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A strategic alliance partnership
enabling omnichannel customer experiences
In the digital age
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MAJOR CX CHALLENGES
ON THE MARKET
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OUR PARTNERSHIP
THAT MAKES USSTRONGER

KEY REFERENCES NEXT STEP
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FRUSTRATEDCUSTOMERS

3 Inconsistent , impersonal 3 Unable to find information 3 Operations remain inefficient
experiences 3 Unfair distribution of work 3 Point solutions degrade customer

3 No predictability of outcomes 3 Poor workforce performance & high experience, agent performance,

3 Separation of voice and digital turnover increases operational expense

channels
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(1) Forrester total economic impact study for companies using Genesys CX platform



IMPROVEDCUSTOMER EXPERIENG
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SATISFIEDCUSTOMERS ENGAGEDAGENTS

¥
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50% REDUCTION 12.5% impRoOVEMENT 30% IMPROVEMENT
IN CUSTOMER ABANDONMENT IN AGENT HANDLE TIME IN ECOMMERCE CONVERSIONS

(1) Forrester total economic impact study for companies using Genesys CX platform



MAJOR DRIVERS

FOR CONTACT CENTER
TO BE COMPETITIVE

Cloud options

are in demand

Machine learning
OMNICHANNEL powers agents decision making

Social Media

iS now a customer service
channel

Contact Center Intelligent self service Leaders

is the first line of defense . . . . will enhance theiragent
is a critical differentiator g
for consumer loyalty management & training
practices



ORANGE MEETS
THE NEEDS

FOR CUSTOMER SERVICE



' ORANGE MEETS
THE NEEDS

FOR CUSTOMER SERVICE

VALUE PERFORMANCE CUSTOMERS HR

3 Operational performance
on all channels

s Csfbl! ditj mpl <
3 Predict their needs 3 Decrease turnover

(o

3 Margin & sales 3 Deep client analysis 3 Personalized training

3 Value of differentiation

Personalize interactions 3 Boosting

g MERE EX 3 Automation




ENGAGE EMPOWER

YOUR CUSTOMERS YOUR AGENTS

Workforce Engagement
Internet-of-Things & Data Analytics




OUR EXPER

PROFESSIONAL
L I ST E N TO Y ‘ SERVICES ANEXPERTS
TO CREATE THE SOLUTION TO FINE TUNE YOURTRATEGY

MATCHING YOURINEEDS

Flexibility y-
Scalability - } ON-PREMISE
"

Customization

Cost-efficiency
Disaster recovery @

Update / upgrade ()

Competitiveness

Security
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MANAGED VOICE PORTAL A, o

» Successfully Handle Customer First Interaction

AUTOMATE

CREATE

Host, Develop &
Manage Or Delegate
To Our Experts

Managing voice menus by your

own in reaktime

()
Poweredby |/ Gene SYS Engage BY Business

= Services



Embrace a mobile engagementstrategy

greater digital customer
engagement

dvtupnf s& frustiatiprg p s u Requesting a caltback and so

for maximal satisfaction avoiding hold time
INTEGRATION

COMPATIBLE Submitting context data for

with all operating contact qualification and better

: : smooth transition to the agent
systems handle virtual queuing
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» Amaze your customers, keep them coming back for more

CONNECT

e T ===
BOOST

MULTICOUNTRY
DEPLOYMENT
CUSTOM
DEVELOPMENT

Remove the hassle, cost and delay

of managing multiple service
providers

Powered by @ Genesys Cloud BY B Soriices



MANAGED CONTACT CENTER

Turn customers into brand ambassadors

customers through effortless
journey succesfully

: Gaining customer insights and
quick answer, expert support and

Ao o sl Gl breaking silos with back-office

MODEL

END TO-END Leveraging on intuitive tools and

& WORLDWIDE Sl G EE £l realtime analytics
administrators




Significantly boost your performance

agents to perform their best

CAPABILITIES customer services

efficiency effectiveness and
Native integration compliance

with our cloud
contact center
business results and build

h' ayn
Opento legacy third strong competitive advantage

parties

Enga

Gaining insight onvoice of
customer and people & processes
performance

Lowering cost, boosting
productivity, driving revenue
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Sl Services

GET THE RIGHT SUPPORT
ALONG YOUR DIGITAL JOURNEY

Best-in-class Contact Center providers

An international network (data traffic) / Researchand
innovation in 220 countries

Call collection in 150 countries
Service management for end-to-end solutions
+3,000 multinational customers

24/7 business continuity delivered by 5 Major Service Centers

S GENESYS

DELIVER NEXT GENERETION
CUSTOMER EXPERIENCE TODAY

Best-in-Class Contact Center solutions that drive
customer and business success

Make every customer journey great across digital
channels and voice

Increase business results while improving Customer
Experience

25b contact center interactions per year in the cloud &
on-premises

5,000 customers of all sizes

27 years focusing on customer engagement as a pure
play
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Globalend-to-end portfolio & cloud infrastructure
Multi -technologies for smooth transformation

Full lifecycle management services
Exclusive contact center operational tools

R

521 10.800 05.145 selt= +12%‘=§;/.:;;
Cloud contact Full cloud contact cloud contact . Cloud contact =

center customers center concurrent center positions ., center yoy growth
peak platform ‘

-




S GENESYS

KEY

STRENGTHSI'

Cross- Channel SLA management

Orchestrated customer -to-agent matching

- !

Integrated workforce management across all channels
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HYPER MANAGE WORK WITH S SlEL HIGPI-II?&VSECNAII:_(XI;LE
PERSONALIZED UNIVERSAL AND WI'II'DI—IIE ??)L%ZEY MISSION CRITICAL
SERVICE VIRTUALIZED = TS OPERATIONS

QUEUE
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