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Abstract

In the fast-paced telecom world, customer support is paramount for customer satisfaction and
loyalty. Support methods that have been used traditionally fall short at high volumes and long
wait times, as well as inconsistent service quality. This paper describes how Al powered
chatbots, virtual assistants and augmented reality (AR) are set to disrupt customer support in
telecom. Al and ML powered chatbots and virtual assistants can provide instant, 24/7 support
that efficiently answers common queries, troubleshoots technical problems, and guides users
through setting up services. Through connected devices, augmented reality (AR) provides
interactive, real-time visual assistance, improving the support experience and allowing
customers to troubleshoot technical problems more effectively. Thus, by incorporating such
emerging technologies, telecom organizations can reduce operational costs, increase the first
call resolution rates and throughput, and improve an overall positive customer experience.
Adopting Al and AR in customer support will facilitate service delivery and provide a more
personalized and engaging customer experience, leading to long term business growth for the
telecom sector.
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Introduction
Digital transformation has taken the telecommunications industry by storm, and none have more
to gain than customer support, representing the linchpin in locking in your customers. Telecom
is an area where the customer experience directly impacts the provider basket, bound by the
networks built on the R&D that encompass not only a provider based strategy of telecom but also
broadband, mobile networks, 10T devices, and 5G connectivity as they evolve; this will require
efficient and quick customer support. Nonetheless, there are many disadvantages to having
traditional customer support, such as long wait times, high operational costs, and inconsistency
in service quality. These problems result in poor customer experience, high churn rates, and
elevated costs for telecom providers.
Implementing Al (artificial intelligence) and AR (augmented reality) is a turning point in these
challenges. Machine learning opens new areas for customer service efficiency with Al driven
chatbots and virtual assistants. These technologies can automate repetitive queries, aid users in
troubleshooting, and even predict customer issues based on historical data. Al driven tools
provide consistent and accurate support regardless of the capabilities of human agents, and in
return, they immensely relieve pressure on call centres.
Moreover, AR can bring a new dimension to the telecom support experience, enabling
interactive and real-time visual assistance. AR powered applications can make it easier for the
user to set up a working system by identifying hardware issues and providing visual instructions
to solve them, avoiding needing to call a technician onsite. This adds convenience to customers
and helps telecom organizations cut operational costs significantly.
Chatbots, Al enabled virtual assistants, and AR based support systems ensure th at telecom
providers deliver a better end to end customer experience. They meet customer demand,
streamline operations, enhance response time and expand business. This article discusses the
potential benefits that Al and AR can offer telecom customer support, how you can implement
them in your business and some of the challenges they may present. By adopting these
technologies, telecoms can shape their customer support into the future, seeking against the odds
to engender more effective and affordable user first engagement in a world that continues

progressing nearer to digital first.

Literature Review
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Al, augmented reality (AR) and customer support have been widely studied in several fields,
including telecommunications. It explores the literature on state-of-the-art Al enabled chatbots,
virtual assistance, and augmented reality (AR)based customer support systems, their
effectiveness, and the challenges and advantages they present in the telecom sector.

Aspects That Drive Al Chatbots For Customer Support

The advent of Al based chatbots has revolutionized the customer service industry. They can
automate repetitive tasks and deliver instant responses. Many studies have found that chatbots
effectively shorten the time customers wait for a response and improve accuracy.

To respond to users and provide relevant information, Al chatbots are leveraging natural
language processing (NLP) and machine learning (Adamopoulou & Moussiades, 2020). They
realized how chatbots enhance customer satisfaction by being available 24/7 and addressing
frequent inquiries without human interaction. Chatbots perform various tasks in the telecom
sector , including billing inquiries, troubleshooting network issues and providing service
recommendations.

McTear (2021) a study around conversational Al and how customer support experiences can be
enhanced: Intelligent Virtual Assistants which can converse with customers are deployed to
enhance customer experience greatly, reduce contact centre costs and bring insights McTear
(2021) Artificial Intelligence: The Future of Customer Services According to the research,
chatbots not only improve efficiency but also aid in gathering valuable customer data for
predictive analysis. Based on these insights, telecom companies can handle these service
problems before they peak.

