
DAY 1: MONDAY, FEBRUARY 25 Pre-Conference Day 

DAY 2: TUESDAY, FEBRUARY 26 Main Conference

DAY 3: WEDNESDAY, FEBRUARY 27 Main Conference + Site Tour Experience 

9:00 AM Check-In Workshop A & The Design Sprint

9:15 AM  WORKSHOP A: Nason Group

9:15 AM  THE DESIGN SPRINT: Empathizing via Design 
Sprints

8:00 AM Check-In & Breakfast

8:15 AM  Host’s Opening Remarks

8:30 AM  Ice Breaker Activity

8:45 AM  OPENING KEYNOTE ADDRESS: Welcome to the 
Experience Economy

9:15 AM  DISRUPTION KEYNOTE: For Disruptors Only: 
Others Need Not Attend

8:00 AM  Check-In 

8:15 AM  Diversity + Inclusion By Design Networking 
Breakfast 

9:00 AM Host’s Opening Remarks

9:15 AM  OPENING KEYNOTE: Predicting Future Behavior: 
Applying a Behavior Model to the Future of Retail

11:45 AM  Check-In for Workshop B

12:00 PM  WORKSHOP B: Successful Product Launches 
that Translate into Memorable Experiences

2:30 PM  Check-In for Workshop C

9:45 AM  Networking Break & Demo Drive

10:45 AM  XD THERAPY Round 1 

11:35 AM XD THERAPY Round 2

12:20 PM  Lunch & Learn with LegalZoom

1:20 PM  EXPERIENCE TOUCHPOINTS Round 1

2:00 PM  EXPERIENCE TOUCHPOINTS Round 2

9:45 AM  DIVERSITY + INCLUSION KEYNOTE: Connecting 
with Meaning: Why a Diverse Design Team is the 
Foundation of Success

10:15 AM  Networking Break

11:00 AM  MATURITY ROUNDTABLES

11:45 AM  Networking Lunch

2:45 PM  WORKSHOP C:  A Design System that Creates 
Movement in Your Organization

4:15 PM  Workshops & The Design Sprint Conclude

4:30 PM  Welcome Reception

2:40 PM  EXPERIENCE TOUCHPOINTS Round 3

3:05 PM  Networking Break

3:50 PM  CASE STUDY KEYNOTE: Reduce & Eliminate: Emoji’s, 
Not Just for Texting

4:20 PM  CLOSING KEYNOTE: Design in the Age of AI

4:50 PM  Host’s Closing Remarks

5:25 PM  Networking Reception

12:45 PM  POPCORN SESSION: The State of Experience Design

1:30 PM  CLOSING KEYNOTE: Meaningful Design as a Catalyst 
for Holistic CX 

2:00 PM  Host’s Closing Remarks

2:15 PM  Conference Concludes

2:30 PM  Depart for Site Tour 

AGENDA-AT-A-GLANCE 
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Monday, February 25, 2019 

9:00AM Check-In for Workshop A 

9:15AM  WORKSHOP A: Empathy Workout 

Shawn Nason 
CEO & Chief Ecosystem Disruptor 
Nason Group 

Michael Harper 
Chief of Radical Experiences  
Nason Group

Hosted by:

We’re tired of the status quo and we hope you are too. The Nason Group is challenging the status quo by disrupting the experience landscape with empathy by walking 
in the users footsteps. Why empathy? Empathy brings people together in a way that’s almost impossible to describe, and we’ll never be able to truly change without 
developing the skills, confidence, and vulnerability for engaging each other’s hearts.In this hands-on morning workout, learn how to: 

 · Understand the feelings that drive the other person’s thoughts and behavior

 · Develop your empathy muscles and how to exercise them in daily interactions with your users

11:45 AM Check-In for Workshop B

12:00 PM  WORKSHOP B: Successful Product Launches that Translate into Memorable Experiences

David Schell  
VP, Global Experience and Design 
Pearson

Creating products that your users find value in is crucial to their experience. But what are the steps you need to take in order to create a valuable and meaningful product and 
ensure the success of its launch? In this structured discovery session learn how to equip yourself: 

