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Key drivers for AI/ML adoption in the DSP ecosystem
Complex landscape, impacted customer experience and huge amount of data
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Need for a software-defined approach for operations and delivery of services 
(virtualization, self-healing and self-learning networks)

Need for intelligent automation of customer service (Chatbots, virtual assistants)

Need for predictive maintenance and agile operations (automated detection,
trouble-shooting, and optimization of networks)

Need for innovation in subscriber profiling, usage analysis, and personalized offers

Need for processing huge amounts of data (historical and real-time) and generating 
actionable insights & predictions

This insight discusses on how artificial intelligence/ machine learning (AI/ML) use cases help DSPs to improve their day-to-day operations and 
also provide a list of suitable machine learning algorithms for those use cases.

In order to overcome challenges and improve operational efficiency, approximately 63.5% telecom companies are 
committing investments on AI systems to improve their infrastructure - IDC
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How AI/ML can help DSPs on their day-to-day operations

AI/ML brings greater improvement in operational efficiency. It uses historical data for analysis and model building.

These models consume real-time data and give proactive recommendations to avoid fall-out or service outage situations. AI/ML can help 

DSPs redesign their core functions such as customer service, service assurance and network automation.
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AI/ML-based customer service use cases
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Customer
Churn

Prediction

AI/ ML helps in predicting high propensity churners
• Major customer churn factors- billing dispute, competitor pricing, service quality and lack of

customer service
• Churn prediction model enables operators to take preventive actions to retain their customers

Bot-assisted
Customer

Care

Reaching 
right target 
customers

AI/ML-based bots to handle huge number of queries and issues
• AI powered Chatbots and virtual assistants can take large amount of customer care queries and 

support requests
• AI powered RPA bot can further help in handling processes, operational support, trouble tickets 

resolution.

Effective product creation (plans & pricing)
• Creating an effective product portfolio based on behavioural analysis, demographic profiling,

customer usage pattern and target market analysis
• Design targeted promotion and next best offers

• Random forest  
• Neural network

• Natural language 
processing Speech 
recognition 

• Decision tree

• Unsupervised 
machine learning 

• Cluster machine 
learning 

Recommended ML 
algorithms
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AI/ML-based service assurance and network automation use cases
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Predictive
Maintenance

of Devices

Minimizing device/hardware failure by predicting future needs of maintenance
• Analyze device run-time, cycles and performance data
• Predict the need of maintenance and replacement in future to avoid issues and fall-outs

Network
event

prediction

Network
automation

Proactive monitoring of network to prevent future events
• Analyze past fall-out scenarios such as nature of event, cause of event, and impact
• Take preventive actions to avoid service interruptions

Network capacity planning/ optimization
• Automated resource management- AI powered traffic characteristic analysis
• AI-driven self-aware assets- self provisioning, self optimized, self-healing network

• Gradient boosting
• Random forest

• Gradient boosting
• Support vector 

machine (SVM)

• Decision tree
• Cluster machine 

learning

Recommended ML 
algorithms
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Benefits of AI/ ML in Telecom 
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AI/ ML based solution helps 
DSPs categorize genuine and 

flapping events, thus 
reducing resource wastage 

by 50% and service

loss by 10% 

ML based auto-scaling 
algorithms can help 

optimize the network 
capacity and reduce 

costs by upto 40%

Machine learning-based 
churn prediction solution 
helps to reduce attrition 

rate by 5%

Proactive identification 
of customer issues and 
future fall-outs help 
DSPs improve customer 
experience 
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