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Building positive AI experiences 

necessitates a human-centered approach 

to ensure solutions are trustworthy, 

valuable, and desirable to consumers and 

enterprises.  

WHY IS USER 

EXPERIENCE STRATEGY & 
DESIGN CRITICAL FOR AI-DRIVEN 

SOLUTIONS?

Human-centered AI enables 
organizations to make more informed 
decisions and develop clearer 
strategies and solutions to business 
challenges.

It should not be overemphasized that 
technology itself is not a goal, but it is 
only a tool to increase the value of 
users’ needs to create a great 
product delivery. 



UX IN GenAI SOLUTIONING

UX is the Compass: UX serves as the guiding force, ensuring that 
AI solutions are not only technically proficient but also user-
centered and empathetic.

GenAI Flourishes with Intuitive UX: The success of GenAI solutions 
hinges on the ability to seamlessly integrate into users' lives, 
which is achieved through intuitive UX design that anticipates and 
meets users' needs effortlessly.

Humanizing GenAI Experiences: UX design humanizes GenAI 
solutions, making them relatable, trustworthy, and capable of 
fostering meaningful interactions between humans and artificial 
intelligence.

Empowering Through Transparency: Transparent UX design 
empowers users to understand and trust GenAI solutions, 
fostering transparency in how AI operates and making users 
active participants in the decision-making process.

Innovation Catalyst: UX serves as the catalyst for innovation in 
GenAI solutioning, driving the creation of groundbreaking AI 
experiences that not only push technological boundaries but also 
prioritize human-centric design principles.

Personalization Pioneer: UX design pioneers personalized 
experiences in GenAI solutions, leveraging AI capabilities to tailor 
interactions to individual user preferences, behaviors, and 
contexts.

Ethical Guardian: In the GenAI landscape, UX design acts as the 
ethical guardian, ensuring that AI solutions adhere to ethical 
principles, respect user privacy, and mitigate potential biases or 
unintended consequences.

Continuous Iteration: UX design facilitates continuous iteration 
and improvement in GenAI solutions, fostering a feedback-driven 
approach that evolves alongside user needs, technological 
advancements, and ethical considerations.

IMPORTANCE OF UX IN NON-VISUAL AI SYSTEM



EARLY UX DESIGN INVOLVEMENT 
GenAI-powered products enhance user experiences by leveraging artificial intelligence to 
intuitively understand, adapt, and anticipate user needs, resulting in seamless 
interactions and heightened satisfaction.

User-Centric Approach: UX design focuses on understanding user 
needs, behaviors, and preferences. Using a user-centric approach, 
leads to solutions that better meet user expectations and enhance 
overall satisfaction.

Aligning Technology with User Goals: GenAI projects are often 
complex. UX design helps align technological advancements with 
user goals, ensuring that AI functionalities are not just innovative 
but also meaningful and relevant to users.

Iterative Improvement: This iterative process helps identify and 
address potential usability issues, ensuring that the AI features 
evolve and improve based on user feedback before the final 
implementation.

Preventing Costly Revisions: Early involvement allows potential 
issues to be identified and addressed before significant 
development resources are invested, preventing the need for 
extensive revisions later on.

Enhancing User Adoption: If users find it challenging to interact 
with or understand GenAI features, they may be hesitant to adopt 
the technology. Intuitive interfaces, reducing the learning curve 
and increasing user acceptance.

Optimizing Human-AI Collaboration: UX design ensures a 
harmonious and effective partnership by designing interfaces that 
facilitate seamless interaction and communication between users 
and AI.

Ethical Considerations: Early involvement of UX designers allows 
for the identification and mitigation of ethical concerns related to 
AI, such as bias in algorithms or unintended consequences. 



USER EXPERIENCE 
PROCESS IN GenAI 
EVOLUTION

THE ROLE OF UX IN AI-ENABLEMENT



THE ROLE OF UX IN THE GEN-AI SOLUTIONING
The role of User Experience (UX) in the context of GenAI is significant and multifaceted. UX 
is crucial in shaping how users interact with and perceive AI systems.

Interface Design

Designing intuitive and user-friendly interfaces for interacting with 
GenAI systems is essential. Users should be able to easily understand 
and navigate through the functionalities of the AI.

Transparency and Explainability

UX designers should work on incorporating features that help users 
understand how the AI is making decisions. This is particularly important 
for building trust and transparency. 

Implementing XAI principles to make the decision-making process of 
GenAI more transparent and understandable to users. 

User Education

Creating onboarding processes and tutorials to help users understand 
the capabilities, limitations, and best practices of interacting with 
GenAI.

