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Senior Principal
Solution Consultant

GENESYS 1S THE GLOBAL LEADER IN
CLOUD CUSTOMER EXPERIENCE AND
CONTACT CENTER SOLUTIONS

Spanning over 100 More than 30 years Genesys employees
countries we cover of innovation and working together to
a lot of ground market leadership create the best

customer experiences
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EMPATHY drives
trust and loyalty
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Channels

Onboarding Employees for Success Driving Performance and Growth
' Quality Learning and
CaF?Iacny Management Development
an
gr?ibnci)g?d?r?g Schedule Ig:cjt:(r:%c;c]igg Coaching Feedback
iri “ i Customer Rewards and
Hiring Plan Survey Recognition
Customer

G E N ESYS Sentiment



Quality Team Leader

Quality Evaluator \9)

A Data

Reporting and
Analytics

GENESYS

Team Leader

F Coaching
@ Learning and
<! Development

3

Belonging
Workforce
Planning
Alignment
é@ Operations
&
&
y |
Forecasting and Capacity
b Planning
Growth

Management and
Leadership

The sense of respect, community and
belonging that an employee has towards their
leader and the organization

The understanding of the expectations,
alignment and commitment of the employees
towards the strategic goals of the organization

The support, development and growth
opportunities that an employee receive from
the organization



EXPERIENCE(S)

* Different Needs
* Different Targets
* Different Worries

* Different Success

Employee

Quality Team Leader

Quality Evaluator

Reporting and
Analytics

Team Leader

Operations

Management and
Leadership

2N

Workforce
Planning

Coaching
Learning and
Development

Forecasting and Capacity

Planning
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In the new normal, workers are empowered to work from anywhere—with the right tools and
the right systems.

While it’s safe to say that paradigms . . 5
Solutions that power experiences can't focus solely on customers.

are changing for workforce

engagement, it's more accurate to say

that change is happening in our
industry as a whole.
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NOT YOUR
DAD's WFM

Al-powered forecasting and

scheduling gives you a highly effective | ’
handle on your workforce from a /
single, easy-to-use interface. |
.
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EMPLOYEE TRANSFORMATION WITH

ENGAGEMENT

Reinforce Experience as a Service with Positive

Employee Outcomes

Interaction Recording (all
Channels)

Screen Recording

Quality Management

Voice of the Customer survey
Speech and Text Analytics

Sentiment analysis

Employee Mobility Tools
Long Term Planning

Capacity and Budget Modelling
Workforce Planning

Scheduling

Process Automation / RPA
(Partners)

High Volume Recruitment
(Partner)

Coaching

Learning, Knowledge
Assessment and Onboarding

Employee Engagement
Voice of the Employee

Performance Scorecards
through Gamification

Rewards and Recognition
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Experience (s)

* Different Needs
* Different Targets
* Different Worries

* Different Success

Employee

Team Leader

Quality Team Leader 4
Coaching

Learning and
Development

Workforce

Quality Evaluator
Planning

Operations

Reporting and
Analyti
nalytics Forecasting and Capacity

A Planning

Management and
Leadership
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Michael Logan

Tosay's Sehaduie

i remaming
On Queue
aining

@ shiétEnd

Tomorrow
Jan 19

400pm
430 pm

500 pm

H:L0 am - S:00 pm

lew hul schedule >

Overview c Leaderboards

Scorocard Summary

Performance 1 Wesk Trend ) Wk Troan

Daily Points Total

All Tima Total Points

4483 Y

View scceecand

Coaching Appointmants

Empathy coaching (30min)

$ cart Jondar - Schosuled en Jan 18

=3 ChatQueue | Order Status
= s

£) Empathy best practices
POF N

Product FAQs and order upgrades (30min)

New 2gents session b. Lats sz this nteraction 3z o example. See Ink below.

