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The New Lens: Gen-AI, Data and Value Architecture

What this means
for Data & AI

Data
Fuel, context and control

Gen AI
Reasoning and Execution layer

Value Architecture
Where data leaders identify and 
unlock business value

Data is no longer just for insight — it becomes the fuel, context and control layer for AI-driven execution.



Structured Data → AI Reasoning → Action

Instant Insights Through AI
Ask questions in plain language instead of 
searching multiple resources. 

Action-Ready Outputs
Management summary, coaching note, follow-
up email and recommended action.

Live Business Data
Always up-to-date performance data

Use Case 1: From Data to Action in One 
Conversation

AI Analyst Agent – turning live business data 
into insight, interpretation and next actions

(Dummy data)



Use Case 2: Turning Unstructured Conversation into Business Action
AI Converts every customer conversation into structured intelligence, scoring and next-best-action

B E F O R E

Customer call Call completed Caller opens form Caller enters details Record stored - stops
The outcome was 

captured. The insight 
was lost.

N O W

Customer call Call saved Conversation analysed Insights generated Action recommended

W H A T  A I  H E A R D

Customer: “Tidak, saya nak 5 tahun, RM10 ,000, saya nak bayar.”

Caller: “Pegawai akan refer dengan Encik semula...” 65%
Winback

40%
Quality

Sales   Winback outreach queued with the call reason attached

Quality Assurance   Scored automatically against the QA rubric

Training   Coaching topic identified from the caller’s wording

Management   Rejection reasons roll up into trend reporting

Unstructured Data → AI Interpretation → Action

Customer raises a concern 
on the line.

Recording ends; the 
conversation is over.

Caller opens the outcome 
form manually.

Outcome quality depends 
on the caller’s notes.

Record is filed. Nothing 
further happens.

The same call now 
produces structured 

data.

Customer wanted a 5-year payment term, but the application showed 10 
years, so AI classified this as a product understanding rather than a 
rejection of the product.

Policy No.
L197****

Call Outcome
Rejected

Rejection Category
Product 
Understanding

Customer Sentiment
Neutral| | |

BUSINESS PROBLEM Submission Processed Validation call Issuance

15% fail — blocked 85% issued
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