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Alabama Governor’s Conference on Tourism
CREATING AN AI-ENABLED DMO

Build a Future with



THE STUFF YOU’RE GOING TO
Demystifying AI

Building an AI-driven Culture

Synergy and Integration

Harnessing AI in the Everyday

High Impact, Low Risk Use Cases

High Impact, High-ish Risk Use 

Cases

we’re ready to go!



What’s your first thought when 
you think about AI?





The one article you should read to understand what 
generative AI is (and is not):
https://www.mckinsey.com/featured-
insights/mckinsey-explainers/what-is-
generative-ai
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The 12 Laws of Artificial Intelligence

● Law of the Human Touch 

● Law of Humble Beginnings

● Law of Transparency 

● Law of the Imperfect Mirror 

● Law of Liberated Potential

● Law of the Artful Inquiry

● Law of Constructive Command

● Law of Data Enlightenment

● Law of Democratized Innovation

● Law of Creative Exploration

● Law of Collective Empowerment

● Law of Ascendency

Full Deck Here: https://t.ly/E-jSP
Created using MidJourney



AI is the tool, not the craftsman.  The woodcarver wields 

the chisel, not the other way around; there is no replacement for 

the human touch in the act of creation.  Let AI assist, but not 

overshadow you; let it refine your creation, enhancing quality and 

efficiency alike.

Created by DreamStudio, Stability.ai

1. The Law of The Human Touch
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"we are more than algorithms and 
patterns. we carry stories, dreams, 
and the boundless potential to 
innovate." 
— maya angelou



Quick Survey
Who is currently investing in one or more 
artificial intelligence tools to improve the 

visitor experience?



Quick Survey
Who is currently investing in one or more 
artificial intelligence tools to improve the 

employee experience?



|    10 

We see the approach to incorporating AI into your organization being around three core pillars that relate to each other, your overall organizational policy and 
philosophy, organizational user journeys, and consumer user journeys. These all work together to deliver outcomes and need to be broken out by individual personas 
within your organization and within your specific consumers and their needs.
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Aligning Your AI Journeys

AI Governance and Ethics
(Policy and Philosophy)

AI in Operational Excellence
(Internal Usage)

AI-Enhanced Customer Experience
(Consumer Usage)



Building an AI-
Driven Culture

Sharing some of the steps 
in the journey

Recognition - Explain the Why
Sharing with your team that this is a major shift in the 
landscape we are operating. We must embrace and 
become part of the change across the entire organization, 
it is not a tool, division, or offering. Provide reassurance 
that AI will enhance, not diminish their role.

Exploration - Finding What Works
Make small investments across a number of user journeys 
and tools, several will not work, so keep the investments 
targeted and focused. Be willing to experiment. 
Communicate often, internally & externally about what 
works and what doesn’t.

Scale - Invest Wisely
Shift from exploration to implementation across the 
organization, shifts in entire organization behaviors. In a 
Harvard Business School survey nearly 90% of the 
companies that had engaged in successful scaling 
practices had spent more than half of their analytics 
budgets on activities that drove adoption, such as 
workflow redesign, communication, and training.

allow for failure as it 

marks a way to not do 

something in the future



Building an AI-Driven Culture:
Governance and Ethics



When harnessing the might of technological sorcery, deception 
may entice, but transparency endures. Be forthright about your 
use of AI; allow your audience to discern the blend of man and 
machine. In an age where the lines blur between real and digital, 
your transparency becomes the beacon of integrity, setting you 
apart in a sea of obscurity.

3. The Law of Transparency
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“pay no attention to that man behind the curtain.”
- the wizard of oz



In the AI era, trust with your visitors, residents, 
customers, and stakeholders will be paramount.



● Be clear about when and how AI is being used. This includes informing stakeholders 
on how and why the organization will be using AI, the benefits to the organization’s 
value to the community, and the policies in place to govern its usage.

● Develop clear policies and procedures for the use of AI. These policies should 
explain when and how AI will be used, as well as the data that will be collected and 
used. They should also include a process for auditing and monitoring AI systems, and 
for responding to concerns about bias or discrimination. 

● Be able to explain the basics of AI.  AI is not a magic box or easy button; it’s critical 
that you can explain the basics of AI to the layperson.  