Q LxWeda- Schedded Tuc Jan 13,202

™Y ChatQueue | Default Wrap-up Code

Parsonal Bests

1,365
[+}

Overdll Avg.: 835
Beest W Bt Week

2318 5215

Day of Week Average
Best Meath Bast Mongh |
831 ¢ 3ne 5714

View beadurboards

Assigned Modules

Do lates

@ COVID-19 Safety in the Workplace
V/hat you recd 10 ke and best practics or a healthy
Due \¥ 10 2021 &

How were your first 30 days? We want 1o hear your thoughts.
U1 yoax anbaarding S3pOrence Your fand mpotant n Bking us Brprae
10 72021 5:41

Introduction to Genesys Cloud for Agents - The Basics

A% AN Anent, Geneays 1 o intinee o this coiss well cover #erythiog sn
AN FRRAS 1 ANOW 15 b sHicceasnd The Rasica @ Things Bs fnging in anc s
hasie ravigasion of the intertace, MAnaging peessnze and s

0 W21 630w

3 50d uee avalabiry
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Speech and Text Analytics

FEATURES AND CAPABILITIES

* Full Call Transcription of Voice
Interactions

% Transcript and Content Search

* Sentiment Analysis: Markers and
Search

% Topic Manager and Tagging
Spotting

% Acoustic Analysis: Over Talk,
Awkward Silence including
Markers and Search

* Analytics Views and Dashboards

Activity

Interactions

Directory

&7, Genesys Cloud.

Documents Performance < Admin

Interaction @

J

Monday, October 1, 2018 9:56:25 AM 2m 30

© Multiple ¢ ||
- -""Gn o (2] 00 060 ©
& Mackey, Geoff |
555-555-5555
© 85 25% 2 10f4 | >
Details Timeline  Quality Summary Transcript Audit Trail
0:05
o0 &
0:30 @ Ut dapibus,
0:50 g Crasinsem vel arcu eleifend thoncus a sit amet ligula.@ orbi nibh dolor, varius vitae magna id, laoreet iaculis eros. Donec pretium nec est
semper. Maecenas quam massa, dictum quis suscipit eu, rutrum vitae magna. Nullam rhoncus erat sed ligula cursus, et lobortis nibh
0:50 Donec odio turpis, venenatis sit amet nulla in, aliquet placerat leo. Vestibulum molestie viverra @ dsc sed tristique lacus vehicula at. Mauris
sollicitudin magna id lobortis laoreet. Morbi turpis odio, facilisis elementum varius eget, congue eget odio. Mauris in facilisis velit. Nunc arcu
enim, varius eget mauris a, sodales tempor leo.
0:50 2 Morbi nibh dolor, varius vitae € magna id, laoreet iaculis eros. Donec pretium nec est vitae semper. Maecenas quam massa, dictum quis

Monday, October 1, 2018 9:57:58 AM

)

)

POSITIVE NEGATIVE TOPICS

@ Lorem ipsum dolor
@ Lorem ipsum dolor
@ Donec pretium nec
© Vaurisin facilisis
@ Lorem ipsum dolor
@ Lorem ipsum dolor

@ Donec pretium nec

W
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Schedule Coaching Activity (Step 2 of 3)

Select time slot Schedule Coaching Activity (Step 1 of 3)

Dates 3 Time Slots 4 Staffing Difference 3
Monday, Mar 18, 2019 9:45 AM - 10:15 AM Details
Tuesday,Mar 19,2019  11:00 AM - 11:30 AM Activity Code Coaching
Tuesday,Mar19,2019  1:45PM- 215PM Facilitator © select facilitator  Self Administered
Tuesday, Mar 19, 2019 3:45 AM - 415 AM John Doe
Friday, Mar 22, 2019 1:15PM - 1:45PM e tiame e S tae

Friday, Mar 22, 2019 1:45PM - 215PM
Status © Scheduled
Saturday, Mar 23, 2019 8:00 AM - 8:30 AM

Scheduls k: Monday, 03/18/2019 - Sunday, 03/24/2019
Saturday,Mar 23,2019 9:45PM - 10:15PM chedule (in weeks) onday, unday, 03/24/20

Sunday, Mar 24, 2019 6:45 AM - - Length In Minutes 3 + | 60 minutes max

Description Coaching to improve ourbound sales

Sunday, Mar 24, 2019 T15PM -

Content Document Link(s) @

Interaction Link(s) @

Next | Cancel

Previous Next Cancel

GENESYS




Show All ~ My Queues Activity ~ § Workspace E Interactions Workspace H SCHEDULE CHANGE

