Up & Rising:
How AI is Transforming
Product Design & Creativity

A research study based on surveys and interviews
with knowledge workers and thought leaders in
design, product strategy, and artificial intelligence.

Artificial intelligence (AI) represents a broad range of technologies and
capabilities. Today, AI dominates digital product messaging in both the
consumer and enterprise markets. While oversaturation and fatigue
will likely drive marketers to a new favored term in the next year or so,
the underlying technology will only gain more importance as the pace
of investment in the technology increases. To understand the impact of
AI on product design, creativity, and the design profession, we spoke
with product and design tool experts, surveyed designers and
knowledge workers, and tapped into our own experience helping
companies envision new offerings and understand evolving markets.

O U R K E Y TA K E A WAY S A N D I N S I G H T S I N C L U D E T H E F O L L O W I N G :

Next-generation products will need to evolve how users interact with AI in
order to build trust with users, improve guidance, and comply with
regulations.
Design tools, infused with smart computing tech, will free designers from
much of their current mundane work, allowing them to explore more creative
options.
Business apps and services with embedded AI technology will not only help
knowledge workers make better decisions, they will help them better express
concepts, visions, and ideas.
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Defining AI
For the purpose of this report,
we are using the term AI to
represent any form of smart,
autonomous or semiautonomous computing
technology. This includes
machine learning (ML), deep
learning (DL), expert systems,
and complex algorithms.

.
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A Vision of the Future
It’s a Tuesday morning in the late spring of 2024. The product team is convening to kick off a new
project: the second-generation version of your flagship offering, a passenger compartment module
for the top-selling electric vehicle platform. You chat with the lead engineer next to you, reminiscing
about the old days, when too much time was spent watching product owners click through
PowerPoint decks.
As the last stragglers wander into the room or appear on the floor-to-ceiling digital whiteboards,
you check to make sure all of your design plugins are running and that your digital assistant (DA),
named Polly, has access to the project’s virtual space.
The product owner starts the meeting, describing how the new module’s UI will be key to attract
customer attention and create differentiation in a crowded market. Her immersive, wide-ranging
presentation reflects the early stages of her thinking, and you take notes on how to evolve the
unrefined but intriguing concepts she shows.
As the meeting progresses, the product owner’s impromptu whiteboard sketches are joined by
other drawings, data points, and process flows from various participants. Polly autonomously
transforms most of the raw input, but you occasionally tweak graphics, adjust layouts, and add
virtual controls to help manage the ever-growing content.
The meeting ends, and over the next few hours, you explore options—from the conservative to the
extreme—letting your hyperefficient DA fill in details and weigh in on the effectiveness of the result.
As you adjust the layout for a critical onboarding step, you see the marketing team replacing
placeholder copy while the conversation specialist updates the behavior of the passengerassistance bot.
By 5 p.m., Polly has given you the virtual thumbs
up on the user flow and top three design
variations. According to your DA, users will
find the controls and conversations intuitive
and frictionless, yet the experience will feel
unique from what the competition is pitching.
You post a notice of the update to the team space.
It’s been a productive first day.
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Why Did We Conduct this Research?
As members of a product-focused research and design firm, it’s impossible to ignore the issues
surrounding AI and its impact on the products we help envision, develop, and bring to market.
Publically, every company is touting how AI will make their solutions smarter and easier to use,
while increasing value. Privately, they are trying to figure out how to apply smart computing
technology to their products. When should users interact with AI? How prominent should a bot’s
personality be? How and when should a user provide feedback about a suggestion? Other issues,
such as the best way to deal with the likely impending regulatory demands for insight into AI, data
models, and the like, are penciled in for future discussion.
For designers and those who lead creative teams, there are more questions still. Leading design
tool companies like Adobe paint a vision of increasing AI influence on workflows and creativity.
News stories recount how organizations all over the globe are trying to replace humans with bots,
in activities as diverse as songwriting and industrial design. The pace of technology makes it clear
that computer-generated output quality will increase. Given the long and well-documented history
of automated solutions replacing jobs, many are understandably curious about what will happen to
human-driven creativity.

Understanding AI Hype
Adding AI capabilities is part of a natural progression for products, but hypercompetitive markets
and a limited ability to differentiate have accelerated AI adoption and promotion.
Key factors include:
Standing out from the competition based on advanced capabilities
Generating increased market awareness from prospects and analysts
Attracting investor attention or raising company value
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With these questions in mind, we set out to look at the impact of AI. The thinking behind this
report is based on our personal experience and knowledge, our work with clients, and our
extensive AI-specific research. Key components of that third input include the following:
One-on-one interviews with 23 product and technology experts, including those making
next-generation design tools;
An online survey of over 110 knowledge workers and designers;
A review of AI in the marketplace, from consumer bots to complex data-integrated solutions
and enterprise systems.

What’s in it for you?
This report aims to shed light on current practices and perspectives about AI-powered product
experiences to help inform new ways you and your teams might approach the development of smarter
solutions that align with customer expectations and needs. Specific insights include the following:

Product
Designers

What kind of AI interaction and support will help build
trust with users or get feedback on the advice the
system is generating?

