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North American MSO Enabled 
Intelligent Operations with NLP and 
GenAI-Based ChatOps

ChatOps with NLP capability is a valuable component for ITOps and DevOps teams. ChatOps allows 
operational teams to communicate more effectively and greatly increases the efficiency of service assurance 
and performance management processes by shortening communication feedback loops and improving 
response times. ChatOps with NLP when implemented with AIOps is also used to leverage existing data 
repositories and provide access to contextual data in real-time saving hours of time in the incident resolution 
process.

Combining AIOps and ChatOps optimizes communication and collaboration supporting operations teams to 
resolve incidents faster.

INDUSTRY INSIGHT

Disaggregated technology stacks, physical, hybrid and cloud infrastructure running complex applications 
and services make performance management and the ability to quickly pinpoint issue causation and 
determine the right fix extremely difficult. Siloed operations teams communicating through ticketing 
systems often leads to ticket “ping-pong” between teams and sitting in one ticketing queue after another 
resulting in longer mean times to repair and restore. 

A North American based MSO could no longer sustain unacceptable resolution times for complex incidents. 
Their solution was Vitria VIA AIOps. Vitria VIA AIOps delivers operational intelligence and real time visibility 
across all layers of the technology stack and across operational silos. Vitria AIOps transforms service 
assurance management through process automation and augmented intelligence.  

VIA’s ChatOps functionality provides complete “Situational Awareness” of ongoing and proactive problems 
and incidents across IT operational teams with data driven insights. The symptoms, causes and impacts are 
easily and efficiently communicated across teams.  

Searching and synthesizing unstructured data through a chat-based interface provides a natural access 
method for powerful system assurance knowledge.  Large Language Models leverage a treasure trove of 
unstructured data that has been previously difficult to leverage. With these capabilities, ITSM tickets as well 
as all relevant unstructured data can be harvested to accelerate the issue resolution process.

INDUSTRY NARRATIVE
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REALIZING VALUE 

Reducing cost and accelerating resolution time was achieved through the implementation of VIA AIOps and the 
ChatOps functionality with NLP processing. Benefits were gained across the lifecycle of the incident management 
process. These benefits included:

Supporting and enabling preparation 
for end-to-end process automation

Empowering new user communities by 
eliminating learning curves

Enabling codification of 
SMEs knowledge 

Capturing the history of team 
activity, system events, problems, 
and solutions

Integrating with existing collaboration 
tools to minimize impact to existing 
workflows and processes

Reducing the meantime to 
restore service 

Improving cross-team alignment and 
knowledge sharing

Greatly enhancing communication 
across IT services operations between 
network, application, and infrastructure 
teams with real time collaboration 

Achieving cross-correlation ability across 
service delivery domains and monitoring 
paradigms (FM, PM, logging, APM, etc.)
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Tier 1 MSO Empowers Likely 
Fix Recommendations with 
GenAI

INDUSTRY INSIGHT

Accenture research based on National Statistical Institutes and O*Net indicates that in the 
High-Tech industry 19% of working hours can be augmented by generative AI and 23% is in scope for 
automation with GenAI. 

GenAI is changing IT operations service assurance processes and workflows. Generative AI can derive 
real, in-context value from vast stores of unstructured content, which until now may have gone largely 
unexploited. This will change and accelerate workflows. By synthesizing data, comprehending natural 
language both voice and text, and converting unstructured data into intelligence that delivers actionable 
insights, IT service assurance processes can be transformed to deliver much lower cost and higher quality 
service performance.  Generative AI can provide both high probability insights for “likely fix” 
recommendations and accelerate progress towards fix automation. GenAI supports IT operations in 
working more efficiently and effectively and increasing the level of impact of their work.  

The IT skills gap and the aging and retirement of many IT operations SMEs continues to be a growing 
industry concern. A global analysis by Korn Ferry estimates the digital skills gap will leave 4.3 million 
tech jobs unfilled by 2030. As IT SMEs retire, GenAI will help to fill the IT talent shortage.  

