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With tight time and budget 
constraints, the company needed 
a data-driven, evidence-based 
approach to understand the root 
causes of service complaints and 
generate novel, high-impact 
improvement concepts.

From Speculation to Market-Verified Success

Increasing customer dissatisfaction related to connectivity, speed, and 
reliability

Their challenge

The Challenge: Identify White-Spaces

Telco Service Improvement Workflow 

Our Different Approach

Using Concept Tide’s Root-Cause & 
Cross-Sector Innovation Framework, we 
integrated validated operational data, 
customer experience signals, and 
cross-industry analogues to uncover 
systemic issues and generate 
actionable, future-ready solutions

PAIN POINT BUILT FROM REAL MARKET BEHAVIOR
We combined multiple data sources to construct a 360° view of customer pain and 
technical performance.

VALIDATED DATA INTEGRATION
We used real-world signals, not assumptions: 
• Primary sources: Customer satisfaction surveys, brand health checks, complaint 

forms, and NPS tracking.
• Operational sources: Technical logs, outage reports, call-centre and ticket data. 
• External benchmarks: Market studies, cross-sector learnings (aviation, maritime, 

utilities).

The Solution

Discovery and Collection
We integrated and harmonized internal and external data streams – Including 
technical fault logs, customer complaints and survey data – to establish a robust and 
traceable baseline

IDENTIFY & QUANTIFY PAIN POINTS 
We clustered dissatisfaction themes by customer segment (SME, corporate, 
residential). 

Key pain points included:
• Network congestion and peak-time instability 
• High latency and packet loss
• Equipment and configuration failures 
• Delayed fault response 

Trace Root Causes 
Used correlation between call-centre patterns, fault recurrence, and technical logs to 
isolate the top contributing causes. Validated findings with service provider’s engineers 
to ensure operational realism

ROOT-CAUSE MAPPING 
We connected customer dissatisfaction themes to technical system issues, mapping 
cause chains like: “Customer complaint network event log � component or process 
failure cross-sector comparable solution.” This ensured recommendations were 
traceable, evidence-driven, and replicable
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Telecom
Connectivity & Speed
From Speculation to Market-Verified Success

Service Improvement Concepts: SPEED OF SERVICE

Telco Service Improvement Workflow [Follow up] 

Deliverables 

CONCEPTS GENERATED

EXPLORE CROSS-SECTOR SOLUTIONS
Borrowed concepts from adjacent industries to inspire creative solutions: 
• Aviation: Predictive fault detection and redundancy protocols. 
• Submarine systems: Adaptive signal routing for resilience. 
• Smart grids: Self-healing network nodes. 
Airline service recovery models: Dynamic rerouting for customer uptime assurance 

Why it works
• Validated data first: Insights built from real operational and customer signals.
• Cross-sector innovation: Borrowing proven solutions from analogous industries. 
• Rapid concept generation: Moves from diagnosis to actionable innovation fast. 
• Transparent provenance: Every concept linked to specific evidence and source

Concept Name: "Predictive Capacity Scaling 
System (PCSS)" 

Problem Areas Addressed: Speed of Service
 
Solution Description: 
Implements machine learning algorithms, similar to 
supply chain demand forecasting, to predict peak 
loads and dynamically allocate network resources. 

Technology Implementation:
AI-driven load prediction, real-time resource 
allocation dashboard, automated customer 
notifications during scaling events. 

Expected Impact: 
Enhances data throughput by 40% during peak 
periods, reduces SMS delivery delays.

Concept Name: "Self-Optimizing Network 
Nodes (SONNs)” 

Problem Areas Addressed: Speed of Service 

Solution Description: 
Network equipment that automatically 
configures itself using smart grid-like 
technology to optimize data routes and 
protocol settings based on current network 
load and performance data. 

Technology Implementation:
AI-based configuration management, 
real-time performance adjustment, 
user-facing performance metrics display. 

Expected Impact:
Reduces packet loss by 25%, increases 
responsiveness of the network. 
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InspirationConcept

Supply-chain demand 
forecasting 

Predictive Capacity
Scaling System 

(PCSS)

Self-Optimising
Network Nodes 

(SONNs)

Smart-grid 
self-healing

Anticioation peak 
demand and reallocates 
bandwidth  dynamically 

Nodes auto-reconfigure 
to reduce packet loss and 

downtime

Dynamic Network
Configuration System

(DNCS)

IoT adaptive 
traffic control

Continuously adjusts
network settings based on

live telemetry

Fewer dropped
connections

Ultra-Responsive 
Network Protocols

(URNP)
Avionics  low-katency

Systems
Enhances routing 

precision and speed 
under heavy traffic

Lower latency, smoother 
experience

+40% throughput during 
high load

-25% packet loss

Description Expected Impact


