
AI-first customer experience 
operations for telecoms
One operating system for agentic AI, human agents and conversational analytics.
Proven at carrier scale in telecom in LatAm and the wider world.

Telecom-Grade Agentic Voice-First CX
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Pilots don’t move the P&L.
Production-grade AI does. 
More customers. Better retention. Not more headcount.

✕ The old model ✓ The Sense AI model

AI at the first point of 

interaction — resolving in 

production from day one.



T H E  P R O B L E M    

The most expensive calls never 
needed a human.

The cost trap

Cost-to-serve scales with headcount and inefficiencies.

More volume → more agents, more seats, more cost. No structural lever.

Routine requests burn agent capacity — high AHT, queues, repeat contacts.

Better CX has always meant more people. That model can't scale.

The result:  cost-to-serve that only goes up.



Adding headcount isn't helping you 

win the cost trap.

P A T H  O U T       F U T U R E  S T A T E

01 Put a stop to queues at first entry

AI meets customers at first contact, before it becomes a queued 

ticket.

02 Resolve, don't just deflect

Journeys close end to end across CRM, billing and dispatch.

03 Free up capacity, no need to cut it

Every routine contact absorbed returns time to your best people.

01 From reactive to strategic

Your team spends its time on retention, upsell and complex 

cases.

02 Cost curve bends, capability rises

Headcount doesn’t increase, no overload. 

03 Same team, bigger impact

Judgment and skill become your real scale lever.

T H E  P A T H  O U T T H E  F U T U R E  S T A T E

→



AI handles volume. 

Humans deliver value.

H O W  W E  D O  I T

01 Conversational entry

A natural-language IVR is the AI entry point — no 

menus, no DTMF trees.

02 SuperAgents absorb volume

Agentic AI resolves high-volume, routine journeys 

end to end across your systems.

03 Humans where it counts

People step in only when they add value — and 

arrive with full context.

Scale intelligence, not headcount.



T W O  W A Y S  T O  M O D E R N I Z E

AI belongs at the first point of customer interaction,

not at the point of escalation.

CONVERSATIONAL IVR AI OVERLAY ON CCAAS



IVR Evolution with AI

Progressive transformation with minimal disruption
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Omnichannel AI + Human Agent Console IVR + AI Agent + Human Agents  
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AI Orchestration, Builder & Workflow Engine
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WhatsApp Messenger Instagram
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An Operating System (OS) 
for customer experience.

Enterprise-grade 
orchestration with best of 
breed components and 
orchestration. 



T H E  S E N S E  A I  P L A T F O R M

Shifting contact centers 

from cost centers to CX growth engines
Whatever channel your customers reach you on, and whatever systems you already run for CX, this is the one layer that resolves it, 

staffs it, and proves it.

SuperAgents
AGENTIC AI AGENTS

AI that listens, resolves and acts across 

your systems — autonomous self-service on 

voice and chat.

Agent 360
HUMAN-IN-THE-LOOP

A lightweight, AI-first contact centre 

managing AI and human agents as one 

omnichannel workforce.

Insights
CONVERSATIONAL ANALYTICS

Carrier-grade analytics that turn every 

interaction — AI or human — into 

intelligence.

Builds, deploys, governs and orchestrates customer journeys and AI agents across digital and legacy channels 

PROVES THE RESULTBACKS UP YOUR HUMAN AGENTSHANDLES THE VOLUME



Our Super Agents 
don’t just answer – they resolve.

An Operating System (OS) for Customer Experience – Enterprise-Grade

P I L L A R  0 1



A fully integ rated  A I – C X  op erating  system  with ag entic  A I service ag ents . O ne b luep rint across inb ound , outb ound  and analytics.

It listens

Natural voice, no menus. Context 

loaded before the first word.

It resolves

Resolves instantly across systems 

systems -

-

 no human required for 

for routine journeys.

It acts

Confirms, reschedules, updates 

updates -

-

 live across every 

connected system and channel.

channel.

It hands off

Edge cases escalate to an agent 

agent with full context. Never 

repeat. Only when humans add 

add value.