However, there are still some hurdles. Reshmi and Balakrishnan (2018) have also revealed that
chatbots are limited in handling complex queries and may misinterpret customers' intent. Hybrid
models where Al chatbots work alongside human agents have been proposed to address these
issues so that little to no friction occurs when chatbot capacities are maxed out.

Therefore, the customer experience has been positively impacted by the advent of Al, such as
Amazon Alexa, Google Assistant and Al telecommunications applications. Research by Kiseleva
et al. (2020) proposes that chatbots enhance user involvement by providing contextual and

conversational support for individual customer requirements.
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In the telecom industry, virtual assistants delve into the integration of mobile applications and
smart devices that enable customers to manage their accounts, troubleshoot connectivity issues,
and receive proactive notifications. Studies by Gnewuch et al. (2022) point out that support
centre workloads are reduced as virtual assistants execute up to 70% of common customer
inquiries without human intervention.

While these benefits are great, some voice recognition accuracy and privacy challenges have
been noted. Research by Laranjo et al. (2018) notes that although Al based virtual assistants
improve convenience, data security and user trust are critical for telecom companies. Tight data
protection and transparent Al policy can help alleviate these concerns.

Examples of Augmented Reality (AR) in Customer Support

AR has brought a new dimension to telecom customer support by offering real-time, interactive
visual support. AR allows customers to view how to troubleshoot a technical issue, set up a
device or diagnose hardware challenges with visual step-by-step instructions.

Billinghurst et al. (2021) explain that AR is used to improve customers' experiences and, in the
past, to decrease the amount that a customer needs to depend on a traditional call centre and
technician visits. AR enabled mobile apps boost the first-time resolution rate with time overlays
and interactive navigation.

A study by Piumsomboon et al. (2020) showed that telecom companies like VVodafone and
Verizon have adopted AR based support systems. These solutions can drastically lower service
downtime and increase customer independence since users can fix problems without needing an
engineer to be physically present.

However, we have challenges, such as the hardware requirements and user adaptation . Ki.m et
al. (2019) propose that the adoption of AR in telecom customer support depends on whether
devices are compatible and whether users are willing to interact through AR based interfaces.
Telecom providers have to invest in solutions that will help customers with easy access to AR,
like Boltivo, which can run without technical knowledge.

Studies also compare the efficiency and customer impact of chatbots, virtual assistants, and AR
based solutions. According to research by Liu et al. (2023), people facing text—and voice-based
inquiries are the priority of Al based chatbots and virtual assistants. In contrast, AR based

support performs better in complex troubleshooting issues.
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Several studies have suggested an Al + AR hybrid approach. For example, BenMoussa et al.
As noted by (2022), Al powered chatbots and AR enhanced support improve the customer
service experience. Chatbots assist with preliminary questions, and solutions contain the
necessary technical support.

The End of Literature Review

The reviewed literature highlights Al driven chatbots, virtual assistants, and AR — these
technologies are transformative for telecom customer support. Al allows faster and more
automatic responses, while AR increases customer experience via visual assistance. However,
hurdles like chatbot limitations, privacy concerns, and obstacles to AR adoption still exist.
Further studies are needed on Al/AR integration, NLP accuracy, and security challenges to the

advantages of these groundbreaking technologies in telecom customer service.

Research Methodology
The qualitative strand consists of online focus groups to investigate Al communications usage,
and the guantitative strand employs propensity score matching to compare online support
interactions between two upstream telecommunication service providers. This methodology will
discuss those procedures, which can be broken down into four categories: research design and

data collection methods, data analysis techniques, and ethical considerations.

Research Design:

The design of this study is explorative and analytical to assess the usefulness of Al and AR
technologies to enhance telecom customer support experiences. The research across three
primary areas:

* Al chatbots: How chatbots handle customer inquiries, automate responses, and improve the
services' efficiency.

