
HYPER-PERSONALIZATION
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Crafting Tailored Experiences for 
the Modern Consumer



• 20+ years working in research and design (but I’m no 
designer)

• Start-ups to Fortune 100s

• UX Researcher, Strategic Planner, and former chef 

• Hospitality, yes, but also everything from gyms to live 
fire exercises to surgeries 

About me
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• Proactive

• Predictive

• Individualized

• Targeted

• Contextualized

What Defines Hyper-Personalization

Hyper-Personalization
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Hyper-personalization, while offering significant 
potential, also presents significant challenges:

• Data privacy concerns 

• Resource-intensive data collection and 
analysis

• Over-personalization

• Constant maintenance and adaptation 

• Potential for algorithmic bias

• Data Accuracy

• And the list goes on… 

Hyper-Personalization
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• Aligning quant and qual data

• AI + People

• Tools to optimize the information streams

• Pitfalls and recommendations

• What drives (and how to avoid) creepiness  

Striking a Balance

Hyper-Personalization
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Large sample data is the backbone, but quantitative data alone 
is problematic:
● Quantitative is incremental, so long-tail behaviors can be difficult to categorize 
● Data accuracy can be easily skewed
● Data focuses on Individuals vs. Cohorts (i.e., relationships)

Quant Data: What and How
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Individual behavior is shaped 
by three overarching factors:
● Psychology: Taste, Temperament, 

and Experience 
● Language: Semantics and Semiotics
● Culture: Shared worldview

Qual Data: Why
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● Removing clutter: 
○ Identifying “noise” and feigned 

causality
● Connecting potential dots:

○ Aligning ”outliers” and data 
through time

● Experimentation:
○ Increased opportunities for rapid 

test and learn

The Promise of AI
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While the data may come from multiple sources, AI rarely understands the 
context:
●

●

●

●

●

●

●

●

●

●

●

AI and Understanding Context
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So how do you get around the problem?
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• Service blueprints

• Cross-pollination

• Defining what you can influence

Services Blueprints

Bringing It Together
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Anatomy of Service Design – Holistic View of Frontstage and Backstage
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1. STAGES
Key events triggering new needs and 
informing actions

2. USER ACTIONS
Actions and decisions taken by the user. Touchpoints where the user comes into 

contact with the service delivered.

7. INTERNAL NEEDS / DEPENDENCIES
Internal requirements and needs. Call out 
any business or technical dependencies on 
others or other actions.

8. INFRASTRUCTURE
Activities, people, partners and assets that 
support the service.

Indispensable capabilities, data, tools, 
systems and components to deliver the 
service.

4. LINE OF VISIBILITY
The ‘line of visibility’ separates 
the front stage from the 
backstage actions. Everything 
that appears above the line 
can be seen by the users, 
while everything under the 
line of visibility is invisible.

6. ACTIONS
Key actions and tasks serving 
to the smooth functioning of 
the organization.

5. RELATIONSHIPS & DECISION POINTS
Internal actions and decisions 
taken by the user’s primary 
interlocutor.

10. KPIs
Mapping business goals and 
KPI's to opportunities 
uncovered.

9. PLATFORMS & DATA

3. LINE OF INTERACTION

EPAM Con t in u u m
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• Experimental designs

• Constant adjustment

• Opportunity maps

Learn and Pivot

Acting On It
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Acting On It: Search

#FrostCX

• Location
 
• Experiences

• Seasonality

• Profile targeting

• Secondary profile 
targeting

• Cultural norms



Pitfalls and 
Dangers
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Excessive personalization leads to 
consumers being trapped in "filter 
bubbles," where they only see content 
that reinforces their existing beliefs and 
preferences. AI has a tendency to 
amplify this problem.

Filter Bubbles
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Over-personalization can limit 
customers' exposure to new ideas and 
options, hindering their growth and 
engagement. Satisfaction becomes 
hedonistic and diminishes experiential 
highs. 

Limited Discovery
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Over-personalization damages 
customer trust if it feels like the brand is 
using personal information 
inappropriately. AI without human 
intervention can become overly 
intrusive. 

Trust Erosion 
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Too many offers can become annoying, 
leading to messaging and offers being 
ignored. Frequency of messaging must 
align with the frequency of use of the 
product or service, as well as the mental 
and cultural models of appropriate 
frequency.

Over-Saturation

#FrostCX



Just because the system has identified 
a correlation between data points, thus 
providing opportunities, we need to be 
careful about how we react.  

Mistaken Adjacencies
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Avoiding The 
Creep 
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Context of Use:
● Environment
● Conditions
● Need
● Desire

Avoiding the Creepy Factor 

#FrostCX



Relevance and Context 
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Relevance and Context 
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Relevance and Context 
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• Data is not enough

• AI will streamline the research process, but can’t replace it

• Aligning user context with your business needs is more important 
than ever

• Seek behavior change through time, not reactionary impulses

• Apply the golden rule 

Summary
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Thank You

Questions? 
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