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What Customers are telling us..
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Strategy Guides
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9 winning strategies for a
great Customer Experience

1. Perform after call satisfaction surveys

2. Implement a ‘Customer Front Door’

3. Increase 1st contact resolution

4. Provide a consistent multi channel experience

5. Maximize resource availability

6. Manage callbacks effectively

7. Communicate proactively

8. Provide personalized services

9. Apply innovative communication
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Dynamic Contact Center defined

-Expanded model of what contact 
Center capabilities

-Linking these capabilities, and based upon 
business rules, shifting priorities in real time 

according to fluctuations conditions
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OutcomesOutcomes

The Dynamic Contact Center 

ResourcesResourcesTrafficTraffic
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Resources

Touchtone IVRs

Web silo’