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Every enterprise leader understands the imperative of exceptional customer 

experience (CX). We know what “great” looks like: seamless journeys, 

personalized interactions, and genuine value at every touchpoint. Yet, for many  

marketers, the reality falls short. They operate within a complex ecosystem 

of siloed data, disconnected technologies, and unaligned teams, constantly 

trying to “build the plane while flying it.” The intent to deliver superior CX  

is unwavering, but the underlying infrastructure often isn’t built to support it.

The modern landscape amplifies this challenge. Ever-increasing demand  

for true human first interaction due to prompt-based behaviors. Rapid behavioral  

shifts, proliferating channels and increasing customer expectations create  

a dynamic environment where fragmented data isn’t just a nuisance  

– it’s a critical barrier to competitive advantage and long-term relevance.

WPP Enterprise Solutions understands this complexity and we believe that 

transforming challenges into opportunities requires integrating cutting-edge  

technology, data-driven insights, and human centered design. For customer 

experience, this means moving beyond fragmented signals to a truly 

connected, intelligent approach that leads to building organic, evolving, 

intelligent systems that remain dynamic even as they scale.

INTRODUCTION:  
THE CX CONUNDRUM – BRIDGING 
ASPIRATION & REALITY

Preeya Vyas 

Chief Experience Officer NA, 

WPP Enterprise Solutions
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The media landscape has splintered, and with it, customer 

data and the on and off ramps where customers engage. 

Audiences are spread across countless platforms, content 

formats, and devices. This fragmentation, while offering richer 

signals, demands an unprecedented level of discipline from 

marketers. The days of relying on broad reach and frequency 

are over. Today, the challenge isn’t just collecting data;  

it’s about data stitching – bringing disparate sources together,  

resolving identities across channels, and applying robust 

governance to ensure the data is usable, trusted, and ethically  

collected. Without this foundation, marketers aren’t gaining 

insights, they’re drowning in noise.

This disjointed view of the customer creates significant  

pain points:

Inconsistent Experiences: Customers receive different messages  

or offers across channels.

Ineffective Personalization: Efforts feel generic or even invasive  

due to incomplete profiles.

Wasted Spend: Marketing budgets are inefficiently allocated 

without a clear understanding of impact.

Slow Adaptation: Inability to respond quickly to changing 

customer needs or market conditions.

THE CHALLENGE: FRAGMENTED 
DATA, FRACTURED INSIGHTS, 
DISCONNECTED ECOSYSTEMS
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Achieving this unified vision requires a strategic, multifaceted 

approach. WPP Enterprise Solutions guides enterprises through 

these critical areas:

1. Breaking Down Silos, Building Bridges  
and Ensuring a Human First Approach

The path to connected CX begins by dismantling  

internal barriers.

Clean Rooms & Collaboration Environments: Establish  

secure spaces for partners to share data responsibly, 

respecting privacy while enriching insights.

Strong Data Governance: Implement clear policies and 

procedures to ensure data is not just collected, but trusted, 

compliant, and accessible for strategic use. This builds  

a foundation of confidence.

Cross-Functional Alignment: Actively break down traditional 

silos between marketing, media, CRM, loyalty, and product 

teams. Encourage shared objectives and unified reporting.

Use-Case-First Approach: Instead of leading with technology, 

define the specific customer (Human First) or business value 

you want to create, then work backward to identify the data 

and technology needed to power it.

STRATEGIES FOR BUILDING  
A CONNECTED  
CUSTOMER EXPERIENCE

2. Beyond Points and Transactions:  
Loyalty as an Identity Powerhouse

Reciprocity-driven customer engagement is a powerful catalyst  

for generating high-quality first-party data and meaningful 

insights. While omnichannel experiences were once largely 

aspirational, advancements in technology and a more 

disciplined approach are now closing the gap, making 

cohesive, enterprise-scale omnichannel strategies achievable.