Designing feedback mechanisms to collect user input and continuously 
improve the AI system based on user experiences.

Ethical Considerations

UX designers play a role in defining and communicating ethical 
considerations and limitations of GenAI. This includes designing 
interfaces that prevent misuse and guide users towards responsible use. 

User Empowerment

Allowing users to customize and personalize their interactions with 
GenAI, providing a more tailored and satisfying experience.

Designing interfaces that give users a sense of control and agency over 
the AI system, ensuring that the AI augments and enhances user 
capabilities rather than dominating or overshadowing them.

Accessibility

Ensuring that GenAI interfaces are accessible to users with diverse 
abilities and needs, thus making the technology available to a broader 
audience.

Iterative Design and Testing

Conducting usability testing to gather feedback and insights, allowing 
for continuous refinement of the UX to enhance user satisfaction and 
effectiveness.



EXPLAINABLE AI (XAI)
Explainable AI (XAI) principles are a set of guidelines and practices aimed at making AI systems 
more transparent, interpretable, and understandable to users, developers, and other stakeholders. 
The goal is to enhance trust, accountability, and ethical use of AI technologies.

Transparency
Provide users with a clear understanding of how AI systems make 

decisions by making the decision-making process accessible and visible.

Interpretability
Use inherently interpretable models that allow users to understand how 
input features contribute to the output.

Explainability
Provide explanations for AI decisions in a human-understandable 
format, even those without a technical background.

Fairness
Identify and mitigate biases in AI models to ensure fair and equitable 
outcomes.

Accountability
Establish mechanisms for tracing decisions back to the data and 
algorithms that influenced them. 

User Involvement
Involve users in the feedback loop to improve the interpretability and 
usefulness of AI systems.

Context Awareness
Take into account the context in which AI decisions are made. Ensure 

that explanations are contextually relevant and meaningful to users.

Robustness
Design systems that are robust to changes in input data and maintain 
transparency even in uncertain situations.

Ethical Considerations
Adhere to ethical guidelines and frameworks when developing and 
deploying AI systems. 

Continuous Improvement
Use feedback to continuously improve models and enhance their 
explainability.

Regulatory Compliance
Ensure compliance with relevant data protection and privacy 
regulations, as well as legal and regulatory standards.

Education and Training
Provide educational materials and training to users and stakeholders 
about the capabilities and limitations of AI systems. 



HUMAN-CENTERED AI FRAMEWORK

DEFINE AI-Enabled 
capabilities

ALIGN user needs 
to data inputs

IDEATE AI-enabled 
opportunities

EXPLAIN product 
features to users

IMPACT of tech 
on society

DEFINE

Define and identify areas 
with clear objectives, 
stakeholders, user needs, 
project constraints, and 
areas where AI can add 
value

ALIGN

Align user needs to 
attainable data inputs for 
developing an AI model

IDEATE

Brainstorm and generate 
ideas for new design 
possibilities enabled by AI 
capabilities

EXPLAIN

Explain the inner 
workings of the AI model, 
and communicate what 
AI does for users to 
promote user 
understanding and trust

IMPACT

Measure the real-world 
outcomes, benefits, and 
implications of the AI 
solution, and iterate to 
improve



UX ROLE IN ETHICAL 
CONSIDERATIONS 
WITH AI

ETHICS IN AI



Your scientists were so 
preoccupied with whether or 
not they could, they didn’t 
stop to think if they should.

- Dr. Ian Malcolm

Jurassic Park



UNDERSTANDING THE EVOLUTION OF AI
The evolution of AI from a tool for finding information to assisting with decision-making reflects 
the increasing sophistication and capabilities of AI technologies, driven by advancements in 
machine learning, natural language processing, and cognitive computing.

Information Retrieval:
Focuses on building systems capable of retrieving and organizing large 
volumes of information using AI-driven tools that index and catalog content 
to help users find relevant information.

Semantic Web and Knowledge Graphs:
As data grows exponentially, AI systems will become capable of 
understanding the semantic meaning of information aimed at organizing and 
connecting data in a meaningful way to enable more sophisticated search and 
retrieval.

Personalization and Recommendation Systems:
With e-commerce and social media platforms, AI-driven recommendation 
systems will become increasingly prevalent by leveraging machine learning 
algorithms to analyze user behavior and preferences, providing personalized 
recommendations for products, content, and services. 

Natural Language Processing (NLP) and Conversational AI:
Natural language processing will enable AI systems to understand and 
generate human language more accurately – chatbots, virtual assistants, and 
voice-controlled interfaces will interact with users in natural language, 
assisting them with tasks such as information retrieval, scheduling, and online 
transactions.

