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The importance of 

creativity…right now



AI 

Augmented Intelligence



We are not our customers.





What is experience?





What is brand?





What is brand experience?





What is customer experience?



CX
The sum of all engagements 
a customer has with you 
during the customer journey.





Customer’s Experience



What is user experience?



UX
All aspects of the end-user's 
interaction with the company, 
its services, and its products.

User’s Experience











If you’re waiting 
for someone to 
tell you what to 
do, you’re on the 
wrong side of 
innovation.



Start with people.



“We spend a lot of time designing the 

bridge, but not enough time thinking 

about the people who are crossing it.” 
– Dr. Prabhjot Singh, Director of Systems Design at the Earth Institute





How people interact with you during 

their journey is a reflection of their 

user behaviors and standards.





1. Relevant

2. Immediate

3. Intuitive

4. End-to-end (Native)

5. Experiential

6. Personalized

7. Predictive

8. Generative

9. Trustworthy

Modern Consumers are Digital Narcissists
To Them, Impatience is a Virtue and Personalization is the MVE
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50% of consumers say the pandemic and 

everything that happened since has made 

them question their life choices.

48% say they plan less than a year into the 

future, or even not at all.

People are rethinking major life milestones 

and also the very meaning of success.





Frequent tech users say that 

technology has complicated their lives 

just as much as it has simplified it



1. Being on dating apps feels like a part-time job. 

2. We started chatting and then there was radio silence. 

3. I'm matching with the wrong type of person. 

4. First dates feel like interviews, and no one lives up to 

their profile (or my expectations).

5. Online dating feels too superficial.

6. I’m totally out of decent matches.



Do You Have 

An Experience 

Style Guide?



What is the experience your 
customers feel in each 

moment of truth?



We don’t remember days, 

we remember moments.  
– Cesare Pavese 



We Need More Digital Warmth



Digital Empathy



NURTUREENGAGE

Reimagine the Customer’s Journey
Re-imagine the Customer’s Experience to Foster Meaningful Relationships 

and Drive Growth



Design for IGNITE MOMENTS
1. Be thoughtful. 

2. Be the light 

3. Convey empathy 🫶

4. Deliver on your experiential and relational promise 

5. Exceed expectations 

6. Deliver WOW! 

7. Design native, personal experiences 

8. Add magic  

9. Build trust 

10. Imagine, Reimagine, Innovate! 



• What are their digital daily habits and behaviors?

• What are their favorite apps and why?

• What digital services do they use and why?

• How are they feeling about the present and their opportunities?

• How are they feeling about the future? 

• What are the things that help someone feel reprieve?

• What are the things that help someone feel special?

• What are the things that clients avoid in brand/business 

relationships?

• What do they value in brand/business relationships?

• How do they define happiness?

• How do they define success? 

• How important is sustainability vs. price vs. benefits?

• What does good, premium and luxury mean to them now?

• What is their perception of their worth, status, aspirations?

Generation-N 

Psychographic 

Persona 

Development: 
Sample Questions



Measure for experiences  
and outcomes 



Return on Experience captures more 

than a moment, or great service, or 

amazing products, it captures how 

someone feels overall throughout their 

interactions with you. It’s a new metric 

that starts with defining the customer’s 

desired experiential outcomes.



Growth

Context

Intent

Personalization

Discovery optimization

Conversation optimization

Marketing and growth strategy

User psychology and storytelling

User testing

Outcomes

“The rise of the Growth Designer role—a 

designer who is focused on acquiring 

new customers and bringing in 

immediate revenue—shows that 

companies are being more pragmatic 

about the Return On Investment”



Change the Narrative: 
How to elevate 

experience to 

the C-Suite

Speak the language of business

Think like a VC and Investment Banker

Articulate the economics of UX & CX

Align investments with business 

acceleration and growth

Humanize the customer



“People will forget 

what you said, 

people will forget 

what you did, but 

people will never 

forget how you 

made them feel.”
 – Maya Angelou
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