
Understanding why technology needs to understand humans, 
how keeping control of your data is vital and looking at the future 
of natural language for the modern enterprise.

Artificial intelligence is fast becoming a business-critical factor for businesses, 
strengthening customer relationships and realising revenue opportunities.   The key 
to implementing a successful AI strategy is firstly ensuring that the chosen solution 
offers most intelligent, humanlike and realistic user experience, adding real value to 
the customer experience.  And secondly, ensuring that you maximise the valuable 
goldmine of first-person, “voice of the customer” data generated by your customers. 
  READ  ON...  
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Q&A: MAKING 
AI WORK FOR 
YOUR BUSINESS
Lawrence Flynn, chief executive of 
Artificial Solutions, the software company 
behind Teneo, a natural language 
development and analytics platform, tells 
how it is transforming the way businesses 
use artificial intelligence

Why do businesses need 
conversational, artificially 
intelligent technologies? 

Artificial intelligence, or AI, is 
fast becoming a business-critical factor 
for enterprises. It strengthens faltering 
customer relationships through closer 
engagement and realises revenue 
opportunities that might otherwise have 
been missed. 

A key capability in any AI application 
is the ability to exhibit humanlike 
intelligence by holding a natural 
conversation, one in which the 
application can understand, predict and 
respond appropriately to the user.

The launch of Siri was the first step 
in this revolution and the near-constant 
stream of intelligent conversational 
devices launched since then has only 
heightened the consumer desire 
for more. Customers are already 
demanding an enhanced, more 
intelligent experience from their utility 
providers, telcos, banks and retailers.  

This trend will become so compelling 
that by 2020 conversational applications 
will usurp even web technology’s 
meteoric rise to business-critical status.

What is Teneo and why did 
you build it?

Teneo is a platform that 
allows companies to create artificially 
intelligent applications that interact 
with users in a natural and realistic way. 

Importantly for businesses, it 
delivers sophisticated capability 
without the need for extensive 
development effort and time 
because Teneo automates many 
of the processes that make 
developing these applications so 
resource intensive. 

With Teneo, customers can talk 
to their technology just as if it 
was another human and receive 
an intelligent response. Teneo 

remembers past conversations 
and is able to veer off to discuss 
a different issue, then use its 
memory to return to the original 
topic. Unlike many humans, it also 
remembers a user’s preferences 
from one interaction to the next.

Think of how many different ways 
there are to ask to book a train 
ticket to Edinburgh. Teneo’s natural 
language interaction technology 
allows it to understand all possible 
phrasing of the same basic question 
and then act accordingly, even 
predicting the next move. Customer: 
“I fancy going to Scotland for 
Hogmanay.” Teneo: “I’ll check the train 
times to Edinburgh this New Year.”

How is Teneo being used?

Teneo is already used 
in millions of natural language 
conversations annually. It is deployed 
by our customers, partners and 
developer community across 26 
countries and in 35 languages. 
Enterprises such as Vodafone, Shell, 
Telenor and DHL are using Teneo to 
enhance their customer experience.

Why build a platform rather 
than an off-the-shelf solution?

We wanted to put the power 
of AI-based systems in the hands 
of businesses. There are thousands 
of use-cases for Teneo; by a bank 
to discuss account transactions, 
by a utility company to pay bills 
and change personal information, 
or by a manufacturer to interact 
with an internet of things device. 
Each company has a unique culture 
and a different way of doing 
things. Teneo makes it possible to 
build AI experiences tailored to 
each of them.

But this is only part of the story. 
Once companies start using Teneo, 

Secondly, we offer a unique 
proposition to our clients. We don’t 
try to compete with them for their 
conversational data. Many of the 
tech giants that offer alternatives 
harvest the data in order to use the 
information for their own benefit. 
But we believe it’s vital companies 
own their data themselves.

To help maximise its hidden 
potential, we provide the tools to 
mine what is a huge treasure trove 
of unstructured, first-person, “voice 
of the customer” data. It’s like 
being able to listen in to every sales 
assistant conversation and every 
customer support agent interaction 
with customers, understanding their 
intentions, actions and behaviours. 
Imagine knowing exactly what was 
the last thing your customer said 
before they purchased?

