
MACVB - OCTOBER  2024

NAVIGATING THE FUTURE OF TOURISM



HEATHER MOLINA
hmolina@maddenmedia.com

● Live in Tucson. Now.

● Been working in digital marketing since 2003.

● Worked across large holding company agencies and independent 
agencies.

● I’m a Cross-Channel expert. I’ve done everything digital. 

● Started at Madden in 2022.

● Manage Media Operations practice and Data & Insights. (I spend a 
lot of time in platforms and spreadsheets.)

● I teach hot yoga for fun.



it absolutely gives us 

the warm fuzzies.

We love helping destinations find 
their perfect traveler & travelers 
make their perfect memories. 

We Are People 
Who Geek Out
About Travel 



we could go on, but 
mama said not to brag.

Years working in the travel and 
tourism industry40+
Travel and tourism 
organizations we partner with 
annually200+
Of our staff has previously
worked at a DMO15%

Madden is a dynamic destination marketing agency where imagination and curiosity 
are kindled through a unique blend of data-driven insights and vivid creativity. 

Our passion for tourism is fueled by our extensive experience in the industry and 
witnessing first hand the positive impact it has on communities. 

We’re Industry Experts



Madden’s Growth

Madden invests in 
additional skill sets and 
expands their offerings.

2021 2023-2024
MM Staff grows 
from 110 to 206! 

2021-TODAY

Maddens found
Tucson Guide.

1982
Dan Janes CEO reimagines 

Madden Media.
New Services offered: 

data, martech, strategy, PR, 
1st AOR clients

2018
New Company and Team 

Organization. Madden 
adds new specialists, 

such as data.

2019
Covid; MM goes 100% 

remote, and adds 
talent nationwide.

2020

V

$43 million in direct 
media spend from June 

‘23 to June ‘24.



THE STUFF YOU’RE GOING TO WHAT IS A.I.?

TIMELINE OF ITS EXISTENCE

HOW IT IS IMPACTING WHAT WE  DO

12  LAWS OF A.I.

BUILDING A.I. ENABLED DMO

QUESTIONS & COMMENTS

we’re ready to go!



WHAT IS A.I.?

Let’s have an existential crisis moment.



A.I. is…. 

Seductive.

Cool.

Life-enhancing. For lazy people.

Cheating.
Genius.

Scary.



WHAT IS A.I.?



WHAT IS A.I.?



WHAT IS A.I.?

The collaborative co-worker.

Gives 
“pick me” vi

bes.



TIMELINE OF EXISTENCE

…And is it aware of it?



THE NINETIES/AUGHTIES
Early Days… They Count!

TIMELINE OF EXISTENCE

DATA ANALYSIS CRM



THE TWENTY-TENS
The Rise of the Machines

TIMELINE OF EXISTENCE

TRADING 
DESK/DSP

WEBSITE 
CONTAINER

AD EXCHANGEADVERTISER

PROGRAMMATIC ADVERTISING CHATBOTS



THE TWENTIES
Things Are Roaring! Massive Cultural Change!

TIMELINE OF EXISTENCE

PERSONALIZED 
CONTENT

PREDICTIVE 
ANALYTICS

A.I. GENERATED 
CONTENT

AND WHO KNOWS WHAT ELSE IS NEXT?



WHERE IT THINKS IT IS GOING…
Let it manifest itself for a moment.

TIMELINE OF EXISTENCE



WHERE IT THINKS IT IS GOING…
Let it manifest itself for a moment.

TIMELINE OF EXISTENCE

Aspirational A.F.!!!!

More modest…



HOW IT IS IMPACTING WHAT WE DO?

…Is it making things easier? Or causing 
more problems?



A.I. PLATFORM CHEAT SHEET

● General work, ideation,data analysis and more (ChatGPT, Google Gemini )
● Content creation (Copy.ai, Jasper, Surfer, HappyPlaces)
● Text enhancement (Grammarly, Wordtune, Hemingway)
● Image generation (neural.love, Stable Diffusion, DALL·E 2, Illustroke, 

Midjourney)
● Note-taking and transcription (Mem, Otter) Note: Stay away from Read.ai
● Video creation (Fliki, Synthesia)
● Audio creation (ElevenLabs)
● Slide decks and presentations (Beautiful.ai)
● Research (genei)
● Automation (Zapier’s OpenAI integration)
● And many more! (Futurepedia)

https://chat.openai.com/
https://bard.google.com/
https://zapier.com/blog/best-ai-productivity-tools/#copyai
https://zapier.com/blog/best-ai-productivity-tools/#jasper
https://zapier.com/blog/best-ai-productivity-tools/#surfer
https://www.intentful.ai/products-services#Happy-Places
https://zapier.com/blog/best-ai-productivity-tools/#grammarly
https://zapier.com/blog/best-ai-productivity-tools/#wordtune
https://zapier.com/blog/best-ai-productivity-tools/#hemingway
https://zapier.com/blog/best-ai-productivity-tools/#neural-love
https://zapier.com/blog/best-ai-productivity-tools/#stable-diffusion
https://zapier.com/blog/best-ai-productivity-tools/#dalle2
https://zapier.com/blog/best-ai-productivity-tools/#illustroke
https://midjourney.com/
https://zapier.com/blog/best-ai-productivity-tools/#mem
https://zapier.com/blog/best-ai-productivity-tools/#otter
https://zapier.com/blog/best-ai-productivity-tools/#fliki
https://zapier.com/blog/best-ai-productivity-tools/#synthesia
https://beta.elevenlabs.io/
https://zapier.com/blog/best-ai-productivity-tools/#beautifulai
https://zapier.com/blog/best-ai-productivity-tools/#genei
https://zapier.com/blog/best-ai-productivity-tools/#zapier
https://www.futurepedia.io/


