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The Practice of Gratitude

At the back of this book you’ll find a
gratitude journal sample along with our
recommendation for our favorite
journaling tool. Whether you already
practice gratitude through consistent
journaling or are new to the concept,
we hope you find that section useful.

Lasting Gratitude

FOREWORD

“In our culture, gratitude is expressed
through action. “

As part of Koniag Tech, Vervint is a valued member of
the extended Koniag family, united by shared purpose and
rooted in shared values. At Koniag, our work is grounded in
values that have guided the Sugpiag/Alutiig people for
thousands of years. Values rooted in community,
stewardship, and respect for what has been entrusted to us.

Koniag was established by Congress in the 1970s as an
Alaska Native Regional Corporation to create opportunity,
support economic self-sufficiency, and care for the lands,
waters, and living culture of the Alutiiq/Sugpiaq people of
Kodiak Island.

In our culture, gratitude is expressed through action. It is
lived through “sharing the catch.” We share what we have,
care for our people and lands, and carry forward a legacy of
generosity for future generations.

Lasting gratitude is not just something we feel; it is
something we practice. It shapes how we serve our
Shareholders, our partners, and one another. These
commitments guide our work every day.




“Sharing the catch” is more than a phrase; it is both a
responsibility and an honor. When one of our businesses
succeeds, that success supports our broader mission. It is
shared, reinvested, and carried back into our communities
through benefits, education, cultural preservation,
stewardship, and opportunities that strengthen our people.

Our Shareholders and Descendants are connected to a
legacy shaped by the lessons of our history and the wisdom
of our Elders. As our Elders remind us, what we carry today
was entrusted to us by those who came before, and what
we build now belongs to those yet to come. That legacy
calls us to lead with care, respect, and the belief that
prosperity should strengthen families and communities for
generations.

That is why this work matters. It is an honor to help
advance Koniag’s mission—to build on the strength of those
who came before us, serve our Shareholders and
Descendants today, and help create a future where our
people, culture, and communities remain strong.

As you read these pages, we invite you to reflect on
what lasting gratitude means in your own work and life—and
how, together, we can continue to carry it forward.

Quyanaasinaq (Thank you very much),

Stacey “Imaq” Simmons
Vice President, Koniag Region Investments

PREAMBLE

Al is simultaneously the greatest enabler in the history of
humanity and in ways, the cruelest technology to ever exist.
For some, Al can take you from non-existent to a launched
or revenue producing product in mere days, maybe even
hours. For others, Al is accelerating a portion of the
enterprise, while bottlenecks dramatically worsen in other
areas that cannot keep pace. Al bolsters cybersecurity with
24/7/365 threat detection while at the same moment it’s
used by bad actors to uncover new vulnerabilities and
extort. Enterprise productivity is skyrocketing as humans
struggle to find work.

Charles Dickens was onto something when he penned,
“It was the best of times, it was the worst of times...”

The natural question that arises is: How do we ensure it
is way more often the best of times?

In this ebook we’re going to examine two movements,
one philosophical, and one technological, that we believe
come together to usher in an unprecedented era for

humanity.
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Heading into this read, know this about us:

We are optimists and believe technology is a
force for good.

We are pragmatists who understand this is hard.

We are humans who design and operate
intelligent systems for human-ai collaboration.

This is our point of view on how we progress with Al. We
hope you find it useful and these concepts stay with you.
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A Brief Moment in Time and
Tech’s Evolving Promise

You fiddle with your car radio and bounce in and out of
static before happily pausing at Bruno Mars’s “Just the Way
You Are”. It’s followed by Katy Perry’s “California Gurls” and
then the inescapable summer earworm, Train’s “Hey Soul
Sister”. Maybe it was the tunes, maybe it’s the warm late
Spring air, but you’re in a good mood.

At a red light you glance at a text on your new iPhone 4
and its sharp Retina display. You wish you could talk to this
gorgeous piece of tech engineering, but Siri won’t arrive for
another year. Instead, you snap a selfie before the light turns
green and tweet it with a playful hashtag.

The year is 2010.
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Two talented and thoughtful designers, Joshua Porter
and Joshua Brewer, decide to do something simple yet
radical. Porter, already well-known for his influential blog
Bokardo and his book Designing for the Social Web, had
spent years obsessing over how to make interfaces feel
more human. Brewer, a passionate product designer who
would later become Principal Designer at Twitter and co-
found Abstract, was deep in the trenches building real
products for fast-moving startups. Both of them were
constantly learning hard-won lessons about clarity, empathy,
simplicity, and designing for real people, but they noticed
there was no single, concise, immediately useful place
where these insights lived. Frustrated by scattered
knowledge, they launched 52 Weeks of UX: a commitment
to publish one focused, actionable post each week
throughout 2010. No hype, no filler, just sharp thinking they
and others could apply. What began as a modest side
project between two friends quickly became the spark for a
movement that still shapes digital products today.

A few months into this exercise, Brewer authored the
pivotal, “Design for Delight” where he passionately argued
that delight, surprise, and joy should no longer be rare in
web design, but [should be] intentional goals that make
digital experiences memorable, remarkable, and deeply
human.

Soon after, the little blog series that could and this
concept of creating delight through design, permeated the
digital ethos. In boardrooms, TED talks, and executive
strategy off-sites, this phrase suddenly dominated every
tech conversation.
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D2 +UX

A discourse on the process of
designing for real people.

[l WEEK 02

SOLVE EXISTING PROBL|
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“Moments of delight” became the north star for product
teams everywhere. The idea was simple, powerful, and
perfectly timed for its era: technology shouldn’t just work, it
should activate joy.

Designers printed the posts and pinned them in war
rooms. Product managers forwarded them to entire teams.
Executives championed it from the stage. Design-led digital
innovation was the vehicle and the aim was crystal clear...
delight.

The 52 Weeks of UX series didn’t just document the shift
toward delight, it ignited it, while providing language,
permission, and practical tools to an industry tired of
building functional, yet wholly forgettable tools.

Suddenly, delight wasn’t a

nice-to-have. It was the metric
that mattered most.

Yet even as the era of delight peaked, a quiet question
lingered at the edges of the conversation, one no one asked
out loud:

What happens when the moment fades?

10 Lasting Gratitude

When Delight Fades:
Finding Our Next Aim

Let’s give deserved praise. Designing for delight was and
remains smart, and at the time, it was a revolutionary idea in
product development. Fifty million Elvis fans can’t be wrong
and 16+ years later the concept still lands. Here’s the
uncomfortable truth about moments of delight: they are, by
definition, fleeting.

They light up your brain like fireworks, bright, beautiful,
and often, gone. The hedonic high feels incredible while it
lasts. But once the ride request completes or the coffee
lands in your hand, the feeling dissipates. You move on. And,
as more and more consumer-facing applications became
much more user friendly, what was once a magical digital
experience, became expected table stakes.
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By the mid-2010s, “moments of delight” had become so
ubiquitous that they stopped surprising anyone. Consumers
began demanding them as the bare minimum. And most of
those delightful moments were concentrated in flashy
consumer-facing apps—fun, high-volume, high-visibility
products. Enterprise software, internal tools, complex B2B
platforms, and mission-critical systems? They were largely
left out of the “delight” conversation. The result was a
landscape of fleeting emotional peaks followed by long
plateaus of “it works, | guess.”