 · Step-by-step tools and techniques to uncover to understand your users challenges

 · Translate challenges into a valuable product that creates an unforgettable experience

2:30 PM Check-In for Workshop C

2:45 PM   WORKSHOP C: A Design System that Creates Movement in Your Organization 

Vandhana Bhaskaran 
Head of Experience Design, Business Technology Solutions 
Emirates Group

There is a huge cultural shift in organizations spurred by design thinking. The way your users interact with you is rapidly changing as consumers expect better experiences that 
meet their needs. In this workshop, join Vandhana as she:

 · Guides you through her customer journey mapping process to create business implementation maps that will ensure alignment with design methodologies to improve your
customer’s experience

 · Learn best practices for spreading the gospel of Design Thinking organization-wide

5:15 PM Workshop Day Concludes

5:30 PM Welcome Reception

DAY 1: PRE-CONFERENCE DAY 
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Monday, February 25, 2019 

9:00AM Check-In for The Design Sprint

9:15AM  THE DESIGN SPRINT: Empathizing via Design Sprints

Koji Pereira 
Sr. UX Lead 
Google

We have different points-of-views, come from different backgrounds, and think differently. As a Sr. UX Lead at Google, Koji utilize research and design to facilitate cross-
functional collaborative work by creating a process where organizations co-design, co-create and strategize together. 

In this full day, hands-on workshop, join Koji as he walks you through a crash-course on Design Sprints and other Design Thinking methods:

 · How to foster an open environment to get people involved and get a deeper understanding about design

 · Utilize research and design to facilitate cross-functional collaborative work

 · Connect the diverse dots in your organization to empathize holistically to
find the best possible solutions to challenges 

5:00 PM The Design Sprint Conclude

5:30 PM Welcome Reception

DAY 1: PRE-CONFERENCE DAY 
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8:00 AM Check-in & Breakfast

8:15 AM Chairperson’s Opening Remarks

Shawn Nason 
CEO & Chief Ecosystem Disruptor 
Nason Group

Hosted by:

8:30 AM Ice Breaker Activity

Michael Harper 
Chief of Radical Experiences 
Nason Group

Hosted by:

8:45 AM OPENING KEYNOTE ADDRESS 
Welcome to the Experience Economy

Cindy Chastain 
SVP, Customer Experience & Design 
MasterCard

We live in the experience economy, where customers no longer purchase 
simply a product or service, but engage with brands through an omni-channel 
spectrum of media and interactions defined by experience. Creating and 
delivering exceptional end-to-end experiences that elevate the brand through 
design fuels innovation, differentiation, and great customer experience for an 
organization. 

Join Cindy as she kicks off Experience Design Week by addressing: 

 · How to deliver great CX with experience, service design, design thinking and 
experience design in the experience age

 · Bridging the gap between user experience and customer experience

 · How to create standards and best practices around design and customer 
experience

 · The importance of expanding capabilities to be a core part of your 
organization’s digital transformation

9:15 AM DISRUPTION KEYNOTE: For Disruptors Only: 
Others Need Not Attend  

Shawn Nason 
CEO & Chief Ecosystem Disruptor  
Nason Group

Hosted by:

Tired of talking about innovation and change, but never actually getting 
anything done? So are we. Experience design can be a complete waste of time 
if there’s not a commitment to disruption. Let’s get away from data paralysis, 
naysayers, and settling for half-wins while we focus on disrupting the systems 
that hold us back.

Come engage the power of consumer-centered design: 

 · Through the lens of disruption as we make change happen instead of just 
talking about it

 · Dive into strategies to move people from business-as-usual to committed 
disruptors who move quickly, work passionately, and refuse to get bogged 
down in systemic roadblocks

 · Use a disruptor’s pledge, we’ll engage ideas for making a disruption mindset 
the core of your approach to experience design

9:45 AM Networking Break + Networking Drive

DAY 2: MAIN CONFERENCE Tuesday, February 26, 2019 
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DAY 2: MAIN CONFERENCE 

XD THERAPY 

Talk it out. 

