S Genesys

2015.12.10
MUAL =g 7
kuk-hwan.choi@genesys.com




q

-
(o]
| —

diL| 2 MIEH - CIXI2 MIcHel =

iz =
|1 O

o

ojc|of

A4

S Genesys

Confidential and Proprietary



CIXIE ME7L A8S T

Confidential and Proprietary @ GenesyS



CIXIE ME7L A8S T

4 Confidential and Proprietary @ GenesyS



I’ -8 A o P RS P RS R O

& fa <

A\ | /4 7 1\ 8

B Q) W
Q o X

©

Q

'Q@M



D0 s anbanbihe

SO




Mol FAIE Yol MtEls 3W ¥g

-

L Il Local Digital Global
Innovators
—I— Players

=1l Td 7L TIA

TESCO Bank KakaoPay

/'\ § .

= syrup @ pay | f~
\\l =

7 Confidential and Proprietary @ GenesyS


http://www.google.com.au/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&docid=HS2HvBQdyU5GwM&tbnid=W1a5wb-XvzvjOM:&ved=0CAUQjRw&url=http://ictde2013.org/payments.htm&ei=kn4AUuqnF4W4qAHxx4C4CA&bvm=bv.50310824,d.aWM&psig=AFQjCNEZQ-K6nrTt1IcERioGXM34VZg8JA&ust=1375850493069426

24 0jEjoje] FeF=o =iy

17H0| 59% HE 7} SNS Eoff Z4™H 2=

I
[j r-"'l_l 59%

AN

ll*

.

h E
o [ J

8 Confidential and Proprietary Cg GenesyS




0

ol

wmo o
] o &
e m_ oF
E i< MH
> Ol Hjn
~ 10 T

?

L7

4]
o

=
IREER

AL 23}




Power of One

“stLiol g




~—

ofLt2| Cl=}

shLto)
nklEEECE:

S} Genesys



&2 H0j of gL|ch

?!

ONE CUSTOMER CARE STRATEGY
pensonallzed ’rhe
SQ\F San\ce Humqn Touch g







£ Genesys

Genesys 2| XA CH

_I7H 7=|c|>:-|| =ci=Z0




Key #1
otLt2| CH=}




X[ /o4&
244
oo

£
n
to

} GO ﬁg&

16

S Genesys



<t USE Device = o Send Lt An-Defete

« Robyn S. Kerth - Workspace

) mernstes

INScd facebook

- Moho Sen @ Offne

- . o
e BAMNMFINANCIAL INSTITUTION

MO T

May 26 ot 5 33 P~ Totad Comemants
N was 5O Convenent Hanks gbank
! wan 30 great CX

© - Show restory
Comenerted by GBank a1 S 34 Pw

Thanka
Piease vt Chack g P

m; F o [ TSereg———————

[+

3 o

Peate  Weowo

B mas 4O COOvaraet  Thanas LA
Bt 0 great OX

SBane

Gw-.

e g aet remt Ve e s

e CHRRR ¥ O PONE W Bt e TR T S SN Bavmutn w0 Slee
C ot v rwd P §p o ataes Saw Paton catww con e
Cewvmne w6 plertoie ‘erne s B orw

PN rarn Tour Dot wi wot e Teted T W BT Becheie we lame

N —— |

L7

Confidential and Proprietary



SL| X2 ofd £tE|(Journey Management)

S} Genesys

Confidential and Proprietary

18



| &8 S Z=(Orchestration)

19

Rulesets Engine Persisted State &
Omnichannel Context

S Genesys



S} Genesys

Confidential and Proprietary

20



ofL} O|&o] X{'E = SA|l A& (Multimodality)

M SUA IL= SE S= HOI A
XHE! Co-Browsing =
AKX 2 FX|oZ&

Co-Browsing
< i

21 Confidential and Proprietary S—g GenesyS



Key #2

ofLt2| 1174




SLXZE d 23 ez ¥ X

e

2t 7+S

23

& ]
= Genesys
~ B r
@ kayPheips (@) 000920 © WETLEES 00:20:57
Account: 3038073763 =
Current Web Page: GBank - Car Loan Application %
=
Customer Segment: Gold 2
Engagement Start Page: GBank - Loan Calculator Results
GPE Engagement Reason: GBank High Value Loan Potential
igin: Q
Origin: Inbound chat g
~ KayPhelps Q Ended [ ) (11) 5
[2:16:21 PM] New party ‘Kay Phelps ' has joined the session
[2:16:32 PM] New party "Jason S. McKenna' has joined the
session
[2:17:02 PM] Kay Phelps : Let's get this loan underway. What is o
my next step? =]
[2:19:36 PM] Jason S. McKenna: You can go here to fill out your %
loan application o
[2:19:36 PM] "Jason S. McKenna' pushed the URL GBank - Car 5
Loan Application m
[2:37:20 PM] Party "Kay Phelps ' has left the session
[2:37:20 PM] Party "Jason S. McKenna' has left the session
x
m
w
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144 | JasonS.McKenna ~ & ~
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KPIs  Sentiment

# of Journeys

20

Avg Resolution Time

00:01:29 ©

Active Journeys
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Genesys + Jason S. McKenna - Workspace
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& KayPheips (@) 00:00:20

Account: 3038073763 '6
- c
Current Web Page: GBank - Car Loan Application =
Customer Segment: Gold 2
Engagement Start Page:  GBank - Loan Calculator Results
GPE Engagement Reason: GBank High Value Loan Potential
Origin: Inbound chat 8
=
>
~ KayPhelps Q) Connected K2 B0 9
[2:16:21 PM] New party 'Kay Phelps ' has joined the session
[2:16:32 PM] New party 'Jason S. McKenna' has joined the
session
[2:17:02 PM] Kay Phelps : Let's get this loan underway. What is o
my next step? =]
[2:19:36 PM] Jason S. McKenna: You can go here to fill out your ;
loan application =]
[2:19:36 PM] 'Jason S. McKenna' pushed the URL GBank - Car ﬁ
Loan Application m
=
m
7]
o
Send g
7]
- m
]
Dispositions Note
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m
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save | <
24

kayPheips () 000412 Y B~ Wig~

Activity: Current Visit ~

Jason 8. McKenna ~

Current Visit
Description Started Duration ~ URL
44/ GBank - Car Loan Application 2/20/2015 9:17-4TPM  00:00:00 http://demo. isp
[} oBank - Home 2/20/20159:17-:43PM  D0:00:02 http://demo.genesyslab com/ghank/home jsp
[ GBank - Car Loan Calculator 2/20/20159:17:22PM  00:00:20  http//demo.genesyslab.com/gbank/carloan.jsp
44l GBank - Loan Calculator Results  2/20/2015 9:14:57 PM http://demo. jsp
&) GBank - Car Loan Calculator 2/20/20159:14:38 PM http://demo om/gbank/carLoan.jsp
Page 1 of 1+ § 5 ~ perpage
Details
{2 gbank
(650) 466-4038

HOME . BANKING . CREDIT CARDS -

Car Loan Application

4

LOAN CALCULATOR -

LEARNING

CONTACT US
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