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1 Introduction

| welcome the opportunity to contribute to this important conversation about Artificial Intelligence
(Al) in the communications and media sector.

As my office continues to navigate a sustained period of significant change in the communications
environment, we are dealing with and resolving the increasingly complex and varied consumer
complaints that accompany advancements in technology and network capability, including Al
applications.

With an increasing presence throughout the industry, Al must be carefully utilised to minimise any
risks to consumers that may accompany the benefits to communications providers. Changes in the
communications environment must be supported by an effective regulatory framework.

Where Al applications will engage with consumers for enquiries and complaint handling, it is
important that their design accommodate the needs of all consumers - this means identifying the
many different ways consumers use services and engage with service providers.

Some enquiries cannot be addressed without human interaction — effective Al delivers a positive
consumer experience with clear pathways to a person where needed. This is particularly important
for vulnerable consumer groups. My office already receives complaints from consumers who have
experienced issues engaging with a service provider’s Al applications and been unable to speak to a
person.

Given the convergence between communications services, including digital platforms, this
submission considers Al in our traditional remit as well as areas where our remit could extend.
During this period of change, we will continue to evolve alongside changes in the communications
environment to remain responsive and effective.
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2 Artificial Intelligenceand complaints¢ now andinto the future

Technological advances continue to shape the communications landscape with consumers using
increasingly sophisticated products delivered by an evolving network. Al is shaping up to be a
significant driver of change for the telecommunications sector and is redefining many businesses as
they transition to automation.

2.1 The evolvingommunications environment

While Al is currently used predominantly for ‘back of house” applications in the communications
sector, we have observed progress in the use of Al and anticipate that over time, we will
increasingly see its use in consumer facing applications. Vodafone says two thirds of its customer
contact in ltaly is now handled by Al

Irrespective of the applications used to perform business functions, service providers continue to
have the same fundamental responsibilities to their consumers.

2.2 Telecommunications andigital platforms useAl

Telecommunications providers and digital platforms increasingly use Al for a range of applications

including:

1 consumer engagement — enquiries and complaint handling such as customer service, help,
guidance and troubleshooting

1 staff engagement - training
1 network functions — network upgrades, network migration and predicting network traffic, and

1 processing data — updating superseded plans, identifying fraud and responding to lost/stolen
device enquiries.

Consumers already complain to us about being unable to reach a person to talk to about their
issue, although often this is in the context of contacting us to complain about a digital platform.?
They say they contacted the platform with an enquiry but were unable to talk with a person and
ultimately contacted us when they felt they had nowhere else to go. These matters may
foreshadow the types of complaints we see and will see about communications providers as they
transition to using Al applications for consumer engagement.

The shift to Al applications handling consumer enquiries and complaints for telecommunications
companies will represent a significant change in the industry. Regulation and consumer law will
need to anticipate, navigate and accommodate these changes to effectively safeguard consumers.

! https://www.vodafone.com/perspectives/blog/vodafone-launches-artificial-intelligence-framework

2 Complaints about digital platforms are currently outside the scope of the Telecommunications Industry
Ombudsman scheme: https://www.tio.com.au/sites/default/files/2019-10/TELECOMMUNICATIONS-INDUSTRY-
OMBUDSMAN-TERMS-OF-FINAL-OCTOBER-2017.pdf
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2.3 Alapplicationswill not effectively handleall enquiries

Consumers contact providers for many reasons and within these are small but significant
differences. While straightforward matters such as account payments can be effectively handled by
Al, some consumer interactions need individual consideration. Where individual handling is
necessary, ensuring these more complex contacts are handled by a person will mean a greater
chance of a relevant outcome and a positive consumer experience.

We have received complaints from consumers who told us they contacted their provider and their
call was directed to an Interactive Voice Recording (IVR). These consumers say the IVR gave them
assistance options, but they became ‘stuck’ in looping options and could not reach a person for
assistance. Not being able to talk to a person can mean consumers who needed to request a
payment extension or report a fault could experience service interruption or delays in fault repairs.

Regardless of whether a person or Al application handles and decides the outcome of a consumer
complaint, we consider the contact an opportunity for the provider to consider the matter. If the
consumer contacts us to make a complaint, we will consider the complaint is at the stage at which
we may handle it, so long as it is something that fall within our Terms of Reference.?

Case studA ¢ ¥ Q Ya mesSage dance with eobot® Q

A consumercalled their providerto report a fault The call was directed to an IVR and the consumer
seleckedthe option toreport a fault The consumespentaround an houin an optiondoop before ending
the calland contactinghe provider viaonline chat After waiting more than one and a halfoursfor
assistance, theonsumeransweked questionsas theywere asked only to be askezhrlierquestions again.
Frustrated, the consumatecideal to disconnect the service anélected the optionfor disconnection. This
directedthe contactbackto the queueto restart the process

The consumer tried to contatihe providerseveral more times beforeontading us and askinidj we could
arrange to have theervice disconneetl. Theconsumer said’L. Ol yd i 3ISG (KNP dz3
Ay  YSaar3aS RIFEIyOS gA0GK I NRoz2dd® L KI @S y2 Al

2.4 IneffectiveAl desigrcanbring aboutcomplaints

Due to incomplete or non-inclusive design, Al design might not sufficiently consider unique or
unexpected scenarios, which may lead to complaints. The example below is illustrative of where the
design of Al can be detrimental to consumers.

We recently investigated muttiple [N

the

https://www tio.com.au/sites/default/files/2019-
OF-
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