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Introduction to AI 
in C&M Industry

A brief definition of AI
Simulation of human intelligence in 
machines that are programmed to 
think, learn, and solve problems 
autonomously. 

Malaysia stands at the intersection of technology and 
industry, where the incorporation of Artificial Intelligence (AI) 
has become a defining element of sector transformation. 
C&M industry in Malaysia has been a pioneer of technological 
innovation, driving growth and transformation through the 
adoption of cutting-edge technologies. 
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WHAT WE FOUND

C&M is now at the phase of piloting 
AI in terms of integration, processes 
and application. Fully utilization of AI 
is not observed in any sector. 
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Research Objectives

2. To examine challenges, opportunities and potential impacts of AI 
adoption in the C&M industry.

3. To benchmark other regulators' initiatives in other countries in 
governing and promoting the use of AI.

4. To recommend regulatory and ethical considerations for using AI for the 
C&M industry.

1. To identify AI use cases and applications that have been deployed 
or are planned to be deployed within the C&M industry.
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Research Design

In-Depth Interview In-Depth Interview Document Analysis In-Depth Interview

Document Analysis

What are the AI use cases 
and applications that have 

been deployed or are 
planned to be deployed 

within the C&M industry?

What would be the 
challenges, opportunities 

and potential impacts of AI 
adoption in the C&M 

industry?

How do other countries 
govern and promote the use 

of AI?

How does Malaysia 
benchmark these 

regulations to national 
initiatives?

What would be the 
regulatory and ethical 

recommendations for using 
AI within the C&M industry?

RO1 R02 RO3 RO4

QUANTITATIVE RESEARCH 
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Theoretical Framework
Internal Subsystems
• Demographics
• Psycho-social

Organizational Structure Subsystems
• Business Strategy
• Business Operation
• Top Management Support
• Organizational Culture
• Organization Size

Technical Subsystems
• Technology Resources
• AI Infrastructure
• AI Technology Complexity
• Trialability
• IT Maturity
• AI Expertise
• AI Technical Knowledge
• Training & Development
• Communication
• Collaboration
• Reward

External Subsystems
• Competitive Pressure
• Customer Responses
• Social Challenges
• Ethical Challenges
• Governmental Regulations

Impact on Economic Dynamics

Impact on Societal Wellbeing

Impact on Educational Demands

Impact on Regulatory Frameworks

This theory explore how AI contributes 
to internal and external organization 
sub-system, technology management, 
data handling, work outcomes, and its 
effects on the industry and stakeholders. 

(Ehn, 1988)

1. THE SOCIOTECHNICAL 
SYSTEM THEORY

2. SUPPORTED FRAMEWORK & ROADMAP

The AI Roadmap is a 
document aimed at 
improving the quality of life 
for the people of Malaysia 
through the application of AI 
technology and accelerate 
the transformation of the 
country into a high-
technology nation
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Studied Variables:
1. Budget & Governance
2. Infrastructure & Data
3. Talent Innovation
4. Regulatory & Ethical Considerations
5. Stakeholders Involvement

Method 1 - In Depth Interview

Telecommunication 
Companies

Broadcasting Network & 
Media Companies

Government 
Agencies

Postal & Courier 
Companies

F2F* Online* Online & Written* NOT AVAILABLE
3 follow-up emails

ADDRESSING RO 1, 2 & 4

* From 26 January - 23 February 2024 | Between 2:00 to 1:45 minutesTarget 8, Interviewed 5
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Method 2 - Document Analysis

Studied Variables:
1. Focus of International 

Regulators/Body
2. Cultural Context Assessment
3. Al Ecosystem Assessment
4. Alignment with Local Al 

Landscape
5. Identification of Relevant 

Regulators

ADDRESSING RO 3 & 4

USA

Singapore

China

European Union
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1. Regulation of the European Parliament and the 
Council: Laying Down Harmonised Rules on 
Artificial Intelligence (Artificial Intelligence Act) 
and Amending Certain Union Legislative Acts 
(EU)

