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Executive Summary
Telecom providers are moving beyond AI experimentation and focusing on 
using AI for operational execution.

Operational complexity continues to increase across networks, service delivery, 
and business operations, as many teams still manage fragmented workflows and 
siloed systems.

Leading operators are beginning to see a new form of return from AI 
investments. Not just lower operational costs, but better decisions, faster 
execution, and new opportunities for growth. As intelligence becomes 
embedded across networks, operations, and customer-facing processes, AI can 
help organizations improve efficiency and coordination while supporting new 
revenue opportunities and more personalized experiences.

But scaling AI requires stronger governance, security, and operational oversight.

This eBook focuses on three operational areas:

• Network operations

• Business operations

• Security and governance
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The telecom operations 
challenge
Many telecom operations, including BSS and 
OSS environments, still depend on disconnected 
systems and manual workflows.

Operational data is spread across different 
platforms, making automation harder to scale 
and slowing resolution times.

Manual exception handling creates additional 
operational strain across service delivery, billing, 
and network operations.

Telecom trends

$6.2B  global market for Agentic AI 
in telecommunications by 20301

Agentic AI (multi‑agent systems executing 
complex workflows) is shifting from 
experimentation to scaled telecom deployments

60% of telecoms plan for autonomous 
network operations by 20283

Although legacy systems and fragmented data are 
slowing progress, telecoms are working toward 
increased automation and reduced human intervention

65% (CAGR) growth in Telecom  
B2B AI revenues5

AI has become a material new enterprise growth engine

76% of telecoms have deployed AI 
in customer experience operations2

AI is the default frontline customer experience

55% of operators suffered a 
network security breach in 20254

Autonomous attacks demand AI‑powered 
defense strategies

29% of Telecoms have data  
maturity needed to scale AI6

AI leaders are building on modern data foundations

Sources:  1Appledore ; 2TCS 3Capgemini; 4IBM ; 5Omdia; 6IDC/Amdocs

At the same time, regulatory requirements and 
security expectations continue to increase.

Common operational challenges include:

• Delayed incident resolution

• Service fallout and rework

• Billing inconsistencies

• Limited operational visibility

• Rising operational costs

Many providers already have the required 
operational data. The challenge is connecting 
systems and workflows in a usable way.

https://appledoreresearch.com/report/agentic-ai-in-telecom/
https://www.tcs.com/content/dam/global-tcs/en/pdfs/what-we-do/industries/communication-media-information-services/ai-adoption-telecom-newupdated.pdf
https://www.capgemini.com/insights/research-library/autonomous-networks/
https://newsroom.ibm.com/2025-02-24-new-ibm-study-pioneering-telcos-ramp-up-AI,-Cloud-and-Security-investments-for-the-next-wave-of-network-modernization
https://omdia.tech.informa.com/om135944/telco-b2b-ai-services-monetization-index-1h25
https://solutions.amdocs.com/rs/647-OJR-802/images/idc-edit-report-06-2025.pdf
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From reactive operations to connected execution
Many telecom operating models are still reactive, with teams responding to 
incidents after they occur.

Telecom operators that rely on Frontier Transformation, a strategic framework from 
Microsoft that helps AI become part of the operating model, are moving beyond 
isolated automation initiatives. They are connecting operational intelligence, 
workflows, and AI systems across customer, network, and business environments 
to improve decision-making and execution at scale.

This creates a stronger operational foundation for:

• Autonomous network operations

• Intelligent business operations

• Security and governance

Most organizations begin by improving visibility, coordination, and operational 
consistency before expanding automation further.

Frontier Success Framework

Replace manual, 
multi-system work 
with AI agents that 
guide telecom teams 
through service, 
network, and customer 
tasks in real time.

Run network and 
business operations as 
connected, real-time 
workflows across OSS, 
BSS, and customer 
systems.

Launch new AI-powered 
telecom services 
faster by turning 
network, customer, and 
operational data into 
commercial offerings.

Deliver always-on, 
AI-driven customer 
interactions that resolve 
issues faster and hyper-
personalize experiences 
using telecom data.

Enrich
employee
experiences

Reinvent
customer 
engagement

Reshape
business 
processes

Bend the 
curve
on innovation
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Automating network operations 
Network operations teams manage increasing complexity across distributed 
environments.

Many organizations still rely on fragmented monitoring tools and manual 
troubleshooting processes. This slows incident response and increases 
operational effort.

AI systems can help identify incidents earlier, support root cause analysis, 
and guide remediation workflows using real-time telemetry. Faster network 
operations can reduce customer impact during service events and help protect 
revenue associated with service quality and reliability.

Operational improvements often include:

• Faster incident detection

• Reduced MTTR

• Lower manual troubleshooting effort

• Improved network availability

The strongest results usually come from guided automation rather than fully 
autonomous operations.

Increasing network complexity across 
distributed environments

Fragmented monitoring and tooling

Slow, manual incident response

Faster detection Reduced MTTR Less manual work Higher availability

From Telemetry to Action
AI-Driven Network Operations

AI Engine

Actions

Telemetry Insights
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Network operations agents in action
AI agents can support network operations through guided diagnostics and 
operational coordination.

These systems monitor telemetry, identify anomalies, and investigate likely causes 
using operational context from multiple sources.

Agents can also support remediation by:

• Pulling diagnostics

• Recommending next steps

• Coordinating tickets and workflows

• Executing approved actions

Human oversight remains important. Most telecom providers still require governed 
actions and operational review before expanding automation further.

