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You No Longer Meet Your
Audience at the Front Door

You meet them mid-sentence — in a chatbot summary, a Reddit thread, a curated feed. Today’s digital
journeys begin off-platform, shaped by Al-powered aggregators, voice interfaces, and algorithmic
shortcuts that form brand perceptions before a user ever reaches your owned experience.

This shift breaks traditional rules of digital engagement. Funnels, menus, and page hierarchies
designed for linear navigation struggle to hold up. When users finally arrive, they’re already in motion
— expecting relevance, control, and clarity, instantly. Confusion costs trust. Friction kills momentum.

Modern growth isn’t about driving more traffic. It's about whether your experience makes sense
when people land midstream. Does it earn trust? Spark momentum? Guide the next step with
confidence?

This is Experience-Led Growth (ELG): A strategy grounded not in traffic, but in traction. It’s the
intentional design of systems that adapt to fragmented discovery, prioritize user context, and build
loyalty through experiences that feel personalized, frictionless, and purposeful — at every touchpoint.
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Experience-Led Design:

A Mindset for Adaptive Systems

Navigating this new landscape requires a shift in how we design —
not just what we build, but how we think.

Experience-Led Design is more than a methodology; it's a mindset. It
centers the experience across all layers of the system, ensuring what
we create not only works for users today, but continuously adapts as
platforms, preferences, and intelligent systems evolve.

“Human-first” used to mean intuitive, accessible, and usable. These
remain foundational — but they’re no longer sufficient. As Al
increasingly mediates how users find and engage with content,
designers must consider how systems interpret behavior, automate
decisions, and surface outcomes.

We use Al to sharpen — not shortcut — our research. It flags bias in
interviews, detects tone in feedback, and clusters behavioral
patterns we may miss. For example:

Spotting leading language in usability tests

Surfacing friction points based on sentiment analysis

Identifying underserved segments through behavioral clustering

Analyzing content engagement across sales teams to refine enablement

collateral

e Flagging high-friction steps in QA workflows across digital platforms

The goal isn’t automation. It’s insight. Smarter inputs lead to sharper
decisions — and ultimately, to systems that feel less like software and
more like support.
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Designing for Meaning:

Beyond Function to Emotional Relevance

Empathy at scale and personal relevance are just the start. In an Al-
powered environment, the real differentiator is meaning —
experiences that make people feel seen, supported, and connected.

Designing for meaning requires systems that are intentional in both
function and feeling:

Facilitate Agency and Control
Give users the ability to understand, refine, and override Al-driven decisions.

) «

This builds trust and transparency. For example, Spotify’s “Why you’re hearing
this” feature explains personalized song recommendations, empowering users
to fine-tune their preferences. Similarly, Amazon allows users to adjust

recommendation settings based on browsing and purchase history. Even small
options — like filters for “show only waterproof gear” — create a greater sense

of control.

Enhance Human Connection
Use Al to deepen — not dilute — relationships. Duolingo blends Al with playful,

human-centric design to create personalized learning paths that feel both
engaging and supportive. Customer service teams use Al to suggest responses
and surface relevant knowledge base content, while still escalating nuanced
issues to human agents. In sales, Al-driven prompts help tailor scripts in real
time based on prospect behavior and objections, improving both rapport and

outcomes.

Reflect Values and Purpose

Digital systems should embody what both the brand and the user stand for.
Patagonia curates content and products aligned with environmental
stewardship. Charity: Water tailors updates based on the specific projects
donors support, creating a meaningful connection between the user’s actions

and their real-world impact.

Meaning isn't decorative. It’s structural. It guides how systems are
built and how people feel using them. Done well, it turns utility into
connection — and connection into loyalty.
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Designing for Discovery, Not Just Destination

Meaning drives engagement. But visibility ensures participation. In
today’s digital reality, discovery happens everywhere — Al
summaries, social feeds, group chats, and aggregators — often
without a single visit to your site.

To remain discoverable and useful in these off-platform spaces, your
content ecosystem must be intentionally flexible:

e Structure content for Al parsing, using metadata and tagging strategies that
enhance visibility across summaries, feeds, and search snippets.

e Adopt a headless architecture to deliver content seamlessly across formats
and devices — without rebuilding from scratch each time.

e Design modular assets that perform well as standalone snippets, previews,

or voice responses, not just full-page layouts.

Al can help accelerate this process by generating summaries,
applying metadata, and identifying top-performing assets. But none
of it works without a content foundation built for reuse and
redistribution.

At Nansen, we specialize in building these adaptive ecosystems. Our
headless implementations help brands deliver consistent,
discoverable experiences across channels while maintaining design
integrity and speed.

Designing for discovery means ensuring your message holds
together — even when it travels far from home.