Product
Owners

How will offerings deliver insight into the reasoning
behind AI actions and guidance in order to meet
business needs and compliance demands?

Business
Executives

How can AI-infused tools help knowledge workers
maximize creativity and efficiency across an
organization?
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P A R T

O N E

Word on the Street /
Research Findings
Anyone who reads the news or watches TV might worry about AI. Whether
it’s an article about how a real-world algorithm unfairly affected a certain
group or a show where robots take revenge on humans, the story is often
grim. With so many companies rushing forward with AI, stumbles are likely
and the 24-hour news cycle and pervasive social media means that missteps
will get plenty of exposure, magnifying real or perceived problems.
Fortunately, our discussion with experts and survey responses paint a much
more positive outlook than we see in our newsfeeds.
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Cautious optimism abounds, but users want
proof of intelligence
When we asked our survey respondents about the trustworthiness of AI, most landed in the
middle, saying it was “somewhat trustworthy.” Negative media and entertainment content has not
resulted in a jaded view among those building and using AI solutions. Our knowledge worker and
designer respondents said that to build significant trust in AI they needed to see a track record of
success. But there’s no single silver bullet. Most respondents identified multiple factors needed to
gain confidence in AI-powered products. They highlighted lack of accuracy as the number one
challenge to user adoption of AI. They also want to have some influence and control, from insight
into reasoning to the ability to tweak the AI’s output.

In general, how trustworthy do you feel AI is to make important decisions for you?
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

Not at all
trustworthy

Not so
trustworthy

Somewhat
trustworthy

Very
trustworthy

Extremely
trustworthy

People are uncomfortable with AI if it’s reaching to do things it can’t quite deliver yet.
The level of accuracy needs to be near-perfect for the user to build trust.

Sid Lindner
President & Founder, Gigantic Media

How AI is Transforming Product Design & Creativity / www.proximitylab.com

8

What’s the best way to build trust with an AI-driven product or service?

(Select all that apply)

Track record of
successful advice
See reasoning
behind guidance
Be able to tweak or
refine advice
Approve any
recommendation
Nothing special
needed
0%

10%

20%

30%

Describe what you feel when you think of AI

40%

50%

60%

70%

80%

90%

100%

60%

70%

80%

90%

100%

90%

100%

(Select all that apply)

Very excited about
what AI enables
Worried AI will make a
decision on its own
that I don’t like
Worried we won’t be able
to control AI at some point
Worried AI will know too
much about me
Not sure if AI will be good
or bad
I have a wait and see
attitude
Other
AI is not something I think
about one way or another
0%

10%

20%

30%

40%

50%

What do you see as the biggest challenges to user adoption of AI?

(Select all that apply)

Accuracy

Privacy

Uncertainty and doubt

Fear

Other

0%

10%

20%

30%

40%

50%
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Knowledge workers are
bullish on the impact of AI
Our experts echoed this perspective. As insiders, they
know that we are in the early days of AI and that gaining
user trust is important. While accuracy is important,
transparency is also seen as a critical success factor.
While trust is not there yet, our respondents are looking
forward to seeing the promise of AI fulfilled. They
believe that apps and tools with smart technology will
not only increase their efficiency but will make products
both more useful and enjoyable.
Increases

Stays the same

Any implementation of AI or
Decreases

No opinion

ML that does not provide
transparency will fail. Users
don’t want AI to outthink
them. They need some kind

How will
AI impact your
eﬃciency when
using products?

of control.
89%

Brian McLaughlin
CXO, Bottomline Technologies

How will
AI impact the
usefulness of
products?

27%

89%

How will
AI impact your
enjoyment when
using products?
71%

How AI is Transforming Product Design & Creativity / www.proximitylab.com

10

Similarly, a common thread among our experts was excitement to see what emerges as product
designers incorporate more capable AI into their products. Regardless of industry, they expect new
tools to help people improve their work and lives.

Users are on the fence about AI revealing too much
A significant challenge facing product designers is to find ways to leverage AI and deliver
meaningful content to users without seeming “creepy.” Those we surveyed reported that they are
not yet comfortable with AI expressing intimate knowledge of them, even if it delivers value.
Many of the experts agreed that transparency with how the data was acquired and used would
help users feel more comfortable. The user option to enable such acquisition and use was also
suggested as a way for people to opt in to a more personalized experience.
How comfortable are you with AI expressing intimate knowledge of you if it delivers value?
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

Not at all
trustworthy

Not so
trustworthy

Somewhat
trustworthy

Very
trustworthy

Extremely
trustworthy

AI is about giving humans power tools to do their jobs better
or in a way they couldn't otherwise.

Russell Stevens
Tech Advisor & Lead, MIT Media Labs
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Designers see gains not pink slips
One important area of AI involves process automation, and with the introduction of advanced
automation, the fear of displacing humans is never far behind. We asked our survey respondents
who were directly involved in product design how they thought AI would impact their career. Most
were optimistic about the future, with many even envisioning that AI would create more design
jobs. Without a doubt, they also believe that future tools will make them more efficient and boost
their creativity.
This outlook helps fuel product strategy for organizations building design solutions. Companies like
Adobe can build solutions to handle mundane and time-consuming tasks in order to let users focus
on what they do best—being creative. The driving concept is to have AI work unobtrusively with
designers throughout their process—from raw idea exploration to delivery of finished product.
Increases

Stays the same

Decreases

How will
AI impact
designer
eﬃciency?