Attendees have the opportunity to join 2 roundtable therapy sessions. These topics are created with industry practitioners.  
Participants will discuss, vent, commiserate and discover “ah-ha” moments with peers facing similar challenges.  

Session 1: 10:45 AM – 11:30 AM | Session 2: 11:35 AM – 12:20 PM

Invisible Design
How to Brainstorm: Thinking 

Outside the Box
Creating Roadmaps that Stick

Tangible Steps to Unfreeze 
Your Frozen Middle

1 2 3 4
WE NEED YOUR HELP IN SHAPING XD THERAPY!  
This part of the agenda will be created by you based on research, so tell us your Experience Design challenges here. 

12:20 PM LUNCH & LEARN 
Your Future: Design Career Pathing

Maryanne Lee 
Design Strategy Manager 
LegalZoom

Laura Galos 
Design Research Lead 
LegalZoom

Daniel Ruszkiewicz 
Director of Value Management 
LegalZoom

What’s next? We all have our own answers, inclinations, or inklings about what that might be for ourselves, our careers, our companies, and our industry. Join innovation 
practitioners in an open exploration of the paths not yet taken. Together over a meal with colleagues who understand your “now,” we invite you to take this time to 
expand on your idea of “next” and walk away with the inspiration to feed ongoing reflection and future action.

Tuesday, February 26, 2019 

www.asdevents.com - www.asdevents.com/event.asp?id=19112

http://www.surveymonkey.com/r/MYWJYL3


EXPERIENCE TOUCHPOINTS 

Immerse yourself. 

Attendees have the opportunity to engage in lively and informative roundtable sessions, rotating through 3 unique 35-minute topics.  
Participants will get granular with various experience touchpoints making these small group collaborations ideal with the Experience Designer in mind. 

Round 1: 1:20 PM – 1:55 PM | Round 2: 2:00 PM – 2:35 PM | Round 3: 2:40 PM – 3:15 PM

OPTIMIZATION: The Impact of Design Systems 
on UX

Lily Bather 
Interaction Designer 
7-Eleven 

 · The fundamentals about design systems

 · How design systems influence user experience

 · Discover best practices around building and
implementing design systems in your organization

NEXT GENERATION RETAIL: Digital Innovation 
Leveraging Augmented Reality, Bots & 
Machine Learning 

Ryan Johnson 
Sr. Manager, UX Design 
The Home Depot

 · How digital products can integrate into a physical
retail experience

 · How user experience delivers differentiated
experiences through design sprints

 · Steps to integrate AR, bots & machine
learning to enhance user experience quality

DESIGN FOR HEALTH: Save Us Time & Money 

Paul Sheetz 
Director of Service Experience Design 
Optum

 · How to design business offerings and chronic
condition services that meet consumer needs while 
remaining profitable 

 · How and why design can improve consumers’
health & costs through trust, omni-channel services 
and conversational design

 · Optimize antiquated experiences that waste  
consumers’ time 

FINDING THE GLUE: How to Frame Design for 
a Seamless Customer Journey

 Jose Mateo 
Design Thinking and Strategy Formulation 
Senior Internal Consultant 
Verizon Wireless

 · How to utilize Design Thinking and the “Playing to
Win” framework to glue organizational gaps

 · Connect seams between systems, processes, and
organizations to delight customers

 · Pathfind your customer’s journey leveraging
human-centered innovation

BORING DESIGN: Focus on the Ideal 
Experience

Laura Hahn 
Head of Design 
Priceline.com

 · Why we design the same things over and over

 · How to use design systems to help change
product, design, and engineering practices 

 · How to shift focus to the ideal experience – getting
exactly what you want when you want it

DATA FIRST: Develop Experience Strategy with 
Your Data in Mind

Margot Dear 
Sr. Director of UX, Compliance Solutions 
ADP

 · How to redesign your organization’s method of
capturing VOC to become more strategic in your 
product offering

 · Leverage tools that benefit your users and your
design team on a daily basis

 · Personas: Not a “one-size fits all”. Build
Behavioral Architype to fit your business’ 
needs

1 2 3

DAY 2: MAIN CONFERENCE 

4 5 6

Tuesday, February 26, 2019 

www.asdevents.com - www.asdevents.com/event.asp?id=19112



3:05 PM Networking Break

3:50 PM CASE STUDY KEYNOTE 
Reduce & Eliminate: Emoji’s, Not Just for Texting

David Robinson 
VP of Design 
Flexport

Eliminating errors and reducing costs are important to everyone. For 
experience designers, this is no different. We are tasked to not only craft 
thoughtful and transparent design that is intuitive and memorable to our users 
but also with delivering cost efficient and timely designs. 

