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520 Oof consumers use

3 or 4 channels

0 of consumers use 0 of consumers use
25 /0 1 or 2 channels 22 /05 or more channels
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1 channel 2 channels 3 channels 4 channels 5 or more channels
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Customer Journey

i Web (search, comparison

External R4 shopping, etc.)

digital _ _
G el <4 Social (social network,
s rEViews, community, etc.)

®)(A) Digital content (video,
@@ editorial, etc.)

E_j Company website
Branded

digital D Mobile (apps, mobile Web)
touchpoints

Tablet (apps, Web)

In-store device (kiosk,
associate device, etc.)

Traditional
touchpoints

=X : Forrester Research, Inc ,
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Cross Channel Customer eXperience

Web Self-Service Call / IVR Contact Center

S Genesys 6

© 2014, Genesys. All rights reserved.



Cross Channel Customer eXperience
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Cross Channel Customer eXperience

Web Self-Service Call /IVR Contact Center Social

|
&

© 2014, Genesys. Al rights

S Genesys



Cross Channel Customer eXperience

GENESYS CUSTOMER EXPERIENCE PLATFORM N

Web Self-Service Call /IVR Contact Center

Customer Experience 7|8t IVR & E5}(

CHZIAZE Ble JEHE M
ol Z

= 2K off 2

S Genesys S

© 2014, Genesys. All rights reserved.



The Rise of Digital Touchpoints and Channels

10%

Leakage of loyalty when
web self-service fails

8

I
Voic Service
u Contact Center

»
FAIL- @
Web Sel&Service G"

T\ g

' 1 0/ Callers who first
n£ ! 58A) used web in current

transaction

i

—
~

0/ Callers on web while
34A) talking to a rep

Source: CEB
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Churn and Effort in The Customer Journey

Sales Support Back Office Billing

On-Boarding
Journey
Loyalty Leakage 100% Journey CSAT

| —
Average / / / S

i (90% s‘ S
CSAT Scores °

Leakage * Poor self-service Transfers * Transfers * Unexpected bill
Drivers * Transfers * Long holds * Reschedules * Repeat interactions
* Repeating Info * Repeat Calls  * Missed SLA * Transfers
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Today’s CX Challenge

Experience Self-service failings, long hold times, repeating

information, transfers, missed promises and

unnecessary repeat interactions

For the Customer

* Disjointed Touchpoints
and Channels

* High Customer Effort

* Impersonal

* Ineffective Self-service

* Poor Agent Suitability

No Proactivity

Customer Result

S Genesys

Increased Churn
* Lower Revenue

* Employee Turnover
* Under Utilization of
Key Resources

For the Business

Higher Cost to Serve
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Optimal Customer Journey Re-Design

On-Boarding
Journey
L &

Website !ﬂ’
IVIAC‘JFE)SG @ Nsms i
Contact :"‘"
Center .
Branch @
Direct
to Expert g
Back ‘ ..SMS_‘
Office

*Don’t try and please everyone
* Optimize the journey not the touchpoint
* Manage the transitions
S Genesys &

© 2014, Genesys. All rights reserved.



Design Your CX with True Journey Orchestration
It is more than Interaction Routing

Runtime SCXML (¥ .
State Engine (° &

Inizracas Flow

== EEEH Time Delay
Predictive
State/Context Automation
Inmacin Next Best ;u;penqt
H BEa H Action ersis Personalized
State — Suspend
SMS fE & Per5|st
Resume
Journe
External Systems Y
N ] Analytics
Persistence
& and State & I
Source I ate l I
) . . Context
Monltormg oriea) [l
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Genesys Customer Experience Platform

Mobile Marketing Contact  Direct Back Store/
Voice IVR  Website ~ App Social Promotion Center toExpert Office  Branch

DOOOIDOOD

Customer Service eCommerce Payment & Collections

| Telemarketing & Sales I | Mobile Marketing |

CUSTOMER

EXPERIENCE

PLATFORM

_ Cloud Hybrid On-Premises
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Genesys Customer Experience Platform

Customer Engagement

Self-Service Human-Assisted Feedback and

Proactive Expectation Touchpoints Channels Touchpoints

Setting and Engagement Follow-up
Voice IVR Contact Center

* Proactive Notifications

* Proactive Self-Service
Engagement

* Customer Offers

* Journey Specific

Direct to Expert . Surveys

* Speech/Text Analytics
* Notifications

e Automated WFO Cycle
e Customer Offers
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Three Benefits to Focusing on CX

Genesys

CUSTOMER
EXPERIENCE

PLATFORM

Good Customer Experience is
Good Business

Consistent Multi-Channel Customer
Journeys Lower Your Cost to Serve

Your customers Expect a Low Effort
Experience — and Stay with You
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