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ITHE PROBLEM: ENTERPRISE
EXPERIENCE INFRASTRUCTURE
CAN'T PROVE ITS VALUE

For more than two decades, enterprise digital experiences
were designed around pages, journeys, and clicks. That model
is no longer sufficient.

Across large organizations, experience layers have expanded
in complexity, but the ability to prove how those investments
contribute to revenue, growth, and business performance
remains weak.

The pressure is now structural. Recent reports cited in the
original paper found that Google Al Overviews drove a 61%
drop in organic CTR, and a 68% drop in paid CTR, reducing
the value of web models built around traffic capture alone.

At the same time, enterprises are operating in an environment
where static websites, disconnected CMS estates,

and fragmented content operations are no longer adequate
to support a growth system that must respond in real time
across customer needs, machine interfaces, and commercial
objectives.

The issue is not that the website has disappeared. It is that

the website, on its own, is no longer the right unit of value. O
The enterprise now needs intelligent experience infrastructure:

governed, adaptive, measurable systems that connect content,

data, and interaction to business outcomes.
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THE SIGNAL:

Al IS EXPOSING
THE LIMITS

OF FRAGMENTED
EXPERIENCE
SYSTEMS
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Al is not simply disrupting the website; it is exposing the

limitations of fragmented enterprise experience systems.

As generative interfaces increasingly mediate how information
is surfaced, brands face a new operational reality: if content
is not structured, governed, and intelligible to machines,

it risks being excluded, misinterpreted, or surfaced without

sufficient control.
This introduces risks that extend beyond discoverability.

Inconsistent content creates inconsistent answers, weak
governance increases hallucination risk, and disconnected
systems make it difficult to understand how engagement

contributes to revenue, loyalty, and growth.

Many organizations respond by layering conversational
interfaces onto existing platforms, but without an integrated
content, governance, and measurement foundation, those

interventions add complexity rather than enterprise value.

The challenge, then, is not whether Al can enhance experience.
It is whether the enterprise has built an experience system

capable of using Al safely, accurately, and accountably at scale.
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THE SOLUTION:
BUILDING INTELLIGENT
EXPERIENCE

INFRASTRUCTURE

When enterprise content environments are treated
as infrastructure rather than output, intelligent experiences
become operationally viable.

The case example in the original paper shows this clearly: SIR
partnered with Microsoft to modernize personalized web
experiences by integrating intelligence directly into live CMS
pipelines while remaining inside enterprise security, compliance,
and governance frameworks.

The significance is broader than a single web implementation.

By embedding enrichment, retrieval, metadata generation,
and governance into the operating layer itself, the model
moves beyond isolated Al features and toward an enterprise-
ready intelligent experience architecture — one that brand,
IT, finance, legal, and data teams can jointly trust.

This is the Enterprise Solutions-relevant shift: intelligent
experiences should be understood not as front-end novelty,
but as a governed growth capability that improves how
enterprises connect content, interaction, and accountability
across the system.
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THE SYSTEM: A GOVERNED
INTELLIGENT EXPERIENCE LAYER

The central design principle is to treat intelligence as a system,
not a feature.

As the original paper notes, this creates a more resilient model
than standalone RAG stacks, or direct LLM integrations,
which often struggle to scale without compromising

governance, accuracy, or reliability.

In Enterprise Solutions terms, this layer functions as a governed
knowledge and interaction service: retrieval and generation
are exposed as controlled capabilities; responses are grounded
in approved sources; and security, logging, and access control
are built in.

Because the intelligence layer can sit above unstructured
content and extend across documents, pages, spreadsheets,
and transcripts, it becomes reusable across the wider
growth system rather than being locked into one fragile
implementation.

The result is not just a better website. It is an intelligent
experience layer that scales without sacrificing control,
adapts without eroding trust, and makes experience

performance more accountable to enterprise outcomes.
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THE OUTCOME:
TURNING INTELLIGENT
EXPERIENCES INTO
MEASURABLE GROWTH
INFRASTRUCTURE

When experiences evolve from static digital properties
into intelligent systems, the impact is both operational

and commercial.