INDUSTRY NARRATIVE

Complex issues often take hours or days to determine the solution and resolve.  Quick fixes may only resolve 
performance issues for a short period before the problem resurfaces.  Determining the right fix may take hours 
and days and most often consist of manual, labor intensive analysis and pouring over sometimes vast amounts 
of unstructured data.  

When symptoms of an underlying service issue occur across the service ecosystem that exhibit fault signals and 
performance issues across the network, applications, services and client infrastructure, determining the 
underlying problem and the right fix is exacerbated.

A North American Tier One MSO outsourced much of the manual analysis required to determine a 
recommended fix for complex situations.  To improve resolution time and reduce service assurance 
cost, across service layers, they implemented Vitria VIA AIOps.  GenAI embedded within the VIA 
AIOps solution recognizes patterns in data that may not be immediately apparent to humans. GenAI 
models are trained on incident tickets, war room chats/transcripts, and
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knowledge bases to determine likely fixes for incidents.  These models are continuously 
learning and improving over time.  Trouble shooting and remediation automation are both 
realizable with GenAI.

REALIZING VALUE 

Soon after implementation 
of Vitria VIA AIOps, GenAI 
enabled quick analysis of 
large datasets and provided 
recommendations in real 
time.  Outsourcing for 
complex analysis is planned 
to be discontinued within six 
months. Benefits received 
with the implementation of 
VIA AIOps included:

Reduction of OPEX associated 
with costly manual analysis

Accelerated network incident 
resolution and resulted in 
improving overall uptime and 
network performance

Codification of SMEs knowledge 
that are nearing retirement age 

Planned automation for 90% of 
the incident resolution process
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Content Streaming Service 
Improves the Digital Experience  

INDUSTRY NARRATIVE
A popular content streaming service, having 30 million 

subscribers, was experiencing a higher than expected 

failure rate. The business reasoned that reducing the failure 

escalating call center costs. They had already implemented 

several monitoring tools 

 What 

they needed now was real-time visibility across the entire 

service delivery ecosystem, together with the ability to 

detect, triage, and mitigate customer-impacting issues 

quickly.

observability and

chose to implement VIA AIOps

INDUSTRY INSIGHT 
More subscribers and an increasing number 

of streaming services  outpacing industry 

expectations. More programming choices, more 

home-based entertainment, availability of high-

speed bandwidth and the increasing number of 

personal devices capable of streaming content are 

driving growth. 

associated with scaling infrastructure and continuous 

service updates. It’s not surprising that more 

subscribers translate into more interactions with 

account for a high percentage of interactions with 

the call center. Increasing interactions with the call 

center drive up cost and are leading indicators of 

service cancellations.   

Besides the obvious concern with customer churn, 

the impact that call center overruns have on 

 AIOps is transforming how 

Operations uses IT data to control  costs

and improve the customers’ digital experience.
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Besides providing unparalleled “ecosystem 

observability”, VIA AIOps

automated 

learning of the ecosystem’s interrelationships and 

ontology, VIA AIOps was able to correlate application

understanding of service failures, the service operations 

team was able to mprove service, remediate quickly, and 

prevent service issues from repeating. Not only were they 

able to KNOW about a problem before the customer, they 

could often remediate BEFORE the customer was 

negatively impacted. 

REALIZING VALUE   
This streaming service was able to reduce failure rates by an astounding 28%. 

By avoiding 11 million failures per year, they reduced call center interactions by 700 calls 

per day. By reducing call center interactions, they avoided adding 20 additional full-
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Network Operations Reduce  
Impact of Incidents on Customers 

CASE STUDY

INDUSTRY NARRATIVE

of 100+ professionals, was tracking metrics across services 

to deal with 450 incidents per month on a single service. 

Manual triage of each incident was slowing response and 

ultimately delaying remediation.

 that if they could reduce 

the number of service interruptions caused by network 

incidents, they 

improve service availability. Manual triage was

by automated response, saving time and 

money and improving the customer experience. 

INDUSTRY INSIGHT 
The numbers speak for themselves. Increasing 

number of employees on mobile devices, the pivot 

to remote work and the pervasive adoption of cloud 

has put enormous pressure on network operations. 