Here are a few guidelines for transparency.
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Build an Internal AI Policy
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AI is an attempted reflection of humanity's own mind, bearing 
our brilliance and our fallibilities. It may be swayed by prejudice, 
misinformation, or even invent the truth when in doubt. The wise 
will approach AI with discernment, skeptical eyes, and a probing 
spirit.  An old Russian proverb said it best: “Trust, but verify.”

4. The Law of the Imperfect Mirror
Madden | The 12 Laws: A Practical Guide to AI for the Modern DMO

"don't blindly accept what i say. 
don't blindly accept what 
anyone says." 
- dalai lama Created by Cole Dunleavy using MidJourney
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What Makes AI More Like Us, and Not a Computer?
Common Misconception: We often view AI through the lens of traditional computing, expecting it to operate with 
the same unwavering consistency, speed, accuracy, and precision.  This isn’t how AI is designed, though.

Characteristic AI Computers

Design Uses neural networks, similar to the 
human brain.

Limited to its programming, typically for 
a specific task

Learning Learns from data and experience Preprogrammed; can’t learn

Errors Prone to errors as it learns, just like us.  It 
can give incorrect answers or even 
‘hallucinate’ facts in some cases.

Errors are a bug that shut down the 
system.  Computers do not have the 
capacity to ‘make stuff up’

Subjectivity, Context, Adaptability Can mimic or replicate these qualities Has no capacity to emulate

Bias Can be biased, reflecting the biases in 
the data it was trained on

Not capable of bias unless explicitly 
programmed to do so

Adaptability Can adapt and improve over time No adaptability; must be re-
programmed.
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Photo courtesy of Gaurav Dhwaj Khadka / Unsplash
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AI will always answer your question, but be mindful of the 
answers.

May 9, 2023 August 9, 2023
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Does AI really have bias?
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The complex nature of AI models 
make it deceptively difficult to root 
out biases.  Efforts are underway on 
multiple fronts to address this issue.  
Until then, it falls on us, the humans, to 
analyze, challenge and mitigate AI 
output to ensure equal and fair 
representation in output. 

https://www.mckinsey.com/featured-
insights/artificial-intelligence/tackling-
bias-in-artificial-intelligence-and-in-
humans

https://www.mckinsey.com/featured-insights/artificial-intelligence/tackling-bias-in-artificial-intelligence-and-in-humans
https://www.mckinsey.com/featured-insights/artificial-intelligence/tackling-bias-in-artificial-intelligence-and-in-humans
https://www.mckinsey.com/featured-insights/artificial-intelligence/tackling-bias-in-artificial-intelligence-and-in-humans
https://www.mckinsey.com/featured-insights/artificial-intelligence/tackling-bias-in-artificial-intelligence-and-in-humans




Building an AI-Driven Culture:
AI in Operational Excellence
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RESEARCH

STRATEGY
.

ORGANIZE

OPTIMIZE

APPLY

05
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02 03

04

➔ Assess Current Needs
➔ Inventory Current 

Capabilities and Uses
➔ Exploration of AI 

Opportunities
➔ Stakeholder Analysis

➔ Policy, Governance, and 
Compliance Development

➔ Persona User Mapping 
(departments, visitors, planners, 
etc)

➔ Developing an AI-Driven Culture ➔ Training Program
➔ Technology Adoption Review

➔ Integrate solutions alongside existing 
team

➔ New Capabilities
➔ Competitive Intelligence

➔ Measure, assess, evolve, repeat.
➔ Integrate knowledge-sharing across 

your technology ecosystem

A circular change management model will surpass a linear model when managing AI adoption, embracing the technology's swift progress through iterative learning 
and flexible adaptation. It embeds feedback for continual refinement of applying AI solutions within the organization, supports incremental changes to manage risks, 
and encourages a culture of innovation, ensuring that change is resilient and aligned with the dynamic AI landscape.
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OUR APPROACH



USER PERSONA 
EXAMPLE

Job Title: Title of Role(s)
Experience: Where are they in their career?
Systems: What systems does this person use?
Psychological Drivers: Creative, Inventive-oriented, tech-
oriented, tech-phobe, etc 
Reach: What part of your organization do they touch?

