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IN THE KNOW

WHO: Executives, architects, and business

USE CASES FOR ADVANCED Al
ANALYTICS IN TELECOM

1

The number of events that the mobile telecom segment handles is staggering.
Activation and provisioning events occur daily for any of the five billion people
with mobile phones' around the globe. Voice calls, SMS texts and messaging, and
Internet connectivity have grown with the deep penetration of mobile services.
Companies need to direct these events across and between carrier networks

to ensure a seamless and efficient connection experience. With all of these
network events, it is very difficult for the “human” resources at various carriers
to put themselves in the middle of the analysis process associated with telecom
operations. From the ordering and provisioning process to support over five
billion subscribers worldwide, to the number of events created during 2-4 hours
per day of smartphone usage,?the amount of information generated and in need
of analysis to ensure the sound operations and fiscal health of a mobile telecom
carrier is astounding.

Al Analytics is Not for the Faint of Heart

All types of organizations, telecommunications providers included, have mixed
success with implementing Al analytics. The limited successes come in terms

of siloed or compartmentalized efforts in one area or another, or constraints
associated with data quality. For telecom providers, silos are based not just on
barriers between departments such as network, marketing, and customer care.
They are based on differences between data structures. Some silos are in a
structured relational data format from operations support (OSS) platforms. Others
are in a multi-structured, formatted data format, such as XML and JSON. These
siloed analytics projects do not scale very well and often require the statisticians
and data scientists who create them to spend an inordinately large amount of
time tuning and maintaining them. In terms of quality, problems with data, such
as customer account, usage, or location, make the results not just poor, but
damaging. Low data quality in Al analytics can result in poor customer experience
and increase risk for churn.

" https://www.gsma.com/newsroom/press-release/number-mobile-subscribers-worldwide-hits-5-billion/

2 https://hackernoon.com/how-much-time-do-people-spend-on-their-mobile-phones-in-2017-e5f90a0b10a6
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stakeholders from telecommunications
organizations.

WHEN: Analytical workloads and levels of
data become too much for existing human-led
teams to handle.

WHAT: Guidance on areas to apply Al/ML-driven
analytics practices within telecom service providers.

Deploying an approach using advanced Al analytics requires understanding the
analytical models, and also how to implement the machine learning algorithms
required to continually find and refine the results to take action where appropriate.
It is not enough to flag anomalies. It must also minimize the false positives that
can waste the time of human analysts in network operations, fraud management,
security, and customer care.

Top Use Cases for Advanced Al Analytics

When any organization implements an analytics project, it is important to link

the projects to activities that impact the business most. When mobile telecom
organizations look at the opportunities for Al analytics use cases candidates, there
are some key areas that stand out:

Network operations
Service quality
Revenue assurance
Roaming

ok L=

Customer care
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TRACKING THE HEARTBEAT: NETWORK OPERATIONS

For mobile carriers, the health and operations of the wireless network its products
and services depend upon is paramount. Without a well-running network, mobile
subscribers have trouble making and receiving calls and text messages. They
have difficulty maintaining connectivity for the wave of mobile apps that drive
subscriber engagement. This lack of a functioning network has the effect of
creating unhappy subscribers, who tend to migrate to a different carrier option that
can provide that essential connectivity.

Using advanced Al analytics platforms to identify leading indicators of network
performance issues before they become major outages of service allows a mobile
telecom’s network operations (NOC) team to focus their time. Instead of fighting
fires when outages become widespread, NOC teams can focus on planning and
network improvements. Also, with Al analytics, network operations teams are
presented with the pertinent, correlated events associated with network issues.
This reduces the amount of time that network team members need to spend
looking for that information in other systems.