The average enterprise company uses over 1900 

enterprise applications, you are required to manage 

a growing number of highly specialized SaaS apps 

for every team, market and data type. This creates 

a challenge for network operations that has never 

been experienced before. 

The network is essential and as the network scales to 

meet the needs of the enterprise, network operations 

needs a pragmatic response. Observability is 

displacing monitoring as a core capability and AI 

and ML are required for automation of  response and 

remediation. Manual triage of incidents is having 

a negative impact on mean time to repair (MTTR) 

because operators are overwhelmed with too many 

queues to monitor, too many dashboards to watch.  

The ability for Operations to rapidly determine the 

root cause of a service-impacting issue is no longer 

possible. 

8www.vitria.com
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The network operator chose VIA AIOps. In a matter of weeks VIA’s impact analysis

impact on the largest 

number of customers. 

REALIZING VALUE   
Network operations was able to reduce incidents to less than five incidents per day 

per service. 

This improved service availability by 60% %. Avoiding 

competitive posture in their market. 
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Cable Operator in North America 
Improves the Customer Experience 

INDUSTRY NARRATIVE

thousands of visits a year by trained technicians to 

subscribers’ homes and businesses. Besides the obvious 

cost of a truck roll, the service interruption between the 

time a call was placed by the subscriber and the time the 

technician arrived to remedy the problem was having 

a negative impact on the customer experience. Their  

and the scores were impacting the cable operator’s brand 

and ability to be competitive in larger markets.  

The cable operator reasoned that if they could detect 

problems before the subscribers, they could

INDUSTRY INSIGHT 

operators distribute broadcast programming often 

bundled with other services like nternet access and 

telephony. The industry employs about 214,000 

people. The cable business is highly competitive and 

while actual subscription rates are expected to decline  

the demand for premium packages and fee hikes are 

expected to sustain the industry. In larger markets 

relies on their ability to manage costs and provide 

exceptional service to reduce churn.

Change is a constant for cable operators. Network 

upgrades and the frequent application changes 

enabled by sophisticated DevOps platforms and 

CI/CD processes result in planned and unplanned 

service interruptions. Service interruptions resulting 

from these changes can lead to costly visits by 

technicians to subscribers’ homes and businesses. 

Cable operators need the ability to detect changes 

that are impacting service and know before the 

subscriber calls to report a service issue.  

10www.vitria.com
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VIA AIOps provides total ecosystem observability  realtime 

visibility across all layers of the service delivery topology. 

detection and mitigation of service issues 

caused by change, often before customers were impacted. 

VIA AIOps an immediate impact on Net Promoter 

Scores by reducing the number of service interruptions and 

the time required to get service back online. 

REALIZING VALUE   
The company identified 200,000 truck rolls they could avoid by 

implementing VIA AIOps. 

The approximate cost of reducing on site technician visits to subscribers represented a cost savings 

programming. Service was more predictable and Net Promoter Scores came in higher. 
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INDUSTRY NARRATIVE
A large University Medical Center in North America 

implemented telehealth to reach remote populations of 

patients with chronic conditions like diabetes and high 

blood pressure. Clinicians were overwhelmed by the rapidly 

telehealth platform. Finally, telehealth would alleviate 

the burden on urgent care facilities and hospital ER rooms 

overwhelmed by emergencies.  

The telehealth platform was able to provide a bridge. 

Unfortunately, frequent abandoned virtual visits caused 

by application upgrades and other unplanned failures 

interrupted service. This resulted in patients, anxious about 

their health, to increase costly visits to urgent care facilities, 

local clinics and hospital ER rooms for routine monitoring 

Medical Center Innovates 
with Telehealth Platform 

INDUSTRY INSIGHT 
According to Fortune Business Insights the global 

telehealth market size is projected to reach USD 

266.8 billion by 2026. Rising adoption of telehealth 

services to combat the rapid spread of the COVID-19 

infection will play a key role in boosting market 

growth. Telehealth platforms leverage the power 

of information and communication technology to 

provide remote healthcare services to patients.

