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Executive Summary
Contact centres are under immense pressure to meet modern 
customer expectations. The demand for personalised, seamless 
interactions across multiple channels, coupled with the growing 
need for advanced analytics, automation, and artificial intelligence 
(AI), has reshaped the industry. However, many businesses find 
themselves constrained by legacy systems that, while still 
functional, are costly to maintain and difficult to scale.

This white paper explores how Smartz Solutions 
provides a transformative approach to contact 
centre operations, offering a flexible, cost-effective, 
and innovative alternative to traditional vendors. 

By leveraging Smartz Solutions, businesses can modernise their 
contact centres without the disruption and financial burden 
typically associated with large-scale technological transitions. 
We will explore the current challenges faced by contact centres, 
why a cloud-only solution may not be the best fit for every 
organisation, and how Smartz Solutions’ unique approach can 
unlock new opportunities for growth and efficiency, particularly 
in the African market.

“We’ve been able to intervene in more 
interactions between agents and customers 
before they turn sour, resulting in an 
improvement of 76% in positive wrap ups.” 



The Current State of Contact Centres 
Challenges and Opportunities

The modern contact centre environment is marked by rapid change and increasing complexity. Customers now expect 
seamless, personalised experiences across all touchpoints—whether interacting with a bot, live agent, or automated 
system. According to Frost & Sullivan, the top priorities for contact centres over the next two years include enhancing 
security, managing the entire customer journey, and resolving customer issues proactively to reduce contact centre 
interactions.

Despite these advancements, many contact centres are still operating on legacy systems that were not designed to 
handle the demands of today’s customer expectations. These systems are often rigid, costly to maintain, and difficult 
to integrate with newer technologies. For businesses looking to stay competitive, the need to upgrade is clear—but 
the path forward is not always straightforward. 

Key Challenges

High Costs of Legacy Systems
Maintaining outdated infrastructure can 
be expensive, particularly when factoring 
in the costs of hardware, software 
licences, and ongoing maintenance.

Complexity and Integration Issues 
Integrating new technologies with 
legacy systems can lead to operational 
bottlenecks and increased complexity.

Pressure to Modernise
Businesses face growing pressure to 
adopt cloud-based solutions, but many 
are wary of the risks associated with a 
full-scale migration.



Why Cloud-Only Isn’t Always 
the Answer
As the industry shifts towards cloud-based solutions, 
many vendors promote cloud-only models as the ultimate 
solution for modernisation. However, this approach is 
not without its drawbacks. Frost & Sullivan data reveals 
that the majority of organisations are not fully committed 
to an all-cloud contact centre solution, with only 10% of 
companies adopting a Contact Centre-as-a-Service 
(CCaaS) model. The reasons for this are clear: while cloud 
solutions offer scalability and flexibility, they also come 
with significant costs and risks.

The Drawbacks of a Cloud-Only Approach

High Total Cost of Ownership (TCO)
Subscription-based pricing models may appear 
flexible, but the cumulative costs of monthly fees, 
data storage, and additional services can quickly 
add up, especially for businesses with fluctuating 
call vVolumes.

Time-Consuming Transitions
Moving to a cloud-based system can be a lengthy 
process, often taking years rather than months. This 
can disrupt operations and lead to lower productivity 
during the transition period.

Integration Complexities
Customisation and integration challenges can arise 
when trying to align new cloud capabilities with 
existing systems, leading to delays and potential 
decreases in return on investment (ROI).



The Smartz Solutions Approach 
Flexibility, Cost Efficiency,  
and Innovation

At Smartz Solutions, we recognise the need for a more 
balanced approach - one that leverages the best of both 
worlds. Our platform is designed to provide the flexibility 
of cloud solutions while allowing businesses to maintain 
and optimise their existing on-premise infrastructure.

Flexibility
Smartz Solutions offers a cloud-agnostic platform that 
can be deployed on-premise, in the cloud, or as a hybrid 
solution. This flexibility ensures that businesses can 
choose the deployment model that best suits their needs 
without being forced into a one-size-fits-all solution.

Example: A large African enterprise may prefer to keep 
sensitive customer data on-premise due to local 
regulations, while still taking advantage of cloud-based 
analytics and AI tools to enhance customer interactions. 
With Smartz Solutions, they can do both seamlessly.