Task Inventory
● Task (Hours per week)
● Task (Hours per week)
● Task (Hours per week)
● Task (Hours per week)
● Task (Hours per week)
● Task (Hours per week)
● Task (Hours per week)
● Task (Hours per week)

Pain Reliever (Efficiency)
● Reduce time for editing 
● Generate content outlines
● Generate presentation outlines
● Summarize data more efficiently
● Repetitive jobs and tasks

Gain Creator (Improvement)
● Rapid ideation
● Communicate more effectively
● Understand audience insights
● Improve social listening and 

understanding
● Move from templates to 

personalization

Some examples



Voyage / DOMO Dashboard Visual

SLIDE 9

● Decompose Roles

● Analyze Tasks

● Realize Transformative Opportunities

● Evaluate Iteratively

The D.A.R.E Method

Source: Oguz A. Acar, “A Practical Guide for Marketers 
Who Want to Use GenAI” 
Harvard Business Review, December 11, 2023
https://hbr.org/2023/12/a-practical-guide-for-
marketers-who-want-to-use-genai

High Impact

Low Impact

Low
 RiskH

ig
h 

Ri
sk

These are your gain 
creator AI tasks that offer 
ample reward with little 
risk. 
Examples:
Website Chatbots, 
Enhanced Learning, 
Ideation, Strategy Building

High Impact, Low Risk

These are potentially 
transformative but carry 
significant risk, requiring 
more leadership oversight 
and risk mitigation.
Examples:
Predictive Analytics, Itinerary 
Planning Tools, Data Analysis

High Impact, High Risk

Most of these will be 
outside the normal 
purview of a DMO and can 
be ignored for now.
Examples:
Automated legal and 
compliance auditing, Facial 
Recognition 

Low Impact, High Risk

Classic pain relievers that 
are easy to use, offer little 
risk and provide time back 
to staff. 
Examples:
Grammar Tools, Keyword 
Generation, Automated 
Email Responses

Low Impact, Low Risk

https://hbr.org/search?term=oguz%20a.%20acar


Examples of the Everyday Things 
You Should be Doing Now with 

AI.



Entrust the tedious to AI's unwavering hand, freeing 
human creativity from its chains. By alleviating the burdens 
of routine, you unlock the full spectrum of human potential. 
Let the machine manage the mechanical, and unleash the 
human spirit for true innovation.

5. The Law of Liberated Potential
Madden | Building an AI-Enabled DMO

“The people who achieve extraordinary results don't 
achieve them by working more hours … They achieve 
them by getting more done in the hours they work.”
Gary Keller

Created by Cole Dunleavy using MidJourney



➔ Supercharge your writing efforts (blogs, descriptions, taglines, social media, grant 

proposals, RFPs, interview questions, routine emails and letters)

➔ Build hashtags, keywords, CTAs and help with other routine marketing tasks

➔ Research, analyze and summarize data and information (including excel spreadsheets, 

articles, or papers)

➔ Design and build powerpoint outlines and presentations

➔ Photo and video production: editing, narration, formatting, etc

➔ Summarize meetings 

Want to get some hours in your day back? Here’s a few ideas…
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Voyage / DOMO Dashboard Visual
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● Provide your draft text and goals 
for the audience

● Ask for ways to improve your 
work, AI to augment your skills

● Learn from the recommendations 
and apply as needed

Example: Get Your Own 
Personal Coach

What about your cover letter 

for the next convention? 

update to your board? 
members?



Voyage / DOMO Dashboard Visual
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Example: 
Keyword Blaster
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Example: 
Barcelona Principles 
Scoring



Examples of High Impact, 
Low Risk AI Opportunities



In the vast, untamed ocean of the digital realm, AI embodies the 
wisdom of Athena, enabling the transmutation of vast digital 
data into actionable knowledge. This process, akin to Athena's 
strategic mastery, involves synthesizing disparate pieces of 
information to unveil powerful insights and strategies, propelling 
organizations to new heights. Through this divine digital alchemy, AI 
harnesses the boundless potential of the information age, guiding 
us toward enlightened decisions and innovative breakthroughs.

Created by DALL-E

9. The Law of 
Intellectual Alchemy
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"Innovation distinguishes between a leader and a 
follower."
- Steve Jobs



Learning 2.0
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The future of learning is here.