Your shifts on the following days have been
Performance  Statuses  Evaluations Schedule Scorecard Development modified: 9/15
Quality J) Jens Olesen « September 13, 2021 - September 19, 2021
een set to scheduled i £ Wed

View Schedule
Thu Fri

Break

On Queue

8:15 AM - 12:00 PM Break.
On Queue

8:45 AM - 10:30 AM =y

On Queue
9:15 AM - 10:30 AM

Meal Meal
10:30 AM- 11:00 AM 10:30 AM - 11:00 AM

On Queue On Queue
11:00 AM - 2:30 PM 11:00 AM - 1:30 PM

Meal
12:00 PM- 12:30 PM

On Queue
1230 PM- 230 PM

Break

On Queue
PM -5:00 PM

Break Break

Training On Quee
245PM-315PM 245PM - £00PM

On Queue
315PM-500PM

Break

On Queue
415PM-7:00 PM

Additional activities below...& »

GENESYS
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A Home ® Performance sl Leaderboard ¥ Contest More v ‘ 4
Jacob Smith

Agent © nGuvu-Dem

T PERFORMANCE ¢

191113 >
Detailed daily agent performances Last updated: 2019-11-14, 12 1O

SUMMARY

1
TODAY'S STATS PRESENCE

CHEERS ADHERENCE

SHIFTSTART

ACTIVE CONTESTS BRK

SPARK

CHALLENGE

14:52:

Deget 154500
Actual 153707

Average time variance: Sm 18s

GENESYS



Jacob Smith

Agent © nGuvu-Demo-V2

167/ 360 &

TOP SELLER OF THE

[
Mathieu Mckinney %

unlocked a new badge.

good job!

ON TARGET!

Laurent Louveteau
unlocked anew badge,
g00d job!

ON TARGET!

Valerie Vancil unlocked a
new badge, good job!

WINNER!

CHALLENGE WON

Jacou Agent won a
challenge. Nice!

SPARK SUCCESS

lar completed
a spark successfully!

Performance ~ Reports Apps ~ Admir

@® Performance ol Leaderboard Y Contest More v

CHALLENGE

Challenge a colleague and see who can win by performing better in the selected metric for today

ARCHIVES

WINS: 30
LOSSES: 32
TIES: 2

AVERAGE HOLD TIME

22

O Adherence (O AHT- Average Handling Time

O FCR-First Call Resolution O RevenuePer Call

wue Generated Q© Total Programs Sold

WINS: 52
LOSSES: 59
TIES: 8

Average Hold Time
QO Revenue Generated Per Hour

QO Worddloud

GENESYS



i Overview sl Leaderboard ﬁ Schedule ? Contest More v

Directory v Documents Clients Performance v Reports Apps v Admin
WIN TICKETS FOR THE MONTREAL F1 GRAN...

@ John Manager
- Manager © nGuvu-Demo-V2
Contest from November 1st 2019 to November 22nd 2019

VMARY f Last updated: 2019-11-14, 13:07:43
SUMMARY - Created by Jacou Manager (1]

TOP 2 TEAMS 22 DESCRIPTION - INDIVIDUAL - 2 PER TEAM METRICS

"s Pascal TeamLeader .
Hello agents - you like F1 races? Metric Weight Qualifier

Q Jacou TeamLeader

ACTIVE CONTESTS

nGagement Points

Here is a good contest for you. The 2 top agents per
7 team will get tickets for the entire Race week-end e " 500 points
¥in Sckats for the Montres! of 2020 for the Montreal Grand Prix. Good luck to

F1
al I ! Revenue Generated Per Hour

§ Max Mestas i - Total Revenue Generated

a Sylvain Stevenson i
b4 ustomer support

SPARKS

G Sylvain Stevenson

PARTICIPANTS

GENESYS



EMPATHY drives
trust and loyalty

< GENESYS



LEVERAGE GENESYS TECHNOLOGY & A

o ———

CUSTOMER JOURNEY

Predictive engagement \ Self service with Check-Out
with customers online chatbots and voicebots voice of the customer

- - - - - —
N\

N L

- — o — -

EMPLOYEE JOURNEY

Predictive Routing Agent Assist
for best agent match in real time

Optimize agent skills via Al-powered Automate post Business intelligence with
Performance DNA forecasting & scheduling interaction work interaction analytics



How does Predictive Routing work? &7, Genesys Cloud.

