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AI’s strategic role in telecom is unveiling transformative opportunities for solution providers to power operational efficiency, 

service innovation, and infrastructure value maximization

The Need for AI in Telecom: Addressing Industry Challenges

Sources: Reports from Cisco, PWC, IBM, Nvidia, GSMA, Uptime Institute, and Others, Articles from Voice&Data, Businesswire, DigiCert, and Others, IAEME Publication, Aranca Analysis

As challenges intensify and losses grow, solution providers with AI expertise are uniquely positioned to lead telecom transformation by delivering innovative use cases 

and building strategic partnerships that optimize networks, reduce costs, and enhance customer retention—driving mutual business growth in an evolving market.
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Publicly reported outages in 2023–24 were 

linked to telcos, resulting from third-party 

outsourcing, complex network architectures

Cyberattacks targeted the global telecom 

sector in 2024, a 41% YoY increase

Average customer churn rate recorded in 

2024, compared to 22% in 2023

Rise in mobile data traffic from 2023 to 

2024; 4x growth expected by 2030

Average volume of DDoS attacks in 2024, 

a 40% YoY increase

Challenges/Threats Faced by

Telecom Operators

130K+ 

109M

$50M

31%

YoY

12-

hour 

Disruption reports logged during Bell 2025 

outage; 70K+ users hit in Quebec & Ontario

Customers hit by an AT&T Snowflake breach 

in 2024; metadata stolen, $370K ransom paid

Revenue loss was estimated for T-Mobile US 

in 2024 from 0.1% postpaid churn rise

Increase in Jio's data traffic in 2023–24 led to 

a $25B announced outlay on 5G spectrum 

and network expansion, squeezing margins

Disruption caused by DDoS attack at NTT 

Docomo in 2025; network / services affected

Increasing Losses 

3.6x

~90%

2/3rds

5-15%

Rise in AI spend as a share of telcos’ total 

IT budget expected from 2024 to 2025

of telecom companies are either using or 

exploring the use of AI

of the telcos globally are estimated to 

increase AI investments in 2025

of digital budgets are allocated to AI by 

most of the telecom operators globally

Growing focus on AI to curb these 

challenges/threats
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AI Prioritization and Adoption Trends

Sources: GSMA, NVIDIA, McKinsey Report, Aranca Analysis

Current State of AI Deployment at Telcos

Identifying initial deployment use cases/Piloting

Currently limited deployment across few business areas

Widely adopted across multiple business areas

Completely integrated AI across all business areas

Observed Benefits of Generative AI

5-15%
increase in productivity of marketing and

sales functions 

20-40%
productivity increase in IT department functions

~50%
reduction in human services contacts in customer 

service functions 

15-20%
reduction in capital expenditures for network-

related functions 

20-30%
automation of HR related tasks

Key Goals of Implementing AI Initiatives

Key Goals Priority

Improve customer experience

Improve network planning and operations

Improve employee productivity and creativity

Improve decision making

Enhance existing products & services

Reduce operating expenses

Improve regulatory compliance

Improve sustainability

Critical Important Optional

35%

35%

19%

11%

41%

16%

32%

11%

Gen AI

Core AI

Telecom solution providers are aligning AI innovations with operator strategic goals, leveraging Gen AI to drive measurable 

productivity gains, cost reductions, and enhanced customer experience across core network and service functions



4Trend Report | Unlocking AI Transformation Opportunities for Telco Solution Providers | 2025 www.aranca.com  |

Recognizing operator priorities, solution providers are focusing on AI-driven use cases across key functional areas such 

marketing and sales, network management and internal operations

Key Use Cases Being Implemented by Telcos

Sources: Aranca Analysis, Analysys Mason, Industry Blogs, LinkedIn, Press Releases of Telecom Operators and Solution Vendors
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Key Use Cases 

of AI in Telcos

Marketing 

(Churn prediction, customer sentiment analysis, and value management)

Uses advanced AI models, including causal and 

spatial AI, to identify high-risk churn customers

Sales

(Lead management and customer engagement)

Uses Salesforce AI tools to improve lead scoring 

and sales forecasting

Customer Service

(Customer issue prediction and prevention)

Leverages SuperTOBi, an Azure Open AI-powered 

assistant, for faster responses to complex 

customer enquiries

Cybersecurity

(Cyber threat detection and prevention)

Has deployed AI-powered cybersecurity for internal 

networks, achieving a 25% drop in cyber incidents

Software Development

(Gen-AI based copilot for software development)

Leverages Amazon CodeWhisperer’s Gen AI to 

boost productivity by automating repetitive coding 

tasks

Network Design & Planning

(Smart capex investment, capacity planning)

Employs generative AI to optimize its 

network design and planning processes

Network Operations 

(Fault management, performance monitoring, RCA)

Applies predictive AI to manage congestion 

and optimize network performance and user 

experience

Network Deployment

(Network equipment, customer premises equipment QA)

