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D
igital transformation is here and will con-
tinue to both pose challenges and create 
opportunities for companies in all indus-
tries. Look into any modern factory and 

you can immediately see the effect of automa-
tion, as robots have taken over many remedial 
tasks that used to be carried out by employees. 
Technology is becoming more “human” with an 
increasing ability to learn, adapt and improve. 
Today, robots can even master knowledge-based 
tasks where human interaction used to be essen-
tial. This trend is impacting our business in cus-
tomer experience management. 

25 years ago, we bought our plane tickets 
from a travel agent. 15 years ago, we spoke with 
someone in a call center. Today, we search for 
and order our tickets online or directly through an 
app on our phone. We only pick up the phone and 
speak to a real person when all other efforts have 
failed. Customers have a wide variety of oppor-
tunities to communicate with companies without 
ever having to interact with a real person. Often 
customers now prefer not to deal with personal 
interactions at all, and expect that companies an-

ticipate their needs, making 
the entire experience easy 
and seamless. 

We no longer talk about 
customer service, but about 
customer experience man-
agement. The more intelli-
gent the technology in the 
background, the more eas-
ily we can optimize each in-
teraction with the customer. 
Each touchpoint is a source of information that 
can be used to improve processes and thus the 
overall experience. 

Artificial intelligence already allows com-
puters to chat (text via web portal or app) with 
customers, without them even knowing it! Of 
course, these robots need to be trained and de-
signed with the right content. Natural language 
processing is at the heart of this development, 
and is just the first step towards natural verbal 
conversations between humans (customers) and 
robots (companies). In the future, many of the 
calls that would normally land with a call center 

agent will be handled in part or entirely by ma-
chines. This technology is already becoming part 
of our lives – we can talk to our phones with 
Siri, and can speak to the navigation systems 
in our cars. Self-learning robots will be the next 
big thing in customer experience management, 
and will change the way customers interact with 
brands and companies. 

Those that embrace this shift will be well 
positioned to profit. The most successful com-
panies will design their experience around the 
customer perception to drive brand loyalty and 
growth. 

Artificial intelligence will 
change the way customers 
interact with companies 
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Digital transformation is thoroughly changing everything from production to consumption. Mobile and connected 

devices are ubiquitous and robots are increasingly shaping not only production but also communication between 

companies and consumers. A new narrowband network for the Internet of Things (IoT) provides the neccessary 

infrastructure and creates opportunities for the companies involved.   

Digital Transformation – Global Network
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A 
lot has been said and written about how 
Europe, supposedly, has ceded the con-
sumer market for digitization to the US 
internet giants. But the digitization we 

have seen until now is just the first half of a de-
velopment that is going to touch all areas of our 
lives. The second half now getting underway in-
volves digitization in the industry. And for this, the 
cards have been redealt – and it looks like Europe 
has a great hand! 

Let's look at this, first of all, from an economic 
perspective. According to the World Economic Fo-
rum, Europe has 10 of the world’s 20 most com-
petitive economies. What is more, Europe has 142 
companies on the Forbes 500 list, while the US 
has 128. Additionally, Europe has a 15% share 
of global exports and a single market with 500 
million people.

The technical side of things is just as impor-
tant. Here, the principle of “success to the suc-
cessful” plays a big role. For example, to intercon-
nect machines, cars and countless other things, 
we need a successful network infrastructure with 
internet protocol (IP) based telecommunications 

networks, 5G technology for 
real-time applications, the 
narrowband network for 
the Internet of Things (NB-
IoT), and platforms for stor-
ing, analyzing and process-
ing data in the cloud.

Deutsche Telekom has 
launched an IoT-capable 
narrowband network in Ger-
many and the Netherlands. 
Together with Huawei, the company has activat-
ed an end-to-end system for narrowband commu-
nications. NB-IoT has already become a globally 
accepted standard. This means, for example, that 
manufacturers of smart, WiFi- enabled washing 
machines can offer the same digital functionali-
ties worldwide, without having to make country-
specific changes. This is a level of global stand-
ardization that railway operators and electricity 
suppliers can only dream of.

NB-IoT will bring the internet to just about all 
nooks and crannies of buildings, even down to 
their underground sections. In combination with 

matchbox-size sensors with ever-greater energy 
efficiency, the network will offer a world of new 
possibilities. Millions of machines will be con-
nected to the internet, enabling their manufac-
turers to carry out maintenance and service re-
motely. And such benefits will apply not only to 
new equipment, but also to existing machines 
and systems.

Telekom has focused on this technological 
trend at a very early stage, preparing its custom-
ers for the new possibilities in a digital world free 
of boundaries. With this head start, IoT is an enor-
mous opportunity for all of Europe. 

The Internet of Things: A Great Opportunity for Europe

The narrowband network will 
bring the Internet of Things into 
every corner of buildings
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