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HOW CAN YOU DELIVER NEXT-GENERATION
CUSTOMER EXPERIENCE TODAY?
PROBLEM:

More Channels, More Touchpoints,
Higher Expectations, More Frustration
The present—and future—of your business is
constant change. It’s almost impossible to grow a
business or gain a competitive advantage playing
by traditional rules and processes. Yesterday’s
customers were grateful when they didn’t have
to repeat information. Now they expect a hyperpersonalized experience over all channels and fast
resolution times. They expect your employees to
know them and be empowered to resolve their
issue on the spot. To your customers, your business
has one face, is one organization and not a front
office or back office with different management
and different processes.
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Today, your business is only as good as your
customers’ perception of their last experience.
Success now requires the ability to build
exceptional relationships with effortless customer
journeys across all channels (voice and digital)
throughout the entire customer lifecycle.
The future of your business depends on the quality
of your customer engagement across all channels.
Setting yourself and your team up today to handle
evolving technology and customer expectations
will help you grow revenue, profitability, and
customer satisfaction.

“Genesys helps us deliver
on our goal of a ‘life-rich’
banking experience, which
means we are where our
customers want us to be,
making it easier for them
to engage with us on their
terms and ensuring we
deliver low-cost financial
products.”
PAUL CAHILL
Head of Digital Experience,
Credit Union Australia
Credit Union Australia is the largest
customer-owned financial institution
in Australia, with $12 billion in
assets and more than 430,000
customers.
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“The Genesys Project
has been a great success
in setting us up for the
future. The business as
a whole benefits from
the ability to better
understand customers
and their diverse needs,
and by empowering our
workforce to proactively
support customers with the
best experience possible.”
JINGER JUTLA
Senior Manager for 		
Enterprise Solutions, ICBC
The Insurance Corporation of
British Columbia (ICBC) is the sole
provider of basic auto insurance in
the Canadian province, handling
insurance claims, registration and
licensing with 26 contact centers.
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SOLUTION:

Complete Visibility to Deliver Effortless
Omnichannel Experiences
The Genesys Customer Experience Platform helps
you build lasting customer relationships and
deliver transformative business results by giving
you complete visibility into all customer activity
across all voice and digital channels.
Genesys solutions help you solve three key
business challenges that are fundamental to
customer experience:

#1: Creating Exceptional Relationships
with Your Customers
Your ability to recognize every customer’s intent,
history, and preferences, and identify the best
action to take next is key to an omnichannel
customer experience. Genesys unifies all voice
and digital channels, self-service, inbound and
outbound interactions, and work items to provide
rich contextual insights at each moment within a
customer journey.
This allows you to design and deliver seamless,
consistent, and effortless customer experiences
while increasing revenue, mindshare and customer
loyalty.
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#2: Making Your Employees the CEO
of Every Moment

#3: Using Innovation to
Optimize and Differentiate

People are still your most important asset
in delivering a next-generation customer
experience. Your ability to engage and empower
them directly impacts customer relationships.
Genesys administers agents and skills for all voice
and digital channels in one place for routing,
scheduling, and forecasting. One screen delivers
the full customer history across channels, so your
agents have the details necessary to resolve issues,
answer questions, and satisfy customers. This
results in better agent utilization and effectiveness,
improved employee retention and satisfaction, and
stronger customer relationships.

