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the Brain
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COGNITIVE BI

We store memories differently based

on how they were experienced
We reduce events and lists
to their key elements

We discard specifics
to form generalities

We edit and reinforce
some memories after the fact

We favor simple-looking options and complete
information over complex, ambiguous options

To avoid mistakes, we're motivated to
preserve our autonomy and status in a
group, and to avoid irreversible decisions

To get things done, we tend to complete
things we've invested time & energy in

To stay focused, we favor the immediate,
relatable thing in front of us

To act, we must be confident we can
make an impact and feel what we do
is important

We project our current mindset and
assumptions onto the past and future

Source: https://medium.com/better-humans/cognitive-bias-cheat-sheet-55a472476b18

ALGORITHMIC LAYOUT + DESIGN BY JM3 - JOHN MANOOGIAN Il // CONCEPT + METICULOUS

AS CODEX, 2016

We notice things already primed
in memory or repeated often

Bizarre/funny/visually-striking/
anthropomorphic things stick out more TOO M u Ch
than non-bizarre/unfunny things

Information

We notice when
something has changed

We are drawn to details that
confirm our own existing beliefs

We notice flaws in others
more easily than flaws in ourselves

We find stories and patterns
even in sparse data

We fill in characteristics from stereotypes,
generalities, and prior histories

We imagine things and people we're
familiar with or fond of as better

We simplify probabilities and numbers
make them easier to think about

We think we know what
other people are thinking

CATEGORIZATION BY BUSTER BENSON // DEEP RESEARCH BY WIKIPEDIANS FAR + WIDE

It will be
ifficult
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CNN >

Active now

< Recent Block

Get a summary

Ask CNN

Can | unsubscribe please

_(Y)_/~ Tryagain? Use a few
words to tell me what you want
to know more about... For
example, you could type
“headlines,” “Rio Olympics,” or
“politics.”

Source:https://research.aimultiple.com/chatbot-fail/#easy-footnote-bottom-22-511
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Hertz deployed an Al vehicle scanner.
Then came the CX meltdown.

Hertz’s Al vehicle scanner was supposed to improve the vehicle damage inspection

process. What went wrong?

Published Sept. 22, 2025

By Michael Brady A Share @ License Add us on Google

Hertz

hertz.com

-

: § RETURN § “

Source: https://www.customerexperiencedive.com/news/hertz-deploy€gd=ar-vehicle-scanner-cx-meltdown/:
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= @NNBusiness Markets Tech Media Calculators Videos

National Eating Disorders Association takes its Al
chatbot offline after complaints of ‘harmful’
advice

By Catherine Thorbecke, CNN
@ 3 minread - Updated 1:08 PM EDT, Thu June 1, 2023

AFX=e®
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Source :https://edition.cnn.com/2023/06/01/tech/eating-disorder-chatbot



The next frontierisn'’t
digital transformation, . |
but digital confidence.

In 2026 the winnerswon’t " &
be the companies with

the most advanced Al

But those that people
trust the most. SRS

Violeta Luca, CEO Vodafone Czech Republic
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Improving CXinthe Al Era

Ask it anything ING-related

Use short and concise sentences

It doesn’t eat, doesn’t sleep and doesn’t mind
the late hour

DON'Ts

* Don’t ask it about non-ING related issues, it
doesn’t know
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Improving CXinthe Al Era
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Twitter Bot

Pizza Hut © Pizza Hut © Pizza Hut

a o

Pepperoni Pizza

Back Back

Try it out

Facebook Messenger Bot

reco B 12:00 PM 100% w—

- Pizza Hut 3 ¢ Re-order pre'
< Recent Block

e Links custom
® Supports deli
e Great, Baron! Here is a list of

your last three orders. e Automaticall

¢ Developed by

and 1 Lg Veggie Lover's Pizza,

B
Source: https://www.chatbotguide.org/pizzahut-bot B U YER mﬁ% BRAIN

Try it out



https://www.chatbotguide.org/pizzahut-bot
https://www.chatbotguide.org/pizzahut-bot
https://www.chatbotguide.org/pizzahut-bot

Improving CXinthe Al Era

SEPHORA

Facebook Messenger Bot

@ Camera seee & 10:54 AM 19 =W e AT&T LUTE 9:44 AM 19 48%um
... Sephora Reservation Assistant Sephora Virtual Artist
< Home (2 Manage < Home Manage

CUSTOM MAKEOVER PERS(

Got it. Here is what is available then at our
‘ Powell Store Here are the colors we found:
-~ Cool, | found these products that
\~—7 Q have a similar lip color:

A '
Sunday, Oct 23 Mond
TOM MA it

1:00 PM PDT l

Kat Von D TheE
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Source: https://www.chatbotguide.org/sephora-bot



Neuro-CX Stress Test

Does the user feel in control?



Neuro-CX Stress Test

Does the user feel in control?

The Cognitive Load Test :
Isit "Low Tax'?
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Neuro-CX Stress Test

Does the user feel in control?

The Cognitive Load Test :
Isit "Low Tax'?

The Emotional Alignment Test:
[s the tone appropriate?
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From Friction to Flow

The Failure State (Neuro-Friction) The Optimal State (Neuro-Flow)

High Uncertainty: I hope this > Radical Transparency: I know
bot can help me. exactly what this bot can do.
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From Friction to Flow

The Failure State (Neuro-Friction) The Optimal State (Neuro-Flow)

High Uncertainty: I hope this > Radical Transparency: I know
bot can help me. exactly what this bot can do.

Loss of Agency: I'm trapped in > Co-Agency:I can exit to a human
a loop. at any time.
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From Friction to Flow

The Failure State (Neuro-Friction) The Optimal State (Neuro-Flow)

High Cognitive Load: How do > Processing Fluency: The bot
I explain this to a machine? already anticipates my next step.
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From Friction to Flow

The Failure State (Neuro-Friction) The Optimal State (Neuro-Flow)

High Cognitive Load: How do > Processing Fluency: The bot
I explain this to a machine? already anticipates my next step.

Affective Resonance: The bot

Emotional Mismatch: The bot >
mirrors my urgency and tone.

is joking while I'm angry.
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