No opinion

85%

36%

How will
AI impact the need
for designers?

How will
AI impact
designer
creativity?

76%

51%

Designers aren’t worried about losing their job to a computer
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Experts eagerly await unexpected
AI output
While politicians and activists worry about algorithms
wreaking societal havoc, our experts think unintended,
negative results will be quickly addressed. They don’t
believe that AI can be perfect, and, in fact, they don’t want
it to be. Many think that AI will stumble upon interesting
solutions or insights that could never have been imagined
by a programmer, such as an unlikely molecule

With AI, we will probably
have some happy accidents.
Rather than be fearful, we
should look for them.

combination for a new treatment or a novel way of
predicting financial outcomes. Our survey respondents
echoed this excitement. While many expressed skepticism

Steve Chazin
VP Products at Alarm.com

about the current state of products, overall they are
optimistic and enthusiastic about the future of AI.

With AI, we will probably

AI can help evolve and enhance
conversations
An important but infrequently discussed area our experts

have some happy accidents.
Rather than be fearful, we
should look for them.

considered was how AI, working with humans, could
facilitate conversations that result in insight that neither
people nor software could have achieved on their own.
While the hybrid discussion could take many forms—voice,
text, graphical, or some other form of interaction—the

Steve Chazin
VP Products, Alarm.com

outcome is what will matter most.
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1 on 1

INTERVIEW WITH

Jamie
Myrold

This is the question that built the context for this answer

VP DESIGN, ADOBE

What is the machine
intelligence design team at
Adobe exploring?

The effort in the near term is really focused on learning,
helping, and taking away the mundane, but we’re also trying
to introduce the deep functionality of the product and to
surface that functionality with new recommendations. We’re
not just focusing on efficiency; it’s about creative exploration
as well.
When we first started talking about AI and the creative
process, the feedback was that it was frightening. Some
designers feared they might lose their jobs. That’s not how
we look at it all. All of the technology we are looking at is in
service of creativity. If you don’t have to take hours
completing mundane tasks, you can spend your time doing
other things.

Do designers need a new
set of skills to fully leverage
AI and ML?

Interview Excerpt:

Yes. It’s very similar to the changes in skill sets that designers
needed to learn when we transitioned from graphic design
into web design. A lot of designers took the plunge and
learned HTML, CSS, and some coding. I think we’re at a
similar sort of turning point with Al and ML and with virtual
reality and augmented reality. There are just different
Anthony
Finbow, Eagle Genomics CEO
surfaces that designers are going to have to learn.

Read Even
the full
here
witharticle
these new
technologies, there’s always going to be
the balance of the data and the human aspect of it. The data
only tells one side of the story. You still have to have a
connection to the people.
How AI is Transforming Product Design & Creativity / www.proximitylab.com
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1 on 1

INTERVIEW WITH

Jamie Myrold
VP DESIGN, ADOBE

This is the question that built the context for this answer

What happens in a world
where we all have these
tools that can tell us what
users want? Do you think
designers end up
producing similar work or
is their creativity going to
be able to expand?

My opinion is that creativity will expand. We all realized
that design systems were a more efficient way to design so
that you didn’t have teams of designers all redesigning a
button or table. There are certain parts of the creative
process today that the machine can do, and it’s fine. That
will give designers the opportunity to use their brain power
in a more creative way.
I think one of the biggest issues we have in the creative
industry and the product design industry is just scale. There
are just not enough people to do the amount of design work
that needs to be done. If we’re able to help designers to be
more efficient, that gives them more opportunity to be in
strategic conversations; to deliver on things more quickly.
They’ll be engaged in more problem solving versus drawing.

Interview Excerpt: Anthony Finbow, Eagle Genomics CEO
Read the full article here
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P A R T

T W O

Designing for Explicit AI
Practical advice for product designers building the next generation
of intelligent customer experiences
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Most AI does not need to involve users,
but critical aspect do
With AI embedded in nearly every consumer and enterprise product, product teams often wonder
if they should approach user experience (UX) and user interface (UI) design differently. In reality, AI
is a natural progression to a smarter solution—a product that does more for the user than ever
before. Most of the work done by AI is not and should not be exposed to the user. However, there
are some fundamental cases where AI intervention should be explicit and visible to users.

Explicit AI

User inquiries or explorations

Insight into actions and compliance
Request for feedback
and modiﬁcations
Advice and guidance

Foundational AI
Data models

AI programming and logic

Algorithms

Integrations

Data sources

Explicit AI is where humans and AI interact directly
Most AI activity will be in the background, but occasionally users will need to interact with the tech. Over time,
interactions will become less prominent, though always available.
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Advice and guidance
One of the most important capabilities of AI is to understand what the user is attempting to do and
then help the human make a decision or complete a task. If the activity is simply to automate a
series of actions, then people will likely happily hand over the work for the system to complete.
However, if the goal is more complex, and a mistake could lead to serious consequences, the AI
won’t be allowed to make decisions on its own—at least initially.
To help people gain trust with AI and become more confident in making decisions from AI
suggestions, designers can provide three types of interaction:

Showing advice often with a variety of options
Sometimes there is a single course of action to recommend, but in many cases, the AI will provide a
range of possible paths to take. This range will allow people to make more informed decisions, and
the choice will also be useful for improving the next round of advice. Critical to success will be
having the recommendations boiled down to a set of succinct and differentiated options. From our
experience, single sentences or phrases are most effective.