This information can then be used 
to optimise, not just the conversation, 
but business processes, product trends 
and hidden growth opportunities.

What is the future for AI? 

We predict that in the next 
18 months, those customer-facing 
businesses that want to survive the 
digital transformation into AI will 
rush to have user-friendly, effective 
natural language interfaces. 

In the longer term, this will 
develop into a more complex 
ecosystem where different 
interfaces are able to interact with 
each other to provide a seamless 
experience for the customer. To 
do that enterprises will need a 
technology that’s fast and easy 
to use, and simultaneously works 
across devices and operating 
systems, in any language. 

And this is exactly the vision that 
Teneo is delivering now.

For more information please visit
www.artificial-solutions.com

COMMERCIAL FEATURE

By 2020 conversational 
applications will usurp even web 
technology’s meteoric rise to 
business-critical status

Shell created digital assistants Emma 
and Ethan to advise customers on the 
technical aspects of its lubricants business. 
The assistants know the details of tens of 
thousands of unique Shell products and 
specifications, and can answer a wide range of 
queries and technical information requests, 
from suitability for a particular vehicle, engine 
and use, to performance benefits. 

Initially launched in the UK and US, 
the application is now available in several 

languages, including complex ones such as 
Russian and Chinese. 

Shell say the technology has already 
reduced the activity to its call centre by 
40 per cent. It also enables them to supply 
consistent and legally accurate answers 
across the many different markets and 
regulatory environments. The feedback 
to Shell’s Teneo-based applications has 
been impressive, with 99 per cent of user 
expectations met.

CASE STUDY: SHELL

they see the difference it can make in 
other areas of the business. Teneo’s 
flexibility means they can define 
their own use-cases and develop as 
many additional applications as they 
want to, reusing much of an original 
build and delivering an even greater 
return on investment. 

Historically, creating these 
sophisticated interfaces has 
required specialist skills, significant 
resources and a great deal of time. 
Teneo changes this by eliminating 
the need for specialist linguistic 
skill sets. For example, its advanced 
machine-learning capabilities 
automatically write the complex 
underlying language code and 
algorithms that simulate the way a 
human thinks.

How can companies use the 
data Teneo-based applications create?

It is a virtuous circle. Every 
single conversation a customer has 
with a Teneo-based application is 
automatically logged. Teneo then 
uses other AI techniques to train 
itself automatically to improve its 
performance, use the information in real 
time to personalise the conversation 
and understand the mindset of the 
customer as never before. 
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This special report looks at how Teneo, an integrated development and analytics 
platform, can assist enterprises in fulfilling the unstoppable demand for user-
friendly, artificially-intelligent technology.

The following article appeared in a special supplement in The Times newspaper 
(London edition), on 26 July 2016. The full report can be obtained by
contacting us; or downloaded from the Artificial Solutions website. 

http://www.artificial-solutions.com/2016/making-ai-work-for-your-business/


Artificial Solutions has customers and offices around the world.
Visit www.artificial-solutions.com/offices to find your nearest office.

Alternatively, you can find us on social media:

About Artificial Solutions
Artificial Solutions® is the leading specialist in Natural Language Interaction (NLI). The company’s 
patented technology enables people to converse with applications and services running on 
computers, mobiles, wearables and other electronic devices in a humanlike, intelligent manner.

Called Teneo, it is the first complete platform to enable enterprises to rapidly develop and analyze 
natural language applications that embrace artificial intelligence through the use of machine learning 
and implicit personalization. 

Teneo allows business users and developers to collaborate on creating sophisticated natural language 
applications in record time that run on any operating system, in 35 languages, without the need for 
specialist linguistic skills. Teneo also unlocks the knowledge held in immense volumes of natural 
language conversations, delivering unprecedented levels of big data insight and true ‘voice of your 
customer’ understanding.

Artificial Solutions’ technology is deployed by hundreds of public and private sector organizations 
and used by millions of people. For more information visit www.artificial-solutions.com

Teneo® is a registered trade mark in Europe and America

www.linkedin.com/company/artificial-solutions

www.twitter.com/ArtiSol

www.youtube.com/artificialsolution

www.facebook.com/artificialsolutions