AI enables us to learn faster, and synthesize that knowledge into 
something both actionable and potentially innovative.
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Example: 
Choosing a Strategic 
Framework
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Example: 
Strategy Ideation
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SLIDE 9

Example: Focus Group 
Testing



Voyage / DOMO Dashboard Visual

SLIDE 9

● Provide the raw data from an 
individual question of 150+ 
responses 

● Ask it to generate the Top 5 
topics/themes from the question

● Migrate content to presentation

Example: Unbiased 
Review of Data

This is a survey, but what about data 

from your social listening tools, 

feedback from conference attendees, 

members, sentiment analysis…
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We humans are both creators and explorers, delving deep into 
uncharted territories for moments of pure revelation: the 
Creative Spark. This profound clarity, born from myriad inspirations, 
is the hallmark of genuine innovation. True creative mastery in this 
new era will pivot from the creative skills of old to a deeper 
understanding of aesthetics, nuanced prompts, and an insatiable 
appetite for discovery.

11. The Law of Creative 
Exploration
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“some people can quote every line of shakespeare but 
that doesn’t mean they can come up with the next 
hamlet.”

- neil bernardo Created by Cole Dunleavy using MidJourney



➔ Please describe the combination of a poodle and a cowboy in a format 
optimized to use in a AI image generation tool like DALL E
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Let’s make kids ‘Sod Poodle’ doll (that’s a real thing…sorta)
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Making a Sod Poodle, Part 2: DALL E 2
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Making a Sod Poodle, Part 3: DreamStudio



Voyage / DOMO Dashboard Visual
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Example: Bringing Your 
Creative Vision to Life
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The Results



Examples of High Impact, 
High(ish) Risk AI Opportunities



In the quest to extract insights from unrefined information, AI 
stands as both lantern and sage. With meticulous precision, it 
navigates the amassed annals, revealing insights akin to age-old 
revelations. As ancient libraries once guided the scholar, AI 
traverses the vast corridors of spreadsheet wisdom, ushering us 
toward an elevated comprehension of what lies within.

Created by DALL-E

10.   The Law of Data Enlightenment 
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"we are drowning in information but starved for 
knowledge." 
- john naisbitt



The #1 concern investing in data is:

WHAT DOES ANY OF IT MEAN?!





What sort of data analytics tasks can AI tools do for us today?
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Example: Analyzing Your Competitor’s Media Spending Patterns
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Example: Analyzing Your Competitor’s Media Spending Patterns

Prompt:
Please perform an in depth analysis of the 
following table of media spend for the 5 
companies over the past few years and 
extract key insights:
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Let’s take our analysis a little further!
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Example: Analyzing Your Competitor’s Media Spending Patterns

Prompt:
The following data is related to media 
spend for each of the 5 previous 
companies organized by spend and media 
channel. Please analyze this data and 
combine with the previous information to 
provide enhanced insights for each 
company:



OK…this is awesome.  Can AI give us ideas on what to do with the insights?
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➔ If you were Southwest Airlines, what media channel strategy would you consider to take advantage of 
the insights presented above?

From ChatGPT:

● Continue to Emphasize Real-Time Engagement on Twitter:
○ Southwest Airlines should maintain its strong presence on Twitter, given its real-time engagement 

capabilities and the airline industry's need for timely updates. This platform can be used for providing 
flight information, customer service, and responding to passengers' queries promptly.

● Leverage Facebook and Instagram for Visual Storytelling:
○ Southwest Airlines should capitalize on the success of "Facebook" and "Instagram" by focusing on visual 

storytelling. Sharing captivating visuals of destinations, customer experiences, and behind-the-scenes 
content can resonate well with the audience and drive engagement.

● Diversify Content on Facebook and Instagram:
○ While Southwest Airlines has seen success on "Facebook" and "Instagram," diversifying content is crucial. 

This could include user-generated content, destination highlights, employee stories, and interactive posts 
to foster a sense of community and engagement.

● Explore Video Content:
○ Given the success of "Desktop Video" and the overall trend toward video consumption, Southwest Airlines 

could invest in video content across platforms. This could involve creating short travel guides, virtual 
tours, customer testimonials, and even behind-the-scenes videos of the airline's operations.



You Made It! 



1. Get comfortable with explaining what AI is—and is not

2. Understand and be comfortable with potential pitfalls

3. Consider the synergy between internal and external 
opportunities for utilizing AI 

4. Use the D.A.R.E. and the circular mgmt model to consider 
how best to deploy AI tools within your organization

5. Explore! AI’s potential to enhance your organization’s (and 
each individual’s) capabilities is virtually limitless! 

              

 We’re Just Getting STarted!



you!!!!


