
Better and 
faster business 

decision 
making

Key initiatives:
Dashboards
Data self service

Insightful 
customer 

understanding

Data 
Strategy

Personalized 
products and 

services

Business 
process 

automation

Key initiatives:
Customer 360 view for related 
stakeholders
Customer life-time value
Customer segmentation

Data 
monetization

Key initiatives:
AI/ML models for related use 
cases (next best offer/action, 
personalized product & 
pricing, chatbot/voice bot…)

Key initiatives:
Data extraction/Reporting
STP via rule-based auto-processingKey initiatives:

B2B data exchange and 
analytic use cases
Big data acquisition

Data enabled 
Agent 

experience 

Key initiatives:

Qualified Agent
Next generation leaders
Agent NBA/NBO
Lead generation

Lead 

generation

Customer 
satisfaction

Operation & Cost 
optimization

Risk & Fraudulent 
reduction

1. Business strategy & Data strategy alignment



2. Data Strategy – Execution management  



3. Execution - Data acquisition roadmap

Structured data

Unstructured data

- Front office: Applications/Web portal for Customer, 
Distribution channels, Marketing, Employees, Partners, 
Contact Centers.

- Middle office:  Systems likes Core, Claims, Product, Billing, 
Collection, Payments, CRM.

- Back office: System likes Finance, Procurement, HR, 
IT/Security, Risk and Compliance.

- Social network: Customer relationship, Customer 
behaviors, preferences.

- IOT/wearable devices: Customer health, habit data
- Text/Image documents: statements, medical records, policy 

applications, claim forms, and customer feedback.
- Voice data: Customer servicing with customer needs, 

emotions and sentiment



3. Execution – Core data platform investment

- How is the data useful for whole enterprise information 
query from reporting, dashboard building, application 
integration, AI/ML engines built?

- How many data sources are acquired, ingested into 
centralized data stores and available to meet business 
demand?

Available

Usage

- Is that the data in good quality and well defined with 
unified understanding from data engineer to business 
stewards and owners?

Quality
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3. Execution - Strategic alignment is crucial role of Data Governance

Define working group Data owner to work on the focused areas of Data quality & Data protection 

1. Ownership

a. Identify the business issues on data 
quality/ business glossary leading to 
low quality of business information

b. Measure data quality and reflex on 
the dashboard

c. Follow up mitigation action with 
according data owner

2. Unique Business glossary/ 
Data qualitya. Identify the business issues on 

sensitive data protection leading to 
compliance/security issue.

b. Critical sensitive data inventory with 
identified controls applied.

c. Follow up mitigation action with 
according data owner

3. Data protection

People – Data Governance 
Committee/Council/Team

Process -
Data Governance Framework

Technology Tools
(Informatica/D360/Collibra)

Goals Metrics

• Cost saving: Projects implemented with 
timeline/resource saving, STP, 
Automation process with Rule 
based/AI/ML engines

• Lead generation: No leads increase
• Customer/Agent satisfaction: NPS
• Risk/Fraudulent reduction: early 

detection, claim loss avoidance.



3. Execution – AI/ML use cases with ROI focus 
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