New customer service opportunities

O
o in the era of digital customers.

Timely, meaningful engagement that converts
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Genesys Predictions 2019

o Trends, Unfolding Technology, Applications surfacing
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Voice is Emerging as the New
Computing Interface
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The phone call still dominates

Automotive
4 25% of auto shoppers first
contact a dealership by calling.

Up to 53% of mobile
shoppers called a business.

Health Care
56% of patients book

Insurance appointments by calling.

40% of insurance purchases ‘
happen via phone.

+1{008) 407-66

Local
70% want to call businesses
to purchase local services.

Financial
68% want to call a bank while

researching purchases. Retail

i 51% want to call a store
when buying home goods.

Travel
35% of hotel bookings are
from phone calls.

Telco
45% of sales close via an

offline conversion
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How mature is your digital engagement?
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Marketing

14% Sales

0
8% IT

7%
4% Customer Service

No Single Department Centralized Customer Loyalty Team

Gartner: Customer Experience in Marketing Survey, 2017

BUT who is accountable for CX?
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Challenges with selling to digital consumers

57% 10x 5%

Organisations identify Drop in lead contact Only of leads converted
conversion is top priority between 5 — 10 minutes by top performers

Marketing Sherpa HBR & InsideSales Forrestor
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Enabling timely engagement & meaningful interactions
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REALTIME VISIBILITY & ACTIONABILITY OF THE END-TO-END BUYING JOURNEY

Connecting data I I I I

for better
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% H1
3. 7B+ 50%

Active monthly users on Increase in use of push Choice of contact channel
messaging apps (surpassed notifications including in- aged between 23-34
social networks) app messaging

Bl Intelligence Forrester Dimension Data

d . Source: Companies, Apptopia, TechCrunch, Bl Intelligence estimates 2017, The future of messaging apps, Forrester Sep 2016, Dimension Data Global Benchmarking Report 2017,
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The new engagement domain
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You could see the prospect Al could engage for you based
journey as it happens? on outcome predictions?
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SMYTHSTOYS

Challenges
Marketing was driving more traffic but CONVERSION
remained static.

Solution
° Personal shopper: Realtime engagement of high value
purchasers

o Predictive churn prevention: engage with the prospect
before cart is abandoned

o Realtime campaign adherence: align customer journey
with campaign goals.

Results
o 30% reduction in cart abandonment
o 3% increase in high-value conversions
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EMPOWER EMPLOYEES <@+ @=

Empowers * Reps log into over 20 different

Agents applications to help sell

Boosts e Manually log every interaction in CRM
Efficiency e Sets prospecting reminders in Outlook,

CRM, personal device, etc.
Transforms Your
Customer's Journeys After
® Reduced 20+ applications down to 4

e Reps save more than 10 hours/week to
focus on selling

Large B2B software company: +25% increased selling capacity



Right Rep. Blended Al with Agent Assist — Bot Gateway

Customer Interactions

S GENESYS

Machine learning for the most granular
match of customer attributes with
employee knowledge and performance
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GENESYS

Are you ready to see
what you've been missing?

Get insight into your customers’

online journeys for 30 days free

Receive a comprehensive report on how
predictive engagement can uncover hidden value.

Genesys Altocloud Value Study

See what you are missing
wewsins  $3 996,000
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“The limits of the
possible can only oL
e = (enesys PUreEng
beyond them into

the impossible” Translating the art of the possible

into what is actionable \

Arthur C. Clarke - Engagement acts on what is happening now -

Align strategy, = Empower agents
people, process, | with blended Al and
technology to _ Agent Assist across

@_ adventus journeys business outcomes domains
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Create personalized
omnichannel
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moments connected

How are you converting prospects?



