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AI developments



ChatGPT’s adoption at rapid pace

Elektriciteit 37 year (1888 - 1925)

PC (Personal 
Computer) 23 year (1977 - 2000)

Internet 17 year (1983 - 2000)

Smartphone 21 year (1992 - 2013)

ChatGPT

Note: Mass adoption is based on more than 50% adoption in the US, ChatGPT adoption data is from Oliver Wyman Forum. 
Generative Al Survey regarding use of generative Al tools (for example, ChatGPT)

10 months (Nov 2022 - Jun 2023)



Rufus shopping 
assistant

https://www.youtube.com/watch?v=uXkDMBNCoFo


Design with Visily



Torrance Tests of Creative Thinking 

Verbal test with writing  

Figural test with drawings

Creative AI
What will happen when kids 

become giants?



Nielsen Norman Group

“Designers are no longer the 
only ones capable of 

producing design outputs”



Stelling 1 

Ik ben blij met wat de snelle 
opmars van AI betekent  

voor mijn vak. 



Gen AI as design 
assistant



28,630 Applications
https://theresanaiforthat.com/

Perplexity.ai Chatbase Claude

UIzard Aiko Relume Dovetail

Outset.ai



Discover Define Develop Deliver

• Project planning 
• Explore business context 
• User research (qual & quant) 
• Data collection and analysis

• Data synthesis 
• Personas & Customer journeys 
• Generate Key insights  
• Formulate design challenge 
• Design principles

• Ideation & Brainstorming 
• Design & Prototyping 
• Content creation (image, 

copy, video, sound)

• User testing & validation 
• Feedback & iteration 
• A/B testing

Notion, Flot AI, Notebook LM 
Olvy, Monkeylearn, Aiko 
Otter.ai, Dovetail, Outset.ai, 
Synthetic users, …

Theydo; Qualtrics; Miro, 
Figjam, UX Pilot, TheyDo, 
UXpressia, …

Olvy,  Relume, Grammarly 
UIZard, Proto.io, Framer, 
Canvas, Cursor.ai, V0, 
Midjourney, Adobe firefly, ..

Lookback, UserZoom, Maze, 
Thematic, Usabilla, 
Optimizely, …

AI support tools

Design tasks

Tools overview

ChatGPT; Claude; Gemini; Perplexity; MS CoPilot, …

General tools



DD

First diamond
Some useful tools

Ontdekken & 

Begrijpen

Ontwerpen & 

valideren 



Claude
Versatile design assistant

Create assumption based 

persona’s in team workshop 

Refine persona’s based on 

Claude’s analysis and synthesis of 

existing research reports. 

(Design an then Validate final 

solution with real users)

Claude
Versatile design assistant



Claude
Persona > Customer journeys > Design principles > Proposition page > Service scenarios



Synthetic users
User research without users

Provide user group and goal 

Talk to your personas via chat 

Have your persona test your UX 

concept 

80% synthetic, 20% organic 

Strengthen the data set with your 

own client data



Synthetic users
Create data driven artificial users and learn form them by interview



Outset.ai
Autonomous user interviews

Qualitative user interviews at 

scale of a survey 

Also for usability testing 

Automatic logging, structuring, 

analysing and reporting 

Quick insights



Outset.ai
Automatic reporting and quick insights



CX & Journey 
management
Many suppliers and tools: 

Voice of Customer;  

CX and journey management 

Automated AI insights 

Solid CX strategy and foundation  

is key!



DD

Second diamond
Some useful tools

Ontdekken & 

Begrijpen

Ontwerpen & 

valideren 



All the obvious ideas based on customer 

segmentations in a wink 

Surprising ideas when prompting with 

creativity techniques. 