In this afternoon case study keynote, David will divulge:

 · How to deliver cost efficient and timely designs at Flexport, a multi-pronged,
multi-million dollar business 

 · How to leverage design to solve challenges due to Flexport’s rapid growth

 · How emoji’s served as a catalyst to reduce errors and lower costs in
transforming a large enterprise that encompasses many pieces of the global 
trade industry

4:20 PM  CLOSING KEYNOTE 
Design in the Age of AI

Robin Beers, PhD 
SVP, Customer Insights & Experience Design 
Wells Fargo

Pamela Walshe 
VP, Experience Strategist 
Wells Fargo

Now that the Fourth Industrial Revolution is here, big changes are on the horizon 
for how we and our customers work and live.  What does this mean for those of 
us in the business of service and software design?  How can design principles 
inspire us and guide us as we navigate the accelerated change that artificial 
intelligence will bring for our organizations and our customers? 

In this riveting closing keynote, Robin and Pamela will:

 · Define the Fourth Industrial Revolution

 · What it means for the future of work

 · What is the role of design in this era and what are the new principles for
design in the age of artificial intelligence

4:50 PM Host’s Closing Remarks 

Shawn Nason 
CEO & Chief Ecosystem Disruptor 
Nason Group

Hosted by:

5:05 PM Day 2 Concludes

5:25 PM Networking Reception

Tuesday, February 26, 2019 DAY 2: MAIN CONFERENCE 
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8:00 AM Check-In

8:15  AM  DIVERSITY + INCLUSION BY DESIGN 
Networking Breakfast

9:00 AM Chairperson’s Opening Remarks

Shawn Nason 
CEO & Chief Ecosystem Disruptor 
Nason Group

Hosted by:

9:15 AM  OPENING KEYNOTE 
Predicting Future Behavior: Applying a Behavior Model to the 
Future of Retail

Monica Tisminesky 
Design Leader, Restaurant Design Innovation 
Chick-fil-A Corporate

To ensure a long term competitive advantage, organizations must look toward 
the future. Sometimes the adoption of certain technologies seems capricious or 
random. However, a simple but powerful behavior model can give us answers 
about what will impact adoption. In this keynote, discover: 

 · What is a behavior profile and the benefits of implementing this powerful tool

 · How to use a behavior profile to provide insight into behavior and technology 
adoption both now and in the future

 · Why a behavior profile affects your user’s retail experience

9:45 AM DIVERSITY + INCLUSION KEYNOTE 
Connecting with Meaning: Why a Diverse Design Team is the 
Foundation of Success

Albert Whitley 
Director of Experience Design and Voice of Customer 
The Hartford 

Understanding customer needs is crucial to the success of your business, 
How do you design a product or create an experience that reflects the 
diversity of your customer base? Simple… by having a diverse team. Albert 
understands that in order to empathize with customers, his team must reflect 
the organization’s customer base. 

In this dynamic session, join Albert as he addresses:   

 · How to build and train a culturally sensitive team

 · How to narrow the gap between the brand and customer

 · Why a lack of diversity will affect your overall brand

10:15 AM Networking Break

Wednesday, February 27, 2019DAY 3: MAIN CONFERENCE 
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Wednesday, February 27, 2019DAY 3: MAIN CONFERENCE 

MATURITY ROUNDTABLES 

Assess and Strategize. 

Attendees have the opportunity to discuss and benchmark during one 45 minute session. Participants will learn best practices 
through case studies of companies at various stages of organizational experience design strategic transformation. 