The 2020 global health crisis has created immense 

pressure on existing healthcare infrastructures 

around the world, necessitating the employment 

of technologies that allow patients to connect with 

their doctors from distant locations. Telehealth 

technologies have enabled medical professionals 

to ensure that patients with chronic and potentially 

life-threatening conditions receive necessary medical 

care during the health crisis. As providers implement 

these platforms, changes are required to adapt to 

the diverse needs of the patient population and 

medical protocols. Adapting to constant change while 

maintaining a stable, always on infrastructure is key to 

building trust in the system for patients and clinicians. 
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The Medical Center reasoned that if they could provide 

consistent and predictable use of the telehealth platform, 

they could reduce visits to remote clinics and urgent care 

centers. More important they could provide consistent 

conditions before they escalated into a health crisis 

requiring hospitalization. 

had an immediate impact on patient 

wellness. Patients and clinicians came to trust the 

technology and rely on the virtual in-home visits to ask 

questions and clarify therapies.  

REALIZING VALUE   
This Medical Center was able to reduce aborted calls by 58%. 

The IT Operations team was able to keep pace with application changes and 
systems upgrades putting them in a better position to prevent failures.  By reducing 

the number of aborted calls, they saw a decline in the number of visits to clinics and ER rooms made 

by the target population. This improvement translated into an increase in positive resolution of 

insurance claims providing savings for patients and reimbursements for the Medical Center.
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INDUSTRY NARRATIVE
Based on key indicators, a large regional bank developed 

a transformation strategy where they would retain their 

core business, banking license, the customer database 

or CRM, and the compliance activity and rely on partners 

customers –

small business services. These products would generate 

revenue, expand bank relationships, and in turn lower the 

per account cost structure.  

technology. By partnering with two neo-banks, this bank 

to grant credit in just ten minutes, as an example. Their 

new products to the customers using a branded platform 

with APIs linking to several specialized products developed 

by the partners.  

replacing high touch interactions with machine assisted 

the cloud. 

Regional Bank Transformation 

INDUSTRY INSIGHT 

services industry. Just a few years ago, banks 
considered their many physical branches as a 
competitive advantage over neo-banks, which did not 
have the advantage of close contact with customers. 
Today, banks are redirecting the cost of maintaining 
these physical branches to digital, contactless 
banking services. Innovation is the law of the land, 
making the digital customer experience more 
important than ever before. 

Today, the open banking models are enabling 
traditional banks to partner with neo-banks rather than 
compete with them. Fintech brings new capabilities 
faster with an improved customer experience. 
Traditional banks, willing to partner with neo-banks, 
bring their brand value and their customers, cultivated 
over generations to the relationship. The new 
business model requires a new operational model to 
guarantee the customer service experience.

14www.vitria.com
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To enable the business strategy, IT created a plan to 

prioritize the service experience – ensuring the bank’s 

ability to be out in front of any problems that would impact 

the customer and their transactions.  

The bank’s IT Operations team selected VIA AIOps.

As the bank moved to a more agile product delivery 

schedule, VIA AIOps to manage 

changes without disrupting service.  

REALIZING VALUE   
On average the bank projects a savings of $1M dollars in the first full year by replacing manual, reactive 
tasks with automated proactive workflows. The bank anticipates growth from introducing new digital 
services. By implementing the VIA AIOps solution, IT believes they will avoid hiring more engineers, 
originally scoped for the project, to manage changes. 

Based on data documented by other VIA clients, the bank anticipates that by automating 3 
incident use cases the bank will see a 70-80% decline in mean time to repair (MTTR). Besides 
controlling the cost of acquiring talent, the bank expects to improve the customer service 
experience as measured by the Net Promoter Score (NPS). An important part of their brand 
campaig  includes a consistent, safe, dependable customer experience for all 
new services. 

The bank is already experiencing unprecedented growth resulting from these new banking relationships 
and has been able to lower their per account cost structure.  Limiting abandoned transactions for transfers, 
deposits and lookups is enabling customers to avoid fines for insufficient balances or late payments. The 
service experience is improving their overall competitive position in the communities they serve. 
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INDUSTRY NARRATIVE
A large Middle Eastern Communications Service Provider 

operating across multiple countries and providing 

land line, mobile, data and cloud services faced these 

same challenges. They needed to optimize their service 

performance while reducing operating cost across service 

domains. 

