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Retention is critical to business success

An experience economy with an 
overwhelming amount of choices

1 in 2 customers say 
they would switch to a 
new brand after one 
bad experience

Contact centers are 
experiencing 58% 
agent turnover rate 
year over year (ICMI)
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Limited sharing of customer 
& employee insights

Increased friction 
impacting customer loyalty

Increased costs 
from complexity
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solves problems in isolation, so 
you're missing the bigger picture
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Your time is spent on 
managing Complexity, causing
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• Emails
• Social media
• Search
• Websites
• Coupons
• In-store
• Events
• Digital Ads

• Text
• Call
• Chat/Social
• In-person
• Comments/Reviews

• Make a change
• Resolve an Issue
• Onboard/Activate
• Payment
• Shop/Purchase
• Usage Journey

• Self-service
• Bot assisted
• Human assisted
• Messaging app
• Email
• SMS
• Voice

Where they 
have been

How they engage

What they seek
On their terms

Understanding every customers to purchase or path to service



Genesys confidential and proprietary information. Unauthorized disclosure is prohibited.

Listen to the events that 
impact that experience with 

your company

Listen

Capture data, predict 
outcomes & intents and 

recommend actions

Understand
& Predict

Act in the moment of truth 
and empower resources to 

achieve outcomes

Act

Capture outcomes and 
continually improve the 
customer & employee 

experience

Learn

Using infused with 
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is the 

coordination of technology that empowers your 

organization to build better relationships – at 

scale.

Orchestrate a connected journey for both 

customers and agents with a

Transform your customer experience with Genesys Cloud CX
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Experience

Efficiency

EmployeesCustomers



AI powers Manufacturing 
supply chains & assembly lines

AI helps diagnose and treat disease 
with more precision

AI powers self-service, analytics, 
and workforce for customer service



Security fears and a lack of confidence in how AI is 
applied. 

Trust

Complexity8%
Actual AI Usage 

for Service 
Interactions 

(Gartner)

AI perceived as series of long, complex science 
projects. 

Talent

Perception that AI requires expensive, specialized talent 
to develop. 



Meets and exceeds modern security standards within 
strict AI Ethics guidelines.

Trusted, Proven, Secure

Reduce Complexity
Turnkey, ready to use, explainable. Usable on day 1.

Less Specialized Talent

Broad applicability reduces need for AI developers to fill 
in feature gaps.

A unified AI foundation 
that powers Genesys 

Cloud CX

Genesy
s AI



Email

SMS

Voice

Social Channels

Base Services

Analytics Services

AI-Enabled Application Services

Scripting
Survey / 

VOC

Pointillist Journey 
Management

AppFoundry

GDPR & Privacy

User & Group 
Management

Identity & Auth
Conversation 

Modeling

Journey 
Modeling

Assignment

Custom Events

Detail Records 
Search

Reporting

Real-time Metrics

Conversational 
Analytics

Deep Storage

Journey Data 
Management

Journey 
Analytics

Journey 
Orchestration

Journey 
Dashboards

Messaging

Predictive 
Engagement

Sentiment 
Analysis

Agent Assist

Predictive 
Routing

Knowledge 
Services

Dialog Engine 
Bot Flows

Gamification

Quality 
Management

Performance 
Management

Employee 
Development

Workforce 
Management

Coaching & 
Feedback

Inbound

Architect

Outbound

Intelligent Automation

Employee Engagement Services

Voice & Digital CX Services

Media Processing RelayTranscoding Recording

Audit Trails

Web chat

REST API

Streaming API

Webhooks

WebRTC

Public Interfaces

Contacts
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• Predictive Routing
• Predictive Engagement

• Virtual Assistants (Bots)
• Knowledge
• Agent Assist

• Forecasting
• Speech and Text Analytics
• Gamification

Segmentation

Prediction Composites

Regression

Gamification

Sentiment 
Extraction

Topic 
ExtractionSemantic 

Search

Intent 
Recognition

Summarization
Generative

Named 
Entity 

Recognition 

Time-series
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High Volume, Repetitive Outreach Automatic Service through Virtual Agents
• Limited capacity
• Unable to answer all inquiries consistently

• Personal, conversational, engaging virtual agents
• Deliver self-service without dead-ends

Skills & Queue Based Routing Optimized Customer + Agent Matching
• Time consuming to maintain thousands of rules
• Unable to adapt quickly as business pressures evolve

• AI-driven pattern discovery & outcome prediction determines 
best match.

