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Migrate Smart.

Accelerate to the Future

The Strategic Case for Al-First
Contact Centre Transformation

Executive Summary

The contact centre industry is experiencing a fundamental shift. Organizations that embrace Al-first
cloud platforms now will establish competitive advantages that compound over time, while those that
delay face increasingly difficult and expensive catch-up scenarios. This white paper presents the
strategic case for migration, highlighting the economic benefits and phased approach to Al readiness
that makes transformation both achievable and profitable.

Graia's "Migrate Smart" approach combines 25+ years of customer experience heritage with cutting-
edge Al technology, offering businesses a risk-free pathway to modernization. With free implementation,
up to 12 months of service credits, and a phased rollout that starts with voice and scales to full
omnichannel Al capabilities, organizations can modernize with zero upfront investment while maintaining
operational continuity.

The economic case is compelling: contact centres typically achieve 30-91% lower Total Cost of
Ownership within 3-10 years, with ROl realized in just 6-18 months. But the strategic advantages extend
far beyond cost savings toinclude operational agility, innovation access, and competitive positioning that
traditional platforms simply cannot provide.




The Hidden Costs of Legacy Systems

Legacy on-premise contact centre infrastructure has become a significant drain on organizational
resources. The true cost extends far beyond obvious hardware and software expenses, creating a
compound burden that grows more expensive over time.

Financial Impact

For a typical 75-seat contact centre, the ongoing operational costs create substantial financial burden
through multiple expense categories. Understanding the distinction between annual recurring costs and
multi-year cycle investmentsis crucial for accurate cost planning.

Annual Recurring Costs:

Hardware maintenance and support: €18,000-€30,000
Software support and updates: €12,000-€20,000
Facilities costs (power, cooling, space): €6,000-€12,000
Specialized consulting for changes: €8,000-€15,000

Multi-Year Cycle Costs (every 5-7 years):

Complete hardware refresh: €100,000-€175,000
Major software licensing upgrades: €50,000-€100,000
System migration and integration: €25,000-€50,000

Important Note: Internal IT resources typically remain in cloud environments, shifting focus to cloud
administration, integrations, and strategic projects rather than hardware maintenance.

The annual recurring burden often reaches €45,000-€75,000, while organizations must also plan for
major refreshcyclesevery 5-7 yearsrepresenting significant capital expenditure.

Operational Limitations and Time-to-Market Impact

Beyond financial costs, legacy systems create operational constraints that limit business agility. The
most significant hidden costis the time and resources required toimplement changes:

Change Implementation Time: 3-4 weeks for simple modifications

Specialized Resources Required: External engineers costing€2,000-€5,000 per change
Limited Scalability: Adding new channels requires separate systems and integrations
Innovation Barriers: Al integration becomes prohibitively complex

The opportunity cost is equally significant —while organizations struggle with rigid systems and lengthy
change cycles, competitors leverage cloud platforms to rapidly deploy new capabilities and respond to
changing customer expectationsindaysrather than weeks.
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The Economics of Smart Migration

Cloud contact centres deliver superior Total Cost of Ownership while providing operational flexibility that
on-premise systems cannot match. The financial transformation occurs through multiple factors that
compound over time.

Quantified Savings

Organizations typically realize 30-91% lower TCO when migrating to cloud platforms over a 3-10 year
period. For a 75-seat contact centre, this translates to meaningful annual savings through cost structure
transformation.

Eliminated Annual
Costs:

Eliminated Multi-Year Transformed Cost .
Cycle Costs: Structure:

Hardware refresh - Predictable monthly
cycles (every 5-7 operational expenses
VEE) +  Scalable pricing that
Major software - grows with business
licensing upgrades " .needs
Complex migration *  Included updates.and
projects ; feature enhancements
Built-in redundancy. |
and disastér recovery/

Hardware maintenance
and support:
€18,000-€30,000
Facilities overhead for
equipment:

€6,000-€12,000
Emergency repair and
replacement:
€5,000-€10,000
Specialized consulting
for changes:
€8,000-€15,000

ROI Acceleration Through Operational Efficiency

Return on investment typically materializes within 6-18 months, driven by both cost savings and
operational improvements. The most significant gains come from improved time-to-market and
operational agility.

Time-to-Market Improvements:

Change Implementation: Days instead of 3-4 weeks
New Feature Deployment: Hours instead of months
Scaling Operations: Instant instead of hardware procurement cycles
Channel Integration: Native instead of complex third-party solutions

A financial services company with 75 agents reported a 20% reduction in average handle time after
migrating to a cloud platform with integrated Al capabilities. This improvement translated to the
equivalent of adding 15 additional agents without increasing headcount —a value of over €600,000
annually in avoided hiring and training costs.
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Scalability and Agility Advantages

Cloud platforms enable instant provisioning of new agents, channels, or sites without hardware
procurement or installation delays. More importantly, they eliminate the lengthy change cycles that
plague legacy systems, enabling rapid response to market demands and customer needs.

This operational agility proves particularly valuable for organizations experiencing growth or seasonal
fluctuations, enabling rapid response to market demands without infrastructure constraints or lengthy
implementationcycles.