Giving users the opportunity to see why advice was given
Tied closely to the advice is the reasoning behind it. A simple “What is this?” link won’t take up
much room even on a mobile app, but it will reassure users, especially those new to the system.
Over time, as people gain confidence, the links will likely get triggered less and less. However, any
time a user does ask to see the reasoning behind the advice, the AI can analyze and learn from that
interaction. This information can then be used to improve experiences, especially in areas like
onboarding.

Various flavors of high-level insight into AI
Depending on the product and market,
there are options for the types of “why this”
information that can be shown to the user.
Example shown: Instagram

How AI is Transforming Product Design & Creativity / www.proximitylab.com
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1

2

3

Designing AI to deliver increased value to users
Bottomline Technologies designed its Banking IQ Digital Assistant to interact with and learn from
users in a variety of ways.
1

Persistent access to a prominently positioned digital assistant that allows users to engage with the AI
at any time. The assistant leverages knowledge about the user’s context including their current
workflow, recent activities and known areas of interest to ensure AI is deployed to anticipate needs
and deliver relevant advice.

2

The AI presents concise, personalized guidance based on the individual. Users can quickly scan
content and recommendations to see if what is offered is relevant. Machine learning is deployed to
analyze actions (and inaction) to inform and tune future recommendations.

3

Simple feedback mechanisms allow users to indicate preferences about the relevance or usefulness of
the guidance provided. Machine learning and AI work together to improve the experience for the user
in the moment and applies learnings to benefit other users with similar needs.
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Letting users adjust AI autonomy thresholds
As users get more comfortable with AI-driven systems and see a track record of success, they are
likely to cede at least some of the decision making to the AI. Giving users a simple threshold setting
widget will allow them to incrementally adjust how much the AI can do on its own. The key is to
make the systems relatively simple, but also to provide some feedback for what a change entails.
For example, if the system is for payables, adjusting to the halfway point could provide some
information to the users, such as, “The system will automatically match invoices with suppliers and
pay by ACH or wire depending on payment terms.” It’s also important to remind people that no
matter the setting, there may be cases that need human attention, and those will be flagged and
the proper people alerted.

Trust of AI
Review
Everything

Do it
for me
Important Decisions

Non-Critical Decisions

(i.e “Recommend this”

(i.e “Identify friends in this photo

or “Accept early discount”)

or respond to support request)

Proper thresholds depend on what the AI is doing and user trust
AI promises improved experiences, but users should have the ability to tell a product how much autonomy
it should have.

Inquiries and explorations
While AI will provide advice to users, there are many cases where people will want to ask
questions. The solution will be two-part. First, product designers will have to decide what
mechanisms to provide. Once that is known, the hard part will be weaving together the systems so
that the experience is consistent and seamless. If a user starts an interaction typing into a search
box while at her desktop, then switches to voice while walking to a meeting, the same tone, style of
conversation, and output should be maintained. Given that technology stacks may be implemented
by different groups, handling this won’t be easy.
In terms of overall components, working with clients, we have identified four broad categories:
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Responsive chatbots and assistants
Amazon’s Alexa and Apple’s Siri are AI-driven systems that are designed to listen, parse, analyze,
and respond to users. Today, they are primarily marketed for voice interactions, but their
capabilities and personalities include text conversations and more. While some companies will
license these solutions, others will want to build their own, using technology from vendors such as
Microsoft, Google, and Oracle. Bank of America’s Erica is an example of a branded AI offering.

Proactive help prompts
Not all support or advice will come from a human-initiated question. A smart, AI-driven solution
will watch what users are doing, notice when they are stuck or having trouble, and provide
recommendations or ask users to clarify the issue so that it can provide some guidance. For
example, if a scientist is having trouble, going back and forth between workspaces and menus, the
AI might surface a prompt, such as, “It looks like you’re looking for your last data model. Here’s a
link.” And if the prompt is incorrect, the AI can then ask the user what she is trying to do, using the
chatbot or traditional search box as a means.

Smart search
While some people will ask assistants for help, text-based searching will still have its place. The key
is to make search smarter throughout the process. Before the user has even typed, but as soon as
he clicks in the text box or tap on it, the AI should know the context of the inquiry and present
some options. As the user types, the suggestions will change. Finally, after a query has been
answered, the systems can offer additional advice, results, or actions that augment what the user
searched for.

