
Enterprise 
:

Executive 
Playbook
AI-driven CX and adaptive UX deliver 
personalized, intelligent experiences.
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Why This 
Matters Now

Playbook 

Why It Matters in Today’s Landscape

AI‑driven customer experience is no longer experimental. For 
enterprise CMOs, it is becoming a core growth and efficiency 
lever. Websites are evolving into always‑on experience 
systems that guide decisions, resolve intent, and reduce cost 
to serve. This playbook is designed to help executive leaders 
move from fragmented AI initiatives to a structured, 
outcome‑driven CX capability.



How to Use This 
Playbook

01 Flexible for Executives: 

Read end-to-end or jump to 
sections based on your role and 
priorities.

02 Role-Focused Guidance: 

CMOs focus on journey strategy, 
measurement, and governance; Digital 
and CX leaders use architecture and 
implementation for execution.

03 Action-Oriented Tools: 

Use scorecards and checklists to align 
teams and assess readiness.



The  
Opportunity

AI‑Driven CX

AI transforms customer experience in three fundamental ways. 
First, it reduces customer effort by resolving intent faster. 
Second, it increases relevance through adaptive and 
personalized experiences. Third, it improves efficiency by 
automating repeatable interactions while escalating complexity 
to humans. Organizations that design AI into the experience 
layer outperform those that treat it as a bolt‑on tool.

Maturity Model for 
 

Experience
AI‑Driven Customer

LEVEL

1
Static Digital Experiences 
with no personalization

LEVEL

3
Predictive AI using intent 
and behavior signals.

LEVEL

5
Proactive, agent-ready 
systems.

LEVEL

2
Rule‑based personalization 
and basic chat.

LEVEL

4
Adaptive UX that updates 
in real time.



Journey‑ : 
The Foundation

First Design

Successful AI CX programs start with journeys, not tools. 
Identify three to five high‑value journeys tied to revenue or 
service cost. Document intent, friction points, decision 
moments, trust requirements, and escalation needs. This 
prevents overbuilding and keeps AI aligned with business 
value.



Core Capability 
Stack for 
AI‑Driven CX

Data and Identity Layer:

Unified, consent‑aware profiles 
and behavioral data.

Decision Layer:

AI models for intent detection, 
recommendations, and next‑best 
actions.


Experience Layer:

Adaptive UX components, 
conversational interfaces, and 
AI‑powered search.

Measurement Layer:

Journey analytics, AI performance 
metrics, and outcome tracking.




Adaptive  and UX
Personalization Strategy

Conversational  as a CX Core 
Interface

Adaptive UX goes beyond content swaps. 
It adjusts layout, guidance, and 
assistance based on context. Effective 
personalization reduces effort rather 
than increasing pressure. Design systems 
must support variation without breaking 
brand consistency.

Conversational AI is becoming a primary entry point to digital experiences. 
Effective conversational CX is scoped, grounded in trusted knowledge, and 
designed with clear escalation paths. The goal is resolution and confidence, 
not chat engagement.



Measurement and 
Executive Scorecards
AI CX must be measured at three levels. Business outcomes such 
as conversion, retention, and cost reduction. Journey health 
metrics like task completion and time to value. AI system 
performance including intent accuracy, containment, and error 
rates. This layered view allows leaders to prove ROI while 
continuously improving quality.

Built on 
, and 

Trust, 
Governance
Brand Protection
Trust is a differentiator in AI‑driven 
experiences. Users must understand 
when AI is involved and how decisions 
are made. Clear boundaries, 
transparency, and human override are 
essential. Governance should define 
what AI should never do, especially in 
high‑risk journeys.



Operating  for 

Scale

Model

Cross-Functional 
Ownership:

AI CX should be owned by a 
cross-functional team.

No One-Time 
Launches:

Avoid treating AI CX as a 
single rollout or static 
initiative.

Ongoing Review 
Cadence:

Run weekly reviews focused 
on insights, failures, and 
improvements.

Living Product 
Mindset:

Manage AI CX as an evolving 
product that continuously 
learns and improves.



Partner  
Guide

Evaluation

How 
 Supports 

Enterprise 

Unified 
Infotech

CMOs

When evaluating partners, look beyond tools. Assess 
journey thinking, UX maturity, AI governance capability, 
measurement discipline, and execution depth. The right 
partner accelerates learning while reducing risk.

Unified Infotech helps enterprises design and build 
AI‑ready websites and CX platforms. We combine 
journey‑driven UX, adaptive interface design, AI 
personalization, analytics, and governance. Our 
focus is measurable outcomes, not experimentation 
theatre.



Next Steps
Use this playbook to assess your current maturity. Complete 
the AI CX Measurement & Readiness Scorecard. Identify 
two journeys to pilot. Align leadership on metrics and 
governance. Then move from planning to execution with 
confidence.
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