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Making the Time Count
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5 Mins

Agenda

25 Mins

Presentation on a Strategic Framework 

for your AI journeys

15 Mins

Live Use Case & Open Discussion

Break Out Sessions

Exchanging ideas and best practices to help kick 

start your individual AI journey
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Don’t Panic – You Can Do This!

5

Avoid FOMO

Don't worry about missing out and 
rushing to grab or use a bunch of 

different technologies – no shiny object 
syndrome!

Instead – start by identifying what you 
really need to solve for and proceed 

from there.

Be Customer-Centric

Begin by setting goals that align with 
your business AND address actual 

issues for your clients.

Experiment

Companies across the world are often 
still in experimental mode with applying 

generative AI.

Don't be afraid to try something new.

Commit to Fairness

Ensure fairness, accountability, and 
transparency for equitable outcomes.



• The creation of a company AI strategy should be done in 
an emergent fashion with the assumption that it will ebb 
and flow over time as the entire domain matures

• Consideration and judicious balance of IP risks versus 
market opportunities

• It’s not a race to get a beautiful AI strategy published, 
much better to do this iteratively, in parallel to the 
shaping and deploying impactful use cases

• Incorporate an AI ethics board to guide responsible 
innovation & minimize bias

We are in the foothills of 

what’s possible.

GenAI will go through the 

usual curve from here.
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What Can Generat ive  AI  Help With

Authentication

Cognitive IVR

Chatbots

Robotic 
Process 

Automation

Triage,
Case Mgmt

Forecasting, Scheduling

Post Interaction Work Automatic Process Discovery

Voice of the EmployeeVoice of the Customer

Bots SupervisionPredictive Routing

Employee Assist

Predictive 
Analytics

Recruiting, 
training, 
retention

Omni 

Channel 

CX

Business 

Process 

Automation

CUSTOMER
Voice, chat, text, 

email, web, mobile, 

social, assistant

SYSTEMS
CRM, ERP, Billing, 

HR Systems

Predictive Engagement

Machine

Human



Adaptive
Planning



Planning Framework1. SET THE OBJECTIVES

• High level themes; i.e. CX, Productivity

• Align to company’s vision & mission

• Get the data & technology teams 
involved from the beginning

2. BUILD A RICH PICTURE

• Get specific

• Break objectives into focus areas; i.e. 
Exhibitors, Attendees, Employees

• Incl business needs, VOC, ethics 
considerations, and technical 
capability

3. REFINE USE CASES

• Refine the list of use cases and ideas 
using objective scoring matrix

• Group use cases

• Prioritize

4. DEFINE TECHNOLOGY 
APPROACH

• Data assets

• Architectural approach

• Buy vs Build vs Hybrid

5. BUILD THE PLAN

• Start Small

• Change enablement

• Design deployment approach

6. REVIEW & PREP

• Communication plans

• Legal, data privacy, and 
compliance reviews

• Establish success criteria

7. MEASURE & MAGNIFY

• Automation value wallet

• OKR tracking

• Enhance and scale

JOURNEY
STARTS



STEP ONE : Set the Objectives

In this stage, identify key themes, e.g. CX and Productivity, and core objectives.  

These core objectives should be aligned to the company’s overall objectives.

Be sure to include champions from all teams including the Business, Data, and Technology from the outset.  As objectives 

are formed and driven by the Business, Technology teams can start formulating the reference architecture.
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3

4
Customer

Experience

Clients – Exhibitors, 

Sponsors

Customer
Experience

Delegates / Attendees

Productivity

Employee 

Effectiveness & 

Efficiency

Productivity

Improved Margin – 

Automation, 

Simplification



STEP TWO: Build a Rich Picture

Identify User Stories, key business needs, VOC, ethics considerations, etc.

Assess ideas against business value & customer needs 

100%

25%

50%

75%

0%

Improve

Client Retention

Improve

LTV

Enhance Sales

Process

Improve

Conversion

Improve

EE Engagement

Decrease

CAC

Better Mktg

Outcomes

Better Sales

Outcomes



STEP THREE: Refine Use Cases

30%
We have 
the skills

80%
Alignment 
to strategy

50%
Fits VOC 
needs

Lots of models can be used for scoring and weighting. It’s worth 

weighting the scores and keeping it as objective as possible, but don't 

spend too long on this.  It will be imperfect, and it will change.



Establish data assets 

you own, can use, 

data owned by 

partners. 

There are many 

architecture patterns 

that can be used. The 

size of the company / 

budgets / ambition & 

use cases will feed into 

which approach to 

take. You do not need 

to spend vast sums to 

unlock value

Decisions need to be 
made on buy vs build 

for platforms & 
components and 

whether to use internal 
or external teams. 

All have trade-offs.

Consider and design this 
from the outset. Ensure 

there is a clear approach 
before any code is 

produced.

Responsible AI – aim for 
total transparency, record 
all prompts, answers and 

logic

Data assets Architecture Operating model
Data & AI 

governance

STEP FOUR: Define Technology Approach



Target High-Impact Pilots

Low Complexity – High Impact

Start your first proof of concept early

Resource Strategy

Beg, borrow, and bargain

Comms Plan

Communications strategy

Change management

Stakeholder buy-in

Develop Governance and Operating Model

Steering committee meetings (monthly)

Architectural design team meetings (monthly)

Ethics, bias mitigation, data security

Risk Management

Identify risks

- Probability (e.g. Very Low to Very 

High, 1-5 scale)

- Imapact (Time, Cost, Reputation, 

Quality)

STEP FIVE: Build the Plan

Shape a clear executable plan. By now you have  objectives, focus areas, you know the technology to use, and you’re clear on use cases that 
will resonate with users and help to deliver business outcomes



Build a strong communication plan, Culture of Transparency,

Open & Collaborative Discussions

Establish a customer advocacy center.

Safeguard personal and sensitive information.

Pilot / Proof of Concepts.

Engage through interactive and creative 

means.

OKRs/KPI - Define clear, 

measurable objectives to track 

progress

Regular updates using multiple communication 

methods/channels

e.g. Intranet, Teams page, Newsletter/email, etc.

Capture & use best practices, Develop scalable 

processes that align with evolving regulatory guidance

Celebrate initial wins!

Highlight benefits and positive impacts.

Regularly review performance 

against goals, adjusting strategies 

as necessary
Monitor Success

Build Excitement

Legal, regulatory, & privacy

Communicate

STEP SIX: Review & Prep
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NEW SALES (LAST 30 DAYS) GenBot MONITOR – NEW CUSTOMER INTERACTIONS (LAST 30 DAYS)

LIST STATS SUBSCRIBER STATS (LAST 30 DAYS)

1 4 7 10 13 16 19 22 25 28

21,664
New interactions

9%
Vs 19,922 prev. 30 days

Active

Bounced

Unsubscribed

Unconfirmed

Deleted

STEP SEVEN: Measure, Magnify, & Maximize

Interactions Unsubscribes Bouncers

Total 133,784 2,398 1,297

Today 108 17 13

This month 788 93 67



“The true power of AI is in the 
Human-AI 

harmonization: Crafting 
tomorrow's innovation 

symphony, note by intelligent 
note, side by side”

Let's See it In Action!
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Let's See it In Action!
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