Voice / IVR WhatsApp Messenger Telegram Web Chat In-App Chat

Voice Agents Conversational IVR · telephony
• Natural speech with smart DTMF fallback, beyond 'Press 1'
• Intent captured at first touch, in any language

Chat Agents web · social · in-app
• Same brain, same context across every channel
• Seamless switch between voice and messaging

Not a chatbot. Not an IVR upgrade. Agentic AI that resolves. 

P I L L A R  0 1



The Operational Transformation

Conversational IVR Hybrid of DTMF & Conversational AI

Wavenet IVR

Hi! My router is not working. I want 
to schedule a technical visit

I want to get my SIM registered

Supervisor Agent

• Customer Triaging
• Intent Identification

• Menu/ AI Agent Routing

Technical Visit Agent Wi-Fi Pin Reset Agent

Buy Services Agent Billing Agent

Cognitive Sales Agent Authentication Agent

Conversational AI Agent

Convergent Agent

HU 24 HU 180 HU 104 HU 369

IMEI 
Management

Contracted 
Plan Billing Technical 

Visit
WI-FI 
Reset

D A B

AI Agent Routing

IMEI
Registration

IMEI Status 
Check END Call ✓ Conversational AI Flow

Buy 
Services B

✓ Conversational AI Flow

Traditional Menu Driven IVR

Menu Jump

Resolved Not Resolved

Contact Centre

NPS CSAT FCR

ResolvedNot Resolved

A B

C D



Human-in-the-Loop 
for an AI-First World
Lightweight AI-First Contact Center (AI + Human Agent)

P I L L A R  0 2



Human-in-the-loop always: AI-first contact center operations

P I L L A R  0 2

Multi-Channel Interaction Handling
• Voice, chat, messaging, email & social channels
• Concurrent interaction handling
• Unified cross-channel interaction handling
• Agent & queue transfer capabilities

Intelligent Routing & Orchestration
• Skills-based routing across AI & human agents
• Agent availability & workload balancing
• AI-to-human escalation routing
• Unified queues & interaction lifecycle management
• Administration and configuration pane

Unified Agent Workspace 

• Interaction history & transcripts
• Customer journey & context panel
• AI escalation summaries & handover context
• Interaction handling controls

AI-Assistance & Copilot
• Real-time AI resolution assistance
• Contextual recommendations
• Knowledge retrieval & guidance
• Productivity support during interactions

AI-Centric Monitoring & Supervision
• Continuous monitoring of all interactions (AI+Human)
• Automated quality scoring
• Sentiment & frustration detection
• Compliance monitoring & interaction flagging
• Supervisor review of critical & VIP escalations

Analytics & Intelligence Integrations
• Agent & queue performance KPIs
• SLA & operational dashboards
• Interaction & outcome analytics
• Customer 360 data integration
• Workforce planning & scheduling via integrated WFM tool



Customer 360 is a core capability within Agent 360, providing agents with complete customer context at the moment of human intervention.
Intelligence for Every Interaction – Customer 360 Integration

Unified Customer Profile

• Customer profile & account details
• Billing & subscription information
• Network & service usage data
• Payment & account reliability

Know your customer instantly

Interaction & Journey Context

• Recent interaction history
• AI conversation summaries & transcripts
• Cross-channel engagement view
• Complete customer journey context

Full journey visibility

Analytics & Integration Feed

• Churn risk indicators
• Customer Lifetime Value (LTV)
• Engagement & service patterns
• Customer value & retention insights

Overview for proactive engagement

Supervisor Intelligence

• Review flagged interactions
• Compliance & quality escalations
• VIP & critical case monitoring

AI-powered Supervision
• Real-time monitoring across voice & digital 

channels
• Automated quality scoring
• Sentiment & frustration detection
• Compliance monitoring

Human Supervision

Every human interaction 
starts with context — not discovery.



Agent 360 – Agent Dashboard



Reports and 
Insights 



Case classification & QA automation
Automates compliance, coaching insights, and monitoring at scale.