Stable Identity Foundation: Robust loyalty ecosystems 

provide a deeper, more stable identity foundation, critical  

for enhanced personalization and accurate measurement  

in a post-cookie world.

Direct Channel for Understanding: They offer a direct  

avenue to understand and reward customer behavior, 

significantly improving retention and lifetime value.

Meaningful, Friction-Reducing Moments: The data derived  

from loyalty programs must be used to create genuinely 

valuable, friction-reducing interactions, not just  

more targeted ads. Evolving from “points and perks”  

to “personalized experiences and recognition” is where  

true CX enhancement occurs.



5

BEYOND FRAGMENTATION: Building Unified Human First Customer Experiences in an Outcome Focused,  
Data-Driven World

JULY 2026

3. True Omnichannel: From Aspiration to Reality

Historically, “omnichannel” has been an aspiration, with 

many brands having multichannel presence but fragmented 

insights. However, the gap is closing.

Real-time CDPs (Customer Data Platforms): Leverage CDPs 

to unify customer data from various sources into a single, 

comprehensive profile.

Unified Identity Frameworks: Implement frameworks that 

connect disparate identifiers across devices and platforms.

AI-Driven Signal Processing: Utilize AI to make sense of vast 

and varied data streams, bringing together once disparate 

signals into a coherent, true omnichannel understanding.

The key is not to collect everything, but to collect the right 

things and connect them with purpose.

4. Enhanced Human First Design Sharpened  
with Data Intelligence

Once signals are connected, the focus shifts to how that 

intelligence fuels superior customer experiences:

Design from the Human First Customer’s Perspective Asks: 

“What is the customer trying to accomplish, and how do we 

make that feel effortless?” Every touchpoint should be viewed 

through this lens.

Use Data to Reduce Friction, Not Increase Pressure: 

Personalization isn’t about overtly demonstrating “we know 

who you are.” It’s about being relevant, timely, and genuinely 

helpful.

Create Closed-Loop Systems: Every customer interaction – 

from ad exposure to site visit to app engagement – should 

flow into a learning system that informs and optimizes  

the next action. This transforms experience design into  

a continuous improvement engine. This approach should 

never be viewed as a static plan.
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The last few years have fundamentally redefined the data landscape. The deprecation 

of third-party cookies, iOS privacy changes, the rise of retail media, and the impact  

of Large Language Models (LLMs) on search have created a new paradigm. Brands  

no longer own the full lens through which customers move; they share it with platforms,  

creators, retailers, and AI intermediaries.

This has three major implications for CX:

Nonlinear & Opaque Journeys: Customer journeys are increasingly complex and difficult 

to track end-to-end, making investment in first-party data and direct measurement  

non-negotiable.

Retail Media as a Data Source & Walled Garden: Retail media networks are both a rich  

source of purchase data and a new set of walled gardens that demand strategic planning  

and measurement.

AI-Driven Discovery: AI-powered search and discovery tools mean customers are finding  

products in ways that bypass traditional SEO or paid search paths.

In this environment, connected data and the replicable process to understand intention 

becomes even more essential. Without it, CX insights are incomplete or quickly outdated.  

With it, you build a more adaptive, resilient understanding of customer behavior.

NAVIGATING  
THE NEW  
DATA ECOSYSTEM

6
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AI: YOUR CX CO-PILOT,  
NOT YOUR CX COMMANDER
AI is a powerful tool, but it’s not a CX silver bullet.  

Its greatest impact comes when it enhances human 

understanding rather than attempting to replace it.

Where AI excels in CX:

●   �Real-time Personalization: Adapting experiences  

to context, on the fly.

●   �Smarter Prediction: Anticipating customer needs  

and next best actions.

●   �Better Creative Optimization: Rapid testing and iteration 

of content and messaging.

●   �Helpful Automated Support: When well-designed,  

AI-powered chatbots and virtual assistants can resolve 

issues quickly and efficiently.

Where AI can hurt CX:

●   �Scaling Wrong Behaviors: Using AI to amplify intrusive 

tactics like overtargeting or unrelenting retargeting.