Google tries to be smart before the search
Google Search and Google Analytics try to figure out what users want before they ask a question.
As the company builds out its AI, we expect this capability to dramatically increase.
How AI is Transforming Product Design & Creativity / www.proximitylab.com
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Scenario building and “what if” tools
In order to help people make the best decisions, solutions can offer an AI-driven scenario capability.
Such tools can be very focused, such as one tailored for cash flow analysis, or they can be more broad,
allowing users to pick various items from a list. In this latter scenario, a virtual whiteboard can let
users experiment with a combinations of inputs, formulas, and outputs. Integrations can tap into even
more data sources, such as third-party financial databases, to make it more useful. Over time, the
most successful models can then be shared with the rest of the organization.

Requests for feedback and modifications
Another key aspect of gaining user trust is to make the limits of the AI clear. Overstating capabilities
or taking overly aggressive actions that may lead to unintended outcomes can make users wary or
cause them to avoid engaging with the AI. Once reasonable expectations have been set, users should
also be exposed to various feedback mechanisms:

Simple reactions to a prompt
Watching what a user does helps improve AI and underlying models, but a quick and concise question
—“Was this helpful?”—is an easy and painless way to ask for user feedback. The key is to make it
simple. Users aren’t going to take surveys, and they won’t read paragraphs. A checkmark, tapping on
“Yes,” or a swipe to acknowledge is all that is needed.

The ability to tweak the advice
Our survey respondents and experts made it clear: They want to be able to influence AI. We have
already talked about setting thresholds and simple reactions, but designers should be on the lookout
for ways to give users more say. Depending on the type of product, this might include allowing users
to choose or apply weightings to data sources or to modify the impact of certain factors in an
algorithm. That said, tweaking should be at a very high level, first, so users can understand what they
are doing, and second, so that it does not change the underlying system in a drastic way.

A perpetual, visual home for AI
Whether an AI has a strong personality and bold positioning, such as Salesforce’s Einstein, or is more
subtle and blends in with the other screen elements, such as SAP’s CoPilot, the user should be
reminded of where the AI lives and how easy it is to access it. With a foundation based on learning
about user behavior, any interaction with the AI will provide feedback in the form of context and
desires.
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An exploration of using AI to
help detect cancer
DrivenData helped manage a
contest to create an open-source
tool that helps clinicians detect
lung cancer. AI identifies and
prioritizes likely candidates, and
users review and rate the findings.

Insight into actions and compliance
With AI and complex algorithms taking over important activities, such as stock trading and loan
approvals, many people, organizations, and government institutions are debating concepts of
regulation and control. Europe is leading the way with the European Commission’s draft document
“Ethics Guidelines for Trustworthy AI.” The document discusses several key concepts, such as
transparency and accountability. Much like what happened with privacy and the General Data
Protection Regulation (GDPR), European actions are likely to impact how companies with global
businesses or aspirations for worldwide operations design their products.

Human agency
and Oversight

Accountability

Technical
robustness
and Safety

Draft European
Commission AI regulations
Executives will need a way
to gauge what their AI and
other technology is doing if
they become responsible

Societal and
Environmental
wellbeing

Privacy and Data
Governance

Diversity, NonDiscrimination
and Fairness

for verifying that it is
working within the law.

Transparency
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Outside of fintech, there is often no sense of urgency about meeting these future standards.
However, using the ratification and rollout of GDPR as a reference, companies will likely need a
market-ready response by 2021. While that seems like a long time, the problem is that no one
knows exactly what needs to be built. At the very least, product teams in certain industries, such as
life science, should begin sketching out how their systems could handle these requests.
Areas to focus on include the following:

Hooks into systems to expose AI reasoning and data models
While developers and designers have focused on integrations, ecosystems, and marketplaces, they
need to think about how to create internal application programming interfaces (APIs) that surface
the various AI components. This is the type of deep plumbing that will likely require a lot of time for
engineering to build and deploy.

Ways to simplify complex algorithms and other technology components
Today, the only people who understand AI, ML, and algorithms are highly technical, but regulations
are likely to demand executive sign-off on the basic operating assumptions and logic of their
solutions. It will take time to determine just how much can be translated so that business people
can verify what their company’s AI is doing or saying.

A current attempt to show AI thinking
IBM’s Watson can help humans understand a credit model and why a decision is made, thus avoiding or quickly
uncovering issues of bias.
How AI is Transforming Product Design & Creativity / www.proximitylab.com
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AI audit centers for non-IT users
Leveraging the internal APIs and simplified models will be some kind of centralized AI compliance
hub. There are some early concepts available that afford users a window into the underlying
systems. While initial attempts are rudimentary, we expect that more visual tools designed to be
used by business staff, akin to analytic solutions like Tableau, will emerge.
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SPOTLIGHT

IBM
Watson
OpenScale
An early attempt to build the confidence
of enterprises by addressing the
challenges involved in adopting AI

Problem & Solution
IBM Watson OpenScale was developed to address a lack of business confidence in AI, especially
in highly regulated industries like healthcare and finance. By offering an open environment that
enables organizations to track and measure AI outcomes and tune machine learning, OpenScale
is enabling business leaders that aren’t necessarily trained in data science to understand and
control the AI models of their organization.
Some of the biggest barriers to adoption of AI within enterprises are the issues of possible bias
and lack of confidence in AI-powered insights. IBM Watson OpenScale addresses those
roadblocks for enterprise customers by enabling them to analyze their models and identify bias.
The offering allows users to “peek under the hood” and in an effort to understand the details
behind every recommendation to help build trust. In addition to identifying bias, OpenScale
provides opportunities for the user to de-bias a model and view potential outcomes before
making a decision.
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SPOTLIGHT

IBM Watson OpenScale

Measure, Track, & Tune AI Outcomes
OpenScale helps to ensure AI models can be understood and controlled by business leaders. It helps
businesses to be audit ready by explaining AI decisions, detects biases and automatically “de-biases”
outcomes using a companion model. Use cases include credit lenders monitoring risk models to limit
exposure and create better outcomes for customers.