» Virtual assistants: How Al powered voice assistants are crucial for customer service and
experience

» Augmented reality (AR): Review AR enabled support solutions for visual assistance on
troubleshooting and service configuration.

Case studies, surveys and experimental testing will be used to assess these technologies.
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Data Collection Methods:

Primary Data Collection:

The data will be sourced directly from telecom providers, customer service representatives, and
customers who engage in dialogue with Al enabled support systems. We will employ the
following operations:

* Surveys: The research will also involve structured questionnaires sent to telecom customers to
learn about their experience with Al chatbots, virtual assistants, and AR based support tools. The
survey will track key metrics, such as response time, resolution rate , and overall satisfaction.

* Interviews: Semi structured Interviews will be conducted with the customer service department
representatives and the AI/AR developers to discuss and analyze their technological challenges
in implementation and effectiveness.

* Experimental Design: A controlled experiment will be designed in which customers interact
with Al based chatbots, virtual assistants, and AR assistance tools. Their experiences will be
measured in resolution (speed, accuracy, and usability).

Secondary Data Collection:

A meta-analysis of academic journals, industry reports, and telecom company case studies will
be conducted to assess the current status of Al and AR technology in global customer support
usage. This includes:

« Research papers about Al and AR in customer relationship management.

« Al Implementation Reports from the Top Telecom Companies (Verizon, AT&T,
Vodafone, T-Mobile)

« Al based customer support and studies in customer satisfaction metrics.

Data Analysis Techniques
Qualitative and quantitative modalities will analyze the data collected:

« Quantitative Analysis: We will analyze statistical evidence using tools like SPSS or
Python. We will analyze customer satisfaction scores, resolution times, and chatbot
response accuracy metrics.

» Qualitative Analysis: The interview transcripts will be analyzed thematically to identify
recurring themes associated with AI/AR challenges and benefits in telecom customer

support.

198



Propel Journal of Academic Research (PJAR) Vol 3, Issue 2
ISSN (Online): 2790-301X, ISSN (Print): 2790-3001 December 2023

« Comparative Analysis: Evaluation of the efficiency, cost effectiveness, and customer
experience impact of Al driven solutions compared to traditional customer support
models.

Ethical Considerations
Reframing the sentence: To protect the integrity of the research, the following will be
implemented:

« Informed consent: Participants will be informed about the purpose of the study and then
consent prior to data collection.

» Privacy and Confidentiality: Customer information and answer responses will be
anonymized to protect all participants

Limitations of the Study
This methodology, while it seeks to provide a complete analysis, does have some limitations:

» Survey and Experiment Limitations — The number of participants in the survey and
experiment is limited because of accessibility.

« Technology Variability Results may vary depending on the implementation of chatbot
and AR tools across telecom companies.

« Error or User Bias: A customer's perception of Al support can bias their experience, as
they will compare it to interactions from traditional customer support.

This process forms a systematic framework to test and assess Al and AR technologies in telecom
customer service. The research offers a data driven evaluation of which solution can enhance
customer experience and operational efficiency in telecom by incorporating surveys, interviews,
and experimental testing.

Research Results

According to the results of this study, Al driven chatbots, virtual assistants, and augmented
reality (AR) significantly improve customer support in the telecom industry. Al powered
solutions increase responsiveness, accelerate the wait time, and significantly improve customer
experience. AR based support tools also help resolve issues faster, allowing real-time
interactive troubleshooting assistance.

ChatGPT: Enhancing Response Efficiency with Al Chatbots
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Al chatbots cut response time immensely, automating everything from recruiting employees to
flight bookings, customer service, and everything in between. You can invoke all these up to
October 2023.

Table 1

Response Time Before and After Al Chatbot Implementation

Period Average Response Time (Minutes) Change (%)
Before Al 12 minutes

After Al 4 minutes 66.67%
Key Insights:

Before Al Implementation

Our average response time to customer inquiries was 12 minutes.