Delight is hedonic, rooted in pleasure and surprise. It’s
fantastic for virality, first impressions, and quick adoption.
But it doesn’t build the deep, enduring bonds that turn
users into lifelong advocates. It doesn’t create reciprocity. It
doesn’t survive the first bug, the first price increase, the first
major life change when your user needs something reliable
more than something surprising. In a world moving at
TikTok speed, those momentary highs were no longer
enough.

So the natural question

became: What's next?

12 Lasting Gratitude

We realized we could do better. We could move beyond
transient delight and aim for something far more powerful:
technology so thoughtfully built, so genuinely helpful over
time, that it generates lasting gratitude. Not a one-time
“wow,” but an ongoing, relational sense that this tool, this
system, this partnership actually cares about you and makes
your life meaningfully better, day after day, year after year.
And while that may sound too good to be true, we believe it
wholeheartedly.

Lasting gratitude isn’t about a single happy moment. It’s
about a technology experience that feels like a genuine gift.
One you keep appreciating long after the initial thrill has
worn off.

This isn’t wishful thinking. Thanks to the rise of Al and
the maturing of human-centered design practices, we now
have the capability, really for the first time in history, to
build technology that doesn’t just delight in the moment but
earns deep, enduring thanks. We can create solutions so
good they make you feel deeply cared for, not just
momentarily surprised.
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“Lasting gratitude isn't about
a single happy moment. It's
about a technology
experience that feels like a
genuine gift. One you keep
appreciating long after the
initial thrill has worn oft.”

CHAPTER 3

Why Lasting Gratitude Is
the Right Aim

Lasting gratitude is not just a nicer version of delight. It
is something richer, deeper, and exponentially more
powerful.

Psychologists distinguish between hedonic experiences
(pleasure-seeking, momentary) and eudaimonic ones
(meaning, fulfillment, and human flourishing). Delight lives
squarely in the hedonic lane. Gratitude, especially the
dispositional kind that becomes part of how you see the
world, lives in the eudaimonic. It shapes behavior, thoughts,
and emotions for the long term. When people experience
lasting gratitude toward a technology or the team behind it,
they don’t just like it more. They become more loyal, more
forgiving of the occasional flaw, more willing to invest their
own time and energy into its success. They feel seen,
supported, and genuinely cared for.

Why Human Connection Matters More in the Age of Al




People who regularly feel grateful are more pro-social,
they tend to share more, help more, and collaborate more
openly. They become more resilient in the face of adversity,
calmer under pressure, and better at delaying gratification
because they trust the long view. They are more open to
vulnerability, more empathetic, and more eager to
reciprocate. If this list of traits sounds like people you'd like
to surround yourself with, we don’t blame you.

These aren’t just nice traits. They are the exact behaviors
that create successful teams, loyal customers, and propel
sustainable businesses.

Science backs this up with hard data. Gratitude triggers
measurable physiological changes: increased dopamine and
serotonin levels, lower cortisol, improved sleep quality, and
even stronger immune responses. A 2023 review by UCLA
Health that examined 70 studies totaling over 26,000
humans came to some very clear conclusions. Higher levels
of gratitude reduced depression, lowered anxiety, positively
impacted biomarkers that signal a healthier heart, lowered

stress by initiating the parasympathetic nervous system
responsible for rest and digestion, and, as previously
mentioned, improved sleep.

Lasting Gratitude

“These aren'’t just nice traits.
They are the exact behaviors
that create successful teams,
loyal customers, and propel
sustainable businesses.”



The Scientific Cocktail that Creates
Lasting Gratitude

From Robert A. Emmons’ book, Thanks!: How the New
Science of Gratitude Can Make You Happier, we discover a

purposeful, and importantly, repeatable recipe that deepens

gratitude in any relationship. Note, this gratitude can exist
between people, or between a person and a product.

There are 3 components to creating predictable, lasting
gratitude.

1. The receiver must value the gift. The more meaningful
the benefit, the deeper the gratitude.

Your takeaway? Make it simple to understand the impact
and where possible, quantify it for the user. Example: “21
hours saved this month.”

2. The receiver must recognize the giver. Gratitude grows
when we see the human intention behind what was given.

Your takeaway? This happens naturally when handing
someone a physical gift. Digitally, it’s more nuanced. This is
where product or platform marketing is key to humanize
this exchange. Start with language. When introducing the
tech, yes, show them how to use it, but lead with what you
solved for them that is worth classifying as a “gift”.
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Real World Example:

StreamYard is a very popular livestreaming
platform. For approximately the last 15 months,
nearly every time you log in, they present you a
visual update.

For example, they recently incorporated a
teleprompter feature into their platform. You
copy paste your notes in, toggle on the
teleprompter, and voila, you have an easy-to-
control, scrolling teleprompter built directly into
your existing streaming interface on laptop and
mobile.

StreamYard made the human benefits crystal
clear.

» Keep eye contact for more engaging reads
with your audience

* No external apps needed, reducing cost as a
value-add to their platform

* Cleaner, fewer takes makes for faster
recording and editing

Why Human Connection Matters More in the Age of Al
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Whether you're rolling out a feature to consumers or
deploying a new internal tool to your workforce, the same
principle holds: show people what you solved for them
before you show them how it works. That's what turns a
product update into a potential moment to build lasting
gratitude.

3. The gift must feel generous. When something goes
beyond what was expected, gratitude is amplified.

Your takeaway? You can apply this in two ways. First, when
solving a known problem, how can you simply care more
than others before you? Second, what problems can you
solve for your users that they aren’t thinking about yet, but
are thrilled when they experience your solution?

This is the blueprint for building
products that create lasting gratitude.
When your technology solves

something meaningful, feels human
in its intent, and delivers more than
expected, gratitude is the natural
result.
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Internal Alignment: Did Lasting Gratitude
Fit for Us?

We’re not oblivious. We understand some will read this
entire ebook, or even see a single LinkedIn post on the topic
of lasting gratitude, and eyeroll. We ourselves had to
examine this aim and deeply question if this was a fit for

(13 bR

us-.

So, we mapped the impact of lasting gratitude to our
stated values and Koniag’s social mission and this exercise
was enlightening. Lasting gratitude wasn’t just a nice
emotional outcome, it was the natural result of living our
values at the highest level. Take "Competitive”, which at
Vervint means obsessing over our clients with a forever
mindset, and you have Emmons'’s first condition made
operational: ensure the gift is genuinely valuable, every time.
Pair that with "Relentless”, urgency, focus, and humility, and
you have his third: deliver more than was expected, as a
matter of standard practice, not occasional effort. You
might find it useful as well.

A beautiful aspect of lasting gratitude is that it rarely, if
ever, happens in isolation. By its nature, it is relational and
flows from one person to another or from one thing to a
person. It strengthens client relationships, deepens
employee fulfillment, and creates reciprocity that flows all
ways: from the technology we build to the people who use
it, and back to the teams who built it.
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Lasting gratitude is not accidental. It is the result of CHAPTER 4
intentional perception, human connection, and the choice to
see what we build — and what we receive — as a gift worth
protecting.

So if you’re still asking, "Is lasting gratitude a worthy
aim?”, we hope this chapter made it clear that the answer is

Already Grateful:
Companies You Might Not
Know Leading by Example

an unflinching yes.

The era of delight was dominated by consumer-facing
applications. Want to customize a pair of Nike’s? Have at it!
Who sings this song? Ask Shazam! | need a ride! Click a
button and your Uber driver shall appear. Truly, delightful,
and at the time, near magical experiences.

