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Enriching human connections with AI 



Genesys confidential and proprietary information. Unauthorized disclosure is prohibited.

Genesys® is a global Cloud leader in customer experience orchestration

Customers in a
100+ countries

7,000+ Customers 
and Growing

55 of Fortune 100 
Companies rely on us

1500+ partners

Billions 
of Interactions/year

6,000+ employees 
around the world

As of August 2021
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Financial Sector Industrial Sector Technology Sector

Public Sector Health Sector Retail Sector

Trusted by SOME OF The most recognised global brands



50% contact centres run in 
the cloud

By the end of this year

70% of contact centers to 
use AI

85% service interactions will 
be ‘virtual’
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AI is a co-worker which enables

“AI comes of age: Putting customers and employees at the heart of data-driven journeys,” The Economist, 2021

Automation of simple, 
transactional conversations

Deeper insights 

Improved compliance and 
quality assurance
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Benefits experienced by early Adopters

Increased 
customer loyalty

Increased revenue

Increased customer 
satisfaction

Increased Employee 
satisfaction

“AI comes of age: Putting customers and employees at the heart of data-driven journeys,” The Economist, 2021
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Focus Areas for 
AI Adopters 

Intelligent virtual 
assistance

Intelligent routing

“AI comes of age: Putting customers and employees at the heart of data-driven journeys,” The Economist, 2021



How can You Enrich Customer engagement 
with AI today



Demand for Empathy

Know who I am

Understand how I feel & 
act accordingly

Get it done & 
delight me

Know what I need

Know how I got here

Don’t waste my 
time
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Real business value

Empathy Trust Loyalty

Loyalty Leaders grow revenue 2.5X 
as fast as their industry peers

- Harvard Business Review

2.5X
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Empathy in Action



Genesys AI – Better than the sum of its parts

Chatbots
Voicebots

Wem

Predictive 
engagement

Predictive
routing

Agent assist



Let’s see it in action!



Demo # 1 TRANSFORM SELF-SERVICE
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Intelligently predicted 
best offering to 

present to Carol based 
on her behaviors

Personalized 
Carol’s 

experience

Connected customer 
data for effective 

self-service

Support Center 

Genesys Predictive Engagement

Digital bot flows



Demo # 2 CONNECT EMPLOYEES TO KEY INSIGHTS
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Agent Assist 
intelligently sourced 

and delivered 
answers quickly

Identity stitching for customer journey

Genesys Predictive Routing

Agent desktop and Agent Assist Knowledge surfacing

Optimized queues and 
intelligent routing 
connects the right 

customer to the right 
agent quickly

Intuitive desktop 
experience allowed 
Justin to ramp quickly & 
support multiple 
customers 
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Empathy In actionOrganisations putting empathy into action with AI



Thank you for listening!
Want to find out more about how Genesys can unlock great CX for your organisation? 

Join my colleagues at our Genesys booth today!

Sign up to our annual virtual event!

Search for x
Xperience Genesys 2022 or visit
https://xperience.genesys.com/s/genesys-xperience/home
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Virtual event 8th and 9th

June 2022

Sign up to 
Genesys
Xperience
today!


