
Changes in how products are designed, 
developed and experienced due to AI

• Opportunities to use AI to accelerate the design and 
delivery of new products  

• Opportunities to create more personalized and 
customized products and services

• Operations
• Technology

Appendix 1: Knowledge 
Assessment Tool
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This tool can be used by individual directors or as a board exercise. 

As the following questions are asked, consider whether: 
• The board possesses the knowledge needed for independent judgement (Definition: board members’ 

knowledgeability about AI and AI-related issues)

• The board has access to knowledge (Definition: ability to obtain information from within the company, 
ability to obtain information from other sources, free access to experts)

The tool also suggests related modules for additional analysis.

External environment: Ask yourself and fellow directors whether 
the board is well informed on: 

Rate your 
answer

(more than sufficient, 
sufficient, insufficient):

Related 
modules:

Changes in current and future customer 
expectations and behaviour 

• Changes to customer lifestyles and expectations due to 
AI and other technologies

• Changes to customer expectations and preferences for 
product features, customer service interaction 
approach, speed, customization and pricing of 
products 

• Changes to buyers’ purchasing decisions
• Customer sentiment on AI use by business, including 

transparency and data privacy issues
• Customer expectations on how to build and maintain 

their trust and loyalty. Changes to customer and public 
expectations and concerns about data privacy and AI 
algorithms

• Strategy

How AI is changing the customer experience  in our industry and markets

Changes in sales, marketing and customer 
service due to AI

• Changes in how AI is used in sales and marketing 
across the customer life cycle, including customer 
segmentation, targeting, acquisition, engagement, 
cross and upsell, retention 

• Changes in how AI is being used to service customers, 
from the use of chatbots to augmentation of customer 
service reps to sales conversational agents 

• Operations
• Technology

Ethical, legal and other AI responsibilities  Effective practices for responsible AI, including: 
• Customer decision explainability, fairness, diversity and 

inclusion
• Accountability for AI-driven decisions
• Customer data and data insight guardianship, including 

ownership and reuse, privacy and security

• Ethics
• Risk
• Governance

Ecosystem partners with AI-based 
customer experience capabilities

• Partnership and joint venture opportunities for 
enhancing the customer experience life cycle

• Whether partners follow responsible AI practices

• Strategy

Other questions Understanding of risks involved in AI-driven customer 
experiences. Does the board:
• Receive information from internal and external sources?
• Have free access to timely advice from qualified 

advisers?

• Governance



Digital giants and start-ups How digital giants and start-ups are redefining the 
customer experience:
• How our customer and product experience compares 

with that of our digital rivals
• What data do digital giants generate and use about 

customers, and how does this provide them with 
competitive strength or accessible assets (e.g. 
advertising targeting capacity)

• Possibilities to partner with other players or start-ups    
• Impact of digital giant expectation and (often de facto) 

standard-setting around customer data usage and 
expectations 

• Are there companies in adjacent industries that will be 
able to use AI-powered customer insight to enter our 
market (e.g. taxi firms entering food takeaway market)?

• Operations
• Technology
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External environment: Ask yourself and fellow directors whether 
the board is well informed on: 

Rate your 
answer

(more than sufficient, 
sufficient, insufficient):

Related 
modules:

Incumbents and traditional competitors How traditional competitors compare on:
• AI-driven sales, marketing and customer service
• AI-driven product design, development and delivery
• AI investments in the customer and product experience
• AI talent

• Operations
• People and 

culture

Competitors’ evolving use of AI for customer advantage

Questions for all competitor types • How our competitors’ success with the customer 
experience compares to ours, and why

• How competitors manage fairness, data guardianship, 
explainability and other AI responsibilities

Internal response: Ask yourself and fellow directors whether 
the board is well informed on: 

Rate your 
answer

(more than sufficient, 
sufficient, insufficient):

Related 
modules:

Identification of opportunities to improve 
the customer strategy

• How management explores AI-driven sales, marketing, 
customer service and product development and 
delivery

• What management is learning from other companies
• Whether management is focused on improving the 

customer experience
• How management uses AI to improve the customer 

experience
• The risk and ethical exposure of AI-driven customer 

experience

• Ethics
• Risk
• Strategy
• Operations
• Technology
• People and 

culture
• Brand

Creation of AI-supported customer strategy

Customer preferences • Our customers’ readiness for digitization (e.g. digital 
native vs. non-natives)  

• How and where our customer communication takes 
place (online vs. brick-and-mortar)

• What customer experience is considered normal 
(e.g. role of chatbots in adjacent industries)



Data acquisition, critical use and 
governance 

• Customer data the company is currently 
generating internally

• Customer data the company is acquiring 
from external sources

• Crucial decisions and use supported by 
the customer data

• How the company ensures customer data 
is securely collected and stored

• How appropriate use of customer data is determined
• Forward-looking data strategy to meet AI plans

• Operations
• Technology
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Internal response: Ask yourself and fellow directors whether 
the board is well informed on: 

Rate your 
answer

(more than sufficient, 
sufficient, insufficient):

Related 
modules:

Investment in customer strategy • Expenditures in AI to support the customer strategy
• Developing necessary skills and talent
• Internal or external resources required to deliver AI 

capabilities

• People and 
culture

• Operations
• Technology

Creation of AI-supported customer strategy

Risk of implementation • Results of cost/benefit analysis of AI customer strategy 
• Customer privacy and ethical usage of AI 
• Technology and operational considerations
• People and cultural considerations

• Governance
• Ethics
• AI governance
• People and 

culture
• Operations

Initiation • What customer strategic AI initiatives are under 
consideration

• Value anticipated
• How management judges initiatives’ value, risks, 

compliance with core mission and values, and the 
responsibilities and legal requirements to be met

• Clarity on governance approach planned – and level of 
training and support offered for participants (covering 
both practical and ethical/regulatory aspects)

• Ethics
• Risk
• Technology
• People and 

culture
• Brand

Implementation of AI-supported customer strategy

Progress • The status of the company’s strategic AI activities
• Feedback on learning, data applicability and ability to 

operationalize the outcome
• Reasons for delays and cost overruns
• Partners and ecosystems involved in the initiatives 
• Addressing responsibilities and risks

• Ethics
• Risk

Evaluation • Value received 
• Lessons learned – important to ensure that customer 

projects that fail are also mined for insight (e.g. do we 
have the right data?)

• Effectiveness of risk mitigation and responsibility 
assurance 

• Ethics
• Risk

For companies operating to global 
standards (or with a European focus):

• Compliance with regulatory considerations such 
as GDPR

• Risk


