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Setting the Scene
Every voice needs to be heard !

A cutting-edge genAI solution based on synergies - can lead a multi-lingual world towards digital inclusion.

We present our compelling real world business cases for telecom domain - one that can also be extended to Fashion, eCommerce, Digital, Health  & beyond

synergy



Problem statement – Personas in Telco - Opportunity

Customer Service Agents & Bots Network Field operations

Personnel training

Problem statement :
Empower the personas in telco with the power of GenAI or 
scale with Bots when in exponential growth markets
Study points to 5B USD opportunity in telco CSM just in EU.

Multi-lingual opportunity : EMEA & Asia Pacific
Just India :
1369 rationalized languages and dialects
22 scheduled languages have a staggering total of 1.17 billion 
speakers

Better Business Metrics:
Optimize operational costs, prevent customer churn - 
safeguarding your topline, Better margins with happier & 
engaged customers (existing or next billion multilingual 
digital users).

Beyond Telco:
Template can be applied in Retail ( fulfillment ) Media 
(Discovery), Health & beyond



Persona : Customer Service Agent - scenario : B2B (Assistant to Human)
Focus – Google technologies with TMF AIVA used to power the Indic Lens experience 

अपना पंजीकृत पता कैसे बदल2?

'I want to change Registration address.'

Google 
Text to Speech

Google 
Speech to Text

Google speech 
to text

Indic Lens + AIVA

Google text 
to speech

Demo

https://rilcloud-my.sharepoint.com/:v:/r/personal/naresh_ganesan_ril_com/Documents/TM%20Forum%20DTW%20June%202024/hindi_apna_panjikrita_pata_kaise_badle.mp4?csf=1&web=1&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJPbmVEcml2ZUZvckJ1c2luZXNzIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJNeUZpbGVzTGlua0NvcHkifX0&e=78BUO1


Persona : Customer Service Agent - scenario : D2C ( genAI Bot)

1. I am travelling to USA. I am able to make phone calls, however my 
internet is not working. How do I fix this issue?

2. म" अमे%रका क) या+ा कर रहा हँू। म" फ़ोन कॉल तो कर पा रहा हँू, ले7कन मेरा इंटरनेट 
काम नह;ं कर रहा है। म" इस सम>या को कैसे ठ@क कAँ?

(Indic Len Extented for Danish aswell @ DTW 2024 Copenhagen )
3.  Jeg rejser til USA. Jeg er i stand til at foretage telefonopkald, men mit 
internet virker ikke. Hvordan løser jeg dette problem?

Response -
Check WIFI is enabled or not.

Call our Service Agent..

Query Input

Demo

https://rilcloud-my.sharepoint.com/:v:/r/personal/naresh_ganesan_ril_com/Documents/TM%20Forum%20DTW%20June%202024/hindi_mein_america_travel_kar_rha_hun.mp4?csf=1&web=1&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJPbmVEcml2ZUZvckJ1c2luZXNzIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJNeUZpbGVzTGlua0NvcHkifX0&e=8mfYNn


CSM/CRM persona Opportunity & Possibilities & Business Impact

Why:

Agents are challenged with 
growing complexity of offers & 
technology

a. 73% Growth in the variety or 
complexity of services

b. 62% The need to be multi 
knowledgeable

c. 51% More interactions with 
customers

Opportunity:

85% of consumer’s rate 'High Skilled Agents 
with a personal touch' as a key to Excellent 
Customer Experience

knowledgeable staff (71%)
a quick resolution (70%)
24/7 access (64%)

CSP’s can recognize customer’s language 
automatically and provides multi-linguistic 
support.

Recognizes Customers’ intent and defines 
flow based on Intent.

Multilingual Multi modal intelligent 
agents just sound like a right fit for the 
above ..

Existing Business Impact:

IndicLens @ Media
Indic search uptick 2X conversion uptick 
and 2.5X session stickiness uptick 
for India scale media Application at Jio

IndicLens @ Retail
50% reduction in null of search rates for 
e-commerce (grocery)

Gemini pro
(needs no impact intro)

With proven on field performance – we can 
expect a synergized solution to work for the 
detailed opportunities

References:
1. report  - Base: 3000 customers, 100 decision-makers, 

and 150 agents in NA, EU, and APAC.
2. Multi lingual solution provider.

https://d1a5bopfc3yb9e.cloudfront.net/reports/Give_the_agents_wings_report_infographic.pdf?Expires=1718717941&Signature=u3PyoyQSFEVsRdAFlfAq05uD7ndk4xCnp7vWgYk58-goZoSl~cWvJJY~SPT6m~5I416KGzt7lXpCC3lqm8l57pTt2iexro12lkbkNDwavSftMYEax8JlC7mliI2L~1D552y0fl3lSX8OA7qnGojUQtZvcMqklTEKeeG4AUcYSiI8ukm-NOYZp6Wg3iDtgnfuh8etjrwM74xFkxp8pVuVN94QwpErafxXqPbowWwXGWDngv47zQxnKD-ng5D~9ikMesU~6WtEFuj6X2tj3sG1gWwX48G8EevttDDi7DhLSKd51fC4JA9kHVGXMa4Di5uIysljOXQOtcZ3su1gT9PgzQ__&Key-Pair-Id=K3760ZTBZA4XCM
https://d1a5bopfc3yb9e.cloudfront.net/ebooks/TM_Forum_omnichannel_challenges-can_telcos_enhance_the_customer_service_experience_eBook.pdf?Expires=1718747585&Signature=HdlPljDZ4xPzcDctkTZ4JvuVALdzOQhfPPRSd7OsAIY~2UmuU-MZh0x1RpkBGrEAFKj11Kd4MkOgogte15w9AL8hW0lhFvi5JQDX0CWK2HbJsqhcqNhe77wXh2xt2-iPdXC-SwgcF-MiU0Gcc59cHAv-PhJBr1Uc~~rPcHitsB9Q8O9e6xmwt7V-Ads-1vI2N7bfVY~yn8mcwU2xBQURPbE0edd9WuOtfSLBhrvPCSuDqj0qF9kmbA1N1jIv24l5RC4gmq4lkEEgtNhryqAF4sKjXr26Vam2Jn8Y0gXQM8ZSbmd3NsW4akeicUJgTRExR-6ur0zsiusCl3EC0iw6IQ__&Key-Pair-Id=K3760ZTBZA4XCM


