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* Introduction
 Elevating UX with Al-Driven

Behavioral Insights As Al becomes increasingly sophisticated, considerations as to how to
« HUMAIN UX Playbook: integrate it in user workflows is essential, especially because we must strive

Viamagus Blueprint for for an enhanced user experience. This demands a deep understanding of

Responsible Al Design human behavior and preferences to ensure Al-driven experiences not only
« Closing thoughts function efficiently but also resonate authentically with users.

For instance, consider the movie Her, it provides a glimpse into a future
where the Al system named Samantha develops a deep understanding of
4 Dr. Namrata Sharma human emotions. This fictional portrayal illustrates the potential of Al to not
Behavioral Scientist only to assist but also emotionally connect with users, underscoring the
intersection of Behavioral Science and Al-driven UX.
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In bridging the gap between Al technology and human-centered design, Behavioral Science
plays a critical role by enabling Al systems to align with users’ needs, motivations, and
cognitive patterns.

Elevating UX with Al-Driven Behavioral Insights

Al can craft intuitive user experiences by utilizing essential frameworks provided by Behavioral Science, such as:

+ Decision Making: By leveraging decision-making theories, Al can help users make informed choices through
effective presentation of options. For instance, Google Flights uses Al to predict future price trends, helping
users make informed decisions about whether to book now or wait. By providing side-by-side comparisons of
flight options and projected price changes, it enhances decision-making, giving users confidence that their
choices are based on more accurate and reliable information.

» Cognitive Personalization: Al can employ cognitive personalization to tailor user interactions based on their
preferences and behaviors. For instance - Spotify’s Al DJ recommends music based on user’s listening history
and behavior cues such as playlists created, songs liked or disliked, and the frequency of skipping tracks. If a
user frequently listens to upbeat pop songs, the Al DJ will prioritize similar tracks when generating
recommendations.

» Behavioral Analysis: By analyzing user interactions and feedback, Al can predict user intentions and adapt
interfaces in real-time to optimize user flow. In the language learning application Duolingo tracks user
interactions, such as the frequency of lessons, the types of exercises users struggle with, and their responses
to practice sessions. This data helps the Al understand individual learning patterns and preferences, and
accordingly adapt the content and difficulty level of exercises to align with user skill level.

» Behavioral Nudges: Al systems can leverage behavioral psychology techniques to motivate users to achieve
their personal goals in a way that resonates best with them. Noom, a fitness application, uses Al to tailor
nudges based on each user’s unique personality. By tracking and analyzing how users respond to these nudges
and considering contextual information, Noom continuously refines the timing, content, and delivery of future
nudges. This approach not only enhances the user’s journey towards their goals but also creates a beneficial
intersection where user needs and business outcomes converge.

» Social Influence: Integrating social psychology in Al systems can be highly impactful for building trust and
influencing user behavior. For example, Al systems can predict a user’s potential likes and dislikes based on
their previous activities, location, and connections, and can recommend endorsements or content accordingly.
A notable example of this is Meta’s recent revamping of its content recommendation and ad engine. After an
Apple privacy update rendered their previous approach ineffective, Meta responded by leveraging Al to analyze
patterns in user behavior and interactions within its platform. This allowed Meta’s Al systems to make more
precise predictions about which content and ads would resonate with users, even with reduced access to
external data.

» Emotional Design: Understanding emotional responses through sentiment analysis enables Al to craft
responses and recommendations that resonate empathetically with users, akin to social media platforms using
emotional cues to personalize content. Similarly, a customer service Chabot can detect frustration in a user’s
tone and adjust its responses to be more empathetic and supportive. For example, a customer service chatbot
equipped with sentiment analysis capabilities can detect signs of frustration in a user’s tone and adjust its
responses to be more empathetic and supportive. If the frustration persists, the chatbot can connect the user
to a human support representative, ensuring timely and compassionate assistance.

Al's potential to enhance UX lies in its ability to analyze and respond to user behavior, usage insights, and
predictive analytics. Leveraging these Al capacities along with Behavioral Science insights, enables the crafting of
persuasive user experiences, but it can also cross the line into manipulation (Cohen, 2023) bypassing users'
reflective and deliberative capacities. These ethical concerns have been explored widely in popular media, like the
2014 film Ex Machina presented a brilliant Al named Ava who manipulates humans for her own survival, raising
critical questions about Al's understanding of human values and autonomy. While such scenarios may feel far-
fetched today, it wasn't long ago that Al itself seemed futuristic.

To ethically integrate Al in UX design, it is crucial to prioritize user welfare, prevent potential harm, and ensure that
Al interactions are beneficial, respectful, and aligned with user rights and expectations. Drawing from our
extensive experience and best practices in designing Al-augmented interfaces, including insights from
Microsoft’'s Human-Al Interaction, Google’s People + Al Research, and IBM’s Everyday Ethics for Al, we have
distilled key principles for creating ethical, human-centric Al systems in our HUMAN+AI-centric (HUMAIN) UX
design playbook.

HUMAIN UX Playbook: Viamagus Blueprint for Responsible Al Design

Our approach integrates and builds upon the existing guidelines with a stronger emphasis on human oversight,
scalability, ethical reviews and real-world application. We call this the HUMAIN UX Playbook, in which we emphasize
the following principles:

« User Validation: Incorporate the ability for the user to oversee the results of the Al for specific tasks. Always
include a human step to validate the Al results to maintain the human element in Al-driven UX design. We know
that Als are built to cater to specific tasks, and it is because of their specification that they are trusted by
users. Nevertheless, there’s always margin for error.

