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1 Introduction 

 



2 Artificial Intelligence and complaints ς now and into the future 

2.1 The evolving communications environment 

2.2 Telecommunications and digital platforms use AI  
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https://www.vodafone.com/perspectives/blog/vodafone-launches-artificial-intelligence-framework


2.3 AI applications will not effectively handle all enquiries  

Case study A ς ΨLΩƳ ƛƴ a message dance with a robotΦΩ 

A consumer called their provider to report a fault. The call was directed to an IVR and the consumer 
selected the option to report a fault. The consumer spent around an hour in an options loop before ending 
the call and contacting the provider via online chat. After waiting more than one and a half hours for 
assistance, the consumer answered questions as they were asked only to be asked earlier questions again. 
Frustrated, the consumer decided to disconnect the service and selected the option for disconnection. This 
directed the contact back to the queue to restart the process.  

The consumer tried to contact the provider several more times before contacting us and asking if we could 
arrange to have the service disconnected. The consumer said, ΨL Ŏŀƴϥǘ ƎŜǘ ǘƘǊƻǳƎƘ ǘƻ ǘƘŜƳΦ Lǘ ǎŜŜƳǎ ŀǎ ƛŦ LΩƳ 
ƛƴ ŀ ƳŜǎǎŀƎŜ ŘŀƴŎŜ ǿƛǘƘ ŀ ǊƻōƻǘΦ L ƘŀǾŜ ƴƻ ƛŘŜŀ ƛŦ L ǿŀǎ ǘŀƭƪƛƴƎ ǘƻ ŀ ƘǳƳŀƴ ƻǊ ƴƻǘΦΩ  

2.4 Ineffective AI design can bring about complaints 


