Webinar

on Email &
Live Chat

O How to Give the.w
O Mlke Murphy Wow factor .
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Choice!

LIve Assistance

How would you like to get in touch?

AR

o Inform

c Empower
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Accessible

o Customisable, extensible, ordered list of Channels

o Estimated Wait Time affects channel visibility ve Assistance

How would you like to get in touch?

Web Chat
How would you like to get in touch? Sp—
: 5 Mins
IZ Send Email
=) | B4 R %

Available

Web Chat Send Emall CallUs Receive a Call Co-browse

Call Us

A 9 Mins

L_/ Receive a Call
A 9 Mins




Genesys Widgets — Powered by Genesys

arguscarhire.com €v Qv Manage booking | Help \’/ & My Account \j

I Privat  Féretag VATTENFALL & Loggain @ Andraspraik v Q Sok

Whirlpool

OUTLET [ PRl «, Flccol

RALPH LAUREN‘A‘ wa 8 @

BABY HOME GIFTS cusToMIZE BRANDS SALE

| Mina sidor

40% OFF WHEN YOU

ND $125 OR MORE WITH CODE MERRY Detalls

RALPH LAUREN HOME Live Chat

Holiday 2017 BN . i : 0 Chart S
The ultimate destination for timeless : 5 .T‘

Your estimated wait time is 2 minutes.

décor, elegant gifts, and more James Bond =

© Live Chat

Branar connectea

We are experiencing a high volume of
chats. Your business is important to us, and
we will be with you momentarily.

Bond
SHOP HOLIDAY FAVORITES > Epostadress

james bond@genesys.com

Booking

= [

Brandi
A i James, this Is Brandi,
how can | help you today?

Your estimated wait time is 1 minute. Avbryt

Sen, och kan darfor bac
redd att ta risken att p:

Powered by & Genesys

HOME: SHOP BY CATEGORY James Bond n
Hi Brandi

e
i Poweredby & Genesys

Vattenfall Cartrawler
Whirlpool

Ralph Lauren 4
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Widget Chat

o Registration form (can be pre-filled and auto-submitted)

> New message notification when minimized _ O Live Chat

€  C | ® Notsecure | webbuiktinmlab.com/webapps/webic/chent_team_dp21]
Faon QP KXY Y 20 ¢ i B@on e e Sofia Loren Connected

James Bond g ?
Hello Sofia, | want to check status

o File Transfer "

o Session restoration across pages (same domain)

o Typing Notifications () sotmiam

Good morning James, sure let me
check for you

o Typing Preview

& Live Chat

2 GENESYS




v

Recording Quality Workforce
Management Management

S GENESYS



Recording of Digital Channels

Ad-hoc recording

* Real-time monitoring

e Search to locate interactions
* Annotate a recording

e Evaluations

e Performance feedback

e Calibration for scoring consistency

* Interaction storage

3 GENESYS ;



Workforce Management

The right staff,
At the right time,

At the right place.

S GENESYS

*

% Forecasting

g
@ Adherence

Scheduling

@ Monitoring



Omnichannel
Analytics

Recordings

3 GENESYS

Email

Chat

Social Media

Asynchronous
Messaging



AltoCloud

Superior business outcomes
for all Genesys customers
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The winners

Understand and identify
website visitors to enable
inside sales teams to reach
out at the right moments and
control cost of sales.

Integrate with campaigns and
banner ads to qualify and
move prospects into the sales
pipeline more efficiently and

accurately attribute.
®

3 GENESYS

Inside

Sales

eCommerce

Marketing

Customer
Service

Analyze and shape customer
journeys with real-time

communications and content

offers to increase conversion

rates and average order values.

Improve customer experiences

with faster resolutions and
make customer service reps
smarter and more effective.
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Thank You

Visit www.genesys.com or call +44 1276 457000 for more information
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