Advanced dashboards & insight assistant
Real-time dashboards + natural language query assistant for 
managers and executives.

Predictive intelligence & automation intelligence
Next-best action triggers, churn prediction, retention workflows, and 
re-engagement automation.

Insights Assistant 
A multi-agentic chatbot enables managers to ask questions, 
generate reports, and get operational insights in natural language.

Telco-grade scalability 
Millions of processing capability with high accuracy. 

Multilingual speech-to-text
Carrier-grade transcription in multiple languages 
(English, Spanish, selected regional).

Sentiment & intent analysis
Detects customer and agent tone, intent, and 
satisfaction signals in real time.

Call categorization & summarization
AI-driven classification of interactions into themes with 
concise summaries.

Granular KPI Extraction & Performance Metrics
Tracks AHT, FCR, silence, drop-offs, interruptions, CSAT, 
NPS, upsell opportunities.

Trend & root cause analysis
Identifies recurring service issues, behavioural trends, 
and churn signals.

Turning Every Call into a Blueprint for Better CX
Carrier-grade conversational intelligence

P I L L A R  0 3



Customizable KPI Dashboards

Efficiency Gains
• Average Handle Time (AHT)
• First Call Resolution (FCR)
• Silence / Interruption Detection
• Agent Script Adherence
• Automation Coverage (calls analyzed vs. manual)

Customer Experience
• Customer Satisfaction (CSAT)
• Net Promoter Score (NPS) alignment
• Sentiment analysis (customer & agent)
• Call Quality Score
• Upsell / Cross-Sell Opportunity Detection

Retention & Business Value
• Churn likelihood prediction
• Lifetime value extension metrics
• Drop-off & repeat call rates
• Proactive retention triggers
• Predictive load & queue forecasting

P I L L A R  0 3



AI Orchestrator
Build, connect, orchestrate, govern and engage AI agents - 

composed, open and governed across the whole agent estate.



AI Agent Builder & Orchestration 

Build and manage AI agents directly with full operator control.

• Visual AI agent builder for conversational CX

• Operator-defined intents, flows, tools, and responses

• Deploy agents across voice and digital channels

• Designed for hands-on CX, IT, and operations teams

DIY AI Agent Builder & Orchestrator

Connect AI-driven CX directly to telecom and enterprise systems.

• Low-code integration with OSS/BSS, CRM, billing, and service platforms

• Supports REST, SOAP, MCP, and event-based triggers

• Enables real-time data access and actions within CX flows

Integration Layer

Modernize IVR and design voice-first CX journeys without rip-and-replace.

• Visual call flow builder for IVR and conversational IVR

• Operator-controlled menus, routing logic, and escalation paths

• Works across inbound and outbound voice journeys

• Optimized for telecom-scale, latency-sensitive voice traffic

IVR & Call Flow Builder

Operator Managed Options

Compose is the AI-native platform that takes AI agents from pilot to production, and keeps them reliable. Agents are built 

in whatever tool a customerprefers, ADK, LangGraph, n8n or CrewAI. Compose runs, orchestrates and governs them.

AI Orchestrator 



Turning AI agents into production service journeys.

Compose lets developers design a single service in a low-code environment and orchestrate it across digital and legacy channels through a 

chatbot runtime — integrated to your BSS/OSS and CRM via REST, GraphQL, SOAP and database connections.

Build

A low-code visual canvas, templates and a 30+ component 

library to compose services and AI agents — not hand-build 

them.

Orchestrate

One runtime renders each service for USSD, IVR, SMS, 

WhatsApp, Messenger, Telegram, Webchat and HTTP.

Govern

Workspaces, approvals, reports, audit logs and per-workspace 

encryption keep control with the operator.

D E S I G N

Service Creation Canvas

Low-code, node-based flow design with a 30+ component library 

and templates.

→

R U N T I M E

Service Execution Environment

Infrastrcture agnostic — session management, logic execution, 

scripting and channel orchestration.

→

D E L I V E R Y

Omnichannel Rendering

The same service rendered for each channel — digital, legacy 

and HTTP endpoints.