• AI models adapt to changing requirements 

Missed Opportunities & No Journey Insight Customer Engagement and Journey Insight
• Unable to engage customers purposefully
• Lack of visibility into behaviors and outcomes

• Predict possible outcomes and next steps
• Deliver proactive, personalized, targeted engagement

Manual, Repetitive Processes Automate Knowledge and Tasks 
• Employees spending too much time on process
• Inconsistent, ad-hoc use of knowledge

• Deliver knowledge automatically to employees.
• Automate tasks during and after interactions
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Quality is Subjective AI-Enabled, Human-Centric
• Quality assessments reflect management biases
• Inconsistent history and data gaps

• Automated listening and learning drives consistency
• Unbiased, data-driven quality standards

Experience-Based Decisions Data-Driven Decisions
• Limited insight into performance drivers
• Decisions made based on gut-feel

• AI-driven topic and pattern discovery
• Understand the why with sentiment analysis

Motivation is Forced Gamify Goal-Driven Behaviors
• Top-down goal and performance saps motivation
• Lack of engagement drives attrition

• Use AI to nudge employees to the right behavior
• Make continuous improvement fun

Ad-Hoc, Off-Line Resource Planning AI-Enabled Workforce Management
• Off-line, manual forecasts using spreadsheets
• Asynchronous, disconnected resource planning

• Automatic, interactive long and short-term forecasts.
• Align scheduling to real business goals



Genesys is committed to ensuring the needs of our 
stakeholders, end customers, agents/employees and 
businesses are well understood and considered throughout 
the value-creation process and across our product portfolio.

Genesys is committed to understanding and 
reducing bias in AI  models to support ethically 
fair decision-making.

Genesys is committed to the core principles of privacy by 
design,  protecting an individual’s right to privacy from the 
outset.

Genesys is committed to ensuring stakeholders 
understand  the underlying decision-making 
processes.
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• Error linking bank account

• Unable to view help content

• Followed by CS Interaction

• 20K Customers Per Month

• $3.6M in potential cost savings

• Revenue and CSAT Increase
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• Single Channel Focus with limited 

Exploration Capabilities

• Lack Multi-Channel Linkage and Views

• No concept of Time or End-To-End 

Experience

• No Common Language Across the Org

Challenge

• Visualize all customer behavior across time, in digital and support channels

• Use CJM to quantify, prioritize, and achieve real value

• Provide a visibility across multiple teams and use cases, while rapidly accelerating

‘issue identification’ and ‘impact tracking’

Program Goals

CSAT/
VOC

App IVR
Call 

Center
RetailWeb
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“Within 10 days we connected and visualized two months of data with 

more than 700M customer events across five data sources”

Web App IVR Agent

70%
4.9M Customers

5%
175K Customers

2%
20K Customers

2%
19K Customers

3%
210K Customers

90%
3.2M Customers

6%
60K Customers

7%
67K Customers

2%
140K Customers

7%
245K Customers

38%
380K Customers

30%
285K Customers

1%
70K CustomersWeb

7M

App
3.5M

IVR
1M

Agent
950K

5%
175K Customers

80%
800K Customers

20%
190K Customers

Will Holloway, 

Group Leader, Self Service 

& Omni-Channel Strategy

“We Achieved a level of previously 
unseen customer visibility that enabled 

us to quickly prioritize actions and 
identify $6.8M in potential cost savings”

Insight
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Listen to, and understand your customers 
and employees

Predict actions, shape journeys and drive 
toward meaningful outcomes

The coordination of technology to build 
long lasting relationships at scale

Create exponential value for customers, 
employees and your business by 
coordinating every interaction and 
touchpoint

          

Experience

Efficiency
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