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Adaptive Experience Will

Redefine Experience Design
and Business Leadership in
the Age of Intelligence
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It's all smart. Bh"t it still feels like a machine.
Our customers don't feel understood.

They feel processed.
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Five Foundation

Interface

Behavior Tracking

Personalization

Automating Tasks

Static Services
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Emotional Intelligence

s

Augmenting Decisions

Living Ecosystems
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AX Maturity
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AX Compass Fit Check
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Talent

Lower relative priority Higher relative priority

Opportunity to automate labour Augment & automate with GenAl

Administration

Customer Service

Finance
Operations

Product Development

Lower direct impact of GenAl

Opportunity to augment labour
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Customer

From Dark Pattems to Fair Patterns

Product in control User in control

ya b
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Automatic Forcing Steering Seducing Guiding Encouraging Enabling Feedback Information

Determining Persuading Informing

Dark pattern Bright pattern Fair pattern
e

Distribution of control between the user and the product when designing for behavior change
(Adapted from Zachrisson et al, 2012, p.363)
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Return on Investment

Investment

Probability
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Market feedback?
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CEO vom POC Al

CEO var POC Al
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Building the Adaptive Experience Company
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Shift
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Data Personalization
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From Dark Patterns to Fair Patterns

Product in control User in control
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Automatic Forcing Steering Seducing Guiding Encouraging Enabling Feedback Information

Determining Persuading Informing

Dark pattern Bright pattern Fair pattern

-

Distribution of control between the user and the product when designing for behavior change

(Adapted from Zachrisson et al, 2012, p.363)
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Shift
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Decision Making

High

Low Speed / High Risk § High Speed / High Risk

Credit Approval
with Human-in-the-Loop

Adaptive Ul Design
®

Low Speed / Low Risk | High Speed / Low Risk
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Shift
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Organizational Design Adaptive Experience
(AX)
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7 Dimension of Al Transformation Scorecard
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Bold ideas die in boardrooms.

Great governance brings them to life.

Govern the Future




