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Tomorrow must be different
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Advisor

Tech that's easy to learn / use
Scripting / canned responses

All work types one tool

Internet / headset / costs?

Work anywhere anytime

Team chat / supervisor chat
Gamification ‘cause | am the best
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Employee Mobility
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You can't walk past an agent’s desk anymore

Work-at-home mandates have changed how
you can manage your employees.

« Assuring hourly compliance with schedules
becomes more complicated

* Engaging employees with in-person guidance and
activities is off the table
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Supervisor

Visible & available
Quality manage everything
Transcribe / analyze everything
Exceptions only;
Workforce Management tasks
Quality tasks
Adherence tasks
otherwise automate

Coach / learning / development
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Voice Transcription




Sentiment Analysis Markers and
Updated Interaction Detail View

Updated Waveform View

Sentiment Markers :
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Digital teams swamped
Voice teams idle
Under licensed AND over licensed

Customer satistaction suffering
-rustrated advisors
Unexpected costs

Plan changed again
Automation

Security and Compliance
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Standards, certifications, & regulations worldwide

SOC 2
Controls over security, availability, and
confidentiality

LLEHT

GDPR
Support for complying with stronger EU data A
protection laws 3

ISO 27001
Managing information risks

Code of Practice for Protecting Personal -

ISO 27018 lwh?é'&?%ﬂ“e"é
Data in the Cloud ’mn

PCI
Protecting customers’ card information

HIPAA
Protecting health information

Privacy Shield
Compliance with US-EU data transfer
requirements

CCPA
Support for complying with California
Privacy law through GDPR API
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Executive

Why?
always hard / difficult
another upgrade
improvement takes to long
still waiting for..
My peers have overtaken me
charges for change
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Answer ... It's the technology!
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The solution

o Customers tell us they want
o Realistic numbers
o Reliability
o Future orientated
o Optimised for workforce
o Focused for Customer Experience

o Must be..
o Allin one
o Buy and Build and Bring
o Continuous innovation
o Cloud — NOT hosted, real Cloud



Thanks

michael.murphy@genesys.com

~ GENESYS



mailto:branding@genesys.com

