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Know what
I'm thinking?

'm Your Customer:
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Telephone

Email

IVR (touch-tone/speech)

Website (incl. knowledge portals, peer-to-peer systems, etc.)
Social media (Facebook, Twitter, etc.)

SMS text

Web Chat (incl. instant messaging, co-browse)

Mobile application (smartphone, table apps)

Service kiosk support (i.e. branch walk-ins)

Other automated services (Internet of things
automated message push, etc)

Video Chat
Now @ Within 1 year No plans

Dimension Data’s 2015 Global Contact Centre Benchmarking Report
© Dimension Data 2009-2015
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94,

Of customers
with low effort
will repurchase

CUSTOMER CONTACT COUNCIL ®
An excerpt from Shifting the Loyalty Curve
Mitigating Disloyalty by Reducing Customer Effort

88

Of customers
with low effort
Increase
spend

96

Of customers
who put forth
high effort to
resolve their
ISSue are more
disloyal
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Customer experience management (CEM)
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Cloud-based business

Data science/big data

Digital products and services
Smart/Intelligent processes

Supply chain optimization and traceability
Sustainability

Internet of Things/Sensor networks
Product cost analytics

Social engagement (externally)
Enterprise mobility

Enhanced business reporting

M-Commerce

27%
24%
23%
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16% Source: Gartner Customer 360 Summit Presentation — How to Master

Customer Journey Analytics — Sept 2015

15%
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(650) 466-4038

HOME -

BANKING -
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CREDIT CARDS - LOAN CALCULATOR - LEARNING - CONTACT US

GENESYS KNOWLEDGE CEMTER

Help

3 Results | Here's

| have a Rollove
Absolutely. Once

I'll be relocating
Absolutely. Our e

How likely is it that you would recommend G-Bank to a Friend or colleague?

Colla )z )ls)lalls Jle )7 85 ] 1]

Mot likely at all Extremely likely
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Voice

Outbound Campaign
Email

Chat

SMS/MMS

Social

iWD

Video

Callback

IM

Voicemail

Agent scripting
Co-browse

Web Engagement
Knowledge Center
Soft SIP Endpoint
Skype for Business

= Genesys « Workspace

Note to Customer.
Account: 6503035252
Customer Segment: Gold

Tier of Customer:  Gold

~ Vesperlynd @ Connected © Outbound | 4E)]
From:  account@mobile.demo.genesysiab.com -
To.. Vesperl@gmail.com AddCc ~

Subject: New debit card

HTML ~ Segoe Ul > 9 -B U

Hello Vesper,

Thank you for contacting Premier Financial. As discussed on the phone your new debit card is
being sent in the mail. For security purpose you will receive the PIN in 3 separate mail. You can
review all the great new features of your new debit card and ATM locations at the following
website

www.pfs.com/debit_card

Zachary Pitts
Debit Card Services

Dispositions Note

Save

sultation: Rose S. Upchurch <SUP> © (00:04:34)
« Rose S. Upchurch <SUP> @ Connected
o end

[3:09:15 PM] Zachary S. Pitts: Hi Rose
¢ >M] Rose

Can you give me some advice on
Send

-]
m
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o
=
7]
m
17

A T Filter ~ Quick sear
Status Subject

=% Done Please take a survey
%, Done
w§  Done Chat Request

&= Done Chat Request

& Done Please take a survey
%% Done Chat Request

&% Done Chat Request

&= Done Please take a survey
ut, Done

Chat Request

I« « Page 4 of4+ »

Details Note Case Data

Chat session with Vesper Lynd. Duration: 5m57s

[12:31:31 PM] New party Vesper Lynd' has joined the session
[12:31:44 PM] Vesper Lynd: Hello need help

[12:32:09 PM] New party ‘Zachary S. Pitts' has joined the session
[12:32:24 PM] Zachary S. Pitts: how can | help?