For mobile carriers, this means looking at information from wireless network d
equipment, towers, and landline-based backhaul transmission lines. The

information from this range of sources can be daunting for NOC teams. The ability

to bring this information together quickly with an advanced Al analytics platform

and present leading indicators of potential failure ensures the beating heart of the

mobile carrier is up and running.
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ENSURING CONNECTIVITY: SUBSCRIBER SERVICE QUALITY

Along with the overall health of the mobile network, the quality of connectivity In these situations, NOC teams need to have even more fine-grained information
to that network by subscribers is important. This issue comes from calls that than when they are tending to the overall health of the network. Individual dropped
are disconnected for unknown reasons or a lack of continuous coverage calls or lack of connectivity can depend on location, handset, or handset provider,
associated with an unreliably operating network. Another example is when there as well as the health of the network. Understanding how these attributes correlate
is sporadic connectivity to the mobile network. This lack of a consistent and to individual customers is crucial, and an automated analytics platform is key to
optimal connection experience is a large issue for subscribers and their overall ensuring network teams can handle keeping the network up and running, as well
satisfaction with a mobile carrier. as making sure all subscribers have the same experience.

When the network is down, subscribers do not have an expectation that they will
have access. The lack of “bars” makes this clear. When the network is up and
running, subscribers have a reasonable expectation that their use of the network
will be successful. When calls continually drop or there is intermittent connectivity
for mobile apps, subscribers find the situation to be frustrating and are tempted
to find other connection substitutes such as an alternative provider. A telecom
provider must have the ability to understand and correlate connection quality
metrics not just from voice or SMS sources, but including the wider range of
connectivity quality metrics from mobile Internet, to connection quality, to mobile
content services like video and music.
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FOLLOW THE MONEY: REVENUE ASSURANCE

Every telecommunications organization, from landline to mobile to online
providers, wants to ensure the products and services they are offering to
customers are properly evaluated, billed, and accounted for. This process is
referred to as revenue assurance (RA). For internal products and services, RA
practices are important to assign events properly to subscriber billing accounts for
customer satisfaction purposes and revenue recognition. For externally provided
products and services, telecom providers may be stuck with committed expenses
to partners and third parties without proper RA practices.

It is important for finance and billing teams to have access to correlated RA
analysis about how subscriber events and subscription services provided on the
network are associated with a customer’s account, whether that is prepaid or
post-paid. This analysis requires more information than most RA analysts can
handle by themselves. Fine-grained analysis is based on subscriber account
configuration, billing business rules and process alignment, and subscriber
usage patterns. For example, telecom service providers need to understand
the correlation between events generated on the mobile network with events
processed through a mediation or prepaid charging platform. Discrepancies
between events generated on the network and those that are assigned to a
subscriber invoice or prepaid account represent lost revenue.

Al analytics platforms are key to identifying revenue leakage as it happens, and
essential to strengthening the process to present discrepancies between expected
results and how events are actually billed. RA analysts need to be able to focus
on “positive” results and not waste time with “false positives.” In these situations,
advanced Al analytics provide those facilities and speed the process to assuring a
carrier’s revenues.
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BEING A GRACIOUS HOST: ROAMING

With the increase in worldwide travel, one of the most dynamic operational
challenges for mobile carriers is roaming between carriers. While mobile
carriers were once able to make pricing decisions on roaming charges that were
insensitive to price considerations, there is now increased competition from VolP
players, the general interoperability between various GSM carriers, and the
introduction of specialty pricing schemes that allow for nearly local rates with an
associated monthly subscription or daily charge.

The proper orchestration of outgoing roaming events to the end customer’s home
carrier, and the proper accounting and billing for incoming roaming events from
those partners, is vital to the process. There are data components from mediation
platforms, customer subscription settings, and billing to the correct subscriber
accounts in the roaming reconciliation process. Relatively minor issues with the
roaming routing process can aggregate into a large sum of misaligned revenues
and expenses for carriers. A typical situation involves a roaming customer
connected to two different carriers. One carrier might have a preferred rating
agreement with the subscriber’s home carrier. The other may have a much
higher-priced and thus revenue-generating relationship. Without proper monitoring
and alerting, telecom service providers can end up with unhappy subscribers and
higher than expected roaming costs.

