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Recommendation ITU-T M.3389 

Requirements for artificial intelligence-based customer experience management 

of telecom services 

 

 

 

Summary 

Recommendation ITU-T M.3389 provides the requirements for artificial intelligence (AI)-based 

customer experience management of telecom services, key implementation processes, typical 

application scenarios and a use case. The goal is to explain the use of AI technology to achieve closed-

loop management of customer experience evaluation, analysis, guarantee and optimization. This 

Recommendation considers the application of AI technology in customer experience quality 

monitoring, analysis and optimization strategy generation. 
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* To access the Recommendation, type the URL https://handle.itu.int/ in the address field of your web 

browser, followed by the Recommendation's unique ID. 
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FOREWORD 

The International Telecommunication Union (ITU) is the United Nations specialized agency in the field of 

telecommunications, and information and communication technologies (ICTs). The ITU Telecommunication 

Standardization Sector (ITU-T) is a permanent organ of ITU. ITU-T is responsible for studying technical, 

operating and tariff questions and issuing Recommendations on them with a view to standardizing 

telecommunications on a worldwide basis. 

The World Telecommunication Standardization Assembly (WTSA), which meets every four years, establishes 

the topics for study by the ITU-T study groups which, in turn, produce Recommendations on these topics. 

The approval of ITU-T Recommendations is covered by the procedure laid down in WTSA Resolution 1. 

In some areas of information technology which fall within ITU-T's purview, the necessary standards are 

prepared on a collaborative basis with ISO and IEC. 

 

 

 

NOTE 

In this Recommendation, the expression "Administration" is used for conciseness to indicate both a 

telecommunication administration and a recognized operating agency. 

Compliance with this Recommendation is voluntary. However, the Recommendation may contain certain 

mandatory provisions (to ensure, e.g., interoperability or applicability) and compliance with the 

Recommendation is achieved when all of these mandatory provisions are met. The words "shall" or some other 

obligatory language such as "must" and the negative equivalents are used to express requirements. The use of 

such words does not suggest that compliance with the Recommendation is required of any party. 

 

 

 

 

INTELLECTUAL PROPERTY RIGHTS 

ITU draws attention to the possibility that the practice or implementation of this Recommendation may involve 

the use of a claimed Intellectual Property Right. ITU takes no position concerning the evidence, validity or 

applicability of claimed Intellectual Property Rights, whether asserted by ITU members or others outside of 

the Recommendation development process. 

As of the date of approval of this Recommendation, ITU had not received notice of intellectual property, 

protected by patents/software copyrights, which may be required to implement this Recommendation. 

However, implementers are cautioned that this may not represent the latest information and are therefore 

strongly urged to consult the appropriate ITU-T databases available via the ITU-T website at 

https://www.itu.int/ITU-T/ipr/. 
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Recommendation ITU-T M.3389 

Requirements for artificial intelligence-based customer experience management 

of telecom services 

1 Scope 

This Recommendation provides the requirements for artificial intelligence (AI)-based customer 

experience management of telecom services. The goal is to explain the use of AI technology to 

achieve closed-loop management of customer experience evaluation, analysis, guarantee and 

optimization. It mainly covers the following contents: 

1) Requirements for AI-based customer experience management of telecom services. 

2) Implementation process of AI-based customer experience management of telecom services 

(in the Annex). 

3) Typical application scenarios and a use case for AI-based customer experience management 

of telecom services (in Appendices). 

2 References 

The following ITU-T Recommendations and other references contain provisions which, through 

reference in this text, constitute provisions of this Recommendation. At the time of publication, the 

editions indicated were valid. All Recommendations and other references are subject to revision; 

users of this Recommendation are therefore encouraged to investigate the possibility of applying the 

most recent edition of the Recommendations and other references listed below. A list of the currently 

valid ITU-T Recommendations is regularly published. The reference to a document within this 

Recommendation does not give it, as a stand-alone document, the status of a Recommendation. 

[ITU-T M.3041] Recommendation ITU-T M.3041 (2020), Framework of smart operation, 

management and maintenance. 

[ITU-T M.3080] Recommendation ITU-T M.3080 (2021), Framework of artificial intelligence 

enhanced telecom operation and management (AITOM). 

3 Definitions 

3.1 Terms defined elsewhere 

This Recommendation uses the following term defined elsewhere: 

3.1.1 customer experience management (CEM) [b-ITU-T E-800 series Suppl. 10]: An approach 

designed to focus on procedures and a methodology to satisfy the service quality needs of each end-

user. 

3.2 Terms defined in this Recommendation 

This Recommendation defines the following term: 

3.2.1 customer experience indicator (CEI): The overall evaluation of customer experience of all 

services used. 

4 Abbreviations and acronyms 

This Recommendation uses the following abbreviations and acronyms: 

AI Artificial Intelligence 
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AITOM AI-enhanced Telecom Operation Management 

APP Application 

AR Augmented Reality 

BSS Business Support System 

CCR Customer Churn Rate 

CEI Customer Experience Indicator  

CEM Customer Experience Management 

CES Customer Effort Score 

CLV Customer Lifetime Value 

CRM Customer Relationship Management 

CRR Customer Retention Rate 

CSAT Customer Satisfaction 

DPI Deep Packet Inspection 

FCR First Contact Resolution 

IPRAN Internet Protocol Radio Access Network 

KNN K-Nearest Neighbour 

KPI Key Performance Indicator 

KQI Key Quality Indicator 

NE Network Element 

NMS Network Management System 

NPS Net Promoter Score 

OAM Operations, Administration and Maintenance 

OSS Operation Support System 

QoEI Quality of Experience Indicator 

SMS Short Message Service 

SSA Self-Service Adoption 

VR Virtual Reality  

xDR x Detail Record 

5 Conventions 

In this Recommendation: 

The keywords "is required to" indicate a requirement which must be strictly followed and from which 

no deviation is permitted, if conformance to this Recommendation is to be claimed. 

The keywords "is recommended" indicate a requirement which is recommended but which is not 

absolutely required. Thus, this requirement need not be present to claim conformance. 
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