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Genesys is the global leader in
cloud customer experience and 

contact center solutions

30+
Spanning over 100 
countries we cover 

a lot of ground

More than 30 years
of innovation and 
market leadership

Genesys employees
working together to 

create the best
customer experiences



WFM WFo WEM



Understand
& Predict

Act

Listen
& Learn

EMPATHY drives 
trust and loyalty



EXPERIENCE
AS A SERVICE



Hiring Plan

Capacity 
Plan

Training and 
Onboarding Schedule

Channels

Interaction 
Outcomes Coaching

Quality 
Management

Customer 
Survey

Customer 
Sentiment

Learning and 
Development

Rewards and 
Recognition

Feedback

Onboarding Employees for Success Driving Performance and Growth
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Growth

Belonging

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

Quality Evaluator

Quality Team Leader

Team Leader

Coaching
Learning and
Development

Workforce
Planning

Operations

Reporting and
Analytics Forecasting and Capacity

Planning

Management and 
Leadership
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Experience(s)

Different Needs

Different Targets

Different Worries

Different Success

Employee

Quality Evaluator

Quality Team Leader

Team Leader

Coaching
Learning and
Development

Workforce
PlanningOperations

Reporting and
Analytics

Forecasting and Capacity
Planning

Management and 
Leadership
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Time to 
Rethink and 
Challenge 
the Status 
Quo

While it’s safe to say that paradigms 
are changing for workforce 
engagement, it’s more accurate to say 
that change is happening in our 
industry as a whole.

Leave complex inquiries to agents
3X more interactions are coming into contact centers with no increase in headcount.

WFX = work/life balance
In the new normal, workers are empowered to work from anywhere—with the right tools and 

the right systems.

TX means CX+EX
Solutions that power experiences can’t focus solely on customers.
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Employee Transformation with 
Engagement

• Employee Mobility Tools

• Long Term Planning

• Capacity and Budget Modelling 
Workforce Planning

• Scheduling

• Process Automation / RPA 
(Partners)

• High Volume Recruitment 
(Partner)

• Interaction Recording (all 
Channels)

• Screen Recording

• Quality Management

• Voice of the Customer survey

• Speech and Text Analytics

• Sentiment analysis

• Coaching

• Learning, Knowledge 
Assessment and Onboarding

• Employee Engagement

• Voice of the Employee

• Performance Scorecards 
through Gamification

• Rewards and Recognition

Reinforce Experience as a Service with Positive 
Employee Outcomes
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Quality Assurance and 
Compliance

Resource Management Employee Performance
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Experience (s)

Different Needs

Different Targets

Different Worries

Different Success
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Quality Team Leader

Team Leader
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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
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Act
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EMPATHY drives 
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EMPLOYEE JOURNEY

CUSTOMER JOURNEY

Predictive engagement
with customers online

Self service with
chatbots and voicebots

Check-Out
voice of the customer

Optimize agent skills via 
Performance DNA

AI-powered
forecasting & scheduling

Automate post 
interaction work

Business intelligence with 
interaction analytics 

Predictive Routing 
for best agent match

Agent Assist 
in real time

Leverage Genesys Technology & AI 
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How does Predictive Routing work? 

Customer

AgentInteraction

VoC

CRM

Real-time 
conditions

Sales/
Financial

Deb
6.18

Amy
5.42

Cam 
6.60

Ben 
6.87

Amy
5.31

Cam
4.17

Ben 
7.01

Deb 
7.84

Cam
6.35

Deb
5.87

Ben 
6.48

Amy 
9.13

Amy

Deb
4.14

Ben 
7.48

Cam 
8.10

Optimization
(FCR, Transfer 

Rate)

Customer 
Feedback

(NPS, CSAT)

Revenue
(Churn, Sales,
Collections)

1. Predictive Routing enabled for a 
queue or workload

Workforce 
Management

Ongoing model training

2. AI model scores available agents, and routes calls to most 
suitable agent

Incoming 
customer call queue
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Discover, Try, Buy UI

Available to existing 
Genesys customers 

Easily A/B test 
queues in UI

Data in platform is 
AI-ready
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Customer Success

Spain
Improve customer 

experience and operational 
outcomes

North America
Increase retention and top-line 

revenues

3%
First Contact 
Resolution 

1%
Transfers

3%
Net Promoter 

Score

1.5%
Hard Detractors

3-4%
First Contact 
Resolution 

2-3%
Churn

3-6%
Net Promoter 

Score

3-7%
Average Handle 

Time

Drive operational cost reduction

3%
Average Handle 

Time

~5%
Net Promoter 

Score

Results within 90 days
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Operational Efficiencies: 
AI-Driven Predictive Routing vs. Legacy Skill & Queue Based Routing

Legacy Skill & Queue Based Routing

Manual data analysis and pattern discovery across 
limited data sets

Historical, post-mortem reporting

Manual, static rule creation based on historical 
data and observations, unable to scale and capture 
intangibles that are not yes/no
Accuracy decreases over time due to agent 
turnover, changes in customer base or changes in 
call patterns

Manual rules set up and delayed outcome analysis

Genesys AI-Driven Predictive Routing

Automatically combines agent, caller and interaction 
data to discover possible routing patterns

Automated, actionable outcome prediction
continuously drives routing logic

Automated & scalable pattern recognition and model 
retraining, can scale to mix and match 
scenarios/patterns
High model accuracy; new data is continuously fed 
back into the system to retrain models

Turnkey; no complex queue configuration

Key Capabilities

Datapoints used to drive 
call routing logic

Outcomes analysis

Call routing rule creation

Model Accuracy

Configuration & 
Maintenance



Q&A
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