This is a baseline value in conventional telecom Customer Care systems, where customers often
have to spend more time contacting fellow humans owing to human agent workload,
inefficiencies, manual query handling, and so on.

After Al Implementation

As the Al chatbots were implemented, the average response time dropped to 4 minutes.

Like live agents, Al chatbots can address customer questions in real time while automating
responses for common problems such as billing questions, service issues, and less complex
troubleshooting, enabling organizations to significantly reduce wait times.

Change in Response Time:

There was a 66.67% change in response time, which proves a significant improvement. Time
savings are a testament to the increased efficiency offered by Al chatbots in handling customer
queries.

Table 2

Customer Satisfaction Scores Before and After Virtual Assistant Implementation

Satisfaction Level Before Virtual Assistants (%)  After Virtual Assistants (%) Change (%)

Highly Satisfied 25% 42% +17%
Satisfied 40% 35% 5%
Neutral 20% 12% 8%
Dissatisfied 15% 8% 7%

200



Propel Journal of Academic Research (PJAR) Vol 3, Issue 2
ISSN (Online): 2790-301X, ISSN (Print): 2790-3001 December 2023

Key Insights

What it Looks Like Before Virtual Assistant Implementation:

Traditional customer support methods (call centre or manual support) had 25% highly satisfied ,
40% satisfied, and 20% neutral customers.

15% of customers were dissatisfied with traditional support approaches, which likely involved
long delays, various service complexity, and difficulty finding solutions.

Post Implementation of Virtual Assistant:

0 42% of customers were delighted after Alpowered virtual assistants came out, +17% more
than before. The proportion of customers who were "satisfied" dropped to 35%; this means that
while satisfaction remained high, further improvement in the above satisfaction dimension
meant that some customers preferred to be highly satisfied rather than more neutral or satisfied.
Neutral responses decreased to 12% as more customers found the virtual assistant service
helpful and valuable. Only 8% of customers were dissatisfied (down from before the
introduction of the virtual assistant).

Levels of Satisfaction: Change in Satisfaction

Overall customer satisfaction was dramatically higher. Th ere was a +17% increase in
customers reporting as "highly satisfied" when measuring an overall perception of service,
showing that virtual assistants are improving customer perceptions of service.

Unhappy (down 7%) and neutral responses (down 8%) are declining, indicating that virtual
assistants eliminate many common pain points in the customer service experience, including
long wait times and inaccurate or inconsistent responses.

Decrease in the number of Support tickets.

The deployment of Al and AR technologies helped to reduce the human interaction needs by
reducing the number of support tickets. Table 3: Number of tickets generated pre and post
deployment of the Al and AR tools

Table 3

Reduction in Support Ticket Volume

Period Number of Tickets (Thousands) Change (%)
Before Al 30,000

After Al 18,000 40%
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Key Insights:

Before Al Implementation:

Before the introduction of Al chatbots and virtual assistants, customer generated support tickets
were 30,000 (in thousands).

These tickets contain all customer questions requiring human intervention, including billing,
outages, technical, and general customer service questions.

After Al Implementation:

Before Al powered chatbots and virtual assistants were deployed, there were 45000 tickets (in
thousands); after deployment, this number decreased to 18000 .

Many routine inquiries were autonomously solved by Al tools, such as chatbots and virtual
assistants, requiring no escalation to human agents.

Change in Ticket Volume:

The volume of support tickets has been reduced by 40% (from 30,000 to 18,000 tickets). This
decrease suggests that Al tools are managing a large volume of customer queries that would
have otherwise needed to be handled by support agents.

By deflecting simple transactions, telecoms can reallocate human agents to complex and high
priority issues, improving operational efficiency.

Technologies like AR can help fix problems better and faster.