Applies intent-based AI networking to 

streamline deployment, operations, and 

management

IT Operations

(Alarm monitoring, noise reduction, root cause analysis)

Leverages Gen AI tools like "Ask AT&T" to enhance 

root cause analysis for network issues
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Co-develop AI Solutions 

with Technology Partners
Off-the-Shelf AI Products

Telco solution providers can benefit by partnering with operators to co-develop AI solutions and deliver customizable off-the-

shelf AI tools, thereby accelerating innovation and operational efficiency across the telecom industry

AI Adoption Strategies and Development Priorities

Sources: GSMA, NVIDIA, Press Releases of Telecom Operators and Solution Vendors

AI Development Preferences

As AI becomes central to telecom transformation, the most important preferences and priorities are shaping where telcos are directing their resources and attention.

A In-House AI Development Outsourcing AI DevelopmentB C D

A B

▪ Co-developed an AI speech-analytics 

system with NVIDIA for Airtel’s contact 

centers.

▪ Analyzed 84% of incoming calls, 

enhancing agent coaching and customer 

satisfaction.

▪ Co-developed the Ask AT&T AI agent 

with Quantiphi for call center 

operations.

▪ Cut call center analytics costs by 84% 

after deploying the AI agent, improving 

overall efficiency.

▪ Uses Google Cloud's AI (Vertex AI & 

Network Intelligence Center) to 

automate network issue detection

▪ Increased software delivery productivity 

by 75%, and cut customer-reported 

issues by 25%.

▪ Deployed Google’s Gemini-based AI 

assistant to support customer service 

representatives.

▪ Boosted sales by nearly 40% by 

cutting call times and improving agent 

efficiency.
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Solution providers also have an opportunity to lead transformations by leveraging their deep telecom and AI expertise to 

design, deploy, and manage AI-backed networks and services

Critical Criteria for Assessing AI Solutions and Vendor Partnerships

Sources: Aranca Analysis, Analysys Mason

Prominent AI 

Telco Solution 

Vendors

Prioritized Capability Requirements for AI Solutions Vendor/Partner Selection Criteria for AI Solutions

Provides strong AI and telco expertise

Provides managed services capabilities for 

telco AI/analytics offerings 

Delivers telco AI/analytics via 

SaaS models

Offers seamless integration and 

scalable deployment

Ensures robust data security, 

privacy, and regulatory compliance

Offers AI-driven customer support with virtual 

agents and proactive service capabilities

Capability Business Impact

1

2

3

4

5

6

Scalability
Handles massive data volumes without slowdowns, 

ensuring smooth CX during peak traffic.

Security
Protects sensitive customer and network data from 

breaches, maintaining trust.

Low-Latency 

Processing

Enables real-time decisions (e.g., fraud detection, 

network fixes) to prevent service disruptions.

Automation
Reduces manual work, cuts costs, and prevents 

errors in network/customer operations.

Data Quality
Ensures AI recommendations are reliable and 

comply with strict telecom regulations.

Data Integration
Works with old and new systems, avoiding costly

infrastructure overhauls.

Model 

Flexibility

Supports current needs (predictive analytics) and 

future tech (Gen AI) without platform swaps.

Vendor 

Compatibility

Avoids vendor lock-in, allowing integration with best-

in-class tools.
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Factors driving AI adoption…

Impact of AI in Telecom Sector - by Business Function

Sales & 

Marketing

Operations 

Optimization

Technical 

Development

Research & 

Development

Business 

Strategy

Business 

Functions

Level of 

Impact

Exponential AI-telco growth driven by 5G, automation, and generative AI presents telecom solution providers with 

opportunities to deliver personalized experiences, build intelligent networks, and enhance security

AI in Telecom Surging with Strong Market Momentum

19%

9%

Growth driven by telecoms using AI for 5G slicing, 

predictive maintenance, real-time personalization, 

fraud prevention, and new service innovation

AI in Telecom – Market Size (USD Bn)

Regional Share (2024)

Sources: Frost & Sullivan, Technavio, Industry Blogs, News Articles, Aranca Analysis

3.3

12.6

41.3

2024 2026 2028

CAGR: ~66%

High High High- Mid Mid Low

5G and Next-gen Networks

Intelligent management and 

optimization of fast, high-density 

networks to ensure seamless 

connectivity and performance

Zero-Touch Operations

Fully automated networks that 

self-configure, self-optimize, as 

well as self-heal with minimal 

human intervention

Security and Fraud Detection

Detect and neutralize emerging

cyber threats and fraud across 

real time, protecting networks 

and customer data

Customer Engagement

Synchronize support across 

channels; and conduct real time 

analysis of customer touchpoint, 

using sentiment analysis

North America dominates due to early 5G 

adoption, robust infrastructure, and 

competitive innovation

APAC is set for fastest growth driven by 5G 

investments, government support, rising AI 

adoption and investments in AI R&D

41%

28%

20%

11%
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