2. The Importance of Artificial Intelligence and Data 
for the Telecommunications Industry and the 
FCC (USA)

3. Model Artificial Intelligence Governance 
Framework (Singapore)

4. Malaysian National Artificial Intelligence 
Roadmap (2021-2025) (Malaysia)

5. National Artificial Intelligence Strategy 
(Singapore)

6. Singapore National AI Strategy NAIS 2.0 
(Singapore)

7. Next-Generation Artificial Intelligence 
Development Plan (China)

8. Data, Analytics, and Artificial Intelligence 
Adoption Strategy Accelerating Decision 
Advantage (Department of Defense, USA)

9. Cyber Security and Infrastructure Security 
Agency (CISA) Roadmap for AI (USA)

10. US Artificial Intelligence Policy: Legislative and 
Regulatory Developments (USA)

11. Executive Order on the Safe, Secure, and 
Trustworthy Development and Use of Artificial 
Intelligence (USA)

12. EU AI Act 2024
13. Executive Order on the Safe, Secure, and 

Trustworthy Development and Use of Artificial 
Intelligence (White House)

14. Working of Chief Digital and Artificial Intelligence 
Office (CDAO)

USA

Singapore

China

European Union
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FINDINGS
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AI Uses & Applications

1. Improved process 
(optimize process, situational 

cost, support decision making)

2. Predictive and personalized 
sales

3. Business strategy (budget 
allocation case-to-case basis)

4. New organizational 
operation model (neural 
network, blackboard, utilizing 
algorithm, AI Committee)

5. AI collaboration & 
partnership

6. Cost reduction (maximum 
output with maximum HR)

1. BUDGET & GOVERNANCE
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AI Uses & Applications

1. Improved process 
(situational cost e.g. Sky Eye)

2. AI in-house model (use own 
resources, cloud computing, 

chatbot)

4. AI application for 
utilization of consumer data

3. AI for business operation 
optimization

5. AI infrastructure to enhance 
work efficiency and productivity

2. INFRASTRUCTURE & DATA
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AI Uses & Applications

3. TALENT & INNOVATION

1. Training and upskilling 
(e.g., Cybersecurity, financial management, HR management, change management)

2. AI-supported business 
innovation

3. Headhunt for AI 
expert (skill-based 

recruitment)

4. Support AI-driven 
innovation 5. AI-based innovation to 

sustain industrial 
existence
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AI Uses & Applications

4. REGULATORY & ETHICAL CONSIDERATIONS

1. Unbiased business strategy

3. AI committee special task for 
ethical guidelines

2. Equality towards customer

4. AI data comply with PDPA
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AI Uses & Applications

5. STAKEHOLDER INVOLVEMENT

1. Customer satisfaction & 
experience

3. AI solutions provider 

2. Service personalization

4. Input on customer’s usage 
pattern
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SCORE LOW MED HIGH EXCELLENT
AI TECHNOLOGIES
PRESENT Our present AI technology adds value to our 

organization

FUTURE We have a strategy for using our AI technology to 
add value to our organization

AI ACTIVITIES
PRESENT Our present key activities are supported by AI in 

ways that add value to our organization

FUTURE We have a strategy for using AI to support key 
activities in ways that add value to our organization

AI BOUNDARIES
PRESENT Our present organizational boundaries are 

stretched by AI use in ways that add value to our 
organization

FUTURE We have a strategy for using AI to change our 
organizational boundaries in ways that add value to 
our organization

AI GOALS
PRESENT Our present AI use supports our goals in ways that 

add value to our organization

FUTURE We have a strategy for using AI to support our goals 
in ways that add value to our organization

Broadcasting Networks & 
Media Companies

Telecommunication 
Companies

Government Agencies

AI Adoption Readiness Score

16
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1. Talent Gap
2. Data Privacy Concerns
3. Cost of AI Infrastructure
4. Ethical Considerations
5. Transparency and 

