




What Changed

From Channels → To Entry 
Points

NEW REALITY
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Customers don't follow journeys. They enter wherever their intent begins. 
The explosion of entry points didn’t just create complexity. It exposed fragmentation.
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Three 
Shifts

Three shifts leaders need to make.

01 From channel ownership → to system ownership
Break the silos. Think in connected systems, not surfaces. Someone owns continuity end-to-end.

02 From flows → to decisioning
Design how decisions are made, not just the paths customers walk. Every major step answers: “What does the customer need now?ˮ

03 From UX → to UX  AI  Data as one system
These are no longer separate disciplines. Seams are where trust leaks out. No handoffs where memory is lost.





PART TWO

Six examples 
from the field.
Each one follows the same shape: an entry point, an intent, the context the system uses, a 
decision it makes, and the outcome it enables.


















