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Summary

Sonata Software developed a generative Al-powered engineer assist bot for a European telecom
service provider to revolutionize their support documentation search process. The solution enables
support engineers to find relevant solution documents using natural language queries, seamlessly
integrating with existing document repositories. This intelligent search capability delivered 20% faster
access to resolution documents and 15% time savings for engineers while significantly reducing

customer wait times.

Client Overview

Headquarter Employees

London 2600+

A UK-based telecommunications company specializing in
network services for enterprises, new media providers, and

telecom carriers.

Revenue

£350M

Pressure Points

Support engineers were spending excessive time manually searching for relevant solution documents
(SDs) across multiple document repositories. This time-intensive process created bottlenecks in issue

resolution workflows, directly impacting customer service quality and satisfaction levels.
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Solutions

Sonata implemented a generative Al-based bot that empowers support engineers to retrieve the most
relevant SDs by describing their issues in natural language. This intelligent solution integrates
seamlessly with existing repositories and automates search and document mapping to engineer

gueries.
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Results that Speak Volumes

Streamlined support engineer Enhanced customer Streamlined access Reduction manual
workflows and improved experience through to relevant effort in documentation
operational efficiency reduced wait time knowledge assets management

Results that Speak Volumes

20% faster access to 15% time and effort
resolution documents saved for engineers