And while you might not recognize it as such, the era of
lasting gratitude is already underway. Currently it mainly
shows up as platforms that are so pervasive, in a positive
way, that they truly change how we live. Think Tesla,
especially when you recognize that automobiles are not
their end game, and instead the pairing of Al + Robotics +
Autonomous Transportation + Energy Creation & Storage is
a combination they will build on for generations.
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But Tesla is one of the largest corporations on the
planet. It’s likely way simpler to see yourself succeeding
through the lens of how far smaller companies are building
for gratitude. What'’s interesting about this exploration is
you’ll quickly see that it is not limited to one industry or one
audience, like the consumer, but rather it spans a much
wider user base.

We think it’'s important to note, Vervint is not
currently working with the following companies.
We just respect what they are building and how
they are executing.
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Meet Alpaca

As we examine Alpaca - which is fun to say - let’s
remember that dispositional gratitude helps humans
become more open, collaborative, and honest because they
develop a deeper care for the people around them. When
you see who Alpaca serves, ask yourself if this matters to
you. We bet it will.

Alpaca (getalpaca.com) is an education technology
platform founded in 2022 that equips K-12 school leaders -
principals, district administrators, and teams across more
than 300 schools nationwide - with an all-in-one solution to
support teacher wellbeing and strengthen school culture.

It combines elegant pulse surveys that ask just a few
open-ended guestions each month, a library of resources for
team-building and appreciation, and monthly Celebration
Kits - turnkey care packages and activities delivered ready-
to-use straight to school doors.

Alpaca makes it effortless for leaders to listen deeply, act
on real-time insights, and recognize every deserving
educator and staff member, transforming everyday school
leadership into a more gratitude-inducing role that puts
human connection first.

It’s clear that Alpaca is creating both delight - through
physical celebration kits that spark joy, and generating
lasting gratitude through their low-effort pulse surveys.
Educators feel heard, administrators receive authentic,
actionable data, and it all results in stronger, more resilient
relationships.
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Alpaca doesn’t just facilitate appreciation; it engineers
recurring, effortless cycles of gratitude that embed
themselves into school culture, making educators
measurably more engaged and loyal over time, benefiting
the children they teach every single day.

Meet Orange Logic

Imagine Sarah, a senior designer on a global marketing
team, racing to update assets for a live brand campaign.
She’s stuck in a familiar loop: hunting through scattered
drives and email threads for the “final-final-v3” file, only to
discover the version she just downloaded is not actually,
“final.”

She pings a colleague on Slack, then waits on another
approval, and finally re-downloads the correct asset. All that
toil only to realize she used an unapproved logo variant in
the asset and now she has to spend time writing an email
explaining how this all happened. She’s lost hours, patience,
and energy.

Orange Logic eliminates that entire cycle. With one
secure, Al-powered space, Sarah finds the asset instantly in
the updated source of truth, sees every version and
approval in real time, and pushes omni-channel updates
with confidence. Their platform turns what used to be
manual churn into effortless flow. She’s genuinely grateful it
runs so smoothly and gifts her back time so she can do her
actual job.
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Orange Logic (orangelogic.com) is a leading digital asset
management (DAM) platform that empowers enterprise
teams, particularly content-heavy organizations across
Fortune 100 companies. Their platform makes it effortless
for teams to find, collaborate on, and distribute assets
without friction, turning complex content operations into a
streamlined, productive process that prioritizes speed,
creativity, and compliance over administrative chaos.

Orange Logic continuously innovates and pushes to be
both a partner and Al-driven platform, ensuring users can
integrate their existing tools seamlessly - like Figma - while
solving bespoke, painstaking manual tasks automatically via
embedded Al solutions - such as meta tagging, alt text
generation, and approvals.

The outcomes? Grateful users with incredible business
impact. Orange Logic boasts a 99% retention rate and is a
recognized leader in the crowded DAM space. And the why
is clear, the tech is so useful and thoughtful that their users
can’t imagine “going back” to how it was before.

Meet LookDeep

One of the most powerful truths about lasting gratitude
is that it ripples outward rather than existing in isolation.
With that in mind, consider LookDeep and the profound
difference its technology is making for everyone it touches.
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LookDeep (lookdeep.health) is building an Al-powered
virtual care platform featuring its groundbreaking aimee
agentic Al. This system uses real-time visual and audio data
to continuously see, hear, speak with, and engage patients
across every hospital room. It delivers virtual sitting for fall
prevention, virtual nursing for consistent rounding and
education, and virtual intelligence for proactive clinical
insights, all integrated into one secure platform that
amplifies care teams rather than adding burden.

The resulting wave of relational gratitude reaches far and
wide: hospital administrators and executives run more
profitable, efficient facilities with 70-90% fewer falls, 10-30%
shorter lengths of stay, and the ability to support 50-100%
more patients per observer. Physicians and caregivers
reclaim precious hours, experience less burnout, and focus
more fully on meaningful patient interaction.

Patients receive safer, more consistent, and personalized
care with empathetic communication in any language. And
loved ones rest easier, freed from constant worry, knowing
their family member is never truly alone, even in the busiest
hospital setting.

LookDeep is laying this foundation today with real-time
visual and audio intelligence powered by advanced Al. Just
imagine the possibilities once advanced humanoid robotics
can run on software like this.

28 Lasting Gratitude

One educator well-being toolset, one comprehensive
digital asset management solution, and a next-gen Al-
powered healthcare platform. Three completely different
arenas, one commonality: their technology creates gratitude
in their human users and the benefits spread.

So, we’ve unveiled our new aim of lasting gratitude and
shared why we think it’s worthy. We provided examples of a
few niche companies hitting the mark or are on the verge of
doing so, and that they arrived there intentionally. But, how
do we apply this aim to every piece of technology we build
or co-create?

First, let’s redefine “we”. Our “we” can no longer merely
include Al, it must now feature Al.

Second, we need a practical vehicle to bring Al into all
we do so we can hit our mark as consistently and as
humanly possible. Or, if you’ll allow, as humanly + machinely
as possible.
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This isn’t Al-first engineering, nor is it human in the loop
as if we're just lucky to be at the table. It’s different, it’s a
brand new co-creation we can push with exceptional speed
and scale.

We call it HAIP, pronounced
“hype”, the Human-Al
Partnership. Yes, we're aware

of the irony. In fact, we're
embracing it.

30 Lasting Gratitude

Introducing HAIP -

The Human-AI Partnership
That Makes Lasting
Gratitude Possible

Remember the question we opened this book with,
borrowed from Dickens:

How do we ensure it is way more often the best of times?

Enter the Human-Al Partnership, HAIP. HAIP is both a
lens and a practical structure. It keeps us firmly in the
driver's seat: providing strategy, empathy, business logic,
ethical framing, and long-term thinking, while letting Al do
what it does best: accelerate, scale, and amplify with a
consistency that human effort alone can’t sustain.
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It does not treat humans as passengers in our own
workflows. It does not treat Al as a replacement for
judgment. It treats them as genuine partners, each
contributing what the other cannot. Feed it genius, you get
genius faster. Feed it incomplete thinking, you get
incomplete thinking at scale. The amplification is the point.
So is the direction you point it.

We could spend the rest of this chapter describing HAIP
as a concept. Frameworks described purely in the abstract
have a short shelf life. So instead, let’s take you inside one of
the first times we applied it to something real — something
that mattered to us directly, that forced every corner of our
organization to work together, and that produced outcomes
we genuinely did not believe were possible when we
started.

The Problem

If you've run or worked at a professional services firm,
you know the resource management problem well.