Key Benefits
• Iterative deployment - facilitating a business can learn/

trial before they leap
• Test new channels for specific customer journeys - 

design the optimal path forward

Cost Efficiency
By moving away from the expensive legacy systems 
typically offered by larger vendors, Smartz Solutions 
helps businesses reduce their operational costs. Our 
flexible pricing models are designed to align with your 
budget, allowing you to pay only for the features you 
need, without unnecessary overhead.

Key Benefits
• Reduced Capital Expenditure: No need for significant 

upfront investment in hardware or long-term software 
licences.

• Lower Operational Costs: Our solutions minimise the 
need for costly ongoing maintenance and upgrades.

Innovation
Smartz Solutions is at the forefront of innovation in the 
contact centre industry, offering advanced features such 
as AI-driven customer-agent matching, real-time 
sentiment analysis, and omnichannel support. These 
tools not only improve the customer experience but also 
enhance employee engagement and operational 
efficiency.

Key Innovations
• AI-Driven Customer-Agent Matching: Ensures that 

customers are paired with the most suitable agents 
based on real-time data, improving satisfaction and 
resolution times.

• Real-Time Sentiment Analysis: Monitors customer 
emotions during interactions, allowing agents to 
respond more empathetic and effectively.

• Omnichannel Support: Provides seamless customer 
experiences across all channels, ensuring consistency 
and satisfaction regardless of the touchpoint.

• Functionality such as Voice Biometrics:  embedded in 
the stack, allowing critical tools to be deployed that 
integrate seamlessly and offering massive cross 
departmental advantages in areas such as compliance 
adherence, fraud and risk mitigation and - obviously 
- optimised customer experience.



Addressing the Unique 
Challenges of African 
Contact Centres
While the global contact centre market faces numerous 
challenges, those in Africa are particularly pronounced. 
Businesses on the continent often grapple with currency 
fluctuations, the high cost of USD-priced legacy systems, 
and the need for solutions that cater to a mobile-first 
environment.

Smartz Solutions in Africa
Our platform is specifically designed to address these 
challenges, offering a solution that is both cost-effective 
and adaptable to the unique needs of African businesses. 
By providing flexible, cloud-agnostic options, Smartz 
Solutions allows businesses to maintain control over their 
operations while minimising costs.

Key Selling Points
• Avoiding USD-Based Pricing: By offering pricing in local 

currencies, we help businesses avoid the financial strain 
caused by currency fluctuations.

• Support for Mobile-First Strategies: Recognising the 
importance of mobile communication in Africa, our 
platform is optimised for mobile use, ensuring that 
businesses can meet their customers where they are.

• Adaptability: Our solutions are designed to be easily 
integrated with existing systems, allowing for a smooth 
transition that minimises disruption and downtime.

• Future forward Architecture and development principles: 
providing access via APIs, microservices and container/
docker type infrastructure. This is a massive benefit for 
businesses wanting to add/update/transition very easily 
at a technical infrastructure level. It facilitates the ability 
to change out tools and add others in very easily

“By providing flexible, cloud-
agnostic options, Smartz Solutions 

allows businesses to maintain 
control over their operations while 

minimising costs.”



The Path Forward
Modernising Your Contact Centre with Smartz Solutions

The future of contact centres lies in finding a balance between innovation and practicality. While it’s tempting to adopt 
the latest technologies, it’s important to do so in a way that aligns with your business’s specific needs and goals.

Actionable Steps
• Evaluate Your Current Infrastructure: Understand what’s working and where the gaps are.
• Consider a Hybrid Approach: Don’t feel pressured to move entirely to the cloud. Instead, explore hybrid options that 

allow you to maintain control while gaining the benefits of modern technology.
• Leverage Advanced Features: Use tools like AI-driven customer-agent matching and real-time sentiment analysis 

to enhance both customer and employee experiences.

Case Study
• Scenario: A mid-sized African contact centre needed to modernise its operations but was concerned about the cost 

and complexity of moving to a cloud-only solution. By partnering with Smartz Solutions, they were able to implement 
a hybrid model that retained their on-premise infrastructure while integrating cloud-based AI tools. The result was 
a significant improvement in customer satisfaction and operational efficiency, all at a fraction of the cost of a full 
cloud migration.

Conclusion
Businesses cannot afford to be held back by outdated contact centre technology. However, the solution is 
not simply to replace one set of challenges with another. By choosing Smartz Solutions, businesses can 
modernise their contact centres in a way that is both practical and forward-thinking. Our flexible, cost-
effective, and innovative approach ensures that you can meet the demands of today’s customers while 
preparing for the challenges of tomorrow.

Get Smart. Get Smartz.
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