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KEY QUESTIONS ANSWERED IN  THIS REPORT WHO SHOULD READ THIS REPORT

This report focuses on AI-enabled automation within the telecoms 

industry. We identify the challenges that can be addressed by AI-

driven automation and highlight examples of where it has been 

successfully implemented.

The report provides recommendations for both communications 

service providers (CSPs) and vendors on how artificial intelligence 

(AI) can be used to achieve automation.

It is based on several sources including: 

▪ Analysys Mason’s internal research and interviews with 

stakeholders in the market.
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About this report

▪ What benefits does AI bring to automation that previous approaches 

were unable to achieve?

▪ Which challenges are best solved using AI technology and why is this 

technology more effective than previous approaches to automation?

▪ Where is AI situated within other classes of automation tools such as 

robotics process automation (RPA) and analytics?

▪ In which settings has AI been used successfully for automation? 

▪ Which factors are driving the deployment of AI for automation within the 

telecoms industry? 

▪ CSPs that are considering how to apply AI to achieve greater degrees of 

automation for their end-to-end processes.

▪ CSPs that are undergoing an RFI process to understand the key vendors 

active in their market.

▪ Vendors that need to understand how AI-driven automation fits within 

their domain-specific applications.

▪ Vendors that are considering how to utilise AI to support their goals for 

zero-touch automation.

GEOGRAPHICAL COVERAGE

▪ Worldwide

CASE STUDIES

• BT

• OSS automation SK Telecom 

(Tango)

• SK Telecom

• Verizon

• Vodafone
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Five levels of 

automation

The complexity and fast-changing nature of CSPs’ business 

processes makes automation (including automation of human 

and real-world interactions) a challenge. Artificial intelligence 

(AI) can address these challenges by using complex data sets 

to make better decisions and by applying algorithms to 

understand real-world data such as voice, text and images.

Rising competition is driving CSPs to increase automation in order 

to reduce costs and to offer customers a better experience. 

Automation can also help CSPs to deliver increasingly complex 

services and infrastructure, which, without automation, will drive 

up operational costs. To support this challenge, vendors now 

include AI as part of their products, services and development 

tools to help augment and automate processes.

.

Figure 1: AI can be used for automated processes that are 

complex and require both closed-loop coding and cognitive 

understanding
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Executive summary

KEY RECOMMENDATIONS

1. CSPs should adopt a centralised approach when 

implementing AI frameworks across their organisations to 

ensure consistent use of data, tools and interfaces.

2. CSPs and vendors must incorporate AI into currently 

installed applications, processes and functions to enable 

an AI framework to create and maintain better logic. 

3. CSPs must consider which skills their staff will need to support 

AI-based automation in-house and identify the changes that 

may be needed in terms of strategy and technology.
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With profit margins declining and costs rising, CSPs require a new 

approach to service development and execution of operational 

processes to ensure that they remain competitive and so that they 

can respond more quickly to changes in an increasingly complex 

market. 

The need for automation is clear for CSPs and AI-based automation 

addresses the following fundamental challenges.

▪ Processes are becoming more complex and the associated data 

sets are larger, which makes it more challenging to derive insights. 

Automations based on simple rules are no longer sufficiently 

effective.

▪ It currently takes too long to develop the logic needed to support 

software and processes, particularly in a fast-moving market with 

demanding customers.

▪ Manual processes struggle to adapt to change and do not align 

with the reduced lifecycle of services now being offered.

▪ A high degree of precision is needed to fully automate human 

interactions.

A significant effort is required to use AI-based solutions in the 

applications and processes that have already been deployed. Changes 

in development processes will need to take advantage of analytics 

insights, which will require new skills, staff and tools. This includes the 

use of DevOps-based approaches.

Figure 2: AI is needed to address the increasingly complex 

processes and declining profit margins
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Challenge: current approaches to automation cannot address all processes 

because they change too quickly, are too complex or there is incomplete data
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A centralised approach that uses AI tools or services can help 

to co-ordinate the automation of application and process 

development. This needs to include a shift away from 

automation being delivered primarily within applications to it 

being applied within processes and measured against business 

outcomes. 

CSPs must transform the way that they develop and deploy new 

processes in order to deliver better automation. AI is central to 

this transformation because it can deployed to interpret real-world 

data to provide efficient and precise interaction with humans, as 

well as faster development cycles. It also can support increasingly 

complex processes (beyond applications-based automation) to 

optimise end-to-end business processes. 

AI facilitates the automation of complex and rapidly changing 

processes that use unstructured and structured data. 

Significantly, a wide range of staff expertise is required in order to 

develop AI tools for the so-called ‘democratisation’ of data 

science. Complex processes that were once only addressable 

through long, expensive development cycles can now be 

addressed through powerful AI-based tools.

This report looks at the building blocks that support AI-based 

automation for development, deployment. It also highlights the 

automation use cases that can now be addressed by using AI-

based techniques. 

Figure 3: CSPs need a centralised AI framework
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Solution: CSPs need a centralised approach to co-ordinating both AI-based 

development and cognitive AI tools to achieve greater automation
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Recommendations
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1
CSPs should adopt a centralised approach when implementing AI frameworks across their organisations to ensure 

consistent use of data, tools and interfaces.

A centralised framework that supports an AI-based approach to development and deployment of software is 

critical for supporting complex end-to-end processes across multiple departments, systems and data sources. 

Individual departmental systems and tactical approaches will, in the long-run, cause unnecessary complexity, 

inconsistency and result in siloes of automation within CSP organisations.

2
CSPs and vendors must incorporate AI into currently installed applications, processes and functions to enable 

an AI framework to create and maintain better logic. 

CSPs must ensure that currently deployed applications, process automation tools and procedures can receive input from 

a centralised AI framework to realise the full benefits of a centralised approach. This can be achieved in one of several 

ways: dynamically by using applications logic, manually by using process automation tools that incorporate centrally 

generated algorithms, or by using augmented processes that rely on better insights created within a centralised AI tool.

3
CSPs must consider which skills their staff will need to support AI -based automation in-house and identify the 

changes that may be needed in terms of strategy and technology.

AI-based automation and applications present a challenge in terms of staff expertise. CSPs need to consider how 

they can update the skills of their staff to enable them to utilise new tools and to adapt to the changing emphasis 

of their roles as tasks become less repetitive with automation. CSPs can use automations to augment and support 

current employees’ roles and to encourage, motivate and support their goals and targets.
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CONSULTING

We deliver tangible benefits to clients across the telecoms 

industry:

▪ communications and digital service providers, vendors, 

financial and strategic investors, private equity and 

infrastructure funds, governments, regulators, broadcasters, 

and service and content providers.

Our sector specialists understand the distinct local challenges 

facing clients, in addition to the wider effects of global forces.

We are future-focused and help clients understand the challenges 

and opportunities that new technology brings.

RESEARCH

Our dedicated team of analysts track and forecast the different 

services accessed by consumers and enterprises.

We offer detailed insight into the software, infrastructure and 

technology delivering those services.

Clients benefit from regular and timely intelligence, and direct 

access to analysts.

Analysys Mason’s consulting services and research portfolio
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Analysys Mason’s consulting and research are uniquely positioned
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Research from Analysys Mason
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Consulting from Analysys Mason
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