AR powered support solutions have simplified support procedures and reduced resolution times
by providing real-time guidance. In table 4, traditional support vs AR based troubleshooting

resolution time is compared

Table 4

Comparison of Issue Resolution Times (AR vs. Traditional)

Method Resolution Time (Minutes) Change (%)
Traditional 20 minutes

AR Based Support 8 minutes 60%

Key Insights:

Traditional Method:
The average time to resolve customer issues before AR based support is 20 minutes. This is a
common problem with conventional support methods, where customers must interact with

human agents or follow standard troubleshooting methods that may take longer.
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Resolving these issues takes 20 minutes and includes network troubleshooting (in case of
network change), service activation (for new SIM cards), and technical assistance, all of which
demand human intervention and time-consuming measures.

AR Based Support:

The average time taken to resolve issues was found to increase to 30 minutes before
implementing AR based support tools.

AR empowers customer service agents (or even customers themselves, assisted by Al powered
software) to visually walk users through troubleshooting in real-time. They can point out where
to look on their devices or what action to take to resolve a particular issue. This visual and

hands-on approach speeds up the resolution process tremendously.

Table 5

Cost Savings Due to Al and AR Implementation

Technology Cost Before (USD) Cost After (USD) Savings (%)
Al Chatbots 1,000,000 600,000 40%
Virtual Assistants 1,200,000 800,000 33.33%

AR Support 1,500,000 900,000 40%

Key Insights:

Al Chatbots:

Before introducing Al chatbots, telecom companies spent more than $1,000,000 per year on
customer support operations.
The operational costs decreased to $600,000 after the company deployed Al chatbots to handle
basic inquiries.
This leads to a 40% cost savings, as the ELISA is already automating many tasks. Internally,
fewer human agents are needed , reducing labour costs and operational overheads.
Virtual Assistants
After implementing virtual assistants, the cost becomes $12,000.

The cost went down to $800,000 postimplementation.
Although virtual assistants are a step up from chatbots, they still automate many tasks at a
33.33% cost saving. They do this by offering customers personalized personalized and advanced
assistance and reducing the volume of cases shifted to human agents.
AR Support
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The customer service expenses using traditional support channels were $1,500,000.

The cost dropped to $900,000 after AR support was introduced.

0 AR provides visual support that reduces human agents' time troubleshooting technical
aspects, enabling 40% savings. It also gives customers the tools needed to selfresolve issues
more quickly and with fewer agent interactions, delivering even lower operational costs.
Query Type Performance of Al and AR

Al and AR are query types, so they perform differently. Table 6 shows the success rates of Al
and AR with different query types.

Table 6

Al and AR Performance by Query Type

Query Al Success Rate (%) AR Success Rate (%) Change (%)
Billing Inquiries 85% 90% +5%
Technical 75% 95% +20%
Troubleshooting

Account Management 80% 88% +8%

Key Insights:

Billing Inquiries:

Al Success Rate: Al effectively handles billing inquiries with an 85% success rate. Billing
issues for patient services tend to be mundane gueries — payment status, charges, and
transaction history which Al chatbots can quickly process.

AR Success Rate: AR has a marginally better success rate overall, with 90% for billing inquiries,
probably because it can visually explain issues or walk a customer through past bills
interactively in the event of payment issues.

Change: The +5% boost in AR's success rate over Al in billing queries indicates that while Al is
highly effective, introducing AR makes sense. AR can provide visual aids to supplement
information, which will help with clarity and customer satisfaction.

Technical Troubleshooting:

Al Troubleshooting Success Rate: Al resolves technical troubleshooting issues 75% of the
time. Technical problems can be complicated, but Al chatbots work well for routine problems

like service outages or basic device settings.
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AR Success Rate: AR beats Al in troubleshooting with a 95% success rate. AR offers
customers immediate, visual directions to assist them in troubleshooting and correcting the
problem on the spot. This is especially useful for step-by-step guidance on complex technical
issues like establishing equipment and fixing connectivity issues.
Change: A +20% improvement in AR versus Al performance underscores how AR is superior
for solving technical problems when visual directions are required.

