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Executive Summary
Telecom providers are facing a new growth challenge.

Demand for digital services continues to increase, yet traditional connectivity 
services alone are no longer sufficient growth engines. Revenue growth remains 
constrained while competition, customer expectations, and service complexity 
continue to rise.

Many organizations have invested in AI, but most efforts remain isolated. 
Customer systems, network operations, service platforms, and business 
processes often operate independently, limiting the value intelligence can 
create across the enterprise.

Leading operators are taking a different approach. They are connecting 
intelligence across customer, network, service, billing, and operational 
environments to improve decision-making and create new opportunities  
for growth.

Return on investment remains essential, but this shift is also creating a new 
form of value: Return on Intelligence. Not simply greater efficiency, but better 
customer outcomes, faster execution, stronger business performance, and new 
sources of value.

This eBook explores how connected intelligence and AI can help telecom 
providers grow beyond connectivity by turning information into coordinated 
action across the business.
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From connectivity to connected intelligence
The next phase of telecom growth depends on more than network expansion.

Many providers have already invested in AI, analytics, and automation. Yet these 
capabilities often operate in isolation, limiting their impact.

Growth increasingly depends on connecting intelligence across customer, service, 
billing, network, and operational domains.

Frontier telecom providers (which use Microsoft’s AI platforms) are moving 
beyond disconnected AI pilots and embedding intelligence directly into the 
operating model. This allows decisions, recommendations, and actions to happen 
with greater speed and coordination across the business.

Connected intelligence creates the foundation for:

• More relevant customer engagement	 • Faster business decision-making

• Better operational coordination	 • New service opportunities

Connected 
Intelligence
Unified data.  

Shared context. 
Intelligent action.

Network 
Intelligence

Service 
Intelligence

Operational 
Intelligence

Billing 
Intelligence

Customer 
Intelligence

Performance, events, 
and quality

Products, usage, and 
experiences

Processes, resources, 
and outcomes

Payments, charges, and 
financial context

Behavior, preferences, 
and interactions

Connecting Intelligence Across the Business for Better Outcomes
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The growth challenge for telecom leaders
Traditional growth models are under pressure.

Many providers face:

•	Slowing ARPU growth	 • Increased competition

•	Customer churn	 • Product complexity

•	Long time-to-market for new offerings	 • Limited visibility into customer needs

At the same time, customer expectations continue to evolve. Consumers and businesses 
increasingly expect personalized experiences, proactive engagement, and services that 
adapt to their needs.

Growth leaders are focusing on:

•	Customer lifetime value (CLV)	 • Revenue growth

•	Digital engagement	 • Product adoption

•	Retention

The challenge is not a lack of data but turning intelligence into action across the business.

Growth Challenges

Slowing ARPU Growth

Competition

Customer Churn

Product Complexity

Long Time-to-Market

Limited Customer Visibility

Growth

CLV

Engagement

Adoption

Retention

Business Outcomes

Connected 
Intelligence

Overcoming Growth Challenges with Connected Intelligence
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Connected intelligence as a growth platform 
Telecom providers already manage valuable information across customer, service, 
network, billing, and operational environments.

Connecting that intelligence can support better decisions and coordinated action.

Connected intelligence brings together:

•	Customer intelligence	 • Service intelligence

•	Network intelligence	 • Operational intelligence

• Billing Intelligence

When intelligence remains siloed, opportunities are often missed. When 
intelligence flows across domains, organizations gain a more complete view of 
customers, operations, and business performance.

This is where Return on Intelligence becomes visible. Organizations can act faster, 
respond more effectively, and create more value from the information they 
already possess.

Connected Intelligence
Unified data • Shared context 

AI-powered insights

Customer 
Intelligence

Service 
Intelligence

Billing 
Intelligence

Turning intelligence into coordinated action across the business

Network 
Intelligence

Operational 
Intelligence

Connected Data 
Foundation

Trust & 
Governance

Telemetry, transactions, master 
data, and enrichment.

Privacy, security, policies, and 
responsible AI guardrails.