Cluster for comprehensive analysis 

Take your time to evaluate and enrich

Brainstorming
ChatGPT/ Perplexity/ Claude/…

Op basis van de ontwerpuitdaging, de persona Daniel (de efficiënte zakenreiziger), 
en het meest kansrijke klantsegment, volgen hier vijf concepten of 
oplossingsrichtingen voor de slimme spraakgestuurde hotelkamerassistent: 

1. Smart Workflow Assistant
Beschrijving: Een assistent die is geïntegreerd met Daniel's zakelijke workflow. 
Deze assistent kan hem helpen om snel toegang te krijgen tot vergaderruimtes, het 
boeken van taxi's, en het controleren van zijn agenda. Daniel kan bijvoorbeeld 
zeggen: "Plan een taxi voor 8 uur," of "Wat is mijn volgende afspraak?" De assistent 
kan ook meldingen sturen voor belangrijke vergaderingen.
1. Voordeel: Tijdsbesparing door integratie met Daniel's werkagenda en snelle 

toegang tot zakelijke diensten.
2. Behoeften vervuld: Productiviteit en gemak, tijdbesparende technologie. 

2. Voice-Controlled Room Customization
Beschrijving: Daniel kan eenvoudig de kameromgeving aanpassen via 
spraakopdrachten. De slimme assistent past verlichting, temperatuur en gordijnen 
aan op basis van zijn voorkeuren. Bijvoorbeeld, "Zet het licht op werkmodus" of 
"Maak de kamer koeler voor de nacht."
1. Voordeel: Directe controle over de kamervoorzieningen zonder dat Daniel 

handmatig apparaten hoeft te bedienen.
2. Behoeften vervuld: Comfort en tijdbesparing.

 
3. Quick-Service Concierge
Beschrijving: Een spraakgestuurde hotelservice voor snelle en efficiënte hulp. 
Daniel kan roomservice bestellen, huishoudelijke hulp oproepen of verzoeken om 
de minibar aan te vullen met een simpele stemopdracht. Voorbeelden: "Bestel ontbijt 
om 7 uur" of "Vraag housekeeping om de kamer schoon te maken om 9 uur."
1. Voordeel: Eenvoudige en snelle toegang tot hotelservices zonder tussenkomst 

van personeel.
2. Behoeften vervuld: Gemak, tijdbesparing en gepersonaliseerde service.

4. Contextual Meeting Support
Beschrijving: De assistent biedt extra ondersteuning tijdens zakelijke 
vergaderingen. Daniel kan spraakopdrachten gebruiken om projectieschermen te 



Grammarly
Auto complete on stereoids 



Rapid Service Prototype with Uizard



Rapid Service Prototype with Uizard



Heygen
Video generation 



Chatbase
Re-imagine content design  



Define criteria  

Evaluate & Select tools

Start small 

 & Experiment

Analyze process  

& needs

FS

How to choose
Steps to get going

l
Scale  

& Improve

C



And this can result in
(….if carried out responsibly)

Boost of speed, efficiency, 

accuracy, creativity

Increased human centeredness 

and business value

Re-imagined design process

R UP



GenAI & Design 
challenges



I hate to be a 
party pooper



Biases



Privacy & 
Security



Co-creation
Hovering art directors revisited?



Human 
Experience



Design principles
What can we do to overcome the hazards?

Value based and 

Ethical design  

Build a solid 

foundation for a  

responsible (AI 

powered) design 

practice. 

Critical  

thinking  

You are the gate 

keeper. More than 

ever be critical of 

the design you put 

into the world. 

Drink whiskey and 

smoke cigars. 

Use your saved 

time well and 

spend time on 

more in depth and 

strategic thinking.  

Cross-disciplinary 

co-creation 

Think of new ways 

to co-create,  

collaborate and 

engage with your 

colleagues. And 

prevent bias in AI 

models. 

Continuous user 

research with real 

diverse people 

The best way to 

mitigate epic bias 

fails. Iterate often. 

ws PFS P P



Future of CX



Hyper personalisation
Dynamically generated business insights

https://www.salesforce.com/blog/generative-canvas-lightning/


Agentic AI

Customer service Agent 

Personal AI assistants for 

customers 

Agents interacting with agents?



Trust & human 
experience



Stelling 2 

AI zal klantbeleving 
menselijker maken.



