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EVENTS

September - November
Body of Knowledge 
Professional Development 
Training
See website for details

September 16
Which PM Style Are You?
12:00 pm – 1:00 pm
(Pacific Time), virtual

September 22
Conversations That Shape 
Great Products
12:00 pm – 1:00 pm
(Eastern Time), virtual

October 22
AI Evolution of PM
11:00 am – 12:00 pm
(Central Time), virtual

November 3 & 5
Masterclass: Certificate in 
Market Research
10:30 am – 12:30 pm
(Central Time), virtual
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A  M o n t h l y  W e b c a s t  S e r i e s

REGINA 
BATISTA



Connecting Innovators Worldwide

Empowering Professionals to Lead and Advance 
Product Development, Product Management, and Innovation



Learn • Apply • Grow



Engage with PDMA! 

Membership

Local Chapters

Awards

Annual Summit

Certification

Competitions

Join today at pdma.org
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P D M A  W E B I N A R

From Organizational

Goals to Customer

Outcomes
An AI Product Playbook

Regina  +  Vinayak 6



P O L L  1

Which best describes your role?

1 Product Management / Product Development

2 Innovation / Strategy

3 Technology / Data / AI

4 Healthcare / Insurance

5 Consulting

6 Other
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P O L L  2

What are the top 3 blockers your team most often faces 
when building a product?

1
Unclear or shifting priorities — the “what matters most” 
keeps changing

2
Fuzzy requirements — we start building before we 
understand the problem

3
Slow decisions and approvals — waiting on sign-off stalls 
the work

4 Handoffs and silos — information gets lost between teams

5
Not enough people, time, or budget — too much work, too 
few hands

6 No real customer feedback — we guess instead of validating
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T H E  M I S T A K E

Starting With AI

D O N ' T  S T A R T  H E R E

“Where can we
use AI?”

S T A R T  H E R E

“What customer
outcome are we
trying to improve?”
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T H E  F R A M E W O R K

The Playbook

Organizational Goal → Customer Outcome → Workflow → Decision Points → Evidence → AI + Automation →Measured Outcome

For each decision, ask: what evidence is required?  Only then decide whether AI can interpret the evidence and whether 

automation can execute the resulting decision.
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P O L L  3

Have you or someone close to you
experienced a significant
health-insurance delay?

A Prior authorization delayed treatment

B Claim or reimbursement delayed/denied

C Another major administrative issue

D No significant issue

E Not sure
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T H E  S E T T I N G

A Complex Healthcare Ecosystem

Lots of rules.

Lots of handoffs.

Lots of friction.

Payer

Provider

Employer

Patient

Regulator

Administrator
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T H E  S U R P R I S E

$800 MILLION
consumed by lawyers and settlement administrators
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R E F R A M I N G

What if settlement rules
became product rules?

Policy → Evidence → Decision → Execution → Audit
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T H E  G E O G R A P H Y

Same employer. Very different markets.

ME

AK VT NH

WA ID MT ND MN WI MI NY MA RI

OR NV WY SD IA IL IN OH PA NJ CT

CA UT CO NE MO KY WV VA MD DE

AZ NM KS AR TN NC SC DC

OK LA MS AL GA

HI TX FL

WHAT THE COLORS M EAN

One insurer dominant — near-monopoly

Two insurers dominant — duopoly

Three or more competing insurers

Navy outline — this employer’s states

THE QUESTION

Six states, four of them concentrated. Competitive bids 
only open up once multi-state eligibility is proven.

Illustrative example — not actual market data.

15



A  W O R K E D  E X A M P L E

National Accounts

Does this employer qualify as a national account?

1 Employer operates in multiple states

↓

2 Evidence collected

↓

3 Eligibility established

↓

4 Competitive bidding access

0916



T H E  I N S I G H T

“Is this a judgment problem…

or an evidence problem?”
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P R O D U C T  C A P A B I L I T Y

AI Agent as Evidence Investigator

1 Receives application

2 Reads submitted documents

3 Checks approved external evidence

4 Identifies contradictions

5 Applies eligibility criteria

6 Produces confidence + evidence trail
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T H E  D E S I G N  H Y P O T H E S I S

80 / 20

80%
Routine, evidence-rich cases

AI-assisted certification

20%
Ambiguous / exceptional cases

Human review
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T H E  D I S T I N C T I O N

AI Is Only Half the Product

A I  A N SW E R S

“What do the
facts tell us?”

RULES  /  WOR KF LOW ANS WER

“What happens
next?”
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T H E  S H I F T

From Monitoring to Execution

Traditional Productized

Oversight Execution

Discretion Defined rules

Escalation Resolution

Paper trail Real-time evidence

Reactive Preventive
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M E A S U R E M E N T

What Does the Customer Actually Experience?

O R G AN IZ AT IO N M EA SUR ES

● Cost per decision

● Automation rate

● Exception rate

● Compliance cost

● Disputes

C U S TO M E R E XP ER I EN C ES

● Time

● Choice

● Clarity

● Fewer handoffs

● Fewer documents

● Faster resolution
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P O L L  4

Where is your organization today in the AI Adoption journey?

1 Exploring

2 Experimenting / pilots

3 Production deployment

4 Scaling across workflows

5 AI agents making or executing business decisions
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B R I N GI N G I T  T O G E T H E R

The AI Product Playbook: Six Questions

1

What organizational outcome?

2

What customer outcome?

3

What workflow creates it?

4

What decisions are evidence-based?

5

Where is human judgment essential?

6

What can execute automatically?
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A  Q U E S T I O N  T O  T A K E  H O M E

Where are customers waiting for…

— A committee?

— An approval?

— A manual verification?

— An interpretation?

Could evidence + AI resolve most cases?
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C L O S I N G T H O U G H T

Don’t automate
the old process.

Redesign the outcome.

From organizational goals — to customer outcomes.
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Q  &  A

What process in your organization

would you redesign first?
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