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Insights

® Telcos embracing Al see high-level strategic integration—
including customer experience, revenue growth, network
resilience—which creates alignment and accelerates adoption.

® Implementing Al in telecom isn't just about technology, it's
a transformation across strategy, operations, culture, and
monetization.

® This whitepaper provides insights into vision of implementing
Al powered framework across Telecom Service Delivery
business operations, challenges, solution architecture,
benefits, measurable success indicators

Introduction

In an era where enterprise connectivity underpins global
business success, traditional service delivery models are no
longer sufficient. Our Al-Powered Service Delivery Framework
redefines the way telecom services are managed, delivered,
and experienced—ushering in the future of intelligence-driven

business operations.

Vision
“To revolutionize telecom service delivery through Al-Powered
intelligence, automation, and predictive capabilities—ensuring

seamless business operations, superior customer experience, and
future-ready adaptability.”

Al Powered Telecom Service Delivery -
Learn, Predict, Automate, Transform

Artificial Intelligence (Al) is transforming telecom service delivery
operations by driving intelligent automation, predictive network
and data management, and real-time customer engagement.

For telecom enterprises, Al enables streamlined workflows,
optimized resource allocation, and personalized service offerings.
By embedding Al into core operational processes, businesses can
reduce operational costs, improve service reliability, and accelerate
time-to-market for innovative solutions—creating a competitive
edge in an increasingly digital and connected world.
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Challenge

Current Service Delivery operations are facing multiple challenges
in different business operations areas listed below

® Data Quality & Availability

® Legacy in efficient Business Operations
® Scalability

® Integration Complexity

® SLA Adherence

® Customer Experience

® Revenue Projection and Realization

Strategic Objectives

This Framework is built on following strategic objectives to
address the various challenges in current telecom service delivery
business operations. These are critical as they serve as the
foundation for alignment, prioritization, and measurable impact.
Strategic objectives turn ambition into structured execution,
ensuring Al adoption delivers tangible business outcomes rather
than isolated pilots.

@ Predict and Prevent Disruptions: Al-powered anomaly
detection and proactive remediation ensure uninterrupted

enterprise connectivity

® Automate at Scale: Zero-touch orchestration accelerates
deployments, reduces complexity, and eliminates human
errors

® Transform Customer Experience: Personalized insights
and transparent communication redefine engagement for

enterprise clients

® Enable Continuous Optimization: Data-driven intelligence
powers dynamic resource allocation and strategic decision-

making

® Future-Proof Service Delivery: Adaptive Al models evolve
with technology and business needs, ensuring resilience,
agility, service level compliance



Solution Benefits

The need for a solution stems from the gap between current The proposed framework is designed to transform telecom
operational models and the future state of intelligent, service delivery from a reactive, manual-intensive model into
automated, customer-centric service delivery. Al provides the an intelligent, automated, and customer-centric ecosystem.
capability to bridge this gap by optimizing processes, reducing This framework positions the telecom organization to deliver
costs, improving reliability, and enabling innovation. superior service quality, reduce operational costs, and unlock

- . . . . . . new revenue streams, while ensuring compliance and buildin

When defining solution considerations for implementing Al in 9 P 9
. . . customer trust. It is not just a technology upgrade—it is a strategic
telecom service delivery, one needs to think beyond technology ] 9y upg 9

. - . enabler for sustainable growth and competitive advantage in the
and cover architecture, governance, scalability, and operational 9 P 9

. . . digital era.
impact. Here are the key dimensions: 9
.ee . . ® By embedding Al across business operations and customer
® Unified Framework: Multi-layer architecture for seamless y 9 P
. " . . . - engagement, this framework delivers measurable benefits:
integration with data engineering and Process Mining

Platforms ® Speed, Precision, Innovation at Scale: Automation and

i L h i h k i li ili
e Al Agents & Predictive Models: Use historical data for orchestration reduce human tasks and service delivery agility

proactive maintenance and optimization ® Operational Cost Control: Lower operational expenses through

. resource utilization and predictive maintenance
® Orchestration Tools: Automate workflows and resource P

allocation for efficiency ® Data-Driven Decisions: Predictive analytics enable proactive

. . . lanning and better resource management
® Modular Design: Flexible architecture to accommodate P 9 9

evolving business needs ® Process Reimagined: Efficiency, compliance, customer

. . centricit
® Robust Security Protocols: Implement secure by Design and ety

compliance checks ® Future Proof Growth Capability: Modular architecture adapts

easily to changing business needs

® Next-Gen CX: Al-powered personalization and real-time
support improve satisfaction

External Document © 2026 Infosys Limited



Reference Architecture for Al Powered Telecom Service Delivery

This architecture follows a layered design, where each component ranging from user interfaces and autonomous agents to Al infrastructure,
data repository, memory systems, safety mechanisms, and monitoring tools plays a specific role. Together, they enable secure, traceable, and
flexible orchestration of workflows driven by intelligent agents.