●   �Automating Human Interactions: Replacing moments  

that genuinely require empathy and human connection.

●   �Creating Fatigue/Confusion: If AI-driven experiences feel 

impersonal, generic, or difficult to navigate.

The brands seeing the best results use AI to make experiences  

more intuitive, not more intrusive. AI should create clarity, 

speed, and relevance. If it’s creating confusion or fatigue,  

it’s doing the opposite of its job.
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To navigate the complexities of today’s data landscape and deliver  

truly exceptional customer experiences, enterprise leaders can take these 

immediate, actionable steps:

1. Audit Your Data Ecosystem:  
Identify all current customer data sources, their connectivity, and existing 

governance protocols. Prioritize the integration of first-party data across  

all touchpoints.

2. Define Your Unified Identity Strategy:  
Begin to lay the groundwork for a single, dynamic customer view.  

This includes exploring CDPs, unified identity frameworks, and identity 

resolution technologies.

3. Initiate Cross-Functional Data Workshops:  
Bring together leaders from marketing, CRM, IT, and product to identify  

key CX pain points and define shared data requirements and use cases.

4. Re-evaluate Your Loyalty Strategy:  
Assess if your loyalty program is truly built on reciprocity and if the data 

generated is effectively fueling personalized, friction-reducing experiences.

5. Pilot AI for CX Enhancement, Not Replacement:  
Identify a specific, high-value customer journey where AI can enhance 

understanding or automate a specific, repetitive task without losing  

the human touch.

IMMEDIATE ACTIONS 
TO UNLOCK  
YOUR CONNECTED  
CX STRATEGY
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READY TO 
TRANSFORM  
YOUR  
CUSTOMER 
EXPERIENCE?

In a world of increasing data fragmentation and customer 

expectations, a unified, intelligent approach to CX is no longer  

optional – it’s foundational for growth. WPP Enterprise Solutions  

helps global enterprises navigate this complexity, transforming  

challenges into opportunities for competitive advantage.

Contact us to discuss your CX & tech transformation 

challenges and explore how a human first connected data 

strategy can unlock new levels of customer engagement  

and business growth.
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WPP Enterprise Solutions guides enterprises in transforming 

disparate signals into seamless experiences that spark loyalty, 

build trust, and increase retention.

1. Designing Connected Omnichannel Journeys  

From Fragmented to Flow: Many brands boast a multichannel 

presence, but struggle with true omnichannel  

integration, leading to disjointed customer experiences.  

The key to connected journeys lies in unifying data across  

every touchpoint:

Unify Customer Data Platforms (CDPs): Implement or optimize  

CDPs to create a central, real-time profile of each customer, 

stitching together behaviors from web, app, social, in-store, 

and call centers.

Seamless Handoffs: Ensure that customer context and 

preferences are carried across channels, so a conversation 

started on social media can be continued seamlessly  

via email or with a sales representative.

Proactive Engagement: Use connected data to anticipate 

customer needs and offer relevant solutions before they 

must ask, demonstrating a deep understanding and care that 

builds trust.

Remove Friction Points: Leverage insights from integrated 

data to identify and eliminate pain points in the customer 

journey, making every interaction effortless and enjoyable.

This unified approach ensures that every experience feels 

connected and intentional, fostering a sense of recognition 

and value that underpins loyalty.

STRATEGIES FOR BUILDING 
HUMAN FIRST FULLY  
CONNECTED ECOSYSTEMS

2. Embracing Automation: Personalization  
That Feels Human, Not Robotic 
AI and machine learning are powerful tools for personalization,  

but the risk of feeling intrusive or robotic is real. The goal  

is to use automation to enhance, not replace, the human 

element of brand interaction:

AI for Contextual Relevance: Use AI to analyze vast datasets 

and deliver personalized content, offers, or recommendations 

that are genuinely relevant to the customer’s current context 

and journey stage. This demonstrates an understanding that 

builds trust.