Decision Support Systems:
Decision support systems (DSS) integrate AI technologies such as machine 
learning, optimization algorithms, and predictive analytics to analyze data, 
identify patterns, and generate insights that inform decision-making 
processes (e.g., finance, healthcare, and logistics).

Predictive Analytics and Prescriptive AI:
Predictive analytics models use historical data to forecast future outcomes, 
while prescriptive AI systems recommend specific actions to achieve desired 
outcomes based on the analysis of available data and constraints.

Autonomous Decision-Making:
In some domains, AI systems have advanced to the point where they can 
autonomously make decisions without human intervention, such as self-

driving cars, autonomous drones, and automated trading algorithms, where AI 
algorithms analyze sensor data and external inputs to make real-time 
decisions in complex and dynamic environments.



UX AND ETHICS IN AI
As GenAI evolves, the intersection of UX and ethics becomes increasingly critical. 

Transparency and Trustworthiness: 
UX design should prioritize transparency to ensure users understand how 
GenAI systems operate, what data they use, and how they make decisions. 
Clear communication of AI capabilities and limitations fosters trust between 
users and the system

Fairness and Bias Mitigation: 
UX designers must address biases in data and algorithms to ensure fairness in 
GenAI systems. This involves identifying potential biases, designing inclusive 
datasets, and implementing algorithms that mitigate bias. UX design can 
facilitate this by promoting diverse perspectives and considering the impact 
on all user groups.

Privacy and Data Protection: 
UX design plays a crucial role in safeguarding user privacy and data protection. 
Designing intuitive privacy controls, obtaining informed consent, and 
providing transparent data handling practices are essential for maintaining 
user trust and compliance with regulations such as GDPR (General Data 
Protection Regulation).

Inclusivity and Accessibility: 
UX design should prioritize inclusivity and accessibility to ensure that GenAI 
systems are usable by all users, regardless of their abilities or backgrounds. 
This includes designing interfaces that accommodate diverse user needs, such 
as those with disabilities or language barriers, and providing alternative 
interaction modalities.

Empowerment and Autonomy: 
UX design should empower users by providing them with control over their 
interactions with GenAI systems. This includes offering customizable settings, 
personalized recommendations, and clear explanations of how user input 
influences system behavior. Empowering users fosters autonomy and reduces 
the risk of unintended consequences.

Human-Centered Design: 
UX designers should adopt a human-centered approach that prioritizes the 
needs, values, and experiences of users throughout the GenAI development 
process. This involves engaging users in co-design activities, gathering 
feedback iteratively, and incorporating user perspectives into decision-making 
processes.

Accountability and Responsibility: 
UX designers should advocate for ethical considerations and accountability 
within GenAI development teams and organizations. This involves raising 
awareness of ethical issues, promoting ethical guidelines and best practices, 
and advocating for responsible AI development and deployment.



FACILITATING HUMAN-
MACHINE INTERACTION

UX DESIGN OF THE AI INTERFACE



ROLE OF UX IN AI-SOLUTIONS
As GenAI evolves, the intersection of UX and ethics becomes increasingly critical 

Research and Analysis: 
User research to understand the target audience and business goals, 
competitor analysis to identify opportunities, and user personas to represent 
user segments and goals

Define Goals and Scope: 
Goals of GenAI design – determine features and functionality, technical 
constraints and user priorities

Wireframing and Prototyping: 
Outline of layout, structure, and flow of the interface focusing on key 
functionalities and content placement, and user interactions

Visual Design: 
Typography and color scheme that reflects the brand identity, defining UI 
elements for development, and visual hierarchy for the user

Usability Testing: 
Conducting testing and improve usability, navigation, and visual appeal 
through iterative design based on user feedback

Implementation and Development: 
Work closely with developers that UX design is implemented, and business 
goals are achieved

User Training and Support: 
Intuitive onboarding experience to guide users, provide documentation, 

tutorials, and customer support resources

Continuous Improvement: 
Implement mechanisms to gather insights for improvement and continuously 
iterate and evolve design based on needs and trends



Over 20 years experience in UX Research and Design with many major companies. Experience an 
areas from aerospace, finance, oil & gas, and e-commerce. As a self-starter and leader, Shelby 
consistently delivers solutions that bring value to customers. Strong leadership skills through 
working closely with clients, bringing UX to the forefront of the organization and aligning it 
closely with business goals. His resourcefulness and adaptability shine through in their extensive 
experience in developing and conducting research with a knack for handling complex issues, 
meeting strict deadlines, and adapting to rapidly changing conditions

About ME

Get the Solutions You Want | sgthompson.com
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