[12:35:13 PM] Vesper Lynd: are you there

[12:35:44 PM] Zachary S. Pitts: yes

[12:38:06 PM] Party 'Zachary S. Pitts’ has left the session
[12:38:06 PM] Party Vesper Lynd' has left the session

Start Date

4/10/2014 12:54:22 PM
4/10/2014 12:51:46 PM
4/10/2014 12:49:45 PM
4/10/2014 12:48:42 PM
4/10/2014 12:48:42 PM
4/10/2014 12:46:53 PM
4/10/201412:38:18 PM
4/10/2014 12:38:18 PM
4/10/2014 12:3411 PM

4/10/201412:31:31 PM

End Date

4/10/201412:54:31 PM
4/10/2014 12:53:37 PM
4/10/201412:54:22 PM
4/10/201412:48:51 PM
4/10/2014 12:48:51 PM
4/10/2014 12:48:42 PM
4/10/201412:38:25 PM
4/10/2014 12:38:25 PM
4/10/201412:37:27 PM

4/10/201412:38:18 PM

achary S. Pitts ~

Ilb

My Channels
My Campaigns
My History

My Statistics

Contact Center Statistics
Processed by

Contact Directory
Steve Hammot

Zachary S. Pitt My Workbins

My Team Workbins
Zachary S. Pitt

My Interaction Queues
Steve Hammot

@ Personal Voicemail (3)
Steve Hammot

Zachary S. Pitt My Messages
Steve Hammond
Steve Hammond

Zachary S. Pitts

Zachary S. Pitts

31-400f40+ 10 ~ perpage
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Intraday Journeys

Journeys by Channel

Joumeys by Channel

Loan Application Journey Progress

Total Journeys started Journeys started ¢ Events started
Journeys started 494 @ T e s
D web 208 © Appointment Scheduled 227
L -
A 48 volce ~ 90 Application Submitted £]
,C emall 30 Missing Form
= J
Intraday Journeys _/ =
o chat 30 4 Loan Approved
Total A web 208 @ -
8 voice 90 sms 30 In-Branch Appointment
C emall 30
Journeys completed 484 D Others 120
we 60m =
.
®
Journeys by Type Journeys by Type Loan Selection Joumey Progr
4
= 5 5 Journeys started Events started
Name v Joumeys started v % Journeys star... v
= emm———
Loan Selection 147 28.65% @ Loan Calculator
e
Credit Card Selection 110 21.44% © Voice Callback
Loan Selection e
Loan Application 73 14.23% Appointment Scheduled
vy em——
Credit Card Applicat 37 L 7.21% A _I 47 High Value Loan
Auto Care Selection 374 T201% 4 Live Web Assistance
IC4
™
154
[C4

Loan Application Event Trending

¢ % Events completed ¢
Appoint 14.98%
Applicati 499% 4

oumey Analytics

Trends Distribution

A ney Types @ -
Tech Support

Billing

Purchasing

All Joumey Tags @ -

Tech Problem
Billing

Manager Request
Non-Smart phone
Internet

Service Complaint

Aggravated customer

Churn Risk

Phone

Plan

Sales opportunity

All Joumey S -
All Channels @ +
All Segments @ +
AUNPS @ +

Analysis

Oct 01

Dec02

Labeling Strategy. By Event Type ] Group by Paths by NPS

PURCHASE

Web Click 6

2
I

Voice:Call3

FLSEARCH
Web ClickS

E
Voice:Call:5

Chat:Message &

FESEARCH
_VoiceCall 1

ABANOON

Voice:Call:2

SELECT PRODUCT

AEENDON

VoiceCaltl DEPERTYY _Chat:Message:2
Chat:Message 9 Chat Me: 2 2ifa
B T ChatMessage:Z2 | ABANDON Branch Visit:6

Branch Visit:51

RESEARCH

Twitter Tweet:2

Web Click 89

| ChatMessage 57

Email Message 5

Faq:Search:78

PURCHASE

e
| Web:Click:9 —
RN

Email Message |

Web Click:S

Faq:Search:1§

ChatMessage:30

WebClick:5

FagSearch 18

Twitter Tweet:1

[web Click:23

| Web Click:4
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ﬁ Singtel & 4:29 pm

Office Genesys Okta Mobile Weather

: ‘-'
SlideShark BlueSky PFS Mobile Zalora
. . :

Hong Leon.. MyMaxis Lazada GBank Home

..

Digi iGDemo Singapore... TNB-CM

7 @ L4
“'.’A: ..
e "0 @ =
> 4 ~J ;

Gehesys Tools

5) deShark

" BlueSkybamo

Horizon

PFS Mobile

Lazada

GDemolEL..,

4:25 pm

Genesys Xc

WebRTC Demo

eves s

. Genasys Docs

( N
I—

WFM Demo

=

GBank Demo

Genesys Sy

=

Lync Cemo
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TEERS

Inovation :

Customer Info and Digital Hub
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Q&A

THANK YOU

WWW.genesys.com
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