This provider required a system capable of monitoring the 

health and performance across a complex cloud-based 

service ecosystem. Core functions of the solution needed 

to include fault and performance management, noise 

key requirements of the solution included:

INGESTION, CLASSIFICATION AND ENRICHMENT 

• Ingesting metrics, logs, event, and trace data

•

originating the event

• Syslog and metric data enriched with reference data on

inventory, topology, and service dependencies of all the

domains monitored

INDUSTRY INSIGHT 
Traditional service assurance applications can easily 
be overloaded with operational data, impeding 
operator productivity. Explosive data volumes, 
disparate data formats combined with interdependent 
technology layers, microservices, and applications 
with more virtualization makes fault and performance 

Traditional management systems rely upon siloed 

each service layer. These independent practices 

constrain operational productivity and the overall 
service assurance process. Independent operational 
teams are often chasing symptoms within their silo 
when the root cause of the problem lies outside their 
visibility and control. Multiple support teams may be 

them attributable to the same root cause. Addressing 
these service issues is slow and extremely labor 
intensive.

End-to-End Service Assurance Achieved 
in a Complex Cloud Infrastructure

16www.vitria.com
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DETECTION AND ALERTING 

• AL/ML-driven alarm noise reduction on fault data as

well as anomaly detection on KPIs

• Correlation of event and metric signals for

determination of service performance or customer

experience issues

•

impact of incidents prior to wide-spread experience

degradation

NOTIFICATION AND INTEGRATION 

• Ability to easily integrate with the operator’s existing

automated opening, updating, assignment and closing

of tickets.

• Intuitive UI with persona-based views

REALIZING VALUE   
This Communication Provider is now able to detect and solve more incidents faster within and across 
service domains. VIA AIOps implementation: 

• Improved the overall service level delivered to subscribers

• Significantly improved service operations effectiveness and efficiency

• Consistently delivers the best information at the right times to the right people

• Reduced service operational cost

They chose VIA AIOps as service assurance solution for their entire Telco cloud infrastructure.  VIA AIOps met 

or exceeded their functional requirements delivering the value they expected

17www.vitria.com
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INDUSTRY NARRATIVE
One large midwestern university faced network assurance 

challenges common across many industries with the 

introduction of a private 5G network.  These included:

INDUSTRY INSIGHT 
Colleges and universities, hospitals, manufacturers, 
and many other industries are investigating the 
feasibility of installing a private 5G network to achieve 

privacy, and low latency. But all enterprises 
considering private 5G networks are often stymied by 
the operational issues surrounding the complexity of 

network assurance in 5G environments. Maintaining 
the service quality is critical to ensuring the overall 
success of 5G. The question becomes how to ensure 

operational cost and overburdening already 
constrained technical resources. 

Affordable Assurance Delivered in a 
Private 5G Network

• 5G’s new transport network architecture and mobile

access edge computing, increased network complexity

and introduced new challenges for operations

• Their current fault and performance management

systems relied on separate monitoring tools 

•

feasible

When Service Assurance is managed and operated 

independently across the service delivery stack compute, 

networking, and applications operational productivity and 

the overall service delivery process is constrained.
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REALIZING VALUE   
With VIA implemented for their private 5G network, the college can now:

• Detect network events before the customers notice an impact to performance

• Determine the root cause and identify the impacted population for remediation

• Benefit from process automation and full integration with their back-end systems

• Support both their cloud native and traditional network environment with a single
application for both fault and performance management

• Maintain a lower operational cost, enhance their customers’ experience, and improve
the overall efficiency of their Network Operations.
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5G Service Assurance in  
Mobile Telecommunications

INDUSTRY NARRATIVE
With implementation of a 5G network, a regional mobile 

telecommunication provider servicing multiple countries 

sought a solution that leveraged AI, ML, and advanced 

analytics to deliver the high-performance service 

assurance required in a 5G world. 5G requires the ability 

to:

• Deliver service assurance including fault and 

performance management across service layers and the

technology stack

• Find and predict issues faster

• Automate root cause analysis

• Maintain a consistent high end-user experience

• Execute actions automatically

They chose VIA AIOps as their end-to-end service 

assurance solution to address 5G challenges. VIA operates 

across service technology layers to reduce noise and 

detect anomalies and outliers sooner, uncover the root 

cause from the symptoms, prescribe action, and integrate 

with existing systems. 