Best Practices in Maintaining Industry 
Leadership

Nate Lynch 
Manager, User Experience Design 
Gulfstream Aerospace 

Nate works in the small, niche aviation industry 
and he is shaping the way Gulfstream delivers 
exceptional products and services to remain an 
aviation leader. 

Learn how Nate leads a successful team at 
Gulfstream Aerospace as he shares his best 
practice guide on: 

 · How to find a balance delivering what is
possible and what is valuable

 · Create tools and processes for enterprise users

 · How to understand the breadth and depth of
technology and adjust to customer needs

Driving Influence Through Design

 Rob Huddleston 
Sr. Director of Experience Design, Innovation 
Lab  
Snag Work

Whether you’re a designer, an engineer or a 
marketer, there’s no denying the influence that 
design can have on customer relationships with 
your products (and beyond). 

From leading Capital One’s Responsive Web 
Platform to establishing the Innovation Lab, and 
now leading design at Snag (formerly Snagajob), 
Rob is no stranger to creating lasting impressions 
through design. 

In this session, Rob shares: 

 · How to break down silos by bringing the entire
organization into conversations about design, 
discovery practices and research

 · How design’s influence spans across
departments 

 · Why design is much more than a support
mechanism for marketing or product 

Creating Stakeholder Buy-In for Better 
Products

In the future, more things will digitize, standards 
will rise and branding will become more 
important. Companies need to think ahead to 
make experiences distinctive to their user; not 
only visual experiences but creating an identity 
that resonates. 

In order to achieve this, companies have to build 
better partnerships for better outcomes and 
products. 

In this roundtable, learn: 

 · How you can leverage unique design thinking
competencies to have the right stakeholders in 
the room

 · How to stay ahead of the curve by leveraging
these unique design thinking competencies

 · Why creating a brand identity that resonates
matters

1 2 3

11:00 AM
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11:45 AM  Networking Lunch

12:45 PM POPCORN SESSION 
The State of Experience Design

Come ready to participate in this collaborative format, where attendees have 
the opportunity to interact with industry experts and learn from their peers. 

Each thought leader will provide guidance and answer some of the most 
burning questions about the present and future of experience design. Then, our 
audience members will answer some of the experts’ most burning questions.

Bring questions that went unanswered throughout the conference, or questions 
inspired along the way! 

1:30 PM CLOSING KEYNOTE 
Meaningful Design as a Catalyst for Holistic CX 

Neil Shah 
Head of Design 
Verizon Fios 

Neil is an advocate for making the world and how we interact with it more 
meaningful and valuable through design. When Neil first came to Verizon Fios, 
there was no UX team, processes were broken and there was no direction 
in terms of a solution. To bridge the gap, Neil focused on the user first to 
create an experience that was snappier and more enjoyable to his customers, 
curating all touchpoints to ensure a connected experience. 

Listen as Neil shares: 

 · How meaningful design can contribute to creating a more holistic customer
experience

 · Steps to curate all touchpoints for a connected user experience

 · Why creating a world and how we interact with it more meaningful and
valuable through design

2:00 PM Host’s Closing Remarks 

Shawn Nason 
CEO & Chief Ecosystem Disruptor 
Nason Group

Hosted by:

2:15 PM Conference Concludes

2:30 PM Depart for Site Tour

DAY 3: MAIN CONFERENCE Wednesday, February 27, 2019
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SITE TOUR EXPERIENCE Wednesday, February 27, 2019

MEET YOUR SITE TOUR LEADERS

Tour Leaders

Lauren Herbert 

Director of 

External Programs 

Kelsie Faulds 

Program Manager

*Limited to 40 attendees

Inworks is an innovation initiative of the University of Colorado Denver | Anschutz 
Medical Campus. A home for creators, thinkers, designers, and makers, we’re a 
collaborative community of learners and leaders committed to solving humanity’s 
most pressing problems. Experience the power of rapid, physical prototyping 
as you explore our state-of-the-art lab and dive into the interdisciplinary design 
methodology that we use to make things that matter.

SCHEDULE: 

2:30 PM Depart to Inworks UC Denver

3:00 PM Arrive and begin site tour experience

4:30 PM Design Thinking activity

5:00 PM Depart for airport and hotel
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