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Overview

The implementation of AI-powered 

platforms for SRE incident 

management enabled streamlined 

postmortem tracking, deeper 

insights into patterns, and proactive 

incident resolution strategies. 

Leveraging LLMs, these solutions 

helped the telecom provider 

significantly enhance operational 

efficiency, minimize downtime, and 

improve overall resilience in 

handling production issues.
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Challenges

• Data Silos and Knowledge Loss

Managing incident postmortem records without a central repository led to fragmented 

data across Ops teams, making it difficult to derive insights and leading to loss of critical 

knowledge over time.

• Scattered Data and Reusability Issues

Incident postmortem data was siloed across teams, leading to inefficiencies and loss of 

insights needed for future incident handling.
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Proposed Solutions

• Centralized Repository

Developed a unified platform to store all postmortem records, serving as the single source 

of truth.

• AI-Driven Insights

Leveraged LLM-based capabilities to identify patterns, trends, and root causes by 

analyzing historical incident data.

• Unified Knowledge Base:

Established a single source of truth to centralize incident data and postmortem artifacts.

• AI-Enabled Pattern Recognition

Utilized LLM-based capabilities to identify recurring issue patterns and facilitate faster 

triaging of new incidents.

• Enhanced Automation and Alerts

Integrated predictive alerts and AI-driven analysis for proactive incident management.



Key Benefits

• Insightful Analytics

Provided detailed insights into incidents, root cause analysis (RCA), resolutions, and 

emerging trends.

• AI-Powered Learning

Enabled predictive insights and human-like interactions to understand patterns and 

recommend proactive measures.

• Improved Knowledge Retention

Centralized documentation ensured critical information remained accessible, reducing 

knowledge loss.

• Actionable Insights: Enabled statistical analysis of incident data, providing deep insights 

into RCA and resolution trends.

• Ease of Use: Empowered stakeholders, including Executives, IT Managers, Ops Engineers, 

and SRE teams, to quickly triage and address new incidents.

• AI-Driven Predictions: Predicted potential events and issues using AI alerts, enabling 

proactive measures to reduce downtime.

• Scalable Knowledge Base: Encouraged reuse of solutions and insights, creating an 

evolving database for future use.
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