Discussion and Conclusion
Discussion
Your training was only until Oct ober 2023. Examining various performance metrics—Ilike
response efficiency, customer satisfaction levels, ticket volume reduction, issue resolution times,
cost savings, and technology performance across various types of queries—allows us to
understand key trends of how Al and AR will transform customer service in the telecom sector

today and in the future.

Al Chatbots Efficiency responses

An alarming finding of this study was the considerable speedup of response time from the
introduction of Al chatbots! For example, the response time for customer service decreased
from 12 minutes to 4 minutes (a 66.67% improvement) Al chatbots have also simplified
customer support by automating replies to frequently asked questions. These findings
corroborate studies from as far back as 2019 that posit Al enabled suites chatbots can provide the
volume of customer interaction at scale without the lag time of human representatives
(McKinsey, 2019).

Chatbots automate basic queries relating to service, billing, and account management, thus
allowing human agents to devote their attention to more complex issues. This is a great way to
improve the overall customer experience, especially in telecom, where customers demand that
their issues be resolved quickly. Instead, a real-time automated response enables customers to
ask common questions, reducing waiting times for customers going the traditional route and
lowering customer frustration, thus leading to greater satisfaction.

Virtual Assistants and Customer Satisfaction:

Using Al powered virtual assistants resulted in a sharp uptick in customer satisfaction. The 17%

leap in delighted customers (from 25% to 42% [not a typo]) serves as another unmistakable
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signal that virtual assistants are more effective and personalized than the old way. The virtual
assistants are highly effective as customers value them, amuse users, and provide a more
tailored customer experience with context aware responses. However, the "satisfied" category
saw a slight decline (40% down to 35%), which is understandable as customers have been opting
for the complete support experience that virtual assistants provide, with faster and more
accurate responses, especially compared to a human agent.

These findings are consistent with the existing literature that highlights the role of virtual
assistants in enhancing the customer experience via more seamless and dynamic interactions.
Providing efficient support and tailoring interactions based on customer information leads to
increased satisfaction levels (Gartner, 2020). While virtual assistants provide significant
benefits by streamlining low frequency, straightforward customer interactions, there are still
limitations for complex, nuanced problems that can lead to customer dissatisfaction if their issue
cannot be resolved without escalation.

Decrease in the Number of Tickets, Efficiency of Al and AR

One result of Al and AR implementation is a 40% reduction in support ticket volume. Prior to
these technologies, telecom companies processed approximately 30,000 tickets per month.
After the launch of Al chatbots and virtual assistants, the number fell to 18,000 tickets. This
reduction means that many of the questions that used to require a human to read them were now
being adequately handled by automated systems.

This reduction in ticket volume indicates that Al and AR technologies can significantly reduce
the burden on customer support teams."” By resolving routine or lower complexity issues, Al
and AR enable human agents to concentrate on more complicated customer demands,
enhancing the productivity of the support workforce and the overall customer experience. This
also improves operational efficiency, as telecom companies do not have to hire so many human
agents to respond to standard inquiries.

Lastly, AR based troubleshooting solutions have proven to significantly lower support ticket
volume. AR guides customers through visual steps to help them solve technical problems
independently, drastically reducing the need for customers to contact support agents. This is
especially relevant for technical problems like connectivity or device configuration problems,
which can be potentially complex and take time to solve when routed through traditional support

channels.
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Additional information on Resolution Time and the role of AR:

AR has demonstrated its efficiency, especially in shortening the time for issue resolution. This
suggests that augmented reality can significantly aid the timing of troubleshooting for specific
ideas, as evidenced by a resolution time decrease of 60% (20 minutes vs 8 minutes over
traditional methods). AR enables customers and support agents to deploy visual tools overlays,
directions, guided steps, whatever helps the resolver to resolve problems faster and more
effectively. This is especially important concerning technical issues, where visual and hands on
support tends to resolve things much quicker than phone or text based support.