AI-Driven Network Operations Model

AI Operations Agent

 Diagnostics

(Pull data)

(Approved)

(Tickets/workflows)

(Governance)

Orchestration

Human Review Execute 

(Next steps) 

Recommendations
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Proof points for network automation
Telecom providers are already applying AI to improve operational performance 
across network environments.

Microsoft Network 
Operations Agent

80% faster root cause analysis 

80% reduction in human testing 

60% faster event detection 

25% improvement in time 
to repair 

Telefónica España

Real-time network analysis 
across 4G and 5G 

Faster anomaly detection 

Improved operational efficiency 

Reduced operational costs

10,000 hours

2000 hours 

74%

45 million 

3-4 months

1 trillion 

33%

5X

of manual effort 
eliminated

saved per month in 
inquiry response

reduction in information 
collection time

monthly interactions 
handled by chatbot TOBi

accelerated time to 
market for new services

daily transactions 
turned into insights

decrease in average 
handling time

return in operational 
and financial gains
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Intelligent business operations
Operational inefficiencies often happen between workflows, systems, and teams.

AI copilots and agents can help coordinate processes across order management, 
fulfillment, activation, and billing operations.

Many telecom providers still manage:

• Product and catalog complexity

• Failed installs and rework

• Manual workflow coordination

• Billing inconsistencies

Operational visibility helps reduce delays across service delivery workflows.

Telemetry and operational signals can identify issues earlier, while contextualized 
work orders and guided workflows help teams respond more effectively.

Connected intelligence can support next-best-action recommendations, more 
personalized engagement, and new service opportunities across consumer and 
enterprise customers.

The result is faster response times and better coordination across service 
delivery teams.

Common outcomes include:

• Faster activation cycles

• Lower operational costs

• Improved billing accuracy
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AI-driven field and service delivery
Field operations teams often work with limited operational context during service 
events. 

AI helps operations teams respond faster without increasing manual coordination.

Common use cases include:

• Automated work order creation

• Guided field support

• Dispatch prioritization

• Natural language operational support

AI systems can help identify issues earlier through telemetry and operational 
signals. They can also generate contextualized work orders and support guided 
field workflows.

Better operational context can support proactive service engagement and stronger 
customer relationships.
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Security and governance are operational requirements, not separate workstreams.

KEY TAKEAWAY

Securing AI-driven operations
As telecom operations become more automated, security requirements become 
more important.

AI systems need secure access to operational data, workflows, and infrastructure. 
Telecom providers also need stronger visibility across distributed environments 
and operational ecosystems.

Security considerations include:

• Identity and access management

• Threat detection and response

• Data protection

• Responsible AI controls

AI Agents / Systems

Governance

 (Operations Layer) 

Identity & Access Mgmt Threat Detection Data Protection

Responsible AI Controls + Policy Enforcement

Visibility & Observability (Monitoring + Audit)
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Trust and governance for AI agents
AI governance needs to be built into operational systems from the start. 

Frontier organizations treat governance as a foundation for scale, allowing teams 
to expand automation with greater confidence.

Telecom providers need clear controls around how agents access data, 
recommend actions, and execute workflows across regulated environments.

Most governance models focus on three areas:

• Observe

• Govern

• Secure

Operational teams also need visibility into agent behavior, system activity, and 
workflow outcomes as automation expands.

Identity

Access

Protection

Policy

Controls

Risk Management

Monitoring

Audit

Visibility

Observe Govern Secure

AI Agents / Systems (Operating Across Systems)
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The intelligence layer
AI systems perform better when operational context is connected in real time.

A shared intelligence layer helps agents and copilots understand customer impact, 
network conditions, and operational history during live workflows.

For example, a service degradation event may trigger:

• Network analysis

• Customer impact assessment

• Workflow coordination

• Governed remediation actions

This helps operations teams respond more consistently while reducing manual 
coordination across systems.

When operational context is connected, organizations can make better decisions, act 
faster, and create more value from the intelligence already flowing through the business.

Connected Intelligence Use in Telecom

Customer 
Reports Issue

Resolution  
+ Retention

AI Gathers Context
(Network + Customer)

AI Recommends 
Action

Powered by:                  Work IQ                Fabric IQ                Foundry IQ
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The partner ecosystem
Telecom transformation depends on coordination across multiple technology and 
service partners.

Operators often work across network vendors, BSS and OSS providers, systems 
integrators, and AI platform partners to modernize operational environments.

Partner ecosystems typically support:

• Network operations

• Business operations

• Security and governance

• Data and AI platforms

BSS / OSS Providers Systems Integrators

Telecom Operations 
Platform

Security & Governance

AI Platforms + Data Layer

Ecosystem Supporting End-to-End Telecom Operations

 Network Vendors
 (Infrastructure)
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Next steps
Most telecom providers begin with a small number of operational use cases and 
expand from there.

Early efforts often focus on areas where operational friction is already high, such as:

• Network operations

• Order-to-activate workflows

• Billing assurance

• Field service operations

• Customer support operations

Most organizations establish governance and operational oversight early, then expand 
based on measurable operational outcomes.

A practical starting point is identifying two or three workflows where connected 
intelligence can improve operational performance, customer outcomes, new service 
opportunities, or operational performance. From there, organizations can establish 
governance, measure results, and expand based on proven value.
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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

