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Where Is the Need for Automation in a Telco?
This diagram describes the benefits of analytics, AI and automation (A3) for a telco going forward.  The rows show similar types of problem which A3 can provide answers to (for more insight, please refer to: Uses for A3 Across a Telco).
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Those boxes which have a darker line around them text are where telcos are most active today.  These include:
1. Automation of the network – tied with the increased complexities of deploying 5G and requiring automation in network management and assurance to manage multi-vendor, hybrid networks
2. Automation of the lead-to-cash cycle for new digital products – particularly low margin, high volume IoT products.  Showing as need in zero-touch order handling, fulfilment and unassisted care channels
3. Improvements in customer and agent experience via automations in the contact centre 
4. Marketing automations for campaign delivery – within the “owned channel” box.
The question then becomes, outside of areas already being worked on, where do additional automation projects makes sense both financially and practically because they are relatively simple to create.  These are shown in the blue and green boxes.
An area is considered to require fairly “simple” automations, if there are existing rules in place around decisions that have to be made, the situation is stable and relationship between cause and effect is clear.  This allows rules-based automations.  Operational areas in the diagram which appear to mostly consist of simple automations are shown in light green.
The dark green boxes have a reasonable percentage of processes where decisions conform to rules.  But also at some point need human decision making.  And the percentage needing human decision making will not reduce to zero over time or with the addition of more intelligence.
It will immediately be noticed that there are no boxes in the red colour identified as complicated. This is because the only sub-processes identified tend to be one part of larger and simpler processes.  AI/ML copes well with these types of problem – but, is likely to be used relatively sporadically by telcos in the early days because, as shown in the diagram, there is not a huge immediate need.

About the Author, Charlotte Patrick
I am an independent industry analyst covering the use of Analytics, Artificial Intelligence and Automation by telcos.  My areas of interest are the uptake and efficacy of these technologies and the resulting financial benefit.  Find a selection of other articles previewing my work at www.charlottepatrick.uk/articles. 
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