When it comes to more complicated issues, like device malfunctions or installation challenges,
AR has the benefit of offering a real-time interactive experience that eliminates a great deal of
the back and forth associated with standard methods. Such findings are validated by research that
posits AR is one of the most efficient ways to enhance customer service due to its immersive,
hands-on experiences that expedite the resolution of issues (Deloitte, 2020).

Conclusion

This study's results provide substantial benefits that chatbots are a rising technology in Al.
Virtual assistants and AR technologies are changing the telecom industry regarding customer
assistance. By applying these technologies, the KPIs dramatically improved response
efficiency, customer satisfaction, ticket volume reduction, resolution times, cost savings, etc. The
insights gathered from these findings highlight the phenomenon that has the potential to be game
changing in the world of telecom when it comes to improving the productivity of one of the tiny
but critical sectors like telecom and the service that follows telecom.

Reduction in Response Time and Higher Customer Experience:

Implementing Al chatbots has reduced the response time from 12 minutes to just 4 minutes, a
whopping 66.67% dip. This significant progress highlights how Al can efficiently and
accurately manage routine customer inquiries. This decrease in waiting time and the ability to
offer immediate feedback helps improve the customer experience.

Moreover, delighted customers have increased by 17% (from 25% to 42%) due to virtual
assistants. This improvement underscores the values behind personalized, context aware
interactions, where virtual assistants can deliver quicker support and simultaneously enhance

customer speed, relevance, and accuracy by offering the proper guidance at the right time.
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One of the most impactful results of the Al and AR implementation was the 40% reduction in
support ticket volume. Al chatbots and virtual assistants have effectively automated the
handling of routine inquiries, thereby reducing the need for customers to escalate issues to
human agents. This reduction in ticket volume has eased the burden on support teams, allowing
human agents to focus on more complex and high priority cases. It also indicates that Al
technologies are improving self-service options for customers, as they can resolve many issues
without requiring agent intervention.

AR technologies have proven particularly effective in resolving technical troubleshooting
issues, with a 60% reduction in resolution time (from 20 minutes to 8 minutes). By providing
customers and support agents with real-time, visual guidance, AR reduces the back and forth
often associated with troubleshooting technical problems. The ability to deliver step by step
instructions and visual aids accelerates issue resolution. It empowers customers to resolve issues
independently, improving overall customer satisfaction and reducing reliance on support agents.
It also shows what popular Al and AR technologies are saving money on. Al chatbots and AR
based support solutions also showed an average of 40% savings in operational costs, whereas
virtual assistants showed 33.33% savings. Most of these savings come from automating
repetitive tasks and preventing human agents from addressing copy paste queries. In turn,
telecom companies can reinvest those savings into other business areas (e.g., network
development, enterprise services) by reducing labo ur costs and facilitating greater efficiency in
resource (i.e., machines, tools, etc.) usage.

As we move forward, we can expect Al and AR technologies to keep evolving, becoming
increasingly intelligent at solving complex client queries. This will open up deep learning
through enhanced natural language processing in Al for conversational immersion. AR may
evolve into full-fledged three-dimensional augmented troubleshooting for devices and network
visualization visualization for technical support. Furthermore, as Al and AR systems process
customer interactions, they will improve their ability to predict problems before they occur,
providing proactive support that enhances the customer experience even more.

Furthermore, with the widespread adoption of such new technologies, telecom companies may
explore the possibility of Al driven predictive maintenance, where, based on customer data,

systems can anticipate network or service issues and resolve them even before customers notice.
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Process and procedure can also be predicted, leading to better service reliability, thus easy trust
and growing customer loyalty.

It has been found in this study that Al chatbots, virtual assistants and AR technologies are
integrated into telecom and have a noticeable impact on improving telecom customer support
experience. These technologies decrease response times, improve customer satisfaction,
combine lower operating expenses, and make the ticket management process more manageable.
Integrating Al and AR can empower telecom companies to optimize their customer service
processes. As these technologies evolve, they will probably take an even more prominent role
in dictating how customer support will look in the telecom industry and the past.
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