S H A R E D  L A Y E R

Onboarding Portal
REST & GraphQL APIs Database connections Variables Scripts Reusable components

Globally reusable resources, available to every application in every workspace.

H O W  C O M P O S E  F I T S  T O G E T H E R



COMPOSE ·  THE AGENT PLATFORM

The orchestration engine behind every Sense AI pillar
Compose is the AI-native platform that takes AI agents from pilot to production, and keeps them reliable. Agents are built in whatever tool a customer 

prefers, ADK, LangGraph, n8n or CrewAI. Compose runs, orchestrates and governs them.

Run

Durable execution & reliability 

runtime: persistent state, retries, 

rollback and human-in-the-loop.

Orchestrate & integrate

A vendor-neutral fabric: agents via 

A2A, tools via MCP, models via a 

gateway.

Govern

Agent identity & authority, 

guardrails, audit and lineage, multi-

tenancy, metering.

Author

A low-code visual canvas: one 

surface to build, publish and reuse 

services.

Deploy anywhere: Cloud (AWS, Azure, GCP or any provider) · Private cloud · On-premise · Sovereign

One platform · one product. Agent360 (contact-centre / CX) and Insights (conversational analytics) are built on Compose.



S E R V I C E  C R E A T I O N  C A N V A S

Design services visually 

on one canvas

A node-based interface where every component is a color-coded node — 

connected, configured and published without leaving the canvas.

Searchable node panel Undo / redo Copy / paste across pages

Real-time auto-saveMulti-page flows Snap history

Compose reuses at three levels — local to an app, shared across a workspace, 

or onboarded globally. Onboard a service once and every application in every 

workspace inherits it.

Onboard once, reuse across 

every workspace

O N B O A R D I N G  P O R T A L



C A S E  S T U D I E S

Telecom Deployments 



C A S E  S T U D Y  ·   C L A R O  C O L O M B I A   ·   L I V E  I N  P R O D U C T I O N

Latin America's largest operator. Technical visit scheduling automated end-to-end — natural Spanish voice, integrated live with CRM, dispatch and OSS.

64%
cost-to-serve reduction
blended · live production

85%
containment rate
resolved with zero agents

$190K
est. annual savings
single journey · live run-rate

S C A L E  P O T E N T I A L

S IN GLE  JO UR NE Y  ·  L IV E  TOD A Y

$190K+ est. annual savings

K EY  JOU RN EY S  A UT O MA TE D

$750K+ est. annual savings

B RO AD  P O RTFOLI O SC ALE

$1M+ annual optimization

J O U R N E Y S  I N  S C O P E

Technical visit scheduling
L IV E

Billing enquiries Plan changes & upgrades

Outage reporting & status SIM support & activation Routing & triage

64% lower cost-to-serve. Contact center optimized.



C A S E  S T U D Y - 0 2   ·   M I L L I C O M  G R O U P  ·   T I G O  B O L I V I A

Build once in Bolivia. Replicate across the group.
Bolivia sets the blueprint. Every OpCo that follows inherits it.

36K
calls / month

TV tech support · Bolivia

50%
containment target

v1 build-ready baseline

$324K
est. annual savings

single OpCo · v1 target

U S E  C A S E  E X P A N S I O N

L IV E  B UI LD

TV Technical Support

P IP E LI NE

Field Service Deflection

P IP E LI NE

Network Outage Handling

P IP E LI NE

Wi-Fi Password Reset

G R O U P  R E P L I C A T I O N

Tigo Bolivia

Anchor · Live build

Tigo Guatemala

Pipeline

Tigo Honduras

Pipeline

Tigo Paraguay

Pipeline

+ 5 markets

11 mkts · 46M+ subs



Don’t pay per seat. Pay for results.  

Results-as-a-Service (RaaS) removes the structural risk of AI adoption in highly regulated industries like telecom. 

The operator pays for outcomes: containment and cost per resolved interaction, not licences. 

No seats, no CapEx

Cost scales with successful 

containment — not users, seats or 

consumption.