On any given week, leadership needs to know who is
staffed on which engagement, how long those assignments
run, what new work is coming in, and whether the right
people will be available when the next project starts. At
Vervint, that picture was assembled mostly through
spreadsheets, manual coordination, and the collective
memory of a handful of people.
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Getting it clear enough to make confident staffing
decisions took two to three weeks of human effort, every
time. It was expensive. It was error-prone. And it was
consuming time that should have gone somewhere better.

The solution was a staffing and resource management
dashboard — a tool that would give leadership real-time
visibility into utilization, forecasting, and upcoming capacity.
Building it would require our design, development, and data
practices to collaborate with genuine intention and speed. It
became one of the first places we ran HAIP end-to-end,
across every discipline, for real.

The Design Work: Five Days, Zero Shortcuts

The design work came with a tight constraint: five days.
That's not a comfortable runway for a product that needs to
serve real decision-makers dealing with real complexity.

Our experience designer didn't respond by shrinking the
process to fit the timeline. He responded by applying HAIP
to decide where Al could generate fast and where humans
still had to lead. The frame he used was straightforward:
divergent thinking versus convergent thinking.

In divergent phases — where the job is to generate as
much raw material as possible — Al is genuinely excellent. It
doesn't stare at a blank page. It doesn't get tired on
iteration fourteen. Given the right inputs (stakeholder
meeting recordings, early user research notes, design
system documentation), it generates.
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Quickly. Within two hours of starting, the team had
multiple draft personas, detailed journey maps, and nearly
two dozen clickable prototype screens to react to. Work
that typically takes several days of a designer's focused
effort, done before lunch.

Then came the moment of honest assessment. The Al
output wasn't bad. But it wasn't ready. Workflows were
incomplete. The design system was applied inconsistently.
Some screens were technically functional without being
particularly insightful. The quantity was there. Quality was
not — at least not yet.

This is where the humans took over — not to start over,
but to take what Al had produced and apply the judgment
that Al cannot. Subject matter experts validated the
personas against how stakeholders actually work. Designers
and developers reviewed prototypes for feasibility, edge
cases, and accessibility standards. Users tested the screens
and surfaced the gaps that no model would have
anticipated, because no model carries the lived experience
of the person trying to do the actual job.

The result: a fully designed, tested product experience
delivered in under five days. The partnership made it
possible. Al handled generation. Humans handled what
matters most.

34 Lasting Gratitude

The Development Work: Two Hours

On the development side, HAIP produced a result that
still surprises people when we say it out loud: the staffing
dashboard went from an empty repository to a working,
deployable product in under two hours. A process that had
previously consumed two to three weeks of engineering
time.

Here is what that did not mean: Al wrote the product
while humans watched.

What actually happened was a deliberate division of
responsibility, with explicit human decision points at each
stage. Before any Al was given anything to run with, the
engineer leading the build made sure humans had done the
thinking that Al cannot do — clarity on the problem, the
architecture, the business logic, the edge cases that would
only make sense to someone who understood how Vervint
operates.

During requirements analysis, humans owned the
interpretation of stakeholder intent and organizational
context; Al helped generate comprehensive user stories and
surface potential gaps. In architecture, humans made the
strategic technology choices and considered long-term
maintainability; Al proposed implementation patterns and
generated initial diagrams. During implementation, Al
generated the boilerplate and core scaffolding at speed,;
humans handled the custom business logic and caught what
Al confidently got wrong.
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That last point is worth lingering on. Al does not express
uncertainty well. It will present a plausible-looking wrong
answer with the same confidence it presents a correct one.
Sixty-seven percent of Al project failures, according to
Salesforce research, trace back to context misinterpretation.
Five hundred lines of syntactically perfect code that solves
the wrong problem is still five hundred lines of wasted work,
delivered faster than ever before. The human quality gates
inside HAIP are not bureaucratic checkpoints. They are what
separates genuine speed from speed pointed in the wrong
direction.

The Part That Required All the Disciplines
Together

What this project taught us most clearly is that HAIP
does not work practice by practice in isolation. It works
because practices coordinate under a shared model.

Design was moving fast and generating options.
Development needed those designs to be buildable and
consistent with the data model being shaped in parallel.
Data needed to understand what decisions leadership
would actually make, so it could determine what the
dashboard surfaced and how. If any of those threads pulled
in different directions, the compression of the timeline
would have exposed every gap and amplified every
misalignment.
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Instead, the shared language of HAIP ensures humans
lead on judgment while Al accelerates execution. Humans
verify before moving on and keep everyone oriented
without the need for constant coordination meetings. The
disciplines spoke the same language about where Al should
lead and where humans had to hold the line.

For a consultancy, that alignment is not a nice-to-have.
Managing resources is the engine that makes client work
possible. Getting that engine working properly didn't just
improve an internal process. It gave back two to three
weeks of human time and attention, every cycle. The people
who used to spend weeks assembling a staffing picture are
now spending that time on the work only they can do: the
complex judgment calls, the client relationships, the
strategic decisions that actually move the business forward.

That compression of time is not the whole story, though.
What it really did was change the economics of the
guestion. When an experiment costs two weeks of
engineering time, you run fewer experiments. When it costs
two hours, you can test five ideas in the time it used to take
to build one. The whole posture toward innovation shifts.
Failed experiments become cheap. Ambitious bets become
affordable. The org learns faster because the cost of
learning drops dramatically.
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What This Means for You

This is what HAIP looks like on a Tuesday inside a real
organization, solving a real problem, under real time
pressure.

It is not Al replacing people. It is not people grudgingly
tolerating Al as a faster autocomplete. It is a genuine
partnership — tested across disciplines, against a deadline,
in service of an outcome that mattered — and it worked.

HAIP is the practical bridge between the philosophy of
lasting gratitude and the daily reality of building technology
that earns it. It does not promise magic. It promises better,
faster, more predictable outcomes when humans and Al
each do what they are actually built for.

And for the first time in history, we have both the
ambition — lasting gratitude — and a framework capable of
delivering it reliably. The chapters ahead go deeper into
where this partnership works well, where it requires care,
and how you measure whether any of it is actually
producing what you set out to build.

The premise is established. Let's keep going.
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CHAPTER 6

Where Humans and Al Excel
Together - Discovering the
Right Balance

In the previous chapters, we explored how Al has
transformed the mechanics of building software—from rapid
ideation to code generation, testing, and deployment. The
pattern is clear: Al accelerates what used to take days into
minutes. Yet as we integrate these tools deeper into our
workflows, a fundamental question emerges: What should
humans focus on, and what should we hand off to Al? The
answer isn't replacement, it's orchestration. The most
effective teams today aren’t those who use Al the most, but
those who pair human strengths with Al capabilities in a
deliberate, symbiotic way. Get the balance right, and you're
not just shipping faster. You're building something that
holds up well past the initial shine, the kind of durability
Chapter 2 said delight alone could never deliver.
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Humans: The Architects of Meaning
and Context

Humans bring something irreplaceable to the table:
judgment rooted in lived experience, empathy, and strategic
foresight. These aren't "soft skills”, they are the
differentiators that separate functional products from
exceptional ones. Let's examine a few key areas where we,
humans, (still) rule.

Strategy and Architecture: Humans excel at seeing the big
picture. We understand business goals, market dynamics,
and long-term technical debt implications. While Al can
suggest architectures based on patterns from thousands of
projects, only a human can weigh trade-offs like "This scales
beautifully but our team lacks the expertise to maintain it”
or "this aligns with our regulatory constraints in Europe.”