“What if”...explorations
Users may preview potential fairer outcomes without
changing the original model, along with a fairness
comparison of both models. OpenScale purposely keeps the
power in the hands of humans to weigh compromises that
may need to be considered to reduce bias, such as reduced
accuracy. This measured approach inspires confidence in
business leaders who appreciate AI-powered insights but
value control over final decisions.

Transparency & compliance
Companies may audit their models and understand if they
are producing fair outcomes for specific groups.
Explorations for specific transactions highlight factors that
influenced the outcome, including conditions which would
have changed recommendations, along with confidence
ratings. By providing visibility of the details, using plain
language, OpenScale is helping enterprise leaders feel
confident about how AI is reaching decisions, removing a
major barrier to adoption.

Insights
This familiar executive dashboard offers a quick view of
accuracy and fairness metrics as determined by
customizable bias thresholds that can be modified.
OpenScale is ahead of the curve with auditing bias and
provides recommended bias monitoring for certain
attributes such as gender, ethnicity, age and race. This view
is geared to business professionals to help them understand
how their AI is performing and helps build trust over time.
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SPOTLIGHT

Salesforce
Einstein
Helping users understand the underlying
data driving AI recommendations

Problem & Solution
Salesforce wanted to find novel ways to help business analysts and other knowledge workers
leverage AI recommendations to make faster, more efficient decisions. However, knowing that
the users were not data scientists or experts in the field, the company wanted to ensure that
people were aware of potential issues in the underlying data model and data. The process starts
with users entering what they want to do in simple, clear language into a new Einstein Discovery
Story. Users can then let the system know if they want a speedy result (insights), or a longer,
more complete output (insights and predictions). By showing the user the data to be used and
flagging any issues, the model can be refined.

How AI is Transforming Product Design & Creativity / www.proximitylab.com

28

SPOTLIGHT

Salesforce Einstein

Review & Alerts
When Einstein finishes a task, users can then review the output. In addition, Einstein will alert users to
various issues that should be addressed. Users can scan the model validation screen to understand issues
around data, accountability, and the model itself.

Simple story creation
Users start the process by telling the system exactly what they want to do and what Salesforce fields apply. These
initial inputs are complemented by additional selections, such as whether to return predictions. The language and
fields are simple and concise.

Clear ways to dig into the model
Once the task has been completed, Einstein delivers
not only the insights and/or predictions, it provides
any alerts as well as controls to access the underlying
model.

Model details and issues clearly shown
Einstein helps users quickly understand problems with
vibrant warning icons. It also lets them dive deeper
into the model if they desire. A threshold rating shows
the accuracy of the model, although nonexperts will
likely need help understanding the number.

How AI is Transforming Product Design & Creativity / www.proximitylab.com

29

P A R T

T H R E E

AI Driving Increased
Organizational Creativity
How AI-powered design and business tools are
changing the way teams express ideas and collaborate.

How AI is Transforming Product Design & Creativity / www.proximitylab.com

30

Let’s create
A central question when discussing the evolving
capabilities of AI is how it will impact creativity. What
insights and patterns will emerge as smart, data-driven
systems crunch user behavior data and analyze billions
of interactions across an ever-expanding set of
applications and integrations? Will AI-derived design
recommendations lead to a lack of individuality in the
aesthetics and workflows and contribute to an eventual
sameness in the interactions we experience? Based upon
our discussions with experts, we don’t think so.
Instead of creating homogeneous designs, AI is likely to
work harmoniously with designers and product owners
to create more innovative, adaptive, and functional
experiences. The ability of AI to analyze the
effectiveness of various content, workflow, and

[AI] can reduce the barrier
to exploration. You might be
less likely to explore if you
have to make objects from
scratch. The emphasis
should be on the human

interaction models will help streamline the design

effort—making the process

process by elevating successful patterns over less

about a person’s interaction

effective options.

with the creative material.

More time to be creative
Many experts believe that in the near term, AI will
positively impact creativity and productivity by freeing
designers from the mundane. This matches the thinking

Patrick Hebron
Experience Design Manager,
Machine Intelligence at Adobe

of our survey respondents, too.
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What’s behind this boost in creativity?
Quick project starts
AI will free up designers by handling a variety of tasks through the typical design process. For example,
designers won’t start from scratch, or even rudimentary templates. Interacting with the AI, most likely
through a DA, designers will be able to describe projects and link to related material that the system
can then analyze. The result? A solid first iteration of a design even before a project formally kicks off.

