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Executive Summary

The promise of Al-powered customer experience (CX) is undeniable. From hyper-personalized
marketing to intelligent chatbots and predictive customer service, Al has the potential to
revolutionize how businesses interact with their customers. However, for many organizations,

the path to Al-powered CX is blocked by a major obstacle: legacy IT environments.

These legacy systems—the CRMs, ERPs, and ticketing systems that are the backbone of many
businesses—are often inflexible, siloed, and not designed for the demands of modern, real-time,
data-driven CX. As a result, many organizations are struggling to bridge the gap between their

legacy IT and their Al aspirations.

This paper provides a practical playbook for integrating Al CX into legacy IT environments. We
will explore a four-phase framework for successful implementation, key integration patterns, and
the principles of API-first orchestration. By taking a modular, phased, and API-first approach,
organizations can unlock the value of their legacy data and systems without a costly and risky
"rip and replace" approach. This will allow them to deliver the personalized, intelligent, and

seamless customer experiences that are essential for success in the digital age.
The Legacy System Challenge

Why Legacy Systems Are a Double-Edged Sword

Legacy systems are a double-edged sword. On the one hand, they are often the system of
record for critical customer and business data. This data is a valuable asset for training Al
models and personalizing the customer experience. On the other hand, these systems are often

built on outdated technology, with monolithic architectures, limited APIs, and a lack of flexibility.
This makes it difficult to integrate them with modern Al solutions.
* The Value of Legacy Data: Legacy systems contain a wealth of historical data about

customers, products, and operations. This data can be used to train Al models to understand

customer behavior, predict future trends, and personalize the customer experience. For



example, a CRM system might contain years of data about customer interactions, which can be

used to train a chatbot to provide more personalized and effective support.

* The Burden of Legacy Technology: However, legacy systems are often difficult to work with.
They may be written in outdated programming languages, run on obsolete hardware, and have
limited or no APIs. This can make it difficult to access their data and functionality, and it can also

create performance bottlenecks and security vulnerabilities.

Common Integration Challenges

Integrating Al CX with legacy systems is not without its challenges. Some of the most common

challenges include:

» Data Silos: Data is often trapped in different legacy systems, making it difficult to get a single,
unified view of the customer. For example, customer data might be stored in a CRM system, an
ERP system, and a marketing automation system. To get a complete picture of the customer,

you need to be able to integrate data from all of these systems.

* Lack of APIs: Many legacy systems have limited or no APIs, making it difficult to access their
data and functionality. This can make it challenging to integrate them with modern Al solutions,

which typically rely on APIs for communication.

* Performance Bottlenecks: Legacy systems may not be able to handle the real-time data
processing and a large number of API calls required for modern Al CX. This can lead to

performance problems, such as slow response times and system crashes.

e Security Vulnerabilities: Legacy systems may have security vulnerabilities that could be
exploited by modern Al solutions. For example, a legacy CRM system might not have the same

level of security as a modern, cloud-based CRM system. This could put customer data at risk.

A Playbook for Al CX Integration

Despite the challenges, it is possible to successfully integrate Al CX with legacy systems. The
key is to take a strategic, phased, and modular approach. This playbook outlines a four-phase

framework for successful implementation.



The Four-Phase Integration Framework

* Phase 1: Evaluate Legacy System: The first step is to assess the current state of your legacy
systems. This includes understanding their architecture, data quality, and integration
capabilities. You should also identify any potential risks and challenges, such as security

vulnerabilities and performance bottlenecks.

* Phase 2: Prepare Data and Infrastructure: Once you have a good understanding of your
legacy systems, you need to prepare your data and infrastructure for Al integration. This
includes cleaning and standardizing your legacy data, and building the necessary data pipelines

and APlIs to support Al integration.

* Phase 3: Modular and Phased Integration: The next step is to integrate Al capabilities with
your legacy systems using a modular, phased approach. This means starting with low-risk,
high-impact use cases, and then gradually adding more capabilities over time. This will allow
you to learn and adapt as you go, and it will also minimize the risk of disruption to your

business.

* Phase 4: Scale and Align with Business Strategy: The final step is to continuously monitor and
optimize your Al integrations, and to align them with your overall business strategy. This
includes tracking key performance indicators (KPls), such as customer satisfaction and

operational efficiency, and making adjustments as needed.

Key Integration Patterns

There are a number of different integration patterns that you can use to integrate Al CX with
legacy systems. The best pattern for your organization will depend on your specific needs and

requirements.

* API-First Orchestration: This is a modern approach to integration that uses an API gateway
or an enterprise service bus (ESB) to orchestrate the flow of data and services between your Al
solutions and your legacy systems. This approach is highly flexible and scalable, and it allows

you to easily add new capabilities as needed.



* Modular Integration with Microservices: This approach involves breaking down your Al
capabilities into a set of modular microservices that can be independently developed, deployed,
and scaled. This makes it easy to add new capabilities and to update existing ones without

disrupting the rest of your system.

* Middleware as a Bridge: Middleware can be used to bridge the gap between your modern Al
solutions and your legacy systems. Middleware can handle data transformation, protocol
conversion, and other integration tasks. This can be a good option if you have a lot of legacy

systems that you need to integrate with.

* Edge Computing for Real-Time Processing: Edge computing can be used to process data
in real-time at the edge of your network. This can be a good option for applications that require

low latency, such as real-time personalization and fraud detection.

Unlocking the Value of Legacy IT

Integrating Al CX into legacy IT environments is a complex but achievable goal. By taking a
strategic, phased, and modular approach, organizations can unlock the value of their legacy
data and systems without a costly and risky "rip and replace" approach. The key is to embrace
an API-first mindset, and to use a combination of modern integration patterns, such as API-first

orchestration, microservices, and middleware.

This will allow you to create a flexible, scalable, and resilient integration architecture that can
support the demands of modern, real-time, data-driven CX. By bridging the gap between your
legacy IT and your Al aspirations, you can deliver the personalized, intelligent, and seamless

customer experiences that are essential for success in the digital age.

Contact Ralf Ellspermann, CSO, to discuss how your organization can align legacy
infrastructure with Al-driven customer experience models through modular integration, API-first

orchestration, and phased modernization.
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