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AI-Driven Social Media Analytics for 
Global Telecom Market Penetration
Deploying an NLP-based sentiment analysis platform to capture  
real-time consumer insights and reshape brand perception in a  
highly competitive telecom landscape.



Overview

We implemented an automated, NLP-based artificial intelligence system, to 
replace manual social media tracking for a global telecom giant.

Utilized Support Vector Machines (SVM) and Apache Flume to ingest and 
classify unstructured social data into precise contextual sentiments.

Delivered real-time executive dashboards using Tableau, establishing an early 
warning system that directly accelerated complaint resolution and reshaped 
brand strategy.

Client Profile

This telecommunications titan 

manages millions of subscribers 

globally, providing robust GSM 

network services. Expanding into 

complex geographical territories, the 

firm relies on sophisticated data 

engineering to handle customer care, 

monitor competition, and drive 

regional marketing strategies. 

Challenges: Overcoming Market Speculation and 
Infrastructure Limits

Launching services alongside entrenched local incumbents presented critical 
strategic hurdles:

Uncertain Branding: The client’s initial entry into the subcontinent was met 
with industry speculation, complicated by high operational costs.

Siloed Interactions: While social channels were used to address grievances, 
the client could not systematically evaluate the performance of their customer 
service or marketing teams.



Contextual Nuance: Standard toolsets failed to capture real sentiments in 
context, struggling to differentiate between true customer frustration and 
casual brand mentions.

Influence Identification: A lack of data-driven mechanisms to isolate key 
industry influencers or proactively map trending competitive topics.

QBurst Solution: NLP-Based Analytics Platform   

We designed and engineered a fully automated, cloud-backed social listening 
ecosystem. Transitioning from an initial phase of manual research and reporting, 
we productized the workflows into a custom, high-concurrency analytics engine 
accessible to all operational heads.

The platform's data and machine learning pipeline features:

High-Throughput Data Ingress: Employed Apache Flume to capture and 
aggregate massive streams of real-time social data and interactions.

Advanced Sentiment Classification: Leveraged Support Vector Machines 
(SVM) and Natural Language Processing (NLP) to analyze statements textually 
and contextually, achieving high data accuracy through a refined blend of 
algorithms and baseline human validation.

Columnar Storage Layer:  Utilized HBase as the primary storage repository to 
enable rapid retrieval and querying of large-scale unstructured interaction sets.

E xecutive Visualization Engine: Integrated Tableau to deliver a responsive, 
user-friendly analytics dashboard displaying real-time trend charts, influencer 
heatmaps, and competitive analysis.

Key Features

In-Context Sentiment Parsing:  Captures the emotional intent behind 
customer posts, filtering out noise to identify actionable complaints.

E arly Warning Framework: Automatically flags sharp spikes in negative brand 
mentions, alerting customer service managers before issues escalate.

Influencer Mapping Engine: Pinpoints high-reach individuals driving 
conversations to allow for targeted public relations outreach.



Customizable Enterprise Reporting: Generates distinct, on-demand 
performance summaries tailored for different business unit leadership teams.

Competitor Intelligence Tracking: Continually monitors baseline competitor 
campaigns to benchmark market share of voice.

Sentiment Analytics Dashboard

Impact

Transformed Brand Perception: Real-time visibility into consumer 
conversations empowered the client to systematically elevate their customer 
service standards.

Redefined Marketing Strategies: Insights extracted from the custom 
reports allowed marketing executives to abandon static campaigns in favor 
of hyper-targeted, regional promotions.

A ccelerated Complaint Resolution: Active alerting minimized the lifespan of 
customer grievances, contributing directly to subscriber retention and positive 
word-of-mouth marketing.

Proacti ve Engagement: The management team can now catch trending 
topics instantly, positioning the brand as an active participant in regional digital 
discussions.

D ata Transparency: Eliminated manual analytical silos, placing real-time 
operational metrics onto the dashboards of decision-makers across  
the continent.
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