Business Logic and Domain Expertise: Real-world systems
operate in messy contexts, such as, organizational politics,
legacy integrations, unspoken stakeholder priorities. Al can
generate correct code for a described feature, but it doesn’t
intuitively grasp why a particular reporting requirement
exists or how a small change might ripple through customer
trust.
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UX Empathy and Edge-Case Anticipation: Humans
anticipate the unstated needs. We imagine the frustrated
user on a slow connection, the compliance officer reviewing
audit logs, or the support engineer debugging at 3 a.m. Al is
excellent at standard interfaces but often misses the subtle
emotional or cultural nuances that make an experience feel
intuitive and delightful. That instinct, noticing what
someone needs before they ask, is the one Robert Emmons
traces back in Chapter 3: gratitude depends on recognizing
the giver. A human who catches an edge case before a user
ever hits it is being exactly that kind of giver, quietly, well
before anyone has a reason to say thanks.

Final Quality, Validation, and Caring: Al can enforce
consistency, but humans provide the final "does this feel
right?"” check. We care about the outcome in ways machines
don't, because our reputations, customer relationships, and
careers are on the line. This emotional investment drives
polish, ethical consideration, and long-term thinking.

Notice a common through-line for the above areas?
Humans shine and are essential in ambiguous, high-stakes,
or novel situations where data is incomplete or conflicting.
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“Humans shine and are
essential in ambiguous,
high-stakes, or novel
situations where data is
incomplete or conflicting.”

Al: The Tireless Executor of Scale and
Precision

Conversely, Al thrives where humans traditionally
struggle: volume, speed, and relentless consistency. Let's
define these areas and opportunities where Al should take
the lead.

Speed and Scale on Repetitive Tasks: Al can generate
dozens of variations of a component, refactor code across a
large codebase, or run thousands of test scenarios in
seconds. What once required a team working overtime now
happens in background processes.

Consistent Enforcement of Standards: Al doesn't get tired
or skip linting rules. It can apply security best practices,
accessibility standards, or style guides uniformly every
single time.

Generating Volume (ldeas, Code, Models): Need 20
different Ul treatments for A/B testing? Al can produce
them quickly. Exploring data patterns or generating
synthetic test data? Al handles the heavy lifting.
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Pattern Recognition:

Trained on vast datasets, Al spots correlations and
anomalies that humans might miss, whether in logs, user
behavior, or code smells.

Al's superpower is tireless

scale while freeing humans
from drudgery.

For us to arrive at (mostly) the best of times, Humans
and Al must work with a new orchestration. In our next
chapter we'll discuss emerging pitfalls we're seeing that lead
to a larger volume of bad solutions, faster. Not ideal!

First, let's look at what it looks and feels like when there
is great flow and a true partnership between humans and
Al.
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A Human-AI Partnership Example:
A Practical Daily Workflow

Consider a typical feature development cycle, building
on the design-build-data-run phases many teams already
use:

1. Requirements & Discovery (Human-led, Al-supported):
Product and engineering collaborate to define needs. Al
helps by summarizing user feedback or pulling relevant
precedents from similar features.

2. Architecture & High-Level Design (Human-led): Humans
sketch the system structure, data flows, and integration
points. Al can critique the design, suggest alternatives, or
generate initial diagrams and boilerplate.

3. Implementation (Al-heavy, Human-guided): Engineers
prompt Al to generate core modules, components, and
tests. Humans review, steer toward business logic, and
handle custom integrations or edge cases.

4. Review & Refinement (Human-centric): Code reviews
focus on strategy, maintainability, and empathy rather than
syntax. Al can flag issues or suggest improvements in real
time.
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5. Testing & Validation (Balanced): Al runs comprehensive
automated suites. Humans design exploratory tests, validate
against real users, and make final calls on "ship readiness.”

6. Deployment & Iteration (Al-monitored, Human-
directed): Al handles monitoring and basic rollbacks.
Humans interpret business impact and decide on pivots.

This loop isn't linear, it's iterative, with humans setting
direction and Al amplifying execution. Furthermore, the
above balances depicted will shift and Al will cover more
over time. For instance, some organizations we're working
with are already pushing agentic Al farther "left” into
adversarial code review before humans perform final
verification checks.
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Why Humans Must Remain Central

No matter how advanced Al becomes, several realities
keep humans in the driver's seat. Some reasons feel "edgy”
while others are foundational to worthy product
development.

Weird Scenarios: Al generalizes from past data. Truly new
problems including emerging regulations and black-swan
events require human adaptability.

Politics, Stakeholders, and Ethics: Negotiating priorities
across teams, balancing competing interests, and making
value judgments (e.g., privacy vs. personalization) demand
human accountability and moral reasoning.

Long-Term Thinking: Al optimizes for the prompt at hand.
Humans think in years: platform evolution, team growth,
brand reputation, and societal impact.

Novel Creativity: Figuring out what to build, for whom
(innovation) remains a human-first exercise. Al can greatly
facilitate areas in an innovation cycle, however the original
spark remains human born.
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The Optimistic Takeaway: We're Better
Together

The future belongs to those who treat Al as a force
multiplier rather than a replacement. By leaning into our
unigue human strengths—creativity, strategy, empathy,
ethics, and care—while harnessing Al's speed, pattern
recognition, and scale, we don't just build software more
efficiently. We build better software that serves humanity
more effectively. The three companies we met in Chapter 4
didn't get to "already grateful” by luck. They got there with
the same orchestration we just walked through.
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Real-World Al Pitfalls and
How HAIP Avoids Them

In Chapter 6 we mapped the ideal division of labor:
humans steering strategy, empathy, and judgment while Al
handles speed, scale, and consistency. The vision is
compelling and it works when executed with intention. But
the front lines tell a more nuanced story. As organizations
race to adopt Al, they encounter very real pitfalls that can
turn promising pilots into expensive disappointments. These
aren’'t theoretical risks. They show up in boardrooms, code
reviews, and incident reports every day.

What's actually at stake in each one isn't only velocity.
It's whether the people on the other end of the work,
customers, employees, partners, walk away feeling like it
served them or like it happened to them. The good news?
Every one of these pitfalls is avoidable. The Human-Al
Partnership (HAIP) framework, introduced in Chapter 5,
provides the practical guardrails.

By design, HAIP keeps humans firmly in the driver's seat
while giving Al the (increasing) runway it needs. Let's
examine the four most common traps and how intentional
partnership sidesteps them.
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Pitfall 1: Acceleration Mismatch

One part of the organization suddenly operates at Al
speed—product, design, or engineering squads shipping
features in hours instead of weeks—while infrastructure,
compliance, security, change management, and stakeholder
alignment remain on traditional timelines. The outcome is
often a polished frontend that can’t scale, violates policies,
or collapses in production. This mismatch creates rework,
technical debt, and burnout as teams scramble to "keep up.”

Gartner and Deloitte reports highlight this exact
dynamic: Al compresses the build phase dramatically, but
surrounding processes rarely evolve at the same pace,
causing most initiatives to stall before production.

Furthermore, if you're applying Al to myriad aspects of
your product lifecycle, yet not addressing your largest
constraint, you will cause pile-ups and the system will
actually go slower as a result. Most teams walking into this
are already running on fumes from a hard couple of years.
An acceleration mismatch doesn't just create rework. It
decreases the trust people need to believe the next initiative
will actually be different.

How HAIP Helps You Avoid This Pitfall

HAIP requires organizations to redesign end-to-end
workflows with explicit synchronization points. Humans set
pace and priorities across all layers (including governance
and infrastructure), while Al accelerates only the approved
segments.
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Pitfall 2: The "Throw It to AI" Fallacy

Teams describe a feature vaguely, generate hundreds of
lines of clean code and tests, and assume success, only to
discover the output solves the wrong problem. Al lacks
organizational context, unspoken priorities, political realities,
and nuanced domain knowledge.

