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ABSTRACT

Telecommunication industry in todays environment is very challenging. Thus it is
crucial for telecommuncation companies to sustain in a very competitive
marketplace. One of the solutions available is by using business intelligence (BI) in
decision making. The usage of BI in foreign telecommunication industry assist in
understand the customer behavior to address customer churn issue. However, there
are limited studies on the implementation of business intelligence in Malaysia
Telecommunication industry so this research aim is to explore on the role of business
intelligence in decision making among telecommunication companies in Malaysia
context. Qualitative approach is used to understand the business intelligence practice
in three case studies. From the analysis found that Telco in Malaysia used business
intelligence in two dimensions which are network dimensions and busines
dimensions. Network dimension concern on two kinds of analysis which are network
availability analysis and network performance analysis while in business dimension
include five types of analysis which are marketing analysis, financial analysis,
sales/billing analysis, customer analysis and fraud management analysis. These
analysis components are used by Telco in the decision making. A business
intelligence model is developed to illustrate the process of business intelligence
among Telco in Malaysia.
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