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Filling Tables Starts
with Answering Calls

The Customer

Prezzo Italian is a well-established UK restaurant
group operating approximately 100 sites
nationwide. Over a 9 to 10-year relationship,
Digital Space has supported Prezzo Italian as a
managed service provider, delivering
connectivity and telephony across the estate.

Each location is supported by resilient
connectivity, including Fibre Leased Lines or
SOGEA connectivity with failover, alongside a
managed Mitel telephony services that enables
customer calls to all sites and communication
between restaurants and head office.

The Challenge
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Results at a Glance

100% call answer rate across all sites

Significant revenue recovery, recouping prior
revenue lost from missed bookings

Cost efficiency, delivering a far greater ROI
than increasing headcount at each site

Improved customer experience, with
increasing acceptance of Al-led interactions

Reduced reliance on restaurant staff to
manage inbound calls

Real-time reporting and metrics into
individual site and national performance

During a routine service review, Prezzo Italian identified a critical operational issue. Around 50% of
restaurants were not answering inbound calls, creating three immediate risks:

+ Negative impact to the customer experience

« Lost revenue from missed booking opportunities

» Poor internal communication between sites and head office

Using call reporting data from their telephony platform, Digital Space conducted an audit to
quantify the impact. The findings were significant. Based on missed calls, average table value and
booking volumes, Prezzo Italian was estimated to be losing significant missed revenue in unrealised

bookings.
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The Solution

Digital Space proposed an Al-driven voice solution, powered by PolyAl's voice platform and delivered with a
fully managed service wrap. A structured proof of concept was agreed, beginning with 10 restaurants selected
to represent a mix of high-performing, average and underperforming sites.

Over a 90-day period, the solution was deployed and continuously refined. This phase focused heavily on:

« Voice design and tone, including multiple dialect iterations

« Customer experience, including natural pacing and background ambience
» Booking workflows and FAQ handling

« Integration with Prezzo Italian 's existing reservation systems

To meet Prezzo Italian’'s brand expectations, PolyAl built a bespoke voice agent, including a custom voice from
a dedicated actor, resulting in a natural and consistent customer experience across all locations.

Following a further 30-day optimisation period, the solution was rolled out across the remaining estate. Full
deployment was completed in just 2 to 3 weeks, leveraging the established platform and configurations.

The PolyAl voice agent now operates 24/7, ensuring every customer call is answered.

The Results

The impact has been both immediate and measurable.

+100% call answer rate across all sites

- Significant revenue recovery, recouping prior revenue lost from missed bookings
 Improved customer experience, with increasing acceptance of Al-led interactions
» Reduced reliance on restaurant staff to manage inbound calls

« Real-time reporting and metrics into individual site and national performance

Customer behaviour has also evolved. While some callers initially requested transfers to restaurant
teams, usage data shows growing confidence in the PolyAl agent, with fewer transfers over time.

Beyond call handling, Prezzo Italian now benefits from
detailed analytics and insight. Every interaction is
recorded and categorised by PolyAl's platform,
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across the estate. David Broom, CIO, Prezzo Italian
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