Nansen Inc. | 300 W. Hubbard St. Suite 301, Chicago, IL 60654

P. 05



N N A N S E N Designing for Humans in an Al World

From Prompt to Partner:

Al as a Creative Collaborator

Al is reshaping how we design — not just the end product, but the
process itself.

When used strategically, Al acts as a creative partner, accelerating
production while improving quality:

e Drafting wireframes and prototypes based on defined parameters

e Spotting flow inconsistencies and suggesting accessibility improvements

¢ Flagging non-compliant patterns in real time during development

In QA and dev workflows, Al boosts speed and precision by:

e Auto-generating code from design files
¢ |dentifying potential bugs or performance issues early

e Simulating edge cases for stress testing

In content and sales enablement, Al can:

e Suggest high-performing call-to-action variants
e Generate custom pitch decks or proposals based on prospect data

e Flagtone or messaging inconsistencies across content libraries

With platforms like Optimizely Opal, experimentation and
personalization become continuous — allowing teams to design, test,
and refine in real time.

We use Al not to replace creative judgment, but to clear the clutter —
so teams can focus on strategy, systems, and the meaningful
moments that differentiate the experience.
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Orchestrating Intelligent Systems That Scale

Great experiences don't live in silos. They’re orchestrated — the
result of platforms, data, and decisions working in harmony to deliver
relevant, responsive interactions across the customer journey.

Al powers much of this orchestration by:

e Personalizing content in real time
e Recommending optimizations based on behavioral signals

e Coordinating delivery across touchpoints, channels, and formats

But scaling these experiences requires a system designed for
adaptability:

e Composable architecture makes it easy to swap tools, services, or models
as needs evolve — without rebuilding the stack.

e Intelligent content models enable consistent personalization and reuse
across platforms.

e Integrated analytics ensure strategies are continuously informed by
performance, not just assumptions.

e Built-in experimentation gives teams the agility to test, learn, and refine in
real time.

Take Netflix: its platform integrates user behavior, Al-driven
recommendations, modular content assets (like trailers or localized
visuals), and real-time testing to deliver a highly personalized
experience at scale — all orchestrated behind the scenes.

That’s the power of an intelligent system: adaptive, data-driven, and
always evolving with your audience.

Nansen Inc. | 300 W. Hubbard St. Suite 301, Chicago, IL 60654

P. 07



Designing for Humans in an Al World

Collaborative by Design:

Al-Enabled, People-Led

As Al accelerates speed, the need for coordination increases. The future of
effective digital work depends on cross-functional collaboration across UX,
dev, content, sales, customer service, and data teams.

Al enhances this collaboration by:

e Highlighting where to focus experiments — and why
¢ Linking creative decisions to measurable performance insights

e Delivering role-specific feedback in real time (e.g., tone inconsistencies for content,

layout shifts for dev, or broken logic flows in onboarding)

But alighment isn't automatic. That’s why we rely on robust design systems,
shared Al dashboards, and consistent feedback loops to unify decisions and
accelerate outcomes without sacrificing quality.

Al doesn’t replace human collaboration — it amplifies it, making teams faster,

smarter, and more in sync.
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Designing Ethically:

Building Trust Into Every System

Trust is fragile — and in an Al-driven world, it must be earned by
design.

Ethical Al experience design includes:

e Transparency and Explainability: Clearly communicate when Al is involved,
how it works, and why it made a decision. Even partial explainability
increases user confidence. For example, if your organization uses Al to
generate external-facing content — like blog posts, support scripts, or
proposals — including a short disclaimer or editorial note helps preserve
trust and manage expectations.

Examples include:

e “This content was assisted by Al and reviewed by our team for

accuracy.’

e “This summary was auto-generated. Please refer to the full resource for

complete details.”

e Bias Mitigation: Audit models and datasets for skewed outcomes. Diverse

teams and broad test cases help catch what Al might miss.

e Data Privacy & Control: Give users real, granular control over their data.

Keep policies simple, and security airtight.

e Human Oversight: Ensure human intervention is always possible. Systems

should support — not circumvent — accountability.

Don't treat ethical design as a layer. It’s a foundation.
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Don’t Just Automate.
Advance.

Al can help you scale content, streamline operations, and speed up iteration. But if
those systems aren’t built for people, they won'’t drive sustainable growth.

Experience-Led Growth ensures Al serves a greater purpose:

e Clarity over confusion
e Connection over noise

e Momentum over dead ends

When your systems are discoverable, flexible, human-aware, and ethically sound,
you're not just keeping up. You're leading — with experiences that stand out because
they stand for something.

Want to see what Experience-Led Growth could look like for your business?
Reach out. We'll meet you where you are and help you design for what comes next.
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