Figure 1. Reference Architecture
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Enterprise Agentic Al Orchestration and Integration

Agentic Al orchestration and integration refer to the coordination of autonomous Al agents, traditional automation systems, and human
oversight into a seamless, intelligent workflow framework. This advanced approach transforms isolated Al capabilities into a cohesive,
goal-driven system that can plan, reason, act, and adapt within complex telecom environments. Instead of relying on single monolithic
models, orchestration enables multiple specialized agents to collaborate within structured workflows—mirroring human teamwork but at
scale. Rather than simple, rule-based RPA, agentic orchestration leverages LLMs and reasoning to drive decisions across dynamic, multi-step
scenarios, enhancing flexibility and autonomy.

This orchestration-first approach ensures Al autonomy is not chaotic but coordinated—enabling telecom enterprises to operationalize at
scale, improve KPIs across reliability, efficiency, and experience, and establish a resilient foundation for future innovation.

Figure 2. Agentic Al Orchestration and Integration
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Innovative Telecom Service Delivery Framework

This framework is a strategic transformation blueprint that aligns business objectives with cutting-edge Al capabilities. It empowers telecom
enterprises to deliver smarter, faster, and more personalized services, ensuring resilience and profitability in an increasingly digital and
connected world.

Key Highlights:

® Automation of network provisioning and activation. ® Data-driven insights for better planning and optimization.

@ Al-driven orchestration for faster and smarter workflows. ® A unified experience for different roles through custom prompts

and intelligent agents.

Figure 3. Framework Blueprint
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Key Components- ® Provides a single interface for users and Al agents.
® Network Layer (NaaS - Network as a Service) ® Supports role-based prompts and workflows for different
® This is the foundation where network resources like switches, tasks.
routers, and CPE (Customer Premises Equipment) are ® Al agents can assist with orchestration and automation.

managed.
@ Data Platforms & Analytics

® APIs and controllers help automate network provisioning and
. ® Tools like Databricks for big data processing.
inventory management.

@ Order Orchestration Layer ® Process Mining and Data Analytics for insights and
optimization.

® Handles the entire order lifecycle: from order entry to
activation ® Real-time processing for faster decision-making.

® Includes roles like order entry, network designer, circuit tester, ® Automation & Integration
logistics, and field technicians. ® Event triggers, ML data, and task automation.

® Unified Ul / Agentic Ul Layer ® Data synchronization, scheduling, and reporting
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Al Powered Telecom Service Delivery Operations View

The operations view of an Al-powered telecom service delivery framework represents a holistic, intelligent ecosystem where automation,
analytics, and adaptive decision-making converge to optimize every stage of service delivery. This approach transforms traditional, siloed
operations into a dynamic, data-powered model that ensures agility, reliability, and superior customer experience. Business operations are
transformed by implementing below strategies

Train AlI/ML to business process, product offering, product and service metadata, provisioning rules.

Train AL/ML with historical data for Customer Order, Orchestration tasks, Network orders, Circuit and Inventory specific to customer
orders.

® Generate various types of insights and intellect about Product structure, order decomposition rules, provisioning steps, process flows,
order to network order relationships, milestones, etc.

® Create Internet of Al Agents layer - Uses insights and intellect to predict order milestones, status reports, circuit path creations, config
generation automations, bulk data collections, task closure automations, template creation.

® Internet of Al agents can leverage APIs and inbuilt Al agents available from other enterprise initiatives to stitch together end to end
solution.

® Agentic Ul layer -leverage custom Al agents which can assist human agents to help in day-to-day operation activities like providing Next
Best Action on an order, Status Query, Template Creation, Bulk task closure and custom-tailored automations.