Automation of time-consuming tasks
A huge range of activities that designers typically have to spend hours on will be handled by AI.
Sometimes, the tools will simply have quicker, more efficient ways of operating. Other times, designers
will ask or show the AI what they are doing, and then—perhaps with some tweaking and guidance—let
the AI handle the job.

Data-infused recommendations and continuous analysis
Rather than research and design, review and iterate, and test and refine, a designer will have the AI
continuously assess the output and make suggestions off of the ongoing analysis. By the time formal
user validation kicks off, the solution will have already been put through its paces, including being
evaluated against competitive designs.

With additional hours available, a designer can both expand creative options and go deeper with
them. Some can be more extreme, while others can be more subdued. However, all can be
accompanied by an analysis of their UX designs as well as working prototypes that can showcase
multiple forms of interactions, from touch to speech and even gestures.
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Knowledge workers will be better able to express themselves
Giving designers more time to explore is critical, but raising organizational creativity—new ideas,
fresh thinking, and more—will lead to greater business success. For example, McKinsey described
how creativity can fuel business success as follows:

“There are many reasons why companies perform well, such as market position or
technology leadership. But it’s also true that creativity is at the heart of business innovation,
and innovation is the engine of growth.”
“Creativity’s bottom line: How winning companies turn creativity into business value and growth.”
McKinsey & Company, 2017

While a startup may live or die on its creativity, established companies can also fade away when new,
market-changing ideas never get surfaced. Bill in Tier 1 support may have a great idea on how to
improve a product, but he might only send a couple of sentences in a Slack DM to a busy friend in
product marketing. Eva in human resources might have thought of a new way for a product to appeal
to a younger demographic, but her lack of drawing skills may keep her from sharing the concept.
While noncreatives don’t have the time to learn Adobe PhotoShop or Avid Premier, they could
leverage simple tools that translate raw ideas into more compelling stories and visuals. These tools
will be focused on storytelling, and the key to their effectiveness will be the AI embedded in them.

AI in creative action
Nvidia’s tech demo
transforms sketches into a
relatively polished image in
an example of the super
simple, highly automated
tool likely to emerge over
the next few years.
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Two components will help facilitate this increase in organizational creativity:

Simple apps for translating ideas and creating visions or stories
A knowledge worker might draw a simple sketch and have it transformed into a ready-to-share
image, as the Nvidia tech demo demonstrates. Other tools might allow a user to simply describe an
image or flow and have the machine output something. A handful of vocal commands or maybe a
click or tap would then refine it. The finished product would likely be embedded in or accompanied
by a short story to explain its advantages, such as its business value and use.

Built-in collaboration capabilities to make it easy to work with designers
Not every idea generated by knowledge workers will make the cut, but if one out of 20 helps the
business, it can be considered a huge success. For concepts that seem worthy to move forward,
designers can use their more advanced tools to collaborate with the knowledge worker to advance
the thinking or expand on the core idea. Both participants will have views into the project using
tools that best align with their role and level of expertise.

Attaining new levels of creativity
When combining these three forces, the company can significantly raise the bar on creativity,
giving it a much better chance to thrive. Designers will remain a critical part of the organization
and be responsible for the final products’ UX and UI, among other things, but they will be seen
as more than just people crafting user journeys or drawing app screens. Their role becomes
more strategic. As they develop a track record of working closely and successfully with
stakeholders and other knowledge workers, they increase their value within the organization.
So what does all this change mean for designers themselves and the people who lead design
teams? Most importantly, AI infusion in creative apps will change many of the
day-to-day activities of designers. Another important aspect will be the
need for new UX team members, such as conversation specialists.
Finally, team leaders will need to look for designers with
a broader range of skills than creative apps.
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1 on 1

INTERVIEW WITH

Anthony
Finbow

This is the question that built the context for this answer

CEO, EAGLE GENOMICS

How do you think AI will
provide the most value in
the future?

Rather than delivering one solution, AI introduces a range of
answers to enable a more productive workflow. It’s a way to
organize data and information and render through in a
conversational interface. AI should be utilized to stimulate
thinking so people can generate insight.

How can product designers
build trust with users?

People won’t buy black boxes. We built a valuation model at
the center of our product that can be shared across teams.
Then they can have a shared basis for understanding which
parameters were explored in generating insight, which ones
to believe and which ones to select. The model exposes the
parameters used to build model. Do you agree? AI is about
augmenting knowledge, not replacing it.

What is your vision for the
best use of AI in the
future?

The real opportunity is to design the system so that people
can challenge it. You end up with a conversation between
systems and humans. You capture insight that emerges from
the conversation and get agreement from the group on what
is new knowledge.

Interview Excerpt: Anthony Finbow, Eagle Genomics CEO
How are you
communicating your vision
of AI to customers?