1. Predictive Routing enabled for a 2. Al model scores available agents, and routes calls to most
queue or workload suitable agent

e,a\,\'\me d €Cisjp, i,

rQ S rQ > l?(j S 2‘5 J .
) N
<> Y '\sj
) Sales/ Cam I_Aﬁq; rFe 3 1, Deb
Q® "% Financial 8.10 :9_13 17.84
I

Ben Customer Optimization Revenue
6.87 SN Feedback | (FCR, Transfer | (Churn, Sales,

(NPS, CSAT) Rate) Collections)
§ ; — Interaction Agent e - . _-_ _ - . Q Q
) CE | Amy %2_2 1Cam ( ) 1 Amy %}E 1 Deb g ? — Qﬁ
: 1> I

Real-time 1635 1531 1618
conditions Loocoose 1 Lo s==e o - Workforce
> @ Deb Deb Cam : Amy : Managerment
414 5.87 417 'L 542 :

Incoming
customer call queue

Ongoing model training %o G E N ESYS




Discover, Try, Buy Ul Genesys Cloud.

D : CImTEEe

Admin / Contact Center / Queues

T Available to existing
A Optimize Routing with Al
tiization Routing Method LearnMore  Division Members Try Pracietive Routing Fres G en eSyS cu Sto mers

Queues Americas Queue Standard = Home 2 Deploy Al powered Predictive Routing to drive business outcomes and optimize

queue performance. Predictive Routing helps you do away with manual rules Ea S i |y A/ B tes‘t

Wrap-Up Codes Canada Queue Standard 2 Home : and focus your energies on core business benefits.

Get started today by evaluating your queues for Predictive Routing benefits.

queues in Ul
Expert Queue Standard - Home

e . ;| Prdicive Roing il ssse stk ueus perormance and evlute wich Data in platform is

queues can be optimized with Al

Email EMEA Queue Standard 5 Home

Assistants

Co-browse

Temp Queue 2 Standard - Home : AI' dy
Widgets re a

Step 1: Queue Benefit Assessment

Evaluate Historic Queue Data

Analytics
Determine Optimization Value

Canned Responses
Step 2: Routing Comparison Test

Complete a Comparison Test on your Queue
Evaluate Demonstrated Value

Step 3: Use Predictive Routing

Turn on Predictive Routing
Track Benefits over Time

GENESYS




Customer Success

&7, Genesys Cloud.

Spain
Improve customer
experience and operational
outcomes

North America

Increase retention and top-line
revenues

{B swisscom

Drive operational cost reduction

(0 0]
3% ~5%
Average Handle Net Promoter
Time Score

Results within 90 days

GENESYS



Operational Efficiencies:

Al-Driven Predictive Routing vs. Legacy Skill & Queue Based Routing &2, Genesys Cloud.

Key Capabilities Legacy Skill & Queue Based Routing Genesys Al-Driven Predictive Routing

Datapoints used to drive Manual data analysis and pattern discovery across Automatically combines agent, caller and interaction
call routing logic limited data sets data to discover possible routing patterns

Historical, post-mortem reporting Automated, actionable outcome prediction

Outcomes analysis i ) i )
continuously drives routing logic

Manual, static rule creation based on historical Automated & scalable pattern recognition and model

Call routing rule creation data and observations, unable to scale and capture [ retraining, can scale to mix and match
intangibles that are not yes/no scenarios/patterns

Accuracy decreases over time due to agent High model accuracy; new data is continuously fed
Model Accuracy turnover, changes in customer base or changes in back into the system to retrain models
call patterns

Configuration &

. Manual rules set up and delayed outcome analysis Turnkey; no complex queue configuration
Maintenance P y y y plex g g

GENESYS




Q&A



THANK YOu

Klaus Markussen, Sales Executive /
Jens Olesen, Senior Principal Solution Consultant /
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