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Shape your
next-generation
channel strategy




Team up and pick a product
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Pick a product* or service Instructions

- Introduce yourself to the group

tO W()r k With -  What do you work with?

-  Where does your company or product sit

on the scale below?
*One you work with, or one you're familiar with What made you choose that level?

- Choose one product or service for the next
step

“We haven't started” "We consider Al in every decision"

How Al mature is your product today?



Map a user journey
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Create a Sequence Of Orders a drink in the app The user checks their
steps that users take to S gy
achieve a specific goal.

Inspiration

-  Which user journeys exist today?

« Awareness > Engagement - Retention

Gets a recommendation User sees flight search
-  Where does the user start? on other clothing items results and compares
. What are they trying to achieve? that go well with the prices

« Is Al already influencing user behaviour? selected item

Searches for gluten-free Saves the healthcare
recipes clinic to their favourites for

QaAaAc\] accacc



Al enhanced user journey
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Refine the user journey with Al
to enhance the user experience,
helping the user reach their goal.

Rewrite the user journey Discuss Guiding principles in applying Al
«  Where can Al remove friction? « What approach makes sense to use? « Alsupports, it doesn't take over

-  Where canit add intelligence or prediction? « Own channel « Continuity builds confidence

« How will a future customer interact with Al? « External channel « Assist,don't decide

- Canit create a more personalised user « Hybrid

i ? . :
experience: « What data or signals power this?
*  Highlight key touchpoints « How does it affect users trust and control?
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Control the customer experience,

interface and data
Q, which screwdriver shouldib. & @
Al-lage ﬂ Produkter  Bilder  Korta videor
Own channels

© stockholm - Vilj omrade

4 Al-6versikt e Pl o
o You should buy a Phillips-head screwdriver for
Hybrld general household use, as it is the most

common type, or a multi-bit set for versatility.
For electrical work, you will need an insulated

External channels

Reach

Access to customers through the channels,
platforms and moments where they
already seek information or make decisions






Identify suitable
use cases for ChatGPT

Conversational

Focusing on the experience will be crucial to
build trust, attract users, and position the brand

as an important partner in the ChatGPT

ecosystem.

Intelligent Simple



Share & reflect
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Share & reflect

Goal: Gather your thoughts from today's exercise and hear
what went on in the other teams.

<

What does your
Al enhanced user
journey look like?

T

Which approach did
you take? Own,
external, hybrid

P

Where does Al
help the user?

9
What learnings or

discussions did
your group have?



