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PRAGTIGAL Al FOR
PRODUGT LEADERS:
TURNING DATA INTO
CUSTOMER VALUE

Leveraging artificial intelligence to enhance user
experiences
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THE Al SHIFT HAS ALREADY HAPPENED

Al as Core Strategy

Al has shifted from optional to core, becoming essential in modern products and digital
experiences.

Customer Expectations

Customers expect intelligent, personalized, and predictive experiences powered by Al
technologies.

Competitive Differentiation

Integrating Al deeply into products drives stronger engagement, retention, and unique
value.

Strategic Al Adoption

Leaders must strategically apply Al to remove friction and enhance measurable business
outcomes.
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WHY Al PROJEGTS FAIL (AND HOW T0
SUGGEED]

Technology-First Pitfall

Focusing on Al tools before understanding customer problems leads to misaligned project
goals and failures.

Data Quality Challenges

Fragmented or poor-quality data severely limits Al model effectiveness and project
SUCCeSS.

Adoption and Integration

Neglecting adoption strategies and workflow integration reduces Al impact despite
technical success.

Outcome-Oriented Metrics

Tracking business outcomes like revenue growth and customer satisfaction ensures Al
project success.
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HALF LIFE OF PRODUCT DEGISIONS IS
COLLAPSING

» Competitive advantage is no longer making the right decision.

, COLLAPSING HALF-LIFE

 Building organizations that can change decisions faster than competitors.

« Shifts product leadership from Decision Quality — Decision Velocity.
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Al VELOCITY

Weekly Daily Adaptation




INTRODUGING DEGISION DEBT
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Accumulated cost of continuing to execute decisions that were correct
when they were made but are no longer optimal because the
environment has changed.

Pricing assumptions
Customer segmentation
Search ranking

Checkout flow

Fraud thresholds
Recommendation algorithms

Support workflows

*Outdated » ﬁ *Static

DECISION DEBT
' $

Pricing Segmentation

! *Operationa
Risk

DECISION DEBT

(ACCRUED INTEREST)
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THE PRODUGT LEADER'S Al MINDSET

Customer-Centric Al Focus

Leaders prioritize solving key customer friction points with Al rather than just building Al
technology.

Improving Decisions and Automation

Al strategies focus on enhancing decision-making and automating repetitive tasks to
increase efficiency.

Enhancing Personalization and Journeys

Al helps make experiences more relevant and simplifies customer journeys for better
engagement.

Outcome-Driven Al Investment

Focusing Al investments on customer outcomes ensures higher satisfaction and business
performance.
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Prioritization Framework

The Al Opportunity Matrix structures Al initiatives by
T“E AI ﬂPP“nI“NIIY MAIRIX assessing business value and implementation effort

for effective prioritization.

THE Al OPPORTUNITY MATRIX: PRIORITIZING INITIATIVES High-Value, Low-Effort Initiatives
il These initiatives deliver quick measurable outcomes
HIGH QUICK WINS STRATEGIC BETS = and build confidence, like search and
a {0 | recommendation optimizations.
L » Clear example, like » Complex example, like
= « “Semantic Search” « “Hyper-Personalization” 2 High-Value, High-Effort Initiatives
< e “Churn Prediction” » “Autonomous Agents”
: *Start Here to Build Momentum* || *Long-Term Investment for Transformation* Strategic Al projects that transform experiences but
m . . . .
L FILL-IN PROJECTS MONEY PITS (AVOID) require larger investments and longer timelines.
. ] ¢ -
- » Minimal examples, like » Examples of failed logic, like Managmg Risk and Resources
N e “Minor automation tasks” * “Custom Model for Minimal Gain” F : L . S
* “Simple data analysis” * “Large-Scale, Non-Core Project” ocusing on maximizing value while minimizing
| - ' LOW *Quick, but Low Impact* *Resource Intensifiers to Re-evaluate* Complexity helps accelerate Al adoption and
// L —————— manage resources effectively.
A Low IMPLEMENTATION EFFORT HIGH CDAO

CHICAGO
Anchal Gautam
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START WITH CUSTOMER PAIN

|dentify Customer Friction

Focus on moments of friction, confusion, or abandoned workflows to discover Al
opportunities that add value.

Map Customer Journey

Mapping customer journeys helps pinpoint stages where information or decision-making is
difficult.

Leverage Data Rich Environments

Data-rich environments provide ample information to train Al models and extract
actionable insights.

Customer-First Al Framework

Begin with pain points, identify data, design Al solutions, and measure business impact for
real value.



DATA IS YOUR
COMPETITIVE ADVANTAGE
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Proprietary Data Value

Unigue organizational data offers a sustainable edge beyond
accessible Al technologies.

Integrated Data Context

Combining datasets enriches context, enabling personalization and
predictive analytics.

Investment in Data Governance

Focus on data quality, governance, and accessibility to maximize Al
effectiveness.