GOOGLE AI GENERATED SEARCH RESULTS 
Search Generated Experience (SGE)

Takes FIVE 
screen scrolls 
to get to DMO 
website.

SEARCH ENGINE OPTIMIZATION



A.I. OVERVIEWS
Impacting your SEO traffic already - maybe!

SEARCH ENGINE OPTIMIZATION



CHATGPT SEARCH ENGINE?
SEARCH ENGINE OPTIMIZATION



OPTIMIZING FOR A.I. IN SEARCH ENGINES
How to prepare!

SEARCH ENGINE OPTIMIZATION

Reality: Clicks to your site will go down. (Probably.)

Monitoring “conversational impressions” will be key.

SEO becoming GEO… Generative Engine Optimization. (Optimizing for A.I.)

Use and optimize Google My Business listings.

Encourage and embrace reviews!

Being able and willing to adapt is critical!

Accept that this is changing fast & often.



GOOGLE ADS
Putting tha ad-buying process in hyper-drive!

PAID MEDIA

SMART BIDDING

Automated Bidding

Predictive Bidding

IMPROVED 
TARGETING

Audience Targeting

Customer Match

ENHANCED 
CREATIVES

Responsive Search 
Ads

Performance Max

PERFORMANCE 
OPTIMIZATION

Attribution 
Modeling

Performance 
Insights

STREAMLINED 
CAMPAIGN 

MANAGEMENT

Automate 
Campaign Creation

Campaign 
Optimization 

Recommendations



GOOGLE ADS
It’s all about making Google more money…

PAID MEDIA

SMART BIDDING

Automated Bidding

Predictive Bidding

IMPROVED 
TARGETING

Audience Targeting

Customer Match

ENHANCED 
CREATIVES

Responsive Search 
Ads

Performance Max

PERFORMANCE 
OPTIMIZATION

Attribution 
Modeling

Performance 
Insights

STREAMLINED 
CAMPAIGN 

MANAGEMENT

Automate 
Campaign Creation

Campaign 
Optimization 

Recommendations

It can bid 
aggressively without 
parameters.

It can make 
inaccurate 
assumptions about 
who and where you 
want to target. 

If you don’t have a 
wide enough range, 
it will aggressively 
remind you that you 
are limiting things. 
(Which may not be 
true.)

These perform great 
and have been 
game-changers in 
the past few years!

Higher click through 
rates!

Makes it easier to 
understand how 
things perform with 
more GA4 
integrations and 
alignment.



A.I. CHATBOT ADS
More insightful and useful than you realize…

INTERACTIVE DISPLAY

Have a high click through rate 
and decent CPC.

Take users deep into the site’s 
content!

The reports can help identify 
emerging content trends!



CRYSTAL KNOWS
Bringing A.I. insights to a human experience.

EMPLOYEE EXPERIENCE

https://www.crystalknows.com/



CRYSTAL KNOWS
Bringing A.I. insights to a human experience.

EMPLOYEE EXPERIENCE

https://www.crystalknows.com/



12 LAWS OF A.I.

A brief summary



LAW 1: A.I. IS THE TOOL, NOT THE 
CRAFTSMAN

AI is a powerful tool that enhances human 
creativity and efficiency, but it cannot 
replace the human touch, intuition, and 
understanding necessary for effective 
creation—much like how a chisel supports a 
skilled woodcarver but does not direct the 
process.

https://maddenmedia.com/the-12-laws-of-ai-law-1/ 

https://maddenmedia.com/the-12-laws-of-ai-law-1/


LAW 2: THE LAW OF HUMBLE BEGINNINGS

Begin your AI journey with small, focused 
steps by mastering one or two tools, 
embracing experimentation, and refining 
your skills gradually, while avoiding the 
overwhelming array of options.

https://maddenmedia.com/the-12-laws-of-ai-law-2-humble-beginnings-and-law-3-transparency/ 

https://maddenmedia.com/the-12-laws-of-ai-law-2-humble-beginnings-and-law-3-transparency/


LAW 3: THE LAW OF TRANSPARENCY

Be transparent about your AI usage to build 
trust, clearly communicate when and how AI 
is applied, and establish guidelines to 
ensure ethical and effective use within your 
organization.

https://maddenmedia.com/the-12-laws-of-ai-law-2-humble-beginnings-and-law-3-transparency/ 

https://maddenmedia.com/the-12-laws-of-ai-law-2-humble-beginnings-and-law-3-transparency/