Leaders gain clearer visibility into how digital experience
= contributes to business outcomes, while content performance

can be measured against conversion, revenue, efficiency,

and influence, rather than engagement proxies alone.

This changes organizational behavior.

<* Teams can identify which assets drive value, reduce
duplication and waste, and reallocate investment toward

higher-performing content and journeys.

Most importantly, enterprises move from managing digital
experiences as cost centers to operating them as measurable
growth infrastructure — capable of anticipating needs,
supporting decisions earlier, and continuously optimizing

performance across the growth system.
As with any transformation, this requires more than technology.

Intelligent experiences change how teams collaborate,
how decisions are made, and how success is measured,

demanding tighter coordination between brand, finance,

IT, legal, and data teams.

' Enterprise Solutions 6



® WHY ENTERPRISE EXPERIENCE INFRASTRUCTURE MUST BECOME OUTCOME-ACCOUNTABLE: JUNE 2026 @
How Intelligent Experiences Power Enterprise Growth Systems

S IMMEDIATE ACTIONS
TO MAKE INTELLIGENT
EXPERIENCES
ENTERPRISE-READY

® 1. Audit for answers, not pages
Evaluate whether the current experience estate answers the questions
customers and Al systems are actually asking, or simply hosts content

without strategic utility.

e 2. Identify the authoritative content source of truth
Determine where approved enterprise content lives, and how consistently

it is structured, governed, and maintained across teams and systems.

o 3. Separate intelligence from platform dependence
Avoid tying Al capability to a single CMS, or interface layer. Flexibility
is what enables enterprise scale, resilience, and reuse across the wider

growth system.

4. Demand explainability and governance by default

Any Al layer operating against enterprise content should provide

transparency, citations, auditability, and control as standard.

5. Connect experience metrics to business outcomes
Move measurement away from engagement-only reporting, and toward

conversion, growth, efficiency, and commercial contribution.
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Enterprise websites are not disappearing, but static digital

properties are losing strategic relevance.

In an Al-mediated environment, value accrues to systems
that can respond, adapt, govern themselves, and connect

interaction to measurable business outcomes.

For enterprise leaders, the priority is no longer redesign
alone. It is re-architecting intelligent experiences

as accountable infrastructure within the wider growth system.

Organizations that act now can turn digital front doors into
measurable growth capabilities; those that do not risk being

interpreted by systems they neither control nor properly govern.

To schedule a Growth System Diagnostic and identify your highest-priority

system-level interventions, contact the WPP Enterprise Solutions team.

Contact: contactes.w.com

Visit: enterprisesolutions.wpp.com

Enterprise Solutions



http://enterprisesolutions.wpp.com

WHY ENTERPRISE EXPERIENCE INFRASTRUCTURE MUST BECOME OUTCOME-ACCOUNTABLE:
How Intelligent Experiences Power Enterprise Growth Systems

ABOUT

WPP ENTERPRISE SOLUTIONS

About WPP Enterprise Solutions

WPP Enterprise Solutions designs, builds, and operates the growth systems that
competitive businesses rely on. In a world where Al is reshaping how companies

drive growth, we lead clients in business transformation and marketing modernization,
connecting strategy directly to execution. Our 12,000 experts in engineering and
platforms, commerce, consulting, content transformation, CRM, and CX, work within

a unified global operating unit across 40+ markets. WPP Enterprise Solutions works
alongside best-in-class partners including Adobe, AWS, Braze, Google, Microsoft,
Salesforce, and Shopify, as well as innovators in Al, to deliver growth solutions tailored
to the needs of our clients' businesses. We have received distinction as a leader

in Commerce Services and CX Strategy Consulting by the Forrester Wave™

reports and are designated by Gartner's Magic Quadrant™ as a Visionary in Digital

Experience Services.

About WPP

WPP is the trusted growth partner for the world's leading brands. WPP combines
cutting-edge media intelligence, world-class creativity, next-generation production,
and transformative enterprise solutions to drive growth at scale. WPP is a publicly
listed company (NYSE: WPP).

For more information:

Visit: enterprisesolutions.wpp.com

Follow: LinkedIn wpp-enterprise-solutions

Contact: contact@es.wpp.com

#WPPEnterpriseSolutions
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