Imagine a scenario where a user needs to validate a long document for compliance checks against a known rule
book, as well as past cases, and their own technical expertise. How can Al improve their manual labor? Let’s say
that the tool can extract all necessary metadata to simplify their work and summarize information. The Al could
also identify missing data, errors, and issues with the document, but it is ultimately the user, who is the real
expert, to determine whether this is correct or not. This is working under the assumption that, at least for now,
Alis always an assistant to the user.

« Empower Users: Even the best Al will fail if it does not align with user needs, goals, abilities or adds value to the
user’s experience. Al systems should strive to augment human capabilities and align with human values like
fairness and respect for individual rights. Al should not isolate users from human connections. This is always in
relation to the question; how does Al enhance my user experience?

Imagine a software utilized for incident recognition and management, where a user needs to find issues in the
system and solve them. However, occasionally, they would need to communicate the incident to a senior, more
experienced colleague to find the root cause and a proper solution. If this work is manual, the magnitude of
possibilities is such that users can be overwhelmed by the task, but with Al their ability to find the reason
behind incidents can be enhanced and solutions can be documented.

 Scalability: Design Al solutions to be adaptable, allowing for continuous improvements and updates as
technology advances and new ethical considerations emerge. Scalable systems provide businesses with a
competitive edge by staying current with minimal additional costs for revamping.

For example, most Al tools can be interacted with via prompts only, but current trends indicate that Al
interfaces will become hybrid accounting for the possibility of interacting with the tool through various inputs
such as voice, audio, and video. Such is already the case for tools like ChatGPT, Gemini, Claude, among others.
Adapting to these scenarios is something to strive for.

e Explainability and transparency: Design Al systems to be understandable and transparent. Clearly
communicate Al decision-making processes, system limitations, and set realistic expectations to prevent user
frustration.

When we developed Synthia Al in the analysis of word and PDF documents, we had this consideration in mind. It
was important for us that users could easily understand the Al’'s capabilities to set up expectations as to what
she could do, such as making a summary of the document. For this reason, Synthia provides users with clear
responses and suggests additional prompts that could help deepen the user’s input.

« Enhance Intent Interpretation: Provide users with control over Al functionalities allowing them to customize
and influence Al functions according to their preferences. Incorporate feedback mechanisms for users to
provide input to ensure continuous improvement and alignment with user expectations. This is an important
constant of Al, since the computer needs to understand our user’s intent, it is essential that users have a
chance to correct a wrong interpretation.

An example of how we commonly do this is by giving users the ability to stop the current generation of a
response as soon as they notice an error in interpretation. Prompts can be suggested for the user to choose
from or give the Al the ability to ask for clarifications and explain its reasoning when giving a response, so that
users can comprehend why a decision was made.

 Error handling: Establish clear protocols for managing and addressing errors in Al systems. Ensure that there
are designated teams responsible for identifying, rectifying, and communicating errors. Develop effective
error-handling protocols to manage and mitigate the impact of Al errors or failures, providing users with clear
guidance and support.

For example, when users work on the validation of a long document for compliance check, and we use Al to
extract metadata, it is needed that the user can distinguish between the inputs given by the computer, where
the computer found errors or missing data, where the machine could recognize a gap in knowledge, but more
importantly recognize between human and Al input. Awareness allows users to recover from potential
mistakes.

« Inclusivity and accessibility: Advocate for inclusive design practices by considering diverse user needs,
abilities, cultures, and backgrounds. Ensure Al systems are universally accessible and actively work to use non-
discriminatory, culturally sensitive language. This is a very important point that often gets overlooked. Al
models will likely tend to give general answers to users, based on what most users need. It must be ensured,
from the backend, that users with different needs are recognized by the Al.

Let’s think of an Al that is meant to help to find candidates for certain positions at a company. How would you
ensure that all candidates are considered equally? How would you make sure that there’s no discrimination
against people with disabilities? This is a consideration to keep in mind because they are often the cases who
are on the extremes of most patterns, and as we mentioned before, Als tend to give responses based on
commonality.

 Ethics review: Conduct regular ethical design reviews throughout the development process to ensure that Al
systems adhere to ethical standards such as fairness, privacy, and bias mitigation into the design process and
align with organizational values. Prioritize responsible user data handling to protect user data privacy and
ensure that users have control over their own data, with clear consent mechanisms.

For example, let’s imagine an Al that is meant to know everything about a customer that is going to arrive at a
hotel. In this case, the Al is meant to be the perfect concierge, but to create such an Al, a lot of data must be
collected. The Al in theory could know what drink they like, what room temperature they desire, suggest
restaurants around them, etc. Now where to collect all this data from? Certain information cannot be simply
extracted from users without their consent.

Closing Thoughts

We are leveraging Al to create Al-augmented interfaces where humans and Al collaborate seamlessly. In this setup,
Al handles much of the heavy lifting and repetitive tasks, allowing humans to focus more on decision-making,
oversight, and higher-value work. This approach empowers users by giving them the option to utilize Al for labor-
intensive tasks while retaining control over key decisions and strategic input.

As Behavioral Science is integrated into Al-driven UX solutions, it is vital that Al systems respect user autonomy,
uphold transparency, and avoid manipulative tactics. The HUMAIN UX Playbook offers a blueprint for achieving
this, reminding us that the true power of Al lies not in its capabilities alone, but in its ability to enhance the human
experience, ethically and responsibly. Remember the Terminator series, where Al skipped coffee and went straight
to world domination? Let's ensure that we, as humans, are always the ones holding the reins.
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