Customer experience also depends on the
optimization of business processes across your
organization. Genesys integrates channels
and operations with centralized management
capabilities, so you can ensure service levels are
met across your organization, schedule correctly,
and use context and business rules to identify the
right people to address customer needs. Tasks
are streamlined, costs are reduced, processes and
technologies are set up to evolve, and customers
receive a seamless experience across their
omnichannel journeys.
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WHAT CAN THE GENESYS CUSTOMER
EXPERIENCE PLATFORM DO FOR YOU?
“Not only has Genesys
enabled us to consolidate
our disconnected
channels into an
integrated customer
experience platform, it has
considerably reduced the
total cost of ownership
for our company. We
strive to provide the
best experiences for
our customers and look
forward to continuing
to build our brand with
Genesys in the future.”
KRISHNAN GOVINDAN
Head of Customer Service,
ICICI Bank
ICICI is India’s largest private-sector
bank with a network of 4,050
branches and 12,475 ATMs across
the country.
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Deliver Exceptional
Customer Experiences
Genesys helps you design and manage better
customer journeys. With visibility into all previous
customer interactions across all channels, you
can deliver a personalized, seamless customer
experience that minimizes customer effort every
time they contact you. By helping you streamline
processes and operations and improve agent
productivity, Genesys reduces the time it takes to
deliver that experience. This has helped Genesys
customers achieve benefits including:
• 50% reduction in customer abandonment
at key points in the customer journey
• 30% higher CSAT rating than
competitors’ scores
• 96% first contact resolution

Improve Employee Engagement
Genesys helps you make the most of your
most important asset, your people. Agents are
empowered with the context of the customer’s
entire history in a single desktop, making it easier
for them to provide seamless service. A single
platform for all channels provides the opportunity
for building skills and supports increased
training and better coaching. Supervisors can
more accurately schedule and forecast, which
increases agent satisfaction. Improving employee
engagement has helped Genesys customers to
accomplish:
• 15% increase in agent productivity
• 700% improvement in task processing time
• 82% reduction in time to onboard
or upgrade customers
• Zero staff turnover, down from 20%
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Better Manage Customer Journeys
Genesys helps you provide the right journey for
every customer. Tools built with the expertise of
handling billions of customer journeys help you
manage every journey across all channels, all tasks,
and all locations. You have full visibility into every
touchpoint in the customer journey, and the ability
to scale these insights across regions or globally to
continue to provide excellent customer journeys
as your business grows. Better customer journeys
have helped Genesys customers:
•
•
•
•
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Gain a 360-degree view into every customer
Improve customer engagement
Improve customer acquisition and retention
Increase customer satisfaction

Deliver Better Business Results

“With today’s market
dynamics, society is at an
age of transformation. All
of these developments
impact our business
model. This is where
Genesys helps us link
all these developments
together, providing a
differentiated customer
experience.”
MARCOS BERALDO
Business Unit Director,
Atento
Atento is the largest provider
of CRM and business-process
outsourcing (BPO) in Latin America
and Spain, serving more than 400
clients from offices in 14 countries.

Genesys helps you deliver a wide range of better
business outcomes and run your business as a
smart business. Increasing customer satisfaction
helps you keep customers and attract new ones
with your positive reputation, which also increases
revenue. You can also achieve substantial cost
savings. Genesys proactive communications and
interaction recording solutions help you maintain
compliance and avoid penalties. From better
management that increases agent utilization, to
streamlined business processes that reduce task
completion times, to intelligent, personalized
self-service that satisfies customers without
requiring agent assistance, Genesys helps
you significantly increase revenue and reduce
operational costs. Among the business results
Genesys customers have been able to achieve:
•
•
•
•
•

30% increase in eCommerce conversion
34% increase in back office productivity
12.5% improvement in agent handle time
$1.1 million increased revenue
$2 million in annual operational savings

“Genesys is very powerful
and flexible. You can do
whatever you want with it.
It gives us the flexibility to
be truly innovative, which
has been the key to our
success so far.”
SALAH FATEEN
IT CRM Platforms Manager,
Etisalat
Etisalat is Egypt’s leading mobile
telecommunications provider with
over 35 million customers.
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GENESYS CUSTOMER EXPERIENCE
PLATFORM PORTFOLIO
GENESYS CUSTOMER
EXPERIENCE PLATFORM

