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Schwartz, Robert, Kelly Mooney and Carolyn Heller Baird. “The AI-enhanced customer experience: A
sea change for CX strategy, design and development.” IBM Institute for Business Value. March 2018.
https://www-935.ibm.com/services/us/gbs/thoughtleadership/custexperience/ai-cx/

Ibid.

3 Ibid

o1

Design thinking is a powerful approach that enables teams with diverse skillsets to spur innovation
and creative problem solving. Though it can be employed to address virtually any challenge, because
it is a customer- or user-centric approach, design thinking is often used to define and create brand-
differentiating experiences. In particular, IBM’s Enterprise Design Thinking has “re-envisioned design
thinking, creating a framework for the speed and scale of the modern enterprise. We are aligning
large, dispersed teams and empowering them to continuously deliver better, more human-centered
outcomes to the market.” For more information on Enterprise Design Thinking go to:
https://www.ibm.com/design/thinking/

According to the Agile Alliance, “a minimum viable product (MVP) is a concept from Lean Startup that
stresses the impact of learning in new product development. A key premise behind the idea of MVP
is that you produce an actual product (which may be no more than a landing page or a service with
an appearance of automation, but which is fully manual behind the scenes) that you can offer to
customers and observe their actual behavior with the product or service. Seeing what people actually
do with respect to a product is much more reliable than asking people what they would do.”
https://www.agilealliance.org/glossary/mvp/

Ibid
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