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EXECUTIVE SUMMARY

Al amplifies great design. It
does not replaceit.

Organizations are rapidly adopting Al tools — chatbots, search assistants, workflow
automation — to improve engagement and reduce support costs. Yet many still
struggle with the one measure that defines real success: a user's ability to complete a
task efficiently and independently.

ybrid Al — a model that blends human decision-making, traditional UX patterns, and intelligent automation
H — bridges this gap by ensuring Al amplifies human understanding rather than replacing it. Meaningful

digital transformation requires more than automation. True user success happens when human-centered
design, data-driven content strategy, and intelligent systems work in concert to remove friction and help people get

things done.

That also means supporting traditional navigation and search experiences, because not every user wants to engage
through a chatbot. A hybrid, holistic approach ensures Al complements established UX patterns rather than replacing

them.

A framework to turn Al investment info measurable user success.

Align Al initiatives with user intent and measurable outcomes
Turn Al data info actionable UX improvements
Reduce friction and support costs through better self-service design

Measure success by how effectively users achieve their intended outcomes — not vanity metrics

Companies that design for user success build smarter, simpler, and more profitable digital ecosystems.

Most of the value in Al will come not by automation but
by enabling humans to do things they couldn't do
before.

— Satya Nadella, CEO, Microsoft
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wow 01 . EXPERIENCE & OUTCOMES

Aligning experience with
outcomes.

User success is the clearest measure of digital effectiveness. Every point of friction — from unclear
navigation fo broken search paths to unhelpful Al handoffs — weakens conversions and loyalty.
Executives who treat completion as a core business outcome gain measurable advantages in efficiency,

satisfaction, and retention.

A hybrid Al and human-centered mindset reframes digital success around outcomes rather than
interactions. Ease, clarity, and speed to goal directly influence conversion and cost. When user outcomes

become a KPI, design, content, and Al align foward the same goal: removing effort and saving costs.

THE STRONGEST PREDICTOR

According to the Nielsen Norman Group, task success rate remains the single strongest

predictor of overall satisfaction and trust in digital channels.

Foundational design still drives business value.

Despite the unending hype surrounding Al, clear information architecture, trustworthy content, and
intuitive interaction design still determine whether users succeed. When design fundamentals are

neglected, even the most advanced chatbot or model cannot compensate.

Executives who continue fo invest in usability testing, taxonomy, and structure consistently see stronger
conversion and retention. Human-centered design remains the foundation of business value because it
minimizes effort and maximizes clarity. Al can surface content, but only design determines whether users

understand and act on it.
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wow 02 - THE REALITY OF Al

NOT EVERY USER WANTS A BOT

A holistic approach beats a
bot-only one.

While Al assistants can simplify interactions, not every user prefers them. The data on real-world adoption is a caution

against replacing proven navigation and search with a chatbot-first experience.

16-. 1in3

of consumers frequently use chatbots consumers say they never do
— Wall Street Journal — Wall Street Journal

Chatbot adoption has been significantly hampered by
bad design. People just look at the cost savings and they
don't look at the customer experience.

— Max Ball, Principal Analyst, Forrester

These findings underscore the need for a holistic approach that balances Al-driven support with traditional

navigation and search pathways.

The promises (and pitfalls) of Al.

Artificial intelligence has entered every aspect of the digital experience, from personalized recommendations to
automated support. However, many deployments add complexity instead of removing it. Without a clear integration
strategy, Al can duplicate content, deliver inconsistent answers, or create dead ends that misdirect users —

especially when it replaces, rather than complements, traditional navigation or search.

Executives must ensure Al aligns with real user goals rather than internal efficiency targets. Poorly tuned assistants

may shorten call times but increase churn, frustrate customers, raise drop-off rates, and damage brand trust if they

fail to resolve the problem.

The technology may change, but the principles of good
design remain the same: make things understandable,
usable, and delightful.

— Don Norman, The Design of Everyday Things
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wow 03 - HYBRID Al IN PRACTICE

ALIGNING HYBRID Al WITH THE USER'S END GOAL

Al as a co-pilot for the
experience.

Hybrid Al works best when it supports user intent rather than replacing traditional design. Conversational
systems and recommendation engines can clarify, guide, and accelerate user success, but only when

connected to real, underlying user journeys and business logic.

Executives should treat Al as a co-pilot for continuous experience optimization. Data from chatbots,
search, and self-service interactions can reveal where friction occurs and which experiences consistently
succeed. When paired with analytics and design, Al telemetry becomes a blueprint for better decisions
— not just faster ones. This alignment between intelligent systems, design, and analytics turns technology

info a performance driver instead of a cost center.

Building a holistic digital ecosystem.

High-performing organizations coordinate UX, data, and hybrid Al under unified governance. Cross-
functional teams share accountability for success metrics and ensure that every interaction contributes to

meaningful outcomes.

A holistic model connects content, design, and Al through shared insight loops. When leadership unites
these functions, personalization and accessibility improve naturally, and Al becomes an enabler of scale,

not a patch for weak experiences.

THE PRINCIPLE

The most resilient ecosystems respect user choice, making Al one of several seamless

paths to completion, not the only one.
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wow 04 - MEASUREMENT & THE FUTURE

MEASURING WHAT MATTERS

Measure outcomes, not
vanity metrics.

Engagement metrics such as page views and clicks offer limited insight. Executives need performance
data that reflects real user outcomes: how quickly and successfully users achieve their goals. Modern
analytics platforms can combine behavioral data, Al telemetry, and usability testing fo measure friction,

satisfaction, and success rates in real time.

In hybrid Al systems, this combination of machine data and human insight gives leadership true visibility
info performance. Dashboards that track success rate, time-to-task, and Al-assisted success give

leadership real visibility into digital performance.

A high success rate means users can complete
their tasks easily; a low rate indicates serious
usability problems.

— Nielsen Norman Group, Task Success Metrics

The future of experience leadership.

Generative Al and predictive UX will allow experiences to adapt dynamically and in real fime to user
intent. Yet the most successful organizations will continue to rely on empathy, transparency, and ethical
design principles. Outcome-driven ecosystems balance automation with trust, creating interactions that
feel both intelligent and human. The next wave of digital leaders will measure success not by novelty or

engagement, but by how effortlessly users achieve their goals.

PRIVATE AND CONFIDENTIAL - PROPERTY OF WHEREOWARE, LLC. 06



WOW TURNING DESIGN INTO BUSINESS MOMENTUM

o According to the Design Management Institute, design-driven
+ o companies outperform the S&P 500 by 219% over ten years.

Keep design human.
Measure what matters.

When Al and design align, organizations drive both efficiency and
brand equity. Integrate Al thoughtfully, keep design human, and
measure success by the outcomes that matter most to users —

reducing costs, strengthening loyalty, and leading the next era of
digital performance.
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