection
required, predictable costs in the long run (after hardware
depreciation).

» Disadvantages/Considerations: High initial investment (GPUs,
especially high-end servers such as NVIDIA H100). Deep expertise and
time requirement to train your own LLM or fine-tune open source
models. Responsibility for maintenance, updating and scaling belongs
to TelekomX. Delay or difficulty accessing the latest cloud-based
models.

= Performance Comparison: Local solutions can be just as successful
as the cloud when configured correctly and adequately resourced, but
this requires a great deal of technical expertise and ongoing
investment. Hybrid approaches (some workloads are cloud, some are
on-premise) can also be considered. CCR will assist in determining
the most appropriate architecture in line with TelekomX's specific
needs, data sensitivity and budget constraints.

e Expected Impact, ROI, and Success Metrics:
o 20-30% reduction in average interview time (AHT).
o 15-25% increase in first-contact resolution (FCR) rate.
o Up to 35-55% Reduction in Agent Training Time and Cost.
o Significant Improvement in Response Quality and Consistency.

Opportunity Area 3: Data-Driven Customer Experience Management,
Personalization, and Omnichannel Strategy

e Current Challenges and Inconsistencies:
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o Difficulty obtaining in-depth and actionable insights from CSAT/NPS data.

o Managing customer interactions and feedback from different channels (voice,
chat, social media, email) in silos, lack of a holistic customer view.

o Limited capabilities in proactive quality management and creating personalized
customer journeys.

e Recommended Solutions: Integrated Analytics and Proactive Approaches

o Strategic and Smart Feedback Mechanisms: Targeted SCAT (Short
Customer Satisfaction Survey) applications at critical touch points of the
customer journey and instant analysis of this data.

o Al-Powered Integrated Customer Analytics Platform: In-depth analysis of
structured and unstructured customer data (call recordings, chat transcripts,
emails, social media comments, survey responses) from all channels on a
single platform with NLP, Sentiment Analysis and Topic Modeling. This will
reveal the reasons for satisfaction/dissatisfaction, emerging trends, potential
churn signals, and personalization opportunities.

o Proactive Quality Management with 100% Interaction Analysis: Automatic
detection of compliance with quality standards, agent performance (empathy,
solution-oriented, etc.), sales opportunities and compliance risks by examining
all voice and text interactions with Speech/Text Analytics.

o Omnichannel Data Integration and Personalized Journeys: Combining the
customer's interaction history and preferences across different channels to
provide a tailored, consistent and proactive experience to each customer. (For
example, when transferring to the agent for a problem that cannot be solved in
the IVR, the agent sees the steps that the customer has tried in the chatbot
before).

e Expected Impact, ROI, and Success Metrics:
o Net Promoter Score (NPS) score increased by 7-12 points.
o 7-18% reduction in churn rates.
o 10-20% increase in Customer Lifetime Value (CLTV).

o Cross-Channel Consistency and Reduction in Customer Effort Score (CES
improvement).
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4. Strategic Transformation Roadmap and CCR Collaboration Model

In order for TelekomX to successfully realize this strategic Al transformation, CCR
recommends the following gradual and result-oriented collaboration model:

e Phase 1: In-Depth Analysis, Strategy Development and Technology Selection
(Price/Performance Oriented)

o Detailed examination of existing processes, systems (IVR, Chatbot, CRM,
Social Media tools), data infrastructure and reporting capabilities.

o Creation of a customized AI-CX strategy and prioritized roadmap aligned with
TelekomX's business objectives.

o Comprehensive evaluation of the most suitable Al platforms on the market,
Generative Al tools (including Cloud and On-Premise options), Conversational
Al solutions, and analytics applications. CCR will impartially recommend
technologies that offer the best price/performance ratio for TelekomX,
that are scalable, secure and integrated.

o Providing detailed ROI projections, success metrics (KPIs) and potential risk
analyses.

e Phase 2: Solution Design, Pilot Implementation (PoC) and Proof of Value

o Designing and developing "tailor-made" solutions for identified priority
opportunity areas with selected technologies.

o Performing pilots (Proof of Concept) in a controlled environment with a limited
group of users (e.g. transformation of a specific IVR flow with Interactive Al,
Agent Assist pilot for a group of agents).

o Analyzing the pilot results and proving the effectiveness of the solution and the
potential ROI with concrete data.

e Phase 3: Full-Scale Implementation, Integration and Change Management

o Based on the results of successful pilot projects, dissemination of solutions to
all relevant departments and processes.

o Creation of a true omnichannel infrastructure by ensuring the seamless
integration of Al solutions with TelekomX's existing systems (especially
between systems in different channels).

o Implementation of comprehensive change management and training programs
for the adaptation of employees to new technologies and processes.
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e Phase 4: Continuous Performance Monitoring, Optimization and Realization of
Commitments

o Regular monitoring and reporting of post-implementation performance over
determined KPIs.

o Continuously optimizing Al models (especially Generative Al and
Conversational Al) and processes based on changing customer expectations
and business needs.

o CCR will closely monitor the realization of the ROI and performance
commitments initially submitted and provide support to achieve these targets.

5. Conclusion and Steps Forward

By strategically transforming the customer experience with artificial intelligence,
TelekomX has the potential to gain a significant competitive advantage in the market
and drive sustainable growth. This report outlines the starting point of this
transformation, concrete solutions to the challenges faced, and the potential impact of
these solutions.

CCR is delighted to be a trusted strategic partner of TelekomX on this exciting journey
and to come together to discuss the opportunities outlined in this report in more detail.
Our recommendation is to discuss the findings of this report, the detailed
solution approaches and the proposed roadmap in an interactive workshop with
TelekomX management in the next two weeks and plan the next steps together.

We are confident that this strategic collaboration will take TelekomX to the next level
in customer experience, achieve operational excellence and consolidate its leading
position in the industry.
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