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Last time you took contact with a company for an 
issue, who helped you,

a human or AI?



The question isn't human or AI. 
It's whether either one actually knows your 

customer



Click - Free education icons

https://www.youtube.com/watch?v=zNhHOI9ozgc
https://www.youtube.com/watch?v=zNhHOI9ozgc


#1

barrier to meeting 

customer 

expectations
(GlobalData 2025)

Siloed 

Data
1600

Conversational AI 

vendors
(Servion, April 26)

Targeted reduction 

in human contact 
(Orange Business Retail 

customer 2026)

80%



▪ Text summaries, translation, etc.

▪ Meeting minutes, general queries

▪ Brainstorming, copy-editing

▪ Real-time agent co-pilot

▪ Sentiment-based routing

▪ Dynamic scripting

▪ Agentic customer support

▪ Autonomous claim resolution

▪ Predictive churn prevention

More use case 

Fewer use cases

Strategic 
CX 

Orchestration

Augmented
 Agent Experience

Generic Tasks
(Basic) GenAI assistants

The quest for value:
Why do we do AI after all?

Higher value for the business

Lower value 

Employee
Satisfaction,

avoid 
shadow 

AI

Service Efficiency

Revenue & customer lifetime 
value growth



Lesson 1
Know your customer like you know your 

process



Customers

Processes



Ingest 

& preprocess

Categorize 

via LLM

Reporting

1 per 

department

Customer Service

App Store Reviews

Partner Delivery Services

Market Insights
E.G. GfK, Ipsos,…

VoC Solutions
E.G. Qualtrics, Medailla,Voxo, …

Customer listening at Scale – Grocery retailer 
Too much feedback, too little time to act on it

1 2 3
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Do not assess Instead, Focus on.

For humans & AI Agents



Lesson 2
Voice is not dying, it’s evolving



Orange Restricted
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Difference in human’s vs ai voice is harder & harder to tell

+70% 
of listeners cannot reliably 

distinguish AI voice clones from 

real humans

Lavan et al., PLoS One, 2025



Orange Restricted

How does Orange leverage Voice AI? 

Project MAIA 

My AI Assistant



Orange Restricted

Listening at every level
Real-time and post-call voice AI at Orange

Challenges

Solution

Benefits

▪ Silence = +32% of handling time. 

Agents searching for info mid-call from multiple solutions/tools/Interfaces

▪ Onboarding new employees: slow, costly, high attrition

▪ Upsell + cross-sell moments missed during live calls

Average 

handling time

Conversational

Silence

CSAT

Employees 

onboarding

▪ Real-time speech-to-text - surfaces the right knowledge to the employee mid-call

▪ Live coaching & post-call feedback

Leading to upsell prompts, closure reminders

▪ CX Tech ecosystem incl. Bring-Your-Own LLM hosted in Orange cloud 

-20 % -20%
Repeat call 

reduction

-10%
Enabled 

Employees

3000



Orange Confidential

Where do I start?
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ConversionConsideration Loyalty

Customer 

life cycle

The curve
of Emotions
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ConversionConsideration Loyalty

Customer 

life cycle

The curve
of Emotions

E
m

o
ti

o
n

Volume

Customer facing Employee Enhancement

AI Potential



Lesson 3
Drive change inside out



The more efficient the organization, the more positive the customer 
experience

The ‘Mirror effect’

Employee Experience (EX)

Customer Experience (CX)

Business Impact

+25% customer satisfaction

Gartner (TX)

+25%  speed

-40%  quality

Harvard /MIT



How it started How it’s going

109k users, 55k MU

Orange’s own developed

“Live Intelligence trusted 

Platform”

20k agentic assistants

2h48mins gain in time per week 

on average reported by Orange 

employees

Orange Business AI transformation journey

✓ Multi-LLM & multi-agents

✓ Assistant library

✓ Creation and sharing of assistants

✓ Personal agents

✓ Environmental impact information

✓ Document bases (RAG)

✓ Usage statistics

✓ Dynamic allocation of usage credits

✓ Customizable interface

Main features:



30

Customer 

Relations
▪ Maintenance of the 

knowledge base

▪ Support assistance 

for agents

▪ Conversational robots

Marketing
▪ Content creation

▪ Market analysis

▪ Campaign 

optimization

Production
▪ Support for 

processes

▪ IT: code generation, 

bug analysis

Field team
▪ Simplified access 

to the knowledge 

base

Generation of 

intervention 

reports

Finance
▪ Financial data 

analysis

▪ Report generation

HR
▪ Job offer 

generation

▪ Onboarding

▪ Training

▪ Employee 

information

Legal
▪ Analysis of 

contractual clauses

▪ Generation of 

general conditions

▪ Regulatory 

monitoring

Administrative
•Emails, document 

drafting

•Planning

•Task management

Generative AI
applicable to many other areas of use...
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Lesson 4:
Native vs. Best-of-
breed



33 Orange Business

Aligning AI strategy with corporate budget & TCO

Native

Is our AI strategy tied strictly to a single 

vendor’s renewal ( Ccaas or CRM 

provider ?

Is the primary goal quick, out-of-the-box 

automation within that specific data silo ?

Do we want to minimize upfront 

integration costs by utilizing bundled 

vendor features ? 

Native

When focus is 

on interaction

Market 

specialist

When focus is 

on Process

Best-of-breed AI

Does the AI need to operate as an 

independent orchestrator between our 

CcaaS, CRM and legacy ERPs?

Are we looking to avoid vendor lock-in 

and retain full ownership of our AI logic 

and data?

Is there dedicated capital to build a 

tailored, enterprise-wide competitive 

advantage ?

Hybrid Approach
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Our Orange Business
CEX Capabilities

75
Solution 

& Business 

experts

600
CX Operations 

Experts

+800
CRM & Digital 

Consultants

+ 10,000 Certifications

CDP

Analytics

Data & 

Cloud
+ 2000 Microsoft

+ 900 Salesforce

+ 170 Genesys

+ 164 Cisco

+ 60 NICE

& more . . . . 

CX 

Platforms

Compliance

7 CXPA

Brasil

India
Morocco

Egypt

France

Poland & Hungary
Benelux

Spain

Nordics

Tunisia

Switzerland

Communication 

& Collaboration

CCaaS

Conversational 

AI

Other+1000
Data & 

AI experts

250+ 
in Belgium

Partner Ecosystem



Orchestrate CX & AI Success - 4 learnings

4. Native 

vs Best-

of-breed

2. Evolving 

voice

1. Combine Customer & 

Process understanding

3. Change 

inside out

Click - Free 
education 
icons

https://www.orange-business.com/en/news-and-events/white-papers/hear-your-peers-cx-leaders-assess-success-their-ai-initiatives-global
https://www.orange-business.com/en/news-and-events/white-papers/hear-your-peers-cx-leaders-assess-success-their-ai-initiatives-global
https://www.youtube.com/watch?v=zNhHOI9ozgc
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