Building gen AI 
knowledge 
in your organisation, team, 
for yourself



AI is here to stay, 
so better prepare





Skill sets: Basic, advanced, 
specialized

Technical 

Ethical 

Co-creative 

Strategic 

Interactions



Expertise development 
ambition

EveryoneRange 40-60% 10%

Legend



What can you do?

‣Create your GenAI vision and Strategy 

‣Map and prioritise AI use cases 

‣Divide and conquer 

‣Take trainings and workshops

Organisation/ Department/ Team



What can you do?
Individually

Experiment Follow news dietStay sharp and down to earth

You are the expert, AI a tool.  

Ignore FOMO 

Use AI wisely and responsibly

Experiment at least 1 hour 

a week with various AI 

tools and use cases

www.oneusefulthing.org 

disconnect.blog 

Poki Podcast

F NE

http://www.oneusefulthing.org


Ik ben een Bedrieger



PionierIk ben een 



One small step into AI, 
a giant leap for CX



Stelling 3 

CX professionals moeten  
de AI transformatie leiden.



More Gen AI &  
CX design
What we can do for you



S

Summary
This is what we can do for you

E L PSS RS

AI vision & Strategy 

Define your vision and 

ambition for Gen AI. 

Map, prioritise and 

define the most 

promising use cases 

for your teams. 

Draw a actionable 

roadmap for 

implementation.    

AI inspiration sessions 

1-hour presentations 

and sessions that 

show what is possible 

with Gen AI and that 

make your audience 

enthusiast and  

AI-aware.  

AI Innovation sprint 

Discover the  

power of AI in a  

3-day sprint and 

develop and test new 

business solutions and 

processes in parallel.   

AI innovation training 

Be the pioneer for AI 

transition in your 

organisation by 

building essential AI 

competence in your 

team. Follow various 

Gen AI trainings.  

E.g. AI Basics; 

Prompting; Ethics; 

Collaboration, …   

AI innovation expert 

A digital innovation 

and AI consultant in 

your team who can 

support you in driving 

your AI transformation 

for your business in a 

responsible and 

human centred way. 

PS



About Informaat

Why we do what we do



We love to help

• 40 years of experience 

• 35 driven innovation experts and 
enthusiastic and responsible AI Pioneers 

• Use of proven human-centred  
innovation frameworks 

• Design of value-driven solutions with 
positive impact



On a mission
with a vision

Everyone should be able to get the most out of life 

and work. To live in a digital world where needs are 

taken seriously. Where everyone experiences that 

what truly matters is genuinely served. 

We create valuable, authentic and credible digital 

products and services. With consideration for people, 

society and the environment. We create  

True experiences.



True experiences
Our view on design and innovation

Data-driven Positive impactValues-driven

We find the sweet spot between 

your interests and what your users 

truly want. It feels good. A well-

developed design leads to satisfied 

and loyal users.

We leverage the possibilities of data 

and AI while making well-considered 

ethical choices. This is how we 

design personalised, smart and 

meaningful user experiences.

We strive for a design that 

contributes to a positive impact on 

people, society and the environment. 

This results in a sustainable and 

valuable user experience.



Content Architecture          

User interfaces              Design Systems          Value propositions  
& service experiences

Projects and expertise
for true experience design

CX/UX maturity growth



Waardevol Authentiek Geloofwaardig

Lorem ipsum dolor sit amet, 

consectetur adipiscing elit. Sed 

fermentum urna vitae risus hendrerit 

cursus.

Vestibulum sit amet ex in lorem 

sodales pharetra. Vivamus ultrices 

metus metus, sed vulputate dui 

dapibus sed.

Phasellus quam tellus, ultricies sit 

amet rutrum at, ullamcorper non 

nunc. Ut posuere sem mi, eget 

congue ipsum fringilla ut.

Where we make the difference
Our partners in digital innovation



Let’s keep in touch

035 543 1222

info@informaat.nl

Designers  
for life.

Informaat is onderdeel van Vitas