Explainability
6. Potential for Job 

Displacement

Challenges

1. Data-Driven Strategy
2. Content Creation
3. AI-Assisted Fact-

Checking Systems
4. Building Expertise
5. Attract and Retain AI 

Talent
6. Personalization for 

Engagement

1. No direct negative 
impact

2. Notable positive impact - 
AI helps in developing 
hyperlocal media 
platform

Opportunities Impact

AI Adoption Way Forward
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USA

Singapore

China

European Union

AI Regulatory Initiatives - Benchmarking

Strong AI Rules: 
The U.S. focuses on creating strict 

guidelines for AI, especially where 
security is a concern. They work 

closely with private companies and 
universities to push AI innovation 

forward.

AI Safety and Ethics: 
The EU has a comprehensive AI 
law ensuring that AI systems are 
safe, fair, and respectful of 
privacy. This framework can help 
protect consumers while allowing 
AI to grow.

Ambitious AI Plans: 
China is working to become a 
global leader in AI by 2030. The 
government plays a big role in 
pushing AI across all sectors, 
focusing on economic growth and 
innovation.
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AI for Society: 
Singapore’s AI strategy focuses on using AI to 

benefit the public while driving economic growth. 
They emphasize ethical AI practices and have set up 

a strong governance framework.



Adapting Global 
Practices to Malaysia

Malaysia can draw from 
the US & EU’s AI Act to 
develop a clear, risk-
based AI regulatory 

framework that 
ensures safety, 

transparency, and 
fairness while 

promoting innovation.

Regulatory 
Frameworks

AI Talent 
Development

Ethical AI 
Deployment

Following China's 
model, Malaysia should 
invest in AI education 
and training to build a 
strong talent pipeline, 

supporting the 
industry’s long-term 

growth.

Adopting Singapore’s 
approach, Malaysia can 

establish a robust 
governance 

framework that 
prioritizes ethical 
considerations, 

ensuring AI 
applications align with 

societal values and 
consumer 

expectations.
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WHAT WE RECOMMEND?

01 C&M shall establish a comprehensive 
regulatory AI framework

03

05
C&M shall foster collaboration and 

knowledge sharing among stakeholders for 
a responsible AI usage

02
C&M shall promote transparency and 
accountability in all AI initiative and 
processes

04

C&M shall monitor and evaluate AI 
mechanisms (regular audits, reviews and 
assessment)

06C&M shall invest in AI education and 
training

C&M shall conduct regular review and 
update on the organization AI policies
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AI Ecosystem Model for C&M

Centralised AI Leadership

MOSTI 
Act as the central authority overseeing AI initiatives, ensure a cohesive national strategy & coordinate AI across different sectors

Supporting Ministries & Agencies

MCMC 
Focus on data regulation, cybersecurity, 

and digital infrastructure to 
support AI

MOE/MOHE 
Develop educational programs to build AI 

talent and promote research in AI 
technologies

KPDN
Ensure AI practices are ethical, 

protecting consumer rights and 
promoting fair trade

Decentralized Implementation with Central Coordination
While MOSTI provides strategic direction, different ministries and agencies handle AI implementation in 

their respective areas, allowing for tailored solutions

Public-Private Partnerships
• Encourage partnerships between 

government, industry, and academic 
institutions to drive AI research, 

development, and practical 
applications

Regulatory Framework and Ethics
• Use and update PDPA to ensure AI 

applications are secure and respect 
privacy

• Establish clear, sector-specific ethical 
guidelines to ensure AI is used 

responsibly

Stakeholder Engagement
• Engage with consumers, businesses, 

and civil society to ensure AI 
initiatives meet the needs of all 

stakeholders

Regular Policy Review
• Regularly review and update policies 

to keep pace with technological 
advancements and evolving ethical 

standards
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Special thanks to MCMC for making this project a 
successful and meaningful one.

Thank You

izzalasnira@usm.my
Get in touch
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