An Al analytics platform’s ability to quickly identify and consider issues with
subscriber event processing, account details, and billing allows mobile carriers to
address these risks. With the right information, customer care departments can
identify potentially large roaming charges before they are invoiced and interact
with subscribers beforehand to mitigate issues. Finance teams can track and
correlate events across multiple subscribers and roaming agreements to validate
and understand strengths and weaknesses of particular situations. All of this
addresses revenue risk and improves customer satisfaction.
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KNOWING THE PROBLEM: CUSTOMER CARE

With lowered barriers to entry and exit and augmented customer choice
between multiple carriers, there is an increasing focus on customer care
considerations among mobile telecom providers. It is that much more important
to understand the issues subscribers face and how customer care teams can
quickly and efficiently resolve those issues to keep those customers from
moving, or churning, to competitors.

For example, subscribers who touch the customer care organization either via
a voice call or a help chat will be looking for information on how to resolve their
particular issue, or perceived issue, with the carrier. For customers who already
have existing billing or service quality issues, the call center or help chat should
automatically route that subscriber to the best group or escalation team within the
customer care organization. Doing so improves the time to resolution, because
subscribers with extended times to issue resolution are at higher risk to churn.
Also, proper and effective subscriber communication routing in these customer
care situations lowers the level of dissatisfaction with the carrier because the
subscriber concerns are addressed quickly and proactively, as opposed to
generically and reactively.

This process requires Al analytics platforms to have information from internal
support systems, such as billing systems, network operations, and subscriber
accounts, to provide customer context. Also, information from social media
sources like Twitter provide Al analytics initiatives with real-time feedback
direct from the customer. Finally, information from the customer care systems
themselves, such as online chat and integrated voice recognition (IVR), give
additional information regarding customer touchpoints. By including these
elements, customer issues and even customer care handling process issues -
can be addressed more quickly and effectively with real-time advanced Al
analytics than if simple reports were used to identify and track issues in arrears
or reactively.
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ABOUT OUR SPONSOR

0 Anodot

Anodot provides data-driven organizations with visibility into blind spots with
Al-powered analytics. Customers in advertising (ad-tech), ecommerce, web

and mobile apps, Telco, and other data-heavy industries use Anodot to drive
business benefits and enable cost savings, increased revenue, and upturn in
customer satisfaction. Over 40 percent of Anodot’s customers are publicly traded
companies, including Foursquare, Lyft, Microsoft, Upwork, and Waze (Google).
Founded in 2014, the company is based in Silicon Valley, with research and
development offices in Israel and sales offices worldwide.

Anodot’s Al-Powered Analytics Solution

Anodot is an artificial intelligence analytics solution that discovers business
incidents in real time, preventing revenue loss and brand damage by remedying
urgent problems faster and capturing opportunities sooner.

Its automated machine learning algorithms continuously analyze all business data
and provide alerts in real time whenever an incident occurs, even for questions
one never thought to ask.

Anodot detects the business incidents that matter and identifies why they are
happening by correlating data across multiple sources.

Unlike traditional Bl solutions, Anodot has built-in data science components
that leverage machine learning, so data consumers can easily gain actionable
business insights without data science expertise.
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Anodot’s real-time Al analytics discover outliers in vast amounts of time series
data, and turn this information into crucial insights that can be leveraged to improve
business outcomes. Using automated machine learning algorithms, Anodot
isolates issues and correlates anomalies across multiple data sources in real time,
eliminating business insight latency and supporting rapid business decisions.

The Anodot platform can connect, capture, and interpret data feeds directly from
any data source, without having to pick and choose the important feeds—from
web and social media to weather or competitor information.

Anodot’s algorithms intelligently correlate related anomalies to avoid alert storms,
and enable faster root cause analysis by showing the full story of each incident
across the business environment.
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