Shared accountability

We carry the risk when containment 

containment drops. That drives 

continuous tuning.

Measurable day one

Value shows up in live production 

production data from week one. No 

one. No deferred ROI.

Deterministic, guardrailed AI.  Business logic governs every interaction; LLMs operate within those guardrails. No prompt drift, every decision 

every decision path auditable — the difference between a managed build-and-run model and a DIY agent builder.

B U S I N E S S  M O D E L  -  R A A S



Full Sense AI stack inside your data center or telco core, 

data never leaves your environment.

Cloud

Runs natively on any major cloud, with the flexibility to plug in the 

LLM and infrastructure provider of your choice.

One Platform

Same SuperAgents, Compose and Agent360 modules. 

Deployment changes, the product doesn't.

D E P L O Y M E N T  M O D E L

On-Premises

Deploy anywhere,

On-prem or Google Cloud.
Most hyperscalers can't or won't run on-premises. Wavenet does, and when you deploy to cloud, you get the same platform with the flexibility to plug 

in any provider or model.



Safety and security are top of mind for any enterprise deploying AI agents. Sense AI pairs autonomous resolution with compliance, 

guardrails, testing and full audit trails at every step.

Aligned to global and local data governance frameworks.

Guardrails

Built in restrictions block inappropriate AI behavior before it 

ever reaches a customer.

Testing

Every agent is sandboxed, A/B tested and safety checked 

before it goes live.

S A N D B O X

Isolated Testing Environment

Content filters, trust layers and adversarial testing run before any 

customer is exposed.

→

C O N T R O L L E D  R O L L O U T

A/B Testing and Human Review

Human review and LLM as judge scoring validate real world 

performance before any wider release.

→

P R O D U C T I O N

Continuous Safety Monitoring

Guardrails stay enforced after launch with real time monitoring, 

not just a one time check before release.

DOCUMENTATION
AI policies and ethics Escalation process Design records Test logs Audit trail

H O W  W E  T E S T  

A I  G O V E R N A N C E

Ops logs

Compliance

Governance built in,

For enterprise grade.



About Wavenet
Company Overview 

Portfolio Highlights

Wavenet unifies carrier-grade resilience with a modern CX operating system to 
accelerate the AI transformation of highly regulated enterprises such as telecom. .

Our Mission
We don’t sell technology. We partner with telecom operators and enterprises to deliver measurable CX 
outcomes with our leading-edge AI Customer Experience (CX) operating system.

Carrier-Grade VAS - Modernize with Cloud
A cloud-native, Kubernetes-powered messaging and voice VAS platform built to 
modernize legacy infrastructure, lower Total Cost of Ownership (TCO), and unlock 
scalable digital revenue growth.

Future-proofs network and digital service infrastructure with a unique, scalable 
licensing model.

AI-First Customer Experience 360
Sense AI is an AI-first, omnichannel Customer Experience Operating System built 
on an agentic architecture.

From AI-powered conversational IVR and voice-first autonomous agents to Agent 
360, a human-in-the-loop command console, and real-time journey intelligence, 
Sense AI orchestrates end-to-end customer experience transformation for 
telecom operators and enterprises, delivered through a results-led model.



Our Global Reach

Global Presence . Local Proximity.

With customers across 21 countries and teams operating from Singapore, Bangkok, Colombo, Nairobi, and 
Bogotá, Wavenet maintains strategic proximity to Tier 1 - 3 operators across Asia, Africa, and Latin America, 
delivering regional agility with global scale.

Company Overview

Key Business Partners

Customer Logos



Partner for the next wave of AI – CX. customer experience transformation.

www.globalwavenet.com
info@globalwavenet.com

Headquarters
Global Wavenet Pte Ltd,
1, Fusionopolis Place #03-20, Galaxis, Singapore 138522

APAC: Singapore, Malaysia, Sri Lanka | EMEA: Dubai, Africa | AMER: Colombia

Start with a single journey. Measure outcomes.
Scale across your CX operation. 

|

http://www.globalwavenet.com/
mailto:info@globalwavenet.com
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