Real-world consequences are costly. Salesforce reduced
support staff from ~9,000 to ~5,000 expecting Agentforce
Al to handle the load, then walked back elements of the
strategy as reliability and nuance gaps emerged. Broader
statistics are sobering: RAND Corporation reports ~80% of
Al projects fail to deliver intended business value (twice the
rate of traditional IT), while MIT research found 95% of
GenAl pilots deliver zero measurable return or fail to scale.
Most of those failures trace back to the same root: nobody
paused to notice what the other side of the table actually
needed before handing back an answer. Chapter 3 named
that noticing as the spark behind gratitude. It's apparently
also the spark behind software people actually want.

How HAIP Helps You Avoid This Pitfall

HAIP enforces a "problem-first, judgment-first” discipline.
Humans own requirements, context, and validation; Al
amplifies volume and execution. Explicit decision gates
ensure every Al output is evaluated against real stakeholder
intent, edge cases, and business constraints before
advancing. In practice, this turns "500 lines of perfect but
irrelevant code"” into targeted, valuable deliverables.
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Pitfall 3: Just Prompt Your Way to "Great"
Design

Design and Al currently have an interesting relationship.
At the time of writing this book, Al can handle some
elements beautifully. Need sketches, concepts, motion
graphic snippets, or an organized design system extracted
from uploaded UX screens, Al can be awesome here. Need
to really get in the mind of niche users to solve how a digital
journey can be improved or invented? Al still has a ways to
go or maybe better stated, humans are still much better at
this work.

How HAIP Helps You Avoid This Pitfall

You have a choice to make in design and user experience.
We suggest, strongly, you ensure that humans remain at the
helm for setting experience strategy, UX discovery and
journeys, and final digital workflows. Al can be a
tremendous partner to help you see optionality, automate
testing, and create artifacts that build out a complete
design system. If your goal is to build products that can
produce lasting gratitude, keep your design experts at the
center of your digital experiences. It's worth noting, not
every element of experience design must be novel. For
example, there's only so many ways to shape a log-in screen
and a log-in screen is not why a user is choosing your tool
or product. Put humans on the experiences that matter
most and you can absolutely leverage Al to help you quickly
lay out non-core screens that have an abundance of
examples to readily learn from.
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Pitfall 4: New Cybersecurity Risks -
Traditional Threats with Al Twists

Al inherits classic vulnerabilities and introduces novel
ones: prompt injection, model poisoning, data leakage, and
—most insidiously—the "Invisible Handshake.” Agentic Al
systems autonomously solve tasks; it's what they do.
Sometimes their dedication to task completion can usher in
brand new vulnerabilities. This creates ephemeral supply
chains and expanded attack surfaces.

How HAIP Helps You Avoid This Pitfall

HAIP builds zero-trust guardrails directly into agentic
workflows. Al agents must surface capability gaps for
human review before any external delegation. Humans
retain oversight of sensitive contexts and final approvals.
This keeps the speed of Al while restoring accountability
and visibility, preventing shadow supply chains without
sacrificing the partnership’s benefits.

We recognize that secure Al inclusive of modern cyber
efforts cannot be covered in a single blurb. Consider this a
tease for chapter 8 which focuses on cyber's role in
securing Al for the Human-Al Partnership.
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Realistic Optimism: The Human-AI
Co-Creation Advantage

These pitfalls aren’t signs that Al is overhyped. They're
proof that unstructured adoption is risky; exactly what HAIP
was designed to solve. When organizations treat Al as a
force multiplier rather than a replacement for judgment,
outcomes shift from "mostly failing” to "reliably
succeeding.” Speed increases, risk decreases, and teams
reclaim the creative, strategic work that humans should lead
and that actually moves the business forward. That
reclaimed work does something else, too: people stop just
showing up for the job and start showing up invested in it.
What a team gets to do, instead of what it has to do, is
worth more than any velocity metric. It's the same shift the
rest of this book keeps pointing back to.
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CHAPTER 8

Secure Al or Bust -
Cybersecurity's evolving
role in the Human-AlI
Partnership

Marcus runs sales operations for a 350-person industrial
services company in Ohio. About a year ago, he started
using an Al assistant to summarize customer contracts —
paste the text in, get the key terms back in 30 seconds
instead of 20 minutes. He mentioned it to a couple of
colleagues. They started doing it too. Word spread. Nobody
asked IT. Nobody told Legal. Nobody thought to.

Then a renewal conversation with their largest client
took an unexpected turn. The client’s procurement team
asked, almost as an aside, whether their contract data had
ever been processed through an external Al system. The
honest answer was yes, dozens of times, by five different
people on the sales team, over the course of eight months.
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The client didn’t walk. But the conversation that followed
took three months and cost more relationship goodwill than
anyone can easily put a number on.

Marcus wasn't careless. He was productive. That
distinction matters enormously, and it's where most Al
governance conversations go wrong from the start.

We left Chapter 7 standing in front of the Invisible
Handshake: a quiet, autonomous moment where an Al agent
reaches outside its walls to get a job done and, in doing so,
opens a door nobody remembers leaving unlocked.
Marcus's situation didn't involve an autonomous agent, just
a well-intentioned person doing reasonable things. Both
scenarios lead to the same place: a breach of trust so quiet
nobody noticed until it almost cost something irreplaceable.
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Why Security Belongs in This Story

Gratitude, if you remember Chapter 3's work with Robert
Emmons, only takes root under specific conditions. The
receiver has to value the gift. They have to recognize the
giver. And the gift has to feel generous. Look closely at all
three and you'll notice what they share: every one depends
on trust. You cannot feel grateful for something you suspect
might hurt you. You cannot recognize a giver you believe is
careless with what you've shared. And generosity without
safety isn't a gift, it's a gamble.

Security isn't the unglamorous tax you pay to do the
exciting work of building gratitude-generating technology.
It's the foundation the whole structure rests on. One
exposed customer record, one hallucinated answer treated
as fact, one quiet data leak into a public model, and the
relationship doesn’t just take a step back. It often doesn't
recover. Gratitude is durable. Betrayal tends to be
permanent.
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“Generosity without safety
isn't a gift, it's a gamble.”

Al Is Already Inside Your Organization

Here's an honest question worth sitting with: do you
actually know how Al is being used inside your organization
right now, today?

If you hesitated, you're not behind. Most leaders are in
the same position. Employees across every industry are
already using ChatGPT, Claude, Gemini, and Copilot to draft
content, analyze data, summarize meetings, and chip away
at the daily work that used to eat their afternoons. They're
not waiting for permission, and most of them have good
intentions.

The problem isn't intent. It's the absence of guardrails
around it. Organizations tend to respond in one of two
ways, and both feel reasonable, and neither actually works.

The first is the Wild West: no oversight, employees freely
routing corporate information through external systems
because nobody told them the risk. The second is the
lockdown: leadership bans Al tools outright. This feels
responsible. It almost never stops the behavior — it just
pushes it underground into Shadow Al, where people
quietly buy their own subscriptions and route sensitive work
through tools nobody in security has evaluated.

Blocking Al does not stop Al. It only blinds you to it.
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The Governance That Actually Works

The organizations that thread this needle start with
visibility. You cannot govern what you cannot see. Knowing
which tools are in use, who is using them, and what
information is moving through them has to come before
anything else.