The Operating Model for Connected Intelligence
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Personalized customer engagement
Many personalization efforts still rely on static segments and historical data.

Connected intelligence allows organizations to understand customer needs in real 
time and respond with greater relevance.

AI can support:

•	Real-time customer context	 • Dynamic personalization

•	Next-best-action recommendations	 • Proactive engagement

These capabilities help create more meaningful interactions across digital and 
assisted channels.

Common outcomes include:

•	Increased engagement	 • Improved retention

•	Better conversion

Usage 
patterns

Next Best Action
Recommend the right 
offer or solution

Proactive Engagement
Reach out before 
issues arise or  
needs change

Dynamic 
Personalization
Tailor content, 
channels, and timing

More relevant 
interactions

Stronger relationships

Higher satisfaction

Increased loyalty

Interactions & 
behavior

Service 
experience

Account & 
billing

AIl unifies signals to understand 
intent and needs in the moment.

Device & 
location

Customer Signals AI-Driven ActionsReal-Time Customer 
Context

Better Customer 
Engagement

How AI Personalizes Every Interaction
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AI-powered sales and commerce
Customers increasingly expect purchasing experiences that are simple, relevant, 
and personalized.

AI can help guide customers through product discovery, service selection, and 
purchasing decisions using real-time context and recommendations.

Common applications include:

•	Conversational commerce	 • AI-assisted sales journeys

•	Product recommendations	 • Guided purchasing experiences

Organizations often see:

•	Higher conversion rates	 • Faster sales cycles

•	Increased digital adoption

Connected intelligence helps ensure recommendations are informed by 
customer, service, and operational context rather than isolated data points.
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Retention and loyalty
Customer retention depends on understanding signals before churn occurs.

Connected intelligence allows organizations to combine customer sentiment, service 
experiences, usage patterns, and operational context into a more complete picture of  
customer health.

AI can help identify:

•	Churn risk indicators	 • Service-related concerns

•	Changes in engagement patterns	 • Opportunities for intervention

Common outcomes include:

•	Lower churn	 • Improved loyalty

•	Increased customer lifetime value

The goal is to move from reactive retention efforts toward proactive relationship management.

1. Identify  
    Risk

3. Recommend    
    Action

2. Understand    
     Why

4. Take Action  
     & Monitor

Churn risk score Top factors Next best actions Action outcome

Signals Analyzed

4 Usage decline

4 Recent support issues

4 Payment changes

4 Engagement drop

Decreased usage

AI Insight

Competitor activity

Billing concern

Retention uplift

Customer retained
Engaged

72
High Risk

High

Medium

Medium

Customer is likely 
seeking a better plan 
and lower price.

Offer personalized 
plan upgrade

Provide loyalty 
discount

Proactive outreach 
via preferred channel

+18%

Turning Risk Signals into Targeted Customer Actions
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Network intelligence as a revenue asset
Network intelligence can create value beyond network operations.

When connected with customer and business intelligence, network data becomes a strategic 
asset that supports new products, services, and revenue opportunities.

Examples include:

•	Enhanced customer experiences	 • Enterprise insights

•	Managed services	 • AI-powered business offerings

Connected intelligence helps organizations identify opportunities that may not be visible when 
network and business data remain disconnected.

For many providers, network intelligence is becoming a source of growth as well as  
operational efficiency.

Connected Signals AI Opportunity Engine Business Impact

Premium Experience Upgrade
95% Match Score

Behavior

ARPU

Revenue

Adoption

Customer Value

Managed Service Bundle
87% Match Score

Enterprise Insights Offering
82% Match Score

Usage

Billing

Network

Service

How AI Turns Connected Signals into New Revenue Opportunities
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Product innovation and service creation
Bringing new services to market quickly remains a competitive advantage.

AI can help organizations identify opportunities, evaluate demand, and accelerate product 
development cycles.

Common applications include:

•	AI-assisted product development	 • Service design

•	Market opportunity identification	 • Offer optimization

Organizations often see:

•	Faster product launches	 • Improved adoption

•	Reduced complexity

Connected intelligence helps align product strategy with customer demand, operational 
capabilities, and market conditions.