Predictive Analytics for Proactive Service: Employ AI  

to predict potential customer issues or needs, allowing  

for proactive outreach and support that prevents frustration  

and reinforces loyalty.

Intelligent Automation for Efficiency: Automate repetitive 

tasks and customer service queries using AI-powered 

chatbots and virtual assistants that are designed to be helpful,  

efficient, and natural, freeing human agents for complex, 

high-value interactions.

Ethical AI & Transparency: Be transparent about how AI  

is used and ensure it’s always in service of improving  

the customer experience, never for manipulative or privacy-

invading practices.

When automation is embraced thoughtfully, it empowers 

brands to scale personalization while maintaining a human 

touch, fostering deeper connections and reinforcing trust.
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3. Implementing Zero-Party Data: Value Exchange 
for Deeper Understanding 
In a privacy-first world, collecting first-party data is paramount,  

but the most powerful form is zero-party data: information 

customers intentionally and proactively share with a brand  

to improve their experience. This is the ultimate expression  

of trust and the foundation for unparalleled personalization.

Design for Reciprocity: Build loyalty programs and digital 

experiences where customers clearly understand the value 

exchange. They share data (preferences, intentions, goals) 

because they know it will lead to more relevant offers, better 

service, or exclusive benefits.

Preference Centers: Offer intuitive and robust preference 

centers where customers can easily manage their 

communication preferences, interests, and product desires, 

giving them control and building trust.

Interactive Content & Surveys: Use quizzes, surveys,  

and interactive tools that gather explicit customer 

preferences in an engaging way, allowing them to shape their 

own brand experience.

Personalized Recommendations & Services: Directly link 

the zero-party data collected to personalized product 

recommendations, content, or services that genuinely enhance  

their experience, demonstrating that their input is valued and 

acted upon.

By implementing zero-party data strategies, smart brands 

move beyond passively collecting data to actively earning 

it, transforming data collection into a relationship-building 

exercise rooted in transparency and mutual value.
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The data ecosystem has fundamentally shifted with cookie deprecation, 

privacy regulations, the rise of retail media, and AI-driven search. These 

changes mean brands no longer have an unobstructed view of the customer 

journey. This makes a connected data strategy even more critical for 

building loyalty:

First-Party Data Is Your Lifeblood: Invest heavily in collecting, organizing, 

and activating your own first-party data. This is your most reliable source  

for understanding customers and building direct relationships.

Strategic Partnerships: Leverage retail media networks and data clean 

rooms not just for advertising, but as opportunities to gain deeper,  

privacy-compliant insights into customer behavior.

Adapt to AI-Driven Discovery: Understand how AI is changing customer 

discovery paths and optimize your content and presence for these new 

interfaces to remain visible and relevant.

In this dynamic environment, a unified, intelligent data foundation  

is the ultimate competitive advantage, enabling brands to build adaptive, 

resilient relationships that stand the test of time.

NAVIGATING THE NEW 
DATA LANDSCAPE  
FOR LASTING LOYALTY
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Our vision for enterprise CX is elegantly simple:  

a dynamic data spine that updates in real-time, seamlessly  

connecting media exposure, customer behavior and business 

outcomes. When every part of your organization – from 

marketing and sales to service and product development 

– operates from this shared source of truth, everything 

becomes exponentially easier. Personalization becomes 

intuitive, measurement becomes precise, optimization 

becomes continuous, and even creative development  

is more impactful.

This unified identity is not merely a technological ambition, 

it’s an organizational capability that WPP Enterprise Solutions  

helps build and champion.

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

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

Contact: contact@es.wpp.com

Visit: enterprisesolutions.wpp.com

WPP ENTERPRISE SOLUTIONS’ 
VISION: THE UNIFIED IDENTITY  
SPINE FOR FUTURE-READY CX

JULY 2026

http://enterprisesolutions.wpp.com
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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 AI, 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

ABOUT  
WPP ENTERPRISE SOLUTIONS
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