From there, effective governance is less exotic than it
sounds: plain-language policy about which tools are
approved and which use cases are off limits, data protection
that matches the actual risk, and human oversight wherever
a decision carries real weight. Before adopting any Al
platform, ask the questions nobody likes asking — what
happens to our data after it enters your system? Is it used
for model training? What's your actual compliance posture?
— and expect real answers.

This is the same posture HAIP asks of you everywhere
else: humans setting direction, Al accelerating execution,
with checkpoints before momentum carries something past
the point of no return.

60 Lasting Gratitude

A New Kind of "Who"

For decades, identity management was built around a
stable cast: employees, contractors, partners, customers. Al
changes that cast dramatically. Your organization now also
hosts Al agents, bots, APIs, robotic process automation, and
service accounts — and in many organizations, these non-
human identities already outnumber the human ones by a
wide margin.

These systems take real action: touching sensitive data,
triggering workflows, drafting communications, influencing
decisions that once required a person’s hands on the
keyboard the whole way through. The problem is that most
carry far more access privilege than they need, sitting
unreviewed for far longer than anyone would be
comfortable admitting out loud.

This is exactly the gap the Invisible Handshake exploits.
Not malice — just an agent doing exactly what it was told, a
little too literally, a little too far outside any lines anyone
thought to draw. The fix is governance, not paralysis: clear
authentication, defined boundaries, regular access review,
and ongoing attention to what these systems are actually
doing, not just what they were built to do.
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Zero Trust: An Act of Care, Not Suspicion

"Zero Trust” sounds clinical in a book about gratitude.
The philosophy underneath it isn't.

At its core, Zero Trust means: never assume safety,
always verify it. Continuous authentication, context-aware
access, minimum necessary privilege for every system —
human or otherwise. While it might sound like the opposite
of trust, it's actually what makes real trust possible at scale.
By refusing to let any single point of access become a single
point of failure, you create the safe conditions where people
and the systems acting on their behalf can actually be
trusted with more over time. The discipline is the
architecture that lets genuine connection hold real weight
without buckling.
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Culture and the Regulatory Reality

No technical control solves this on its own. Governance
has to live in the culture, not just the compliance binder.

People need to know which tools are approved and why,
what data should never appear in a prompt, and when to
bring in a second set of human eyes before passing
something along. None of that lands as a lecture. It lands
when it's framed around situations people actually face, and
when there's enough trust in the room that they feel safe
asking questions instead of quietly working around rules
they don't fully understand.

The regulatory reality is worth naming plainly:
expectations around transparency, explainability, and
accountability are tightening, and the industries feeling it
most directly — healthcare, financial services, government,
defense — are the same ones most likely to be reading this
book. Organizations that wait for the rules to fully settle will
find themselves retrofitting governance onto systems that
were never built with it in mind. The ones building honest
habits now will find the eventual transition feels less like a
scramble and more like a formality.
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Why This Belongs in a Book About
Gratitude

We started this chapter by saying that trust is the soil
gratitude grows in. Governance is how you tend that soil.

The organizations worth remembering in this era won't
necessarily be the ones who moved fastest or most
carefully. They'll be the ones who figured out how to
innovate with real speed, govern with real intention, and
build the kind of trust that makes people — customers,
employees, communities — genuinely glad they came along
for the ride.

Get this right and everything we've built toward in this
book — the partnerships, the products, the gratitude they
generate — has somewhere solid to stand. Get it wrong, and
even the most thoughtfully designed gift becomes
something people remember with a wince instead of a
thank you.

The future of trust isn't just about authenticating people
anymore. It's about governing every digital entity capable of
taking action on behalf of the humans who built it, and the
humans counting on it to be worthy of their confidence.

Get that right, and you haven't just secured a system.
You've protected a relationship. And as we've said from the
first chapter, relationships are where gratitude lives.
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CHAPTER 9

Bridging Philosophy to
Execution - Making
Gratitude the Measurable
Outcome

Every idea worth holding onto eventually has to answer
one humbling question: how do you know it’s actually
working?

We’ve spent eight chapters building toward something
that might, on the surface, sound like a lovely sentiment and
not much else. Aim for lasting gratitude. Build a real
partnership between humans and Al. Govern it all with care.
These are good words. We believe in them. But words alone
don’t ship products, retain customers, or convince a budget
committee to fund what comes next. At some point,
philosophy has to become a number on a dashboard, or it
risks staying exactly what skeptics suspect it is: a nice idea
that quietly evaporates the moment a deadline gets tight.
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So let’s close this book the way we’d want any serious
idea to close: by asking what it looks like in practice, on a
Tuesday, in the middle of an ordinary workweek.

From Velocity Alone to Velocity, Quality,
and Gratitude

For a long time, “how fast can we ship it” was close to
the only question that mattered. Speed was the scoreboard.
And to be fair, speed still matters enormously. HAIP exists in
large part because Al lets us move faster than we ever could
before. Remember the staffing dashboard from Chapter 5: a
process that used to consume two to three weeks of
someone’s life now takes under two hours. That’s not a
footnote. That’s hours, days, entire weeks of human time
and attention given back to people who can now spend it
on something only they can do.

But speed by itself can be a trap, and we’d be doing you
a disservice if we let this book end without naming that
plainly. You can ship something fast and have it be wrong.
You can ship something fast and have nobody actually want
it. You can ship something fast and quietly erode the very
trust that makes anyone want to keep using what you build.
Velocity answers “how quickly,” but it has never been able
to answer “how well” or “for whom” or “did this make
anyone’s life better.” Those guestions need their own seat at
the table.
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This is where we’d ask you to widen the scoreboard.
Alongside velocity, place quality: is what we’re shipping
holding up under real use, in real conditions, for real people,
not just passing a demo in a conference room? And
alongside quality, place something that has historically felt
too soft to measure, but no longer has to: gratitude itself.

What does that actually look like in numbers? It looks
like the kind of feedback people give you when nobody’s
prompting them to leave a review. It looks like retention that
holds steady not because switching is a hassle, but because
leaving would feel like losing something that actually
mattered. It looks like reciprocity: customers who refer
others without being asked, employees who defend the
work when it’s questioned, partners who lean in rather than
shop around. These aren’t soft, sentimental afterthoughts.
They are some of the most reliable predictors of whether a
business will still be standing, and thriving, five years from
now. You can track them. You can trend them. You can put
them right next to your velocity numbers and let leadership
see, in black and white, that the “soft stuff” is carrying real
weight.

When you put velocity, quality, and gratitude on the
same dashboard, something quietly shifts in how teams
make decisions. Suddenly “we shipped it fast” isn’t the
whole story anymore. The fuller, truer question becomes: we
shipped it fast, it holds up under pressure, and the people
on the receiving end are actually glad we did. That’s a
different bar. It’'s a higher one. And we’d argue it’s the only
one worth clearing.
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Organizational Readiness: Getting Your
People Ready for the World That'’s Already
Here

Here’s a quiet truth that doesn’t get said enough:
technology is very rarely the hard part. People are the hard
part, in the best possible sense of that phrase. They're the
part that requires patience, communication, repetition, and
care. They’re also the part that, once aligned, makes
everything else move with a kind of ease that no tool alone
can manufacture.

Helping people get ready for a HAIP-driven way of
working starts with honesty about where they are right now.
Some team members are already deep into experimenting
with Al in their daily work. Others are uncertain, maybe even
a little wary, and that wariness usually isn’t resistance for its
own sake. It’'s often a very reasonable response to a wave of
change that’s arrived faster than anyone had time to
prepare for. Both groups deserve real support, not a one-
size-fits-all training module that talks past half the room.

