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Information is exploding; in 2009 there was 800,000 petabytes of data in the world, and this is expected to reach 35 
zeta bytes by 2020. However, the right information and insight is scarce. According to a study conducting with leading top 
management professionals, 1 in 3 confessed to have made critical decisions without the information they needed; 1 in 2 said 
they didn't have access to the information they need and 3 in 4 agreed that more predictive information would drive better 
decisions. Business analytics intends to do just that, help business organizations make effective, proactive and better 
informed decisions that will give them an edge over competition and help business sustainability.

A 2013 McKinsey Report on telecom companies says, “Across developed countries, the penetration of basic 
telecommunication access services skyrocketed in recent years. But now it is beginning to flatten out. Even yesterday's high-
growth services like fixed broadband and mobile voice are losing momentum in Western Europe, the US, and some Asian 
countries. This maturity level is setting into motion a dramatic shift in competitive landscapes, with revenues plateaued, 
prices have eroded, and EBITDA have come under pressure. In response, telcos need to transform their current business 
models, while improving execution in an effort to differentiate themselves and sustain or even expand their margins.”

The Telecom Market across the globe is highly saturated and is typically dominated by a few players across various 
countries. The industry is characterized by intense competition, which leads to price wars. 

Telecommunication companies today are in a constant struggle to manage and retain their customers throughout 
their lifecycle, to maximize revenue and reduce costs to increase profitability. They must do so while managing complex 
networks that support landlines and mobile phones, consumers and commercial companies—serving millions of 
customers and billions of calls. 

The main challenges being faced by telecom companies include:
Network Failures:Network and service failures leading to customer dissatisfaction
Churn:Customers switching to other service providers, leading to substantial revenue loss
Stagnant or Falling ARPU: Since customer base is saturated and more or less constant, companies need to increase 
ARPU (average revenue per user)

One effective way to manage the above mentioned issues is with data analytics. Telecom companies have access to 
large customer data. This case study aims to helps the reader understand how various Business Intelligence and Analytics' 
techniques can be used to manage this data effectively, to help make the difference between success and failure. 

To understand how a telecom company can increase revenue through a three-fold analytical approach a client 
situation has been considered, where the telecom operator meets with an analytics' company to help them with issues such 
as revenue stagnation, increase in churn etc. 
Client Situation : Telco X is losing share in a very competitive market and needed to increase customer retention, increase 
ARPU and improve customer experience. The telecom market in which Teco X was operating is characterized by the 
following:

Mobile market saturated and dominated by a few players
Intense competition leading to price wars 
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