
Will biometrics and AI/ML be the future of 
telco customer care?

Why are operators 
investing in 
customer care?

Better engaged 
customers enable 
operators to address 
emerging opportunities 
and challenges

When is customer care most important?

Which are the most popular 
channels for customer care?

A lack of awareness and know how of 
other channels result in subscribers 
falling back to call centers and live 
chats as they offer ease of access and 
connection to real persons

Operators continue to grapple with a high dependency on human 
intervention, in-silo management and susceptibility to security / fraud risks

Can biometrics and AI/ML-based intelligence 
address customer care gaps?

Yes, according to more than 92.7% of 
operators, they have seen biometrics 
making an impact in care operations

Biometrics 
enables real-
time subscriber 
identification 
and detection 
of anomalous 
behaviour

AI/ML-based 
intelligence delivers 

conversational 
intelligence and 

enables automation, 
for operator 

customer care 
interactions

Preferred implementation models

How prepared 
are operators 

in terms of 
organizational 

capabilities?

Operators admit 
they are at different 
levels of readiness

Subscriber hesitance Mitigation factors

Biometrics

What do operators ultimately expect?

96.1% Ensure superior CX and reduce costs

96.1% Empower agents to become trusted 
customer advocates

94.2% Empower developers to build 
conversational experiences

93.7% Prevent fraud and protect the brand

93.1% Increase subscriber acquisition and 
revenue

Percentage of operators who agree, by expected outcomes

*Based on research report ‘How Operators are Putting CX First with Biometrics and Artificial Intelligence’, 2022

Learn more

Stop fraud at the 
source with advanced 
biometrics

Nuance Gatekeeper

Watch video

Creating secure, 
seamless experiences: 
a telco case study

Nuance Gatekeeper

Read case study

Fine-tuned intelligence 
for conversational 
experiences

Nuance Contact Center AI 

Download data sheet

See how Nuance’s suite of omnichannel customer engagement solutions can 
enhance your customer care operations and deliver greater customer experience 
at https://www.nuance.com/omni-channel-customer-engagement.html

About Nuance Communications, Inc.
Nuance Communications is a technology pioneer with market leadership in conversational AI and ambient intelligence. A full-
service partner trusted by 77 percent of U.S. hospitals and 85 percent of the Fortune 100 companies worldwide, Nuance creates 
intuitive solutions that amplify people’s ability to help others. Nuance is a Microsoft company.
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https://www.thefastmode.com/research-reports/24522-research-report-how-operators-are-putting-cx-first-with-biometrics-and-artificial-intelligence
https://www.youtube.com/watch?v=p3SAZEDhHxo
https://www.nuance.com/omni-channel-customer-engagement/case-studies/deutsche-telekom-creates-secure-experiences-with-nuance.html
https://www.nuance.com/asset/en_us/collateral/enterprise/data-sheet/ds-contact-center-ai-en-us.pdf
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