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AI will have a huge effect on customer journeys

Will it improve the experience?

Richard Sheahan
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AI @ Forrester 
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"A self-learning system that is able to interact 

with humans naturally, understand the 

environment, solve problems, and perform 

tasks that normally require human 

intelligence, qualities and abilities without the 

need to code instructions and rules."
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Of course it is everywhere already ïand has been around 
since the 1950s

Its recent rise is powered by

Åthe explosion of data

Åincreases in computing power

Åadvances in deep learning
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Used in the right 

way AI can help 

organisations 

identify customer 

needs in advance 

- and act on them
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AIé

..relies on humans to

Ålabel the training data 

Åunderstand which algorithm to use 

Åinterpret and apply its results.

..is not general-purpose.

ÅAI can identify patterns at a scale that's beyond human abilitiesé 

Åébut isn't the same as humans' general-purpose intelligence that allows us to 

reason, make judgments, and build relationships. 

..needs lots of training.

Åextensive training data 

Ågood algorithms to create effective 

models 
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AI systems are only as good as the people who 
program them and the data they feed them

ýBias occurs unintentionally 

when the training data é 

does not accurately reflect 

the population the model 

will treat. 

ýHistorical human bias can 

also seep into models 

even if training data is 

representative.
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Source: Brief: How Machined Decide ïData Drives AI 

What do machines 
need to know?

Provide complete and 
representative data

Design adequate sensory
points

ñThe smallest ant may have 1 million times sensors than the most complicated robot." 

- David Hu, Mechanical Engineer, Georgia Institute of Technology 
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Source: AIB

!
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Source: Alibaba

ý400 million 
customized banner ads

ý3.5 million customer 

inquiries

ý60 billion

personalized pages

Alibaba used AI to deliver personalization at scale on 
Singles Day 2017
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New use cases will emerge 

to extend and complement 

the automation and scaling 

of existing cases
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Weôve been trying to get closer to customers for a long 
time: there are risks

Peppers and Rogers and 

óMass customisationô
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Motivation

Needs

Context
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Customer Experience

How customers perceive their 

interactions with your 

organisation

Journey vs experience


