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Shopping cart abandonment rate

71.98% 71.16%
68.87%
0,
........................................ 66,08.,6..64.'76%...... ..

68.07% 68.53% 68.63% 69.23%

oy 61-36% 62.01%

Abandonment rate
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@ Leatha Fadel Customer Journey

Email: leatha fadel test@email.com Web visit Page views: 3 Duration: & minute 16201
Organisation: Gamestop

Location: Grapevine, Texas Universal Insurance (o]
Time on site: 7 minutes Y

B s & 1 sitevisit

Claim Centre

25 o g A

Life Insurance

Salesforce details Homs Insurancs
Family name Fadel Request gquote
Given name Leatha :
Payment detsails
Display name Leatha Fadel
Organisation Gamestop Outcome Scores Q
Lead Source Altocloud - . . - o ‘
ustomer Browsing Page views Visits Organisation Location Outcome score
Lead Status Working - contacted
L ] Sandrine Reichel Payment 13 1 WABCO Holdings Rochester Hills, Michigan —
uiD D001 23456T7892abe
L] Alek Murazik Life Insurance 6 12 United Natural Foods Providence, Rhode Island —
Persona matches
Karolann Waelchi Life Insurance 3 3 INTL FCStone Mew York, New York —
Hot prospect Firefox
L ] Jevon Metz Auto Insurance 1 2 Mational Mortgage. Coppell, Texas  —
Margaretta Grant Home Insurance 5 13 ATET Dallas, Texas —
Outcome scores
L ] Deann Carter Home Insurance a 15 General Growth Pro. Plymouth, Minnesota —
Made payment
_— Vinnie Johns Home Insurance 24 3 American National Chicago, lllincis —
Requested quote Welva Heller Business Insurance 12 a Westinghouse Air B... Galveston, Texas —

3 GENESYS 17



Customer Journey
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Journey Analytics  Visitors

Outcome Scores

e Customer Browsing Page views Visits Organisation

Sandrine Reichel Payment 13 1 WABCO Holdings

Alek Murazik Life Insurance 6 12 United Natural Foods

Karolann Waelchi Life Insurance 3 3 INTL FCStane
Jevon Metz Auto Insurance 1 2 Mational Mortgage...
Margaretta Grant Home Insurance 5 13 ATET

il Growth Pro...
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Deann Carter
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Location Outcome score

New York, New York —

Coppell, Texas

Dallas, Texas —

Plymouth, Minnesota

Chicago, lllinois
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Reduce Abandons 0]

Choose customer engagement

Choose persona match to trigger an action map when a customer's journey pattern is an exact match.

User activity Choose user activity ta trigger an action map when a customer's journey pattern is a partial match.

Choose personas

m or NEA -- First Time Buyer Hot Prospect [Requested Quote] Clalm Centre Abandoned Quote
Business Insurance Praspect Spark HR Recruiting Cisco Spark Video Persona
Claim Payment Status Search Bucher&Suter Persona Abandon Checkout MBA, - Life Claim

NEBA - Promo Bundle Hot Praspect [Exatle Car Quate]

Route fo Team

Configure Custormer Engagement

Default auto insurance business insurance

heme insurance Claim centre life insurance video
Engage using
Secondary Persona Routing
Chat S5MS5 Content Survey Email Wideo Webhook 7H O | 7 O X
A4 0l 1| | Al
Configure Outcome Probability (Optional) Al ] E o-l
Set likelihood to achieve outcome Detect change In behaviour @
Requested _ v

Reset

A customer that is 80% likely to Requested Quote but then changes to 40%

Requested Quote

3 GENESYS

Abandoned Form - Sign Up



S GENESYS

LS -,

o
2]
o
=}
z
=
o
=

S3SNOdSIH B

3smous-03 [

W aam

21



AFCEALO| A 28 of & of CiSH EArE FZ

Case Information

o Leatha Fadel Customer Journey
Origin: Inbound

:
-

Email: leatha. fadel.test@email. com Web visit Page views: 3 Duration: A minute 6:01

~ Leatha Fadel ] connected Organisation: Gamestop
Location: Grapevine, Texas Universal Insurance o
[6:47:54 AM] . Time on site: T minutes e
New party ‘Leatha Fadel’ has joined the sess) B
1
[6:47:58 AM] B & O isitevisit

Life Insurance

=
5
System: agent will join you shortly. 8
[6:48:06 AM] é salesforce details Heme insumnce
< Family name Fadel Request quate O—o-\
New party ‘21001 has joined the Session.. Given name L Payment details o—
Display name Leatha Fadel
Organisation Gamestop
E Lead Source AMtocloud
8 Lead Status Working - contacted
ﬁ uiD 0001234567892abe

Persona matches

TS D

Outcome scores

Made payment

Requested quote

Type something.
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Welcome to Worldwide Electronics Store

1 Shop R My Account

Session ID: 644-698-426

Live Chat

Chat Started

Home agent will be with you shortly ...

ui_test agent 21-14 Connected

@ ul_test_agent_21-14
Hello! Please start Co-browse

session 3)

4:06 PM

S GENESYS

Workspace

John Jackson

Origin: Inbound chat

Dol 2 XY

~ JohnJackson ) Connected

|4:01:03 PM|] John Jackson: New part

Jackson hae_: ned the session

y 'Joh

[4:01:05 PM] system: agent will be with you

|4:01:10 PM| Ul Test Agent: New party ‘Ul Test

Agent’ has joined the session

[4:06:52 PM] Ul Test Agent: Hello! Please start

Co-browse session )

|4:07:04 PM] John Jackson: {start:821

|4:07:34 PM| John Jackson: {stz
[4:13:19 PM] John Jackson: {s

Dispositions Note

906818

O

[2]

b

2

g * Velcome to Worldwide Electronic

™

@ Store Locator @b Track Your Order 1 Shop R My Account

8 Home AboutUs  Blog Pages Features ContactUs
z

B

0

-]

Support (+800) 856 80
Email: info@electro.com

£ A 31
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Genesys Al Platform

Chat bot
Voice bot
@ Kate Virtual Assistant
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Thank you!

Jun-Kyoung Yoon
CX Solutions Consultant

Junkyoung.yoon@genesys.com