Network Operator Persona Usecase scenarios

English - Tower area coverage kam hai. How to increase 
it?

Hindi - टावर ए&रया कवरेज कम है, इसे कैसे बढ़ाएँ?

Danish - Tårnarealdækning pur. Hvordan øges det?

Response

Query Input

Demo

https://rilcloud-my.sharepoint.com/:v:/r/personal/naresh_ganesan_ril_com/Documents/TM%20Forum%20DTW%20June%202024/Hinglish_tower_area_coverage_kam_how_to_increase_it.mp4?csf=1&web=1&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJPbmVEcml2ZUZvckJ1c2luZXNzIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJNeUZpbGVzTGlua0NvcHkifX0&e=TLVNEJ


Trainee Persona Experience

Tamil-  எ" ெரஜி'(ேரஷ" அ(ர' ஐ மா/0வ2 
எ3ப5

Query Input

Response

Sources : https://inform.tmforum.org/features-and-opinion/why-we-need-talent-upskilling-to-address-talent-shortage-in-the-telecom-industry

https://inform.tmforum.org/features-and-opinion/why-we-need-talent-upskilling-to-address-talent-shortage-in-the-telecom-industry


High Level Design : Components



Technical Execution

Indic Lens Platform integrated with google's Speech2Text 
and Text2Speech capabilities to help native speaker 
interact with TMF AIVA – a revolutionary GenAI based 
reasoning engine.

Plug and play solution to any existing Digital/AI service 
agnostic of vertical.

Indic Lens uses AI and deep learning approach to boost 
Digital Innovation. It helps client to breakthrough regional 
and communication barrier.

Hackathon Architecture



Customer Persona Use-case scenarios

1. I am travelling to USA. I am able to make phone calls, however my 
internet is not working. How do I fix this issue?

2. म4 अमे5रका क7 या9ा कर रहा हँू। म4 फ़ोन कॉल तो कर पा रहा हँू, लेAकन मेरा 
इंटरनेट काम नहDं कर रहा है। म4 इस समEया को कैसे ठGक कHँ?

3. danish - Jeg rejser til USA. Jeg er i stand til at foretage telefonopkald, 
men mit internet virker ikke. Hvordan løser jeg dette problem?

Response -
Check WIFI is enabled or not.

Call our Service Agent..

Query Input

Demo

https://rilcloud-my.sharepoint.com/:v:/r/personal/naresh_ganesan_ril_com/Documents/TM%20Forum%20DTW%20June%202024/hindi_mein_america_travel_kar_rha_hun.mp4?csf=1&web=1&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJPbmVEcml2ZUZvckJ1c2luZXNzIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJNeUZpbGVzTGlua0NvcHkifX0&e=8mfYNn


Key Take aways
• Democratize Gen AI :

o In-tune with DTW 2024 mission on AI & Data
o Collaboration (Jio IndicLens – tmf AIVA – Google Gemini – Google Vertex AI)

• Demo & Metrics :
o Real World Scenarios with significant business impact in Telco showcased
o New language extension (Danish) and Indic extensions for Gemini Demo from google booth successfully 

demoed

• Cutting edge Tech in Action :
o Multi agent frame work based Intent Engine (from AIVA) , Nuanced Indic models for dialects and over 9 

Indian languages from Indic Lens , Google’s speech to Text and back models for ease of User interaction

• Safety & Adoptability :
o  How can tech & data stay on-prem and still leverage the power of Gemini and Vertex AI platform

Demo

https://rilcloud-my.sharepoint.com/:v:/r/personal/naresh_ganesan_ril_com/Documents/TM%20Forum%20DTW%20June%202024/Marathi_how_to_open_cli_window_in_tablet.mp4?csf=1&web=1&nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJPbmVEcml2ZUZvckJ1c2luZXNzIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJNeUZpbGVzTGlua0NvcHkifX0&e=zQflub


Video Demo : Jio Indic Lens empowered with TMF AIVA & Google 
Gemini



Indic Lens
by Jio AI LLM Labs

Naman Gupta, Kush Jain, Yashdeep Prasad, Naresh Ganesan & Prasad Joshi

Democratizing GenAI leveraging synergies in a Multilingual World
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Addendum 



What next with Synthesis

• Added a EU region language capability 
with Indic lens

• True democratization of GenAI

• Build for your business (Extending research  / 
innovation) leveraging the best google tech - 
and contribute back

• Empowering other domains is a very likely 
possibility media , retail.

• Tech synergy
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CSM/CRM Business Impact : DeepDive

References:
1. Report

file:///%5C%5CUsers%5Cnaresh.ganesan%5CDownloads%5CAsiaInfo_QuantifyingthevalueofomnichannelCRMfortelecoms.pdf


Hindi Input Query, Output titles translated to Marathi

Indic Lens for multi lingual , multi modal Fashion Discovery


