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Picture this:

It’s the final minutes of a critical game, your favorite team is about to score, and suddenly, the streaming 

freezes. Or imagine you’re on an important video call with a key client when your Wi-Fi decides to take an 

unexpected vacation. Frustrating? Absolutely. For broadband service providers and internet service providers 

(ISPs), these aren’t just inconvenient glitches; they’re moments that impact customer trust and your reputation.

Behind every interruption is a team racing to restore service, minimize customer frustration, and diagnose what 

went wrong. But what if these problems could be anticipated and prevented before the customer is impacted? 

Increasingly, forward-thinking service providers are turning to Artificial Intelligence (AI) as a proactive partner 

that can deliver unprecedented efficiency, security, and reliability.

AI has a wide variety of uses such as improving uptime, resolving issues faster, enhancing customer experience, 

and securing infrastructure. According to ePlus’ recent survey, 74.8% of respondents plan to implement Generative 

AI (GenAI) within the following year. So, where does the real AI opportunity lie, and are you ready to seize it?

https://www.eplus.com/about-us/industries/service-provider
https://www.eplus.com/about-us/press-releases/details/2025/01/29/eplus-survey-reveals-disparity-between-ai-aspirations-and-ai-readiness


From Chaos to Control: 
The AI Layer You Didn’t Know You Needed
Delivering reliable service is only part of the equation for broadband service providers. They must also consider 

sustaining performance, anticipating issues, and improving customer interactions while protecting their critical 

infrastructure. With AI, broadband providers can transform reactive firefighting into proactive management, 

significantly enhancing performance and satisfaction.

AI facilitates a shift from reactive problem-solving to proactive performance management in network operations. 
It can identify potential congestion, service disruptions, and performance degradation before they escalate. 

Engineering teams can address issues early, improving uptime and reducing the number of support calls driven 

by avoidable incidents.

Customer experience also benefits. 

AI can enhance service operations by powering virtual agents, real-time call transcription, and sentiment analysis. These 

capabilities can speed up support processes and give teams better visibility into customer needs and behavior. The result 

is faster resolution, more personalized interactions, fewer friction points and revealing opportunities for upselling.

Deliver safer, more reliable service through intelligent security automation. 
AI can strengthen protection by analyzing network behavior continuously and flagging anomalies that suggest 

threats, such as unusual traffic patterns or unauthorized access attempts. AI can help reduce risk by accelerating 

detection and response while limiting exposure to human error.

In parallel, AI can support infrastructure planning and upkeep. Through predictive models, it can detect early signs 

of hardware failure and trigger timely interventions. These early alerts are invaluable in helping teams prioritize 

maintenance, extend asset life, and avoid costly outages.

And worry not - AI isn’t just for big players with large budgets. There is a significant window of opportunity for 

smaller service providers, too. While large providers have more resources, there are scalable, affordable AI tools 

that smaller providers can implement to improve efficiency and customer experience. 
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Building the Right Foundation for AI
Implementing AI is not just about buying the right tools. You need to lay the groundwork so these tools can deliver 

real, lasting value. 

• Define Clear Objectives: Are you trying to automate network operations, optimize bandwidth, improve 

customer support, or enhance threat detection? Pinpoint specific use cases so your AI strategy solves real 

problems.

• Assess Your Infrastructure: Understand your system’s limitations so you can work around those 

(particularly if connecting AI to legacy infrastructure). Identify high-impact use cases within your existing 

environment to help define priorities and find solutions for all eventual problems. For example, consider using 

APIs and middleware to solve incompatibility issues while avoiding expensive infrastructure upgrades.

• Start Small and Prove Value: A big-bang approach can quickly backfire. Instead, tackle AI initiatives in 

small, manageable steps that allow for early wins. You can start with a pilot program focused on immediate 

pain points like traffic optimization or predictive maintenance. Make sure you set measurable KPIs (think 

uptime gains, cost reductions, or latency improvements - depending on your broader goals) from the start 

and for each implementation step. By setting KPIs and success criteria, you can more easily demonstrate 

ROI, gain stakeholder support, and justify expansion.
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• Normalize Your Data: Disparate data from different systems can be difficult to tackle. Implement data 

normalization practices to clean, organize, and unify information, especially from legacy sources. This way, 

your AI tools can make accurate and relevant predictions.

• Establish Strong Governance: Create clear policies that define ethical use, regulatory compliance, and 

data privacy standards. A well-defined framework should start with a general AI policy that extends into 

specific controls for every use case, tailored to unique network and business risks. These policies build 

internal accountability, reduce risk, and give employees and regulators confidence to use AI.

• Get Guidance: Ultimately, nothing beats real world experience. Getting experienced AI and network 

leaders on board may be your best investment. ePlus and Cisco bring proven strategies, scalable 

infrastructure solutions, and deep industry knowledge to help broadband providers design, deploy, and 

manage AI initiatives aligned with operational goals and future growth.

Why “Launch and Leave” Is the Fastest Way to Fail

AI is not a one-and-done investment. As models age, regulations evolve, and customer demands shift, service 

providers need a long-term strategy grounded in operational ownership. IT leaders need to stay involved through ongoing 

model monitoring, feedback collection, and performance tracking to ensure continued alignment with business goals.

You’ve Got the Vision. ePlus has the Blueprint.

AI can be truly transformative for your business, but only if you employ it strategically, avoid common missteps, 

and build a strong foundation to create long-term value.

 

ePlus is a trusted advisor offering end-to-end, “core through the door” expertise to deliver intelligent, secure, 

and optimized networks. Whether you’re just beginning to explore AI use cases or looking to enhance existing AI-

powered processes, ePlus can guide you at every stage of your journey.

Through AI Ignite, ePlus delivers tailored AI solutions that address broadband and utility providers’ unique needs. 

Backed by a strong network optimization and security track record and strategic partnerships with Cisco and 

other leading AI vendors, AI Ignite offers a full suite of services, including AI readiness assessments, infrastructure 

modernization, and strategic implementation consulting, to help you adopt and scale AI.

As part of our AI Ignite offering, ePlus works closely with providers to activate these capabilities through tailored 

solutions, including:

Automated network 
monitoring to prevent 

outages

AI-powered customer 
service chatbots to 

streamline interactions

Proactive threat 
detection and 

response

Predictive 
and proactive 
maintenance
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https://www.eplus.com/partners/showcase-partners/cisco
http://eplus.com/ai-pitfalls-service-providers
https://discover.eplus.com/ai-ignite/eplus-ai-ignite/


Connect with ePlus to get started today

Whether starting small or scaling big, ePlus helps you stay ahead—

helping to predict problems, protect performance, and turn 

complexity into confidence. Connect with an expert today, 

and let’s start solving tomorrow’s problems before they happen. 

https://discover.eplus.com/partner/ciscoeducation/