Deliver Hyper-Personalized
Customer Engagement
The Genesys Customer Experience Platform is a
true system of engagement, comprised of a single,
integrated platform that connects to integrated
systems of record such as financial, HR, order
processing, inventory, and CRM solutions, and
works across all customer touchpoints, including
the contact center, to efficiently manage customer
engagement at scale. Unlike systems of record, it
is purpose-built to deliver personalized customer
engagement and real-time decision-making
with the flexibility to easily scale as customer
expectations and requirements evolve.
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GENESYS SOLUTION SET

Customer
Engagement

Design exceptional
relationships with all
your customers

Employee
Engagement

Empower your staff
to be the CEO of your
customers’ journey

Business
Optimization

Run your business
as a smart business

Omnichannel
Orchestration

Workforce
Optimization

Back Office and
Branch Integration

Micro Applications

Omnichannel
Agent Workspace

Workload
Management

Agent Knowledge

Omnichannel
Journey Analytics

Digital Automation
HyperPersonalization
Notification
Services

Collaboration

Compliance
and Security
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GENESYS OMNICHANNEL ENGAGEMENT
Deliver personalized, predictable
and proactive experiences

CUSTOMER
EXPERIENCE
PLATFORM

Route each interaction to the
best resource possible
Support all channels—voice and
digital—across your entire enterprise
Monitor and manage
your global operations

CUSTOMER

Consistently manage your
workforce across all channels
Empower with a single
omnichannel desktop
Proactively monitor and engage on
your website or mobile application
Meet and predict customer
commitments in real time
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FITS YOUR NEEDS TODAY AND TOMORROW
The Genesys Customer Experience Platform Portfolio can be deployed onpremises, in the cloud, or in a hybrid deployment. No matter what size your
company is today or how fast you want to grow, the Genesys Customer
Experience Platform can help your business deliver a consistent, seamless,
and personalized next-generation customer experience across all touchpoints,
channels, and interactions.

“Genesys cloud-based
services have had a real
impact on our bottom
line, not only decreasing
call center labor costs, but
also increasing revenue by

GENESYS CUSTOMER EXPERIENCE PLATFORM PORTFOLIO

158% ROI Over
Five Years

Payback in 12.8
Months

enhancing the customer’s
experience.”
MICHELE HUGHES
Director of Call Center Operations,
Securus
US-based Securus provides
communications services to
approximately 3,400 correctional
facilities and to 1.2 million inmates
across North America.

$20M+ Reduction in
Infrastructure Costs
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$7600+ NPV Per
Agent License
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GENESYS TIMELINE
1999

Interactions begin moving from
voice-only to multiple channels as
customers want more ways to
contact businesses

2006

2016

Contact center infrastructure migrates
from legacy TDM to SIP for reduced
costs, contact center virtualization,
and multimedia interactions

Customer interactions evolve from
many siloed channels into a single,
effortless, omnichannel
customer journey

OMNICHANNEL ENGAGEMENT ERA

CONTACT CENTER ERA

CALL CENTER ERA

“People believe that products
and experiences are different,

1995

Call handling moves beyond
simple call distribution via ACD
to CTI, which provides relevant
data to agents along with the call
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2001

Self-service evolves from IVRs
with push-button functionality
to VXML voice applications
for more natural interactions

2012

Companies seeking to
implement more powerful
contact centers at a lower
cost drive the movement
from on-premises to cloud

when in fact the experience is
the product.”
STEVE MAIDMENT
General Manager - Digital Channels and
Innovation, Australia Post
Australia Post and its transport and logistics
company, StarTrack, comprise Australia’s
largest retail network and deliver 12.6
million items to 11.3 million addresses
every day.
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Genesys® powers 25 billion of the world’s best customer experiences
annually, putting the customer at the center of all it does. More than
10,000 companies in 100 countries trust the industry’s #1 customer
experience platform to orchestrate omnichannel customer journeys for
lasting relationships. Genesys is the only company recognized by top
industry analysts for leadership in both cloud and on-premise customer
engagement solutions.
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