We tell our customers we want to train our models. The data
generated
Read and
the the
fullinsight
article
here is theirs. The goal is to enable
scientific abduction. This challenges scientists to be ever
more creative. Innovation can then be programitized and
trained.
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For designers the future is less about tools
When talking to any type of designer who has been in the workforce for 10 or more years, one of
the first topics that comes up when contemplating the future is the past, or more specifically, how
the tools and skills that were once necessary to get a job are not required or relevant any more.
Design leads are less interested in seeing “Proficient in Photoshop and Illustrator” on a CV than
walking through an online portfolio that shows different products, user stories, personas, or other
documents that were created. Sure, being able to use tools is important, but will it be a deal
breaker if someone likes to work in Sketch versus XD?
Going forward, as long as tools with AI and a designer’s personal DA are always available, the
ability to create a graphic or process flow will be less important. Key skills will likely include the
following:

Setting parameters for designs
Much like in generative design systems for physical products today, designers will set
certain inputs and let the app fill in the missing pieces. Later, when the major dials have
been tuned, the designer can dive deep.

Shaping and telling stories
A key design function is likely to be able to transform the various product elements into a
cohesive vision, from who the users are to how they engage to what activities they try to
accomplish. With intimate knowledge of the product, designers will spend more time
walking team members and stakeholders through the story.

Collaborating and leading working sessions
The barriers between the roles will shrink as designers and other product team members
work more closely and more often. Today, Slack and Microsoft Teams are bolted on
channels. Moving forward, the line will blur between vertical design tools and horizontal
apps. As more knowledge workers use create apps, designers will spend more and more
time using direct interactions.
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Pre-launch

Post-launch

Explore
options

Intial design &
interaction models

Designer creative input

Deﬁne design
parameters

AI creative input
AI output analysis

Finalized designs
& interactions

Designer experience

Evolved design &
interaction models
AI suggestions based
on user behavior

AI suggestions
AI suggestions based on
similar users behavior
User direct personalization

AI influence life cycle: From conception to in-field evolution
Designers will use AI to set parameters and help build and analyze designs. AI will work to continuously
improve the experience for each user, with learnings automatically incorporated into future design.
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The Path Ahead
The application of explicit AI in product development
continues to evolve as customer expectations and
sophistication grow. This research was conducted at a
critical early stage in which product designers and
consumers are exploring the experiential possibilities of AI.
The UX research and design teams at Proximity Lab are
committed to fostering a shared understanding of the
challenges and opportunities that AI presents for the
creative professionals who shape the future by designing
and building the next generation of intelligent products.
Consider this an open invitation to share your ideas and
insights. And if you’d like to explore ways we can help your
product team with research, product strategy, and UX
design, we’d love to talk with you. In either case, visit us at
www.proximitylab.com or drop us a line at
hello@proximitylab.com.
Thanks!
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Glossary
The following terms can help nonexperts to understand points of view when having AI discussions
or when learning about the latest developments.

Weak AI
Weak AI, which focuses on a narrow group of tasks, is sometimes called narrow AI. Today’s
commercial AI is considered of the weak variety, even seemingly general-purpose solutions like Siri
or Alexa. Strong AI is essentially something that can think like a human, where weak AI is
something that can only appear to act human. Note that the famous, decades-old Turing test could
let a weak AI pass off as a human due to mimicking behavior.

Machine learning (ML) and deep learning (DL)
ML, a subset of AI, uses data to build a mathematical model that can then be used to solve
problems or make decisions based on incomplete information. The idea is that if you have the right
training data and the right model, you can teach the system to make better choices.
DL is a type of ML where the system can teach itself, versus having humans tweak it based on
results. DL uses artificial neural networks (an attempt to mimic the brain’s structure) to tackle
really difficult issues, such as computer vision.

General adversarial network (GAN)
A GAN is a system where two artificial neural networks compete against each other. Basically, one
part creates content, and the other evaluates its authenticity based on what it has previously
learned. If the first part can make the second think that the content is novel, then it is considered
original. GAN technology is the foundation for many AI original composition efforts, such as the
effort to create innovative art, images, and stories.

Natural language processing (NLP)
NLP is about having computers understand human conversations and responding appropriately.
It’s critical for successfully delivering smart search and chatbot capabilities.

Robotic process automation (RPA)
RPA entails automating business processes by watching and mimicking how people complete tasks.
A benefit of RPA is that it does not require extensive coding, as no new integrations are required. It
is, in many ways, a short-term solution to reengineering processes with AI-driven systems.
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Further Reading/ Viewing
An AI writing system so good that the creators don’t want to let it loose

“Better Language Models and Their Implications”
by numerous contributors, OpenAI February, 2019

What is art? If it’s something someone will pay tens of thousands for, then AI is an artist

“AI is Blurring the Definition of Artist: Advanced algorithms are using machine
learning to create art autonomously.”
by Ahmed Elgammal, American Scientist, January 2019

Some thought provoking ideas about the design tools of the future

“Rethinking Design Tools in the Age of Machine Learning”
by Patrick Hebron, Medium, April 2017

The EU’s draft of AI guidelines

“Ethics Guidelines for Trustworthy AI”
by the European Commission, April 2019

Not everything people claim is AI would be considered it by experts

“Is it really AI?”
by Alexandre Gonfalonieri, Medium, February 2019
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https://
www.proximitylab.com
Proximity Lab is a digital product design firm with deep experience
creating modern, customer-centered applications. We specialize in
UX research, strategy and product design.

SaaS-oriented
product strategy

Research for deep
understanding

Results-based
UX design
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