Why Al-First Architecture Matters

Not all cloud solutions are created equal. Many providers offer generic CCaaS platforms that treat Al as
an afterthought —a bolt-on capability requiring additional licensing and integration complexity. Graia
fundamentally rethinks contact centre architecture for the Al era.

Native Al Capabilities

Graia’s Al-first platform leverages 25+ years of customer experience data and insights from over 15,000
agentstodeliver provencapabilities:

Intelligent Agent
Assist provides real-
time guidance during
customer
interactions,
suggesting
responses and
surfacing relevant
information
seamlessly
integrated into the
primary workspace.

Live Translation
breaks down
language barriers
with real-time
translation during
voice and chat
interactions, enabling
service to diverse
customer bases
without specialized
staffing.

Automated Quality
Management uses Al
to analyze 100% of
customer
interactions,
identifying coaching
opportunities and
compliance issues
that traditional
sampling methods
miss.

Predictive Routing
considers agent
performance
patterns, customer
sentiment, and
interaction
complexity to
optimize outcomes
beyond traditional
skills-based routing.

Enterprise-Grade Foundation

Graia serves organizations across all market segments with commercial deploymentsin progress across
multiple industries. Backed by major European investment institutionsincluding BOSQAR INVEST, EBRD,
and MidEuropa, the platform provides enterprise-grade capabilities with global scalability.

The company operates with 250 professionals across Hungary, Croatia, Romania, the United States, the

United Kingdom, Serbia, and Germany, ensuring local support while maintaining consistent platform
capabilities.
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The Migrate Smart Offer: Risk-Free Transformation

Recognizing the constraints organizations face when considering major technology investments, Graia
has developed the "Migrate Smart" offer to eliminate every traditional barrier to contact centre
modernization.

Zero Upfront Investment

Free Implementation Services (valued at €6,000-€8,000) include complete project
management, system configuration, data migration, and agent training —ensuring successful
deployment without requiring internal technical resources.

Extended Service Credits provide substantial free platform usage:
6 months free service with a 3-year agreement
12 months free service with a 5-year agreement (annual billing)

This structure enables organizations to experience full platform value before making financial
commitments, providing ample time to realize operational improvements that justify ongoing
investment.

Phased Implementation Approach

Unlike "big bang" migrations requiring simultaneous system replacement, the Migrate Smart offer
enables aphased approach minimizing risk and operational disruption:

Phase 1: Phase 2: Phase 3:

Voice Foundation Digital Channel Advanced Al
establishes core Integration adds chat, Activation unlocks
calling capabilities email, and social sophisticated
with immediate Al- media capabilities as capabilities like

powered features like business needs allow. predictive routing
Agent Assist and and sentiment
automated quality analysis.
monitoring.

Al-Ready from Day One

Organizations become Al-ready immediately, even without activating all features initially. The platform's
native Al architecture means capabilities are available from the first day of operation, enabling pilot
programs and gradual expansion while avoiding future "rip and replace" costs.
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Strategic Implementation Roadmap

Graia’'s implementation methodology has been refined through hundreds of successful deployments,
creating a predictable process delivering results within weeks rather than the months required for

traditional implementations.

Assessment
and Planning
(Weeks 1-2)

Comprehensive
evaluation of current
environment,
business objectives,
and success criteria
establishes the
foundation for
successful
migration while
identifying
immediate
improvement
opportunities.

Graia

Foundation
Implementation
(Weeks 3-6)

Core voice
capabilities are
established while
preparing for
future expansion,
prioritizing
operational
continuity while
introducing
immediate
improvements
demonstrating
platform value.

Full

Deployment and
Optimization
(Weeks 7-16)

Platform extension to
all agents includes
comprehensive
training, performance
monitoring, and
digital channel
integration based

on business priorities.

Advanced Al
Features
(Weeks 17-24)

Sophisticated
capabilities like
predictive analytics
and automated
workflow
management
transform the
contact centre into a
competitive
advantage through
intelligent
automation.



Conclusion: The Time to Act Is Now

The convergence of customer expectations, technological maturity, and economic opportunity makes
this the optimal time for contact centre transformation. Organizations that act now gain immediate
advantages that compound over time, while those that delay face increasingly difficult catch-up
scenarios.

Graia's Migrate Smart offer eliminates traditional barriers through free implementation, extended service
credits, and proven methodology. The combination of Al-first architecture, risk-free economics, and
expertimplementation creates an unprecedented opportunity to modernize operations while positioning
for long-term competitive advantage.

The questionisn't whether Al will transform customer service —it's whether your organization will lead or
follow this transformation. The time to migrate smart and accelerate to the future is now.

Ready to begin your transformation?

Contact Graia today to schedule your free assessment and discover how the Migrate Smart offer
can eliminate barriers to Al-ready contact centre operations.

Graia.ai sales@graia.ai

Migrate Smart. Accelerate to the Future.

Graia 7


https://www.graia.ai/
https://www.graia.ai/
mailto: sales@graia.ai
mailto: sales@graia.ai