Transforming Data into Insights

Converting raw data into actionable intelligence helps anticipate
customer needs and create unique experiences.



THE Al PRODUCT FLYWHEEL

CUSTOMER
INTERACTION

THE Al PRODUCT
FLYWHEEL.

VALUE
DELIVERY

*Enhanced user experience
leads to higher engagement.

Al LEARNING &
PREDICTION
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CAPTURE
*More usage creates
richer, proprietary data.

MODEL
IMPROVEMENT

*Smarter algorithms and
better predictions.

*The loop accelerates value
creation with every interaction.

Data-Driven Learning Cycle

Customer interactions generate rich data that enable
smarter Al learning and model improvements over time.

Enhanced Predictions and Personalization

Improved Al models produce better predictions and
personalized recommendations, enhancing customer
experience.

Self-Reinforcing Engagement Loop

Stronger predictions increase engagement, leading to
more interactions and a continuous improvement cycle.

Continuous Model Refinement

Product leaders must capture feedback and refine Al
models to sustain improvements in satisfaction and
retention.
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CASE STUDY: FROM SEARCH TO DISGOVERY

Limitations of Keyword Search

Traditional keyword search requires exact matches and struggles to interpret customer
intent effectively.

Intent-Driven Discovery Engine

Intent-based engines use natural language understanding and semantic search to connect
users with relevant solutions.

Business Impact

Improved findability and conversion rates result in reduced abandonment and stronger
customer engagement.

Enhanced Customer Experience

From product retrieval to guided discovery, customer frustration declines while satisfaction
increases.




8/14/2026 12

CASE STUDY: TRUE PERSONALIZATION

Limitations of Generic Recommendations

Generic product suggestions created poor experiences for users with different expertise
levels.

Contextual Personalization Framework

A framework using behavioral data, skill levels, preferences, and interaction history
enabled tailored recommendations.

Impact on Business Metrics

Personalized Al recommendations led to higher engagement, better click-through rates,
and increased order value.

Customer Satisfaction and Loyalty

Effective personalization improved customer satisfaction and fostered long-term business
loyalty.
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MEASURING Al SUGCGESS

Focus Beyond Model Metrics

Al success is measured by business and customer outcomes, not just technical model
accuracy and precision.

Customer and Engagement Metrics

Important customer metrics include CSat scores, Net Promoter Score, while engagement
covers click-through, exits and retention rates.

Business Impact Metrics

Revenue growth, conversion rates, operational efficiency, and cost reduction are key
indicators of Al's business value.

Continuous Monitoring and Alignment

Establish success criteria before deployment and continuously monitor Al outcomes
aligned with organizational goals.
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RESPONSIBLE Al: BUILDING TRUST

Ethical and Transparent Al

Al systems must operate responsibly and transparently to build foundational trust with
users and stakeholders.

Privacy and Compliance

Protecting customer privacy supports regulatory compliance and safeguards sensitive
information.

Fairness and Bias Reduction

Fair Al reduces bias and prevents discriminatory outcomes across diverse user groups.

Human Oversight and Accountability

Human oversight ensures accountability and allows intervention when Al systems act
unexpectedly.




HVE LESSONS FOR Al PRODUCT LEADERSHIP
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Customer-Centric
Focus

Start Al projects by
addressing customer pain
points instead of focusing
solely on technology
features.

Value of High-

Quality Data

Integrated, high-quality
data generates more
value than advanced
models using poor
datasets.

Measure Business
Outcomes

Focus on business
outcomes and customer
value rather than purely
technical Al performance
metrics.

Responsible Al
Builds Trust

Ethical Al practices foster
trust, essential for
adoption and sustainable
Al growth.

Continuous
Iteration

Commit to ongoing
experimentation,
feedback, and learning to
improve Al products
continuously.
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THE 4R'S FRAMEWORK
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Reason — Why did we make this decision?

Refresh — How often should Al challenge this assumption?

Risk - What happens if the decision is wrong?

Retire - When do we intentionally remove this decision?
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WHAT'S NEXT?

Autonomous Al Agents

Future Al agents will perform complex tasks independently, enhancing productivity and
customer service significantly.

Hyper-Personalization

Al will enable delivery of highly individualized experiences using real-time context,
preferences, and behavior data.

Multimodal Interactions

Combining voice, text, images, and other inputs will create seamless, intuitive interactions
across multiple channels.

Al-Native Product Design

Products will be designed around Al intelligence from inception, not as an afterthought, for
better innovation.
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CLOSING THOUGHT

j" Al Enhances Leadership

Al acts as a force multiplier, enhancing human creativity and decision-making rather than replacing leadership.

Leadership Remains Essential

Strong leadership is crucial to define strategy, build trust, and create meaningful customer experiences.

i Al | Focus on Practical Al Use
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Effective Al adoption requires focus on measurable outcomes and customer-centered innovation.
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THANK YOU & QUESTIONS
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