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Our challenges and
(research) questions. 
Let’s discuss!
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Data and AI are key ingredients to realize KPN’s strategy
Enabling hyper personalisation, proactive service and an optimized network
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Making AI part of KPN’s DNA relies on transforming 
technology and, more importantly, culture and processes



The next step in our AI maturity
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Hub and Spoke model
Bringing AI to the business
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Citizen Data Scientists
"As a Servicedesk Agent I knew we had a 

wealth of information at our fingertips that 
we could utilize to improve incident 

management. 

With the Fast Track I was able to develop 
the skills and use the tools to uncover that 

information".

Bieneke Berendsen
Servicedesk Agent



Human 
centric

Who makes the decision?
The employee or the algorithm?

How do we ensure that the model 
makes fair decisions?

Do we understand enough 
what is happening? Who 

needs which explanation?

Is this a problem you want
to solve with an algorithm?
And does this suit KPN?

Is the application in line 
with the law and KPN 
policies, e.g. GDPR?

Is the algorithm or AI 
system robust? Can we 

rely on it?
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AI Project Governance
Description of activities, roles and accountabilities 
present in the AI project process, because we
cannot hold AI accountable

AI Impact Assessment
Facilitating risk assessment of use cases on all
values of RAI framework, because we govern risk-
based

AI control & monitoring
Provide central overview of all AI within KPN, within
all platforms and applications, because oversight
empowers control

Compliant

TransparentReliable

Benefiting 
Society

KPN responsible 
AI values

Inclusive

Done! But now with an autonomous
multi-agent use case…



Generate key 
insights from 
customer service 
interactions
Customer Contact Analytics



Generate key 
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E2E implementation of Autologging

CCT 
(summary) 

available with
GenAI 

2019

Autologging 
(category) 

available with ML 
classification 

model 

Mar’24 Dec’24
Continued

manual logging

Stopped with
manual logging



AI Excellence Center

“When 
LLMs get 
their 
bodies”
Our approach on Agentic AI



Scaling technology

What
Technical foundation as a ‘studio’ or ‘hub’ with full 
freedom in choosing a tech stack for the 
orchestration layer. 

Why 
Standardize and promote reusability - scaling up 
the development and deployment of AI agents in KPN.

How
Users and teams will be able to onboard their use-
cases. Projects will be able to ‘borrow’ shared building 
blocks from the ‘marketplace’. Technical foundation
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Thank You!
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