LAW 4: THE LAW OF THE IMPERFECT MIRROR

AI reflects both human brilliance and flaws, 
so approach it with discernment, verify its 
outputs, and be aware of potential biases 
stemming from its training data and human 
influence.

https://maddenmedia.com/the-12-laws-of-ai-law-4-the-law-of-the-imperfect-mirror/ 

https://maddenmedia.com/the-12-laws-of-ai-law-4-the-law-of-the-imperfect-mirror/


LAW 5: THE LAW OF LIBERATED POTENTIAL

AI can handle routine tasks, freeing human 
creativity and potential for more strategic, 
innovative work, allowing people to focus 
on the complex, meaningful contributions 
they are uniquely suited for.

https://maddenmedia.com/the-12-laws-of-ai-law-5-the-law-of-liberated-potential-and-law-6-the-law-of-collective-empowerment/ 

https://maddenmedia.com/the-12-laws-of-ai-law-5-the-law-of-liberated-potential-and-law-6-the-law-of-collective-empowerment/


LAW 6: THE LAW OF COLLECTIVE 
EMPOWERMENT

AI should benefit all departments within an 
organization, not just marketing, by 
streamlining tasks in HR, finance, visitor 
services, and sales, enabling teams to work 
more efficiently and collaboratively for 
greater success.

https://maddenmedia.com/the-12-laws-of-ai-law-5-the-law-of-liberated-potential-and-law-6-the-law-of-collective-empowerment/ 

https://maddenmedia.com/the-12-laws-of-ai-law-5-the-law-of-liberated-potential-and-law-6-the-law-of-collective-empowerment/


LAW 7: THE LAW OF ARTFUL INQUIRY

Asking precise, strategic, and open-ended 
questions when interacting with AI is 
essential to unlocking its full potential, much 
like an artist crafting a masterpiece through 
deliberate and skillful inquiry.

https://maddenmedia.com/the-12-laws-of-ai-law-7-the-law-of-the-artful-inquiry/ 

https://maddenmedia.com/the-12-laws-of-ai-law-7-the-law-of-the-artful-inquiry/


LAW 8: THE LAW OF CONSTRUCTIVE 
COMMAND

Provide clear, structured instructions when 
using AI, including constraints, roles, tasks, 
context, and steps, to ensure precise and 
relevant outputs that align with your 
objectives.

https://maddenmedia.com/the-12-laws-of-ai-law-8-the-law-of-constructive-command/ 

https://maddenmedia.com/the-12-laws-of-ai-law-8-the-law-of-constructive-command/


LAW 9: THE LAW OF DATA ENLIGHTENMENT

AI has the ability to quickly analyze vast 
amounts of data, transforming raw 
information into actionable insights, 
helping organizations like DMOs overcome 
"paralysis by analysis" and better utilize 
their data resources for strategic 
decision-making.

https://maddenmedia.com/the-12-laws-of-ai-law-9-the-law-of-data-enlightenment/ 

https://maddenmedia.com/the-12-laws-of-ai-law-9-the-law-of-data-enlightenment/


LAW 10: THE LAW OF DEMOCRATIZED 
INNOVATION

AI enables both experts and non-experts to 
contribute to creative problem-solving by 
breaking down barriers and fostering 
collaboration, combining imagination with 
practical expertise for innovative outcomes.

https://maddenmedia.com/the-12-laws-of-ai-law-10-the-law-of-democratized-innovation/ 

https://maddenmedia.com/the-12-laws-of-ai-law-10-the-law-of-democratized-innovation/


LAW 11: THE LAW OF CREATIVE 
EXPLORATION

While AI can assist in the creative process, 
true innovation comes from human 
experience, emotion, and curiosity. AI tools 
excel at generating ideas and refining 
creative output, but they lack the ability to 
create original, emotionally driven art.

https://maddenmedia.com/the-12-laws-of-ai-law-11-the-law-of-creative-exploration/ 

https://maddenmedia.com/the-12-laws-of-ai-law-11-the-law-of-creative-exploration/


LAW 12: THE LAW OF ASCENDENCY

AI's ability to process data and learn from 
patterns is transforming business operations 
and consumer behavior…

This wave of change will be faster than ever, 
and organizations must adapt quickly to 
harness AI's potential for growth and 
efficiency.

https://maddenmedia.com/the-12-laws-of-ai-law-12-the-law-of-ascendency/ 

https://maddenmedia.com/the-12-laws-of-ai-law-12-the-law-of-ascendency/


BUILDING AN AI ENABLED DMO

Where are things going - and what should 
you be focused on?



THE MADDEN AI APPROACH WITH 
DMOs

RESEARCH

STRATEGY
.

ORGANIZE

OPTIMIZE

APPLY

05

01

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



ALIGN AI TO YOUR JOURNEY(S)

AI Governance and Ethics
(Policy and Philosophy)

AI in Operational Excellence
(Internal Usage)

AI-Enhanced Customer Experience
(Consumer Usage)

Where most of your 
time should be spent & 
focused.



YOU MAY BE WONDERING…



DID YOU USE A.I. TO CREATE THIS 
DECK? Law 3: 

Transparency!



we’re all done now.