INDUSTRY INSIGHT 

broadband cellular networks. 5G is faster, delivers 
higher bandwidth and can deliver better services 

devices per square kilometer than 4G and move data 

for both providers and subscribers but the challenges 

performance standards must be addressed to ensure 

One of the key challenges of 5G is to be able to 
proactively identify network issues that might impact 
the customer experience (CX).  As speed and latency 
improve with 5G so does the need for better reliability 
and stronger security.
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REALIZING VALUE   
Now with VIA, their operations team is more effective and efficient using a single pane of 
glass to detect issues in seconds, troubleshoot in minutes, and provide subscribers with a 
superior level of service.
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INDUSTRY NARRATIVE
Service applications for the Insurance provider were 

distributed across the enterprise in containers and many 

becoming more frequent and each time change was 

impacts.  Users changing and adding devices placed 

operating systems on the devices also introduced support 

issues, increasing the call volume to the support center.

VIA AIOps was selected to improve performance.  VIA 

network to rapidly identify performance issues, triaging 

related incidents and determining the probable root 

cause. Advanced analytics, machine learned topology 

and unique correlation techniques enable not only faster 

enable direct linkage to support calls to enable continuous 

are combined to accelerate the development and 

implementation of automated action and remediation.  

Insurance Provider Optimizes Service Assurance 
across Service Domains and Applications

INDUSTRY INSIGHT 

customer premiums despite escalating costs are 

paramount to customer retention. But managing the 

environments, more applications moving to the cloud, 

ever changing applications as well as end user devices 

make end-to-end service assurance challenging at 

best. To address these challenges, this Insurance 

Provider needed to simplify operations by breaking 

performance issues that had a direct impact on the 
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REALIZING VALUE 
Shortly after VIA implementation, 17 separate incidents were grouped together 

into a single  incident through machine learning and correlation and an 

automated response was initiated. All of this was done in 32 minutes without 

human intervention. Resolution to these incidents before VIA implementation 

would have taken 8 hours to resolve.

Implementation of VIA AIOps has accelerated their mean time to issue resolution and reduced the 

number of customer support calls.
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INDUSTRY NARRATIVE
Accomplishing this is challenging using traditional 

methods.  To remain competitive high service levels are 

critical to maintaining customer loyalty and retention.  IT 

of the highest in the industry and has increased cost and 

put performance at greater risk.  At the same time, the 

service assurance management.  This National Network 

Service Provider set a goal to increase the level of 

automation in their service assurance processes in order to 

% of the industry 

average.

Implementation of VIA AIOps was chosen to support the 

achievement of their automation goals.  AIOps delivers 

automation through a combination of machine learning, 

augmented intelligence, closed loop processes, along 

with full integration with their Service Management 

system.  A feedback loop that combines human intelligence 

the accuracy of machine learning. This enables a faster 

path to implementation of automated remediation of 

service issues. Bidirectional communication with Service 

Management Systems is supported by AIOps which 

objectives.

Network Service Provider Delivers 
on Automation Goals

INDUSTRY INSIGHT 

uncertain economic environment requires breaking 

highest quality service at the lowest cost. That must 

include leveraging technologies that support massive 
scale at a much lower operating cost than the industry 
average.  
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REALIZING VALUE 
First VIA AIOps learns complex topology automatically and leverages this 
topology in correlation techniques for triage and root cause analysis across 
domains. VIA provides automated detection, analysis and prescription of the 

be developed and continually improved through both taught and learned 
intelligence.  The end result – faster mean time to issue resolution, more 
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