Customer Experience
Orchestration

What is it and how technology can help?

Patrik Ort, Sr. Account Executive

GENESYS



(Genesysis a global Cloud leader in experience orchestration

¥ N 3 ~
l" 3
< ‘: \
R - ~» -
2 : . / 4 S
N | e % ; L8
L v b 2N ¥ g
X | 3 .
]
5 o b
' 4 2 38
) o A B &
a2t ? § LR S ol
3 % e o> A
R\ a »;‘, A 1
o R i s 3 R R T3 . i
3 it i B i RS 2>

o
= GENESYS
As of January 2023 Genesys confidential and proprietary information. Unauthorized disclosure s prohibited. (@)




Trusted by some of the most recognized global brands
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What is Customer Experience?

Gartner defines customer experience as the customer’s
perceptions and related feelings caused by the one-off and
cumulative effect of interactions with a supplier’s
employees, systems, channels or products.
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“LV" shoping Experience

Takeover by shop
Welcome drink assistant Charlotte. Upgrade to Successful
surprise Looking for “LV” bag scarf ;-) checkout
@ o
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Time
Welcome by VIP Shock ;-) Compliment

Fashion Advisor
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So what is so difficult to provide good customer experience in enterprice segment?

Took over by kind

surprise Looking for “LV” bag Scarf ;-) checkout

(@D
-\

Welcome by VIP
Fashion advisor
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What consumers

say-a company isonly
as.good as its service

Source: “The State of Customer Experience," Genesys, 2023

from a brand s

62%

consumer

say the most important
pect of personalization

is CX interactions in

their channel of choice

o 0 o0
can't recall a service have stopped using a
interaction where they've company after a

felt valued and appreciated negative interaction in

in the past year the past year
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How consumers with companies is

have-evertaken yoiee; email is now the most
widely used'channel for CX interactions

growthin chatbot adoption
with consumers worldwide

of consumers in LATAM have
used a messaging App

Webehat Messaging App Chatbat SMS Video chat

of Gen Z choose voice as their = 2017 (Pre-pandemic) = 2022 (Pt pandemic)
most preferred channel (compared
with 52% of Baby Boomers)

Source: “The State of Customer Experience,” Genesys, 2022 Genesys confidential and proprietary information. Unauthorized disclosureis prohibited. G E N E SYS



Companies must strive to deliver superior
experiences to differentiate

ACCELERATE
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» Genesys Predictive
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» Genesys Predictive
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» Genesys Cloud™ &
« Voice & Digital & WEM
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Our technology enables Empathy in Action

OMNICHANNEL CX

&) !WWW | Q Best channel, best time, best action

EMPLOYEE EXPERIENCE

|WWW| @ Workforce Engagement Management
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Genesys delivers THE POWER OF EIVIPATHY to every experience

EXPERIENCE AS A SERVICE® Experience Orchestration

Experience optimization across
entire customer lifecycle

Hyper-personalization

Al-powered prediction and
next best actions

Workforce engagement
and gamification

CX Data Platform, federated with
partners’ platforms
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Rabobank «

Challenge

Migrate over 80 departmentsto the
cloud

Build a conversational banking model

Match journeys to channels for highest
impact

Genesys solution

Genesys Cloud CX™
Inbound, Outbound

Web Messaging, Video Calls
Self-Service, Chatbots

Workforce Engagement Management

Web messagingis 25% more efficient comparedto call
handling, meaning we can serve more customers
without increasing headcount. And since introducing
video calls we've seen a noticeable upliftin new
mortgage sales.”

Thom Kokuis, Head of Conversational Banking
Rabobank

Results

Over$2.2
million saved in
hardware and
IT staff costs

25% productivity 45% of questions  Over90% customer
gain with answered by satisfaction for
asynchronous virtual assistants digital channels

web messaging

GENESYS
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Technology

empathy



Thank you

Patrik Ort
Sr. Account Executive

patrik.ort@genesys.com
+420 725 959 612
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