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How to Give the s

Wow Factor
on Email &

Live Chat 0




How to wow and keep
it Consistent?

* Handling email and chat
e Recording & Quality

* Remembering everything
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Consistent User Interface

Performance ~ Admin

Directory ~ Documents Reports

Interactions # L& e michael.murphy@genesys.com 5

o Same interface for
B 4:15 _, @

Tom Wiggins
e Chat Region EMEA -... - 408
. Meed an a delivery date
e Email
Tim Peake ® 8:07 michael.murphy@g... Hi Felicity Jones, Where is my stuff
e Social Region EMEA -..

Sales.Operations-E... We are somry that you did not recieve your paper.

michael.murphyi@g... Hi Felicity Jones, “Where

e SMS/Message
e C(CallBack
e \oice

Sales.Operations-E... Free We are somy that you did not recieve your

michael.murphy@genesys.com

Hi Felicity Jones,
o Easy to Learn / Train Plese

o Promote digital to voice

o Canned Responses, Customer Profiles,
Scripts, Notes and Wrap Up Codes
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Retain Learning

o Record all interaction types

o Quality review and score all
interaction types

o Agents invited to review their
evaluation, score and sign off
with agreement or comment

o |nstil required behaviour
change

o Compliance
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7 How & Be agent sound dunng the call

The Agent loves hivher Ko
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The agent woGld rafher De somewhere sise
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Remember everything

o Event based External Contacts

profile

e All prior interactions

e Message
e Email

e Voice

e Chatx?2
e Etc.

o Associate unidentified Interactions

o Agent “in step” with customers

activity
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Call Recording / Screen Recording Realtime Monitoring

Quality Management Workforce Management
Data and Analytics
Customer Channels

Performance

Phone

Web Chat

Blended Blended

Email

Inbound and Inbound and

PureCloud

Web / Co-Browse
Contact Center

Outbound Outbound

SMS
Social Media

Integrations
Mobile

Journey Mapping Object Routing
Webhooks Screen Pop CRM WFM
GENESYS Data Dips / Web Services Salesforce Zendesk

Contact Centre
Resources

In house agents
Outsourced Agents
Work at home Agents
Experts

Self Service



Thank You

Visit www.genesys.com or michael.murphy@genesys.com for more information
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