Customer Signals Network Insights Market Signals

AI Opportunity Engine

New Service Concept Launch

Higher AdoptionFaster Launches Reduced Complexity

AI Supports Faster Service Design and Launch
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Growth through connected intelligence
Leading telecom providers are already applying connected intelligence to 
support growth initiatives.

Examples include:

•	Improved customer engagement

•	Increased digital commerce performance

•	Stronger retention outcomes

•	More effective revenue growth programs

The common factor is the ability to connect intelligence across customer, 
network, service, billing, and operational domains to support measurable 
business outcomes.

Connected Intelligence

Engagement

Retention

RevenueCommerce

Where Connected Intelligence Delivers Impact
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The intelligence + trust operating model
Growth at scale requires both intelligence and trust.

Connected intelligence brings together customer, billing, service, network, and 
operational data through a shared foundation.

AI systems can use that context to support:

•	Decision-making	 • Agentic reasoning

•	Workflow orchestration	 • Coordinated action

Trust enables scale.

Security, governance, and observability help organizations understand how AI systems 
access information, make recommendations, and support business processes.

These capabilities provide the visibility and control required to expand AI confidently 
across the enterprise.

When intelligence and trust work together, organizations can move from isolated 
automation toward more autonomous operations.

Connected Intelligence

Customer

Decision 
Making

Agentic Reasoning

Coordinated Action

Security Observability

Governance

Workflow 
Orchestration

Service
Billing

Network

 Operations

Connected Intelligence with Built-In Trust
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The ecosystem opportunity
Growth increasingly happens across ecosystems rather than within organizational 
boundaries.

Telecom providers are expanding beyond traditional business models through 
partnerships, marketplaces, and new service offerings.

Areas of opportunity include:

•	Partner ecosystems	 • Industry collaboration

•	Enterprise solutions	 • Marketplace opportunities

•	New service models

Connected intelligence helps organizations coordinate across these environments 
and create value that extends beyond connectivity alone.

Connected 
Intelligence
Shared context.

Coordinated action.

Leverage complementary capabilities 
to co-create and scale solutions.

Enable discoverability and monetization 
through digital marketplaces and APls.

Deliver industry-specific solutions that 
solve real business challenges.

Work with industry players to address 
common needs and drive innovation.

Create and launch innovative models that 
open new revenue streams and experiences.

Partner Ecosystems

Marketplace OpportunitiesEnterprise Solutions

Industry Collaboration New Service Models

Connected Intelligence Creates Value Beyond Connectivity
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Building your growth roadmap
Most organizations begin with a small number of growth-focused use cases and 
expand from there.

A practical first step is assessing:

•	Data readiness	 • AI readiness

•	Growth priorities	 • Governance maturity

Common starting points include:

•	Personalization	 • Retention

•	Digital commerce	 • Product innovation

The Frontier opportunity creates an operating model where intelligence continuously 
improves customer outcomes, business performance, and future growth.

Connected intelligence helps telecom providers move beyond connectivity by 
turning customer, network, service, billing, and operational data into coordinated 
action across the enterprise.

Return on Intelligence

Assess 
Readiness

Connect 
Data & AI

Prioritize 
Growth Use 
Cases

Scale  
& Govern
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Learn more

Sales & Marketing Agentic Whitepaper View here

Review Microsoft’s AI Offerings View here

Telecommunications Industry solutions View here

Review: Reimagining Telco with Microsoft: AI, TM Forum ODA, and Developer Innovation View here

Contact your Microsoft Account Sales Representative for further discussion

Join the conversation on social: 

Microsoft

@Microsoft

https://aka.ms/telcosaleswhitepaper
https://www.microsoft.com/en-us/ai?msockid=3ebc499f165c60a017155c1517fb61ce
https://aka.ms/telecommunications
https://techcommunity.microsoft.com/blog/telecommunications-industry-blog/reimagining-telco-with-microsoft-ai-tm-forum-oda-and-developer-innovation/4451724
https://www.linkedin.com/company/microsoft/
https://x.com/Microsoft