Training works best when it’s grounded in real situations
people actually face: how to bring Al into a task without
losing the judgment that makes their work valuable in the
first place, how to sanity-check an output before passing it
along, how to know when a decision truly needs a human’s
full attention versus when Al can responsibly carry the load.
This isn’t about making everyone into an engineer or a
prompt specialist. It’s about helping every person see
clearly where they fit into this new partnership, and feel
steady enough in that role to bring their full selves to it.
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Aligning teams matters just as much as training
individuals. HAIP only works when the people setting
strategy, the people building the thing, and the people
supporting it afterward are all rowing in the same direction,
with a shared understanding of where humans lead and
where Al accelerates. When that alignment is missing, you
get the acceleration mismatch we described in Chapter 7:
one part of the organization racing ahead while everything
around it strains to keep up. When it’s present, the whole
system moves with a kind of rhythm that’s hard to fake and
even harder to forget once you’ve felt it.

And then there’s culture. Building HAIP into culture
means it stops being a framework someone has to
consciously remember to apply, and becomes simply how
things are done here. New hires learn it because they watch
it happening around them. Veteran team members reinforce
it because it’s made their work better, not harder. It stops
being a slide in someone’s deck and starts being a fact
about who you are.
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A Big, Hairy, Audacious Goal Worth Chasing

We want to leave you with something concrete to aim at,
because aim is the entire premise of this book, and an aim
that stays vague tends to stay unmet.

Here’s ours, and we mean it when we say we’d love for
you to borrow it, adapt it, make it your own: reduce delivery
time and cost by a third, while simultaneously improving
quality and predictability.

Notice what that goal does not say. It doesn’t say “do
the same amount of work with fewer people.” It doesn’t say
“squeeze more output from the same hours.” Used
carelessly, efficiency gains like these can simply pile more
work onto the people you have left, which is its own quiet
way of breaking trust rather than building it.

Used well, though, that same efficiency becomes
something else entirely: room. Room to take on the
ambitious project you’ve talked yourselves out of three
years running because it never quite penciled out. Room to
finally build the thing your best customers have been
hinting at for a year, the one that always seemed just out of
reach given the time and budget you had. Room to grow,
not by demanding more from the same number of hands,
but by making space for new ideas, new offerings, and yes,
new people, to come alongside the ones already doing
remarkable work.
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That’s the real promise sitting inside a BHAG like this
one. Not “do more with less” in the grinding, hollowed-out
sense that phrase has come to carry in too many
workplaces. Instead: “free up enough to finally take the
swing you’ve always wanted to take, and have the
confidence, backed by real numbers, that you can actually
afford to take it.” That’s not austerity. That’s growth, the
kind built on a foundation solid enough to support it.

Efficiency, used well, doesn't just save money. It creates
the conditions, the care, the attention, the space to do
remarkable work, that lasting gratitude is actually made of.
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Where Philosophy Meets Tuesday Morning

So here is the bridge we promised at the start of this
chapter, the one between everything we believe and
everything you actually do.

Lasting gratitude is the aim. HAIP is the vehicle that gets
you there. Governance is the foundation that keeps the
whole structure standing when the weather turns, as it
inevitably will. And metrics, the unglamorous, easy-to-skip,
absolutely essential metrics, are how you know, with real
evidence rather than hopeful guessing, whether all of it is
actually working.

Put plainly: measure your speed, because it matters.
Measure your quality, because speed without it is wasted,
potentially harmful motion. And measure your gratitude,
because that is the signal that tells you whether any of this
mattered to the people on the receiving end of it. When all
three move together, you’re no longer just building
technology. You’re building something people actually want
to keep, return to, and tell others about, the very thing this
entire book set out to describe.
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Closing: The Times We Choose to Build

We opened this book with Charles Dickens, and it feels
right to close with him too, because nothing we’ve
encountered captures this moment quite as precisely as he
did almost two centuries ago: it is, in very real and
simultaneous ways, the best of times and the worst of times.

Al can lift a single founder’s idea into a working product
before the weekend is over, and in that same week, it can
hand a bad actor new ways to do real harm. It can give a
tired team back hours of their lives, and it can just as easily
widen the gap for the people and organizations who can’t
yet keep pace. Both of these things are true, often in the
very same building, sometimes in the very same hour.

But here is what we believe with our whole selves, and
what we hope you’ll carry with you long after you’ve closed
this book: which of those two times defines this era more is
not something that simply happens to us. It is something we
build, decision by decision, team by team, choice by choice.
And the deciding factor is not the technology itself. It is the
clarity of what we aim at, and the humans we ask to steer it.

Aim it at gratitude, genuinely, specifically, and
consistently, the kind that notices people, values what they
bring, and gives back more than it takes. And wield it
through real partnership, the kind where humans stay firmly
in the seat of judgment, empathy, and care, while Al
amplifies what we’re already capable of into something
neither could reach alone.
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Get those two things right, the aim and the execution,
the gratitude and the HAIP, and we believe you have
everything required to help usher in something the world
has not yet seen: an era where technology doesn’t just work,
doesn’t just delight for a moment and fade, but earns the
kind of thanks that lasts.

Getting this right matters more than we can fully express
in a single closing chapter. The organizations, teams, and
individuals who take this seriously now, who choose
intention over drift and partnership over either blind trust or
blanket fear, will be the ones who look back on this strange
and remarkable era and recognize it for what it actually was:
the greatest opportunity in the history of humanity to do
remarkable things.

So we’ll leave you with this. The best of times is not
guaranteed. It never has been, for any generation that came
before us, and it won’t simply arrive because we hoped hard
enough for it to. But it is available and within reach. And it
starts, as the truest things so often do, with gratitude:
noticing what we’ve been given, recognizing the people
behind it, and choosing, on purpose and together, to build
something worth being thankful for.

That’s the partnership we’re inviting you into. Welcome
to it. We're glad you’re here.
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CHAPTER 9

Epilogue:
The Practice of Gratitude
and Parting Thanks

In the forthcoming pages you’ll see a 5-day sample of
our favorite gratitude journal named The 5 Minute Journal
from Intelligent Change. We like this layout as it
accommodates even the busiest professional, while asking
you to visit the concepts of gratitude in the AM and
progress with reflection in the PM.

If you already journal, consider passing this book on to a

colleague, family member, or friend. If you are new to
gratitude journaling, we hope it impacts you in positive
ways and is a practice you can see yourself adopting.
We can’t write a book about gratitude and miss our
opportunity to thank the people who made it possible.
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First, you, our reader.

Thank you for investing time in reading the book. We
hope it provides insight into our approach to changing

technology for good. We hope the overarching theme sticks

with you and you find ways to apply it positively in your life,
work, and play.

Second, our staft.

Our work would not be possible without their curiosity,
brilliance, and commitment to tackling complex technology
problems. We’ll admit, they were a bit skeptical of the
potential cheesy nature of “tech so good you’ll want to
thank it,” but when they realized they were creating a
lasting impact on the lives of the people using the tech we
get to build, the concept landed and became something we
now rally around together.

Finally, and importantly, our clients.

You’ve extended moments of delight into the
experiences of your customers for years, and now you’re
giving us a chance to help you reach beyond that moment
to the next aim, which is gratitude. Without the work that
you do, we wouldn’t have our work and for that reason, we
are deeply grateful to serve alongside you.
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From our team to you,
Thank vou.

With Gratitude,

The Team

vervint

by Koniag Tech
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