callcentre o0 ®

helper:
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Excellent Customer Service for Vulnerable People

A8 EE R

Predictive Routing gE=nlY 4
Virtual Assistant | | L

Analytics
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Automated Routing and Performance

N

Predictive
Routing

Customer profile
* Products
e Services
« Likes/dislikes
« Demographics
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Better Performance

Customer DNA

Outcomes

Employee profile

KPls
Likes/dislikes
Quality
Skills/knowledge
VoC, VoE



Introducing an Al-powered
Virtual Assistant for Agents

A virtual assistant

* Listens in real-time

» Provides guidance and
tips

* Proactively surfaces

information and next best
action
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Automated Agent Assistance

: John Doe e 00:46 u ‘2 "_’« "A"' ’Av

Case Information Contact

Origin Inbound Call .
Information History

Subject WWE Voice Demo

Segment Silver 3

. General
: JohnDoe @@ Connected

Title Select v
Dispositions Notes
= First Name

Last Name

Account Numbe

- Agent assist help

Phone Number

® Primary | am your Bot assistant, | am here to help
you during your current conversation
Email Address I"lth Juhn DDE

None v
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Automated Agent Assistance

¢ John Doe Q 00:46 Q e ‘.._,v ,‘Ab ,‘&v g

Case Information Contact Knowledge

Onigin Inbound Call ; >
Information History

Subject WWE Voice Demo

3

Segment Silver

General

John Doe (@ Connected
Title

Dispositions Notes

=3 First Name

Last Name Doe
Keywords picked up by Bot

Account Number ~ A73654774
Address 45 street name

Phone Number (s) not happy
intemnet

® Primary  None +1 750 4661241 & plans

Consultation None +1 850 3035252

Chatbot 07 €& Connected
Email Address Add new email

3 None jdoe@genesys.com €
| am your Bot assistant, | am here to help you o )
during your current conversation with John Doe

Chatbot_07

Offer available for John Doe:
lanite™ Internet 60u with unlimited usage for only 0

$59.99/mo, PLUS get a $50 bill credit! +
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Automated Agent Assistance

i JohnDoe (@ 0045 R

Case Information Knowledge

Origin inbound Call

Ignite™ Internet 60u with unlimited usage for only $59.99/mo, PLUS get a $50 bill credit! t
Subject WWE Voice Demo
October 18,2017 @ 34 2 min read

Segment Silver
* Was this helpful? & 9
! JohnDoe (@ Connected Includes subscription only, available with a Share Everything wireless plan or Rogers Ignite bundle with Ignite 30 or above, each on a 2-year term. Blackouts,

standard data overage/roaming charges and other restrictions apply. Blackouts are determined by NHL broadcast regulations and apply based on your
Dispositions  Notes location at time of viewing a live NHL game. In-market regional NHL games are not available on Rogers NHL LIVE™. Visit www.rogers.com/nhl for blackout
— details. A Full Season's Pass subscription includes live access to all out-of-market games and all national English-language games, including all Stanley
Cup® Playoffs games. Live access to national French-language games and live access to regional English- or French-language games from within the local
team broadcast region requires you to have a subscription to the broadcast channel airing the game with a participating TV provider. Full replays of all games
available regardiess of game type and region. Visit rogers.com/terms for full terms and conditions.

NHL and the NHL Shield are registered trademarks and NHL LIVE are trademarks of the National Hockey League. NHL and NHL team marks are the property
of the NHL and its teams. © NHL 2017. All Rights Reserved. © 2017 Rogers Communications Inc

Rogers / Current Offers

Consultation

Chatbot 07 €8 Connected

Q)

Chatbot_07 ‘
Offer available for John Doe:

Ignite™ Internet 60u with unlimited usage for only
$59.99/mo, PLUS get a $50 bill credit! /¥

3 GENESYS




3 GENESYS

Automated Agent Assistance

i JohnDoe (@ o045 QX RS .. s ;&.

Case Information
Origin Inbound Call
Subject WWE Voice Demo

Segment Silver

: JohnDoe @@ Connected

Dispositions  Notes
e

Consultation

Chatbot 07  §8 Connected
Chatbot_07

Offer available for John Doe:

Ignite™ Internet 60u with unlimited usage for only
$59.99/mo, PLUS get a $50 bill credit! t

Chatbot_07 1
Great work! Guide him to set up our self-service
account ©

)

Knowledge

Ignite™ Internet 60u with unlimited usage for only $59.99/mo, PLUS get a $50 bill credit! 1
1 October 18,2017 @ 34 [ 2 min read

* Was this helpful? &

Inciudes subscription only, available with a Share Everything wireless plan or Rogers Ignite bundle with Ignite 30 or above, each on a 2-year term. Blackouts,
standard data overage/roaming charges and other restrictions apply. Blackouts are determined by NHL broadcast requlations and apply based on your
location at time of viewing a live NHL game. In-market regional NHL games are not available on Rogers NHL LIVE™. Visit www.rogers.com/nhl for blackout
details. A Full Season's Pass subscription includes live access to all out-of-market games and all national English-language games, including all Stanley
Cup® Playoffs games. Live access to national French-language games and live access to regional English- or French-language games from within the local
team broadcast region requires you to have a subscription to the broadcast channel airing the game with a participating TV provider. Full replays of all games
available regardless of game type and region. Visit rogers.com/terms for full terms and conditions.

NHL and the NHL Shield are registered trademarks and NHL LIVE are trademarks of the National Hockey League. NHL and NHL team marks are the property
of the NHL and its teams. @ NHL 2017. All Rights Reserved. © 2017 Rogers Communications Inc.

Rogers / Current Offers

How to setup Self-Service account?

October 22,2017 @ 56 1 min read

* Was this helpful? 1

Rogers Self-Serve makes it easy for business owners to manage their Rogers products and services online, anytime and anywhere. It takes just minutes to
register, and then you can access your account, view billing details and much more. With the convenience of Self-Serve, you'll have more time to focus on
your business.

The registration process is quick and intuitive. Once you have an account, you can securely log in to Self-Serve using your computer or mobile devices.

Ta register, or for more information on Self-Serve account, please visit rogers.com/SS.

Rogers / Self-Serve




Introducing an Al-powered
Virtual Assistant for Agents

Al-assisted employees are
 Empowered

« Act faster

« Perform better

And happier because their
jobis

o Easier

* Enjoyable
« Motivating
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Automated Speech and Text Analytics

Sentiment

Intent

J‘L”J“LP 100% automated text transcriptions from audio




No matter how many engagern

automated,
shape tr

numan qualities wi

en

S dl€

| 3

Automation@Work

S GENESYS

Using Al to enhance human qualities in the workplace

WENE

e customer experience.



Thank You!

michael.murphy@genesys.com
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