Figure 4. Transformed Service Delivery Operations View
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This Al-powered operations view positions telecom enterprises to deliver smarter, faster, and more resilient services, aligning operational
excellence with business growth. It enables a shift from reactive service models to proactive, predictive, and adaptive operations, ensuring
competitive advantage.
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Current Telecom Service Delivery Process Flow & Challenges

Figure 5. Current Telecom Service Delivery Process
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Telecom service delivery today faces significant operational and strategic hurdles that impact efficiency, customer experience, and
profitability. These challenges stem from legacy systems, fragmented processes, and rising customer expectations in a hyper-connected
world. Below figure explains how these challenges today can be addressed by leveraging the Al powered service delivery operations view

Figure 6. Challenges addressed by leveraging Al powered Service Delivery Framework
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Figure 7. Re-Imagined Al Powered Telecom Service Delivery
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Key Success Indicators

To measure the effectiveness of an Al-powered telecom service delivery framework, organizations need clear, quantifiable indicators that

reflect improvements in efficiency, reliability, customer experience, and business impact. These indicators ensure alignment with strategic

objectives and provide a basis for continuous optimization.

These KPIs provide a 360° view of success, covering operational, customer, and financial dimensions. They help track ROI, validate Al

adoption, and ensure continuous improvement, making the transformation measurable and sustainable.

Data Quality and Availability

® Data Accuracy Rate (%)

® Forecast Accuracy Variance vs actual (%)

® Revenue Realization Rate Booked Vs
recognized (%)

Customer Experience

® Customer Satisfaction (CSAT) (%)
® Net Promoter Score (NPS) (%)

® Upsell/Cross-sell Rate Expansion

revenue (%)

® Service Activation Accuracy (%)

Service Delivery Performance

® Improvement in Process Cycle Time to

complete end-to-end process (%)

Manual Touch Rate % of steps requiring
human intervention (%)

Service Level Compliance Rate (%)

First-Time-Right (FTR) (%)
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Scaling the framework fo other Telecom Domains

The Al-powered service delivery framework is designed with modularity and interoperability, making it highly adaptable for other telecom

domains beyond core service delivery business operations. Scaling this framework ensures enterprise-wide transformation, unlocking

efficiencies and innovation across multiple business areas.

Key Enablers for Scaling

® Unified Data Platform: Centralized data fabric for ODA OBSS, network telemetry, and customer insights.

® Cloud-Native Architecture: Supports elasticity and rapid deployment across domains.

® Al/ML Ops & Governance: Ensures consistent model lifecycle management and compliance.

® Cross-Functional Collaboration: Align network, IT, customer care, and product teams under a common Al strategy.

Below are some sample use cases where this framework can be scaled and adapted

Campaign Personalization
Upsell/Cross-sell
Order Fallout

Order Inquiry Chatbot
Discount Strategy
Pre-Bill Audit
Campaign Ideation
Agent Training

Agent Assist

Tech Assist
Self-Healing

Resource Requests

Synthetic Data for Network Implementation
and software tests

Improved marketing ROI.
Increase revenue per customer.
Smooth order handling.

Better self-service.

Protect margins.

Document heavy Audit with Accurate billing.

Creative pipeline.
Better training.
Empowered agents.
Field efficiency.
Zero-touch ops.

Streamlined processes.

Accelerated testing.

Create a\

More engagement, lower cost per lead.
Higher ARPU, better retention.
Fewer delays and cancellations.
Faster responses, compliance.
Competitive pricing agility.
Reduced revenue leakage.
Fewer compliance issues.
Shorter ramp-up time.

Higher FCR, reduced AHT.
Reduced MTTR.

Faster resolution.

Better SLA compliance.

Higher QA coverage.
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Conclusion

The Al-powered telecom service delivery framework represents a strategic shift from traditional, reactive operations to an intelligent,

proactive, and customer-centric model. This framework enables telecom enterprises to deliver superior service quality, reduce operational

costs, and unlock new revenue streams.

Key differentiators such as predictive analytics, intelligent automation, unified data platforms, and responsible Al governance ensure that
the framework is not just a technology upgrade but a business transformation blueprint. It empowers organizations to achieve operational

excellence, scalability, and agility, while meeting evolving customer expectations and regulatory requirements.

As telecom networks grow more complex, this framework provides the foundation for future-ready operations, positioning enterprises
to lead in a highly competitive, digital-first market. By adopting this approach, telcos can move beyond incremental improvements and

embrace end-to-end innovation, ensuring sustainable growth and long-term success.
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