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How to wow and keep 
it Consistent?

• Handling email and chat

• Recording & Quality

• Remembering everything



Consistent User Interface

Genesys confidential and proprietary information. 
Unauthorized disclosure is prohibited. 3

◦ Same interface for

• Chat

• Email

• Social

• SMS/Message

• CallBack

• Voice

◦ Easy to Learn / Train

◦ Promote digital to voice

◦ Canned Responses, Customer Profiles, 
Scripts, Notes and Wrap Up Codes



Retain Learning

◦ Record all interaction types

◦ Quality review and score all 
interaction types

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

◦ Instil required behaviour 
change

◦ Compliance
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Remember everything
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◦ Event based External Contacts 
profile

• All prior interactions

• Message

• Email

• Voice 

• Chat x 2

• Etc.

◦ Associate unidentified Interactions

◦ Agent “in step” with customers 
activity



Customer Channels

Phone

Web Chat

Email

Web / Co-Browse

SMS

Social Media

Mobile

Contact Centre
Resources

In house agents

Outsourced Agents

Work at home Agents

Experts

Self Service

PureCloud
Contact Center

Call Recording / Screen Recording     Realtime Monitoring

Quality Management    Workforce Management

Data and Analytics

Performance

Integrations

Journey Mapping   Object Routing

Webhooks Screen Pop     CRM     WFM

Data Dips  / Web Services     Salesforce     Zendesk

Blended

Inbound and 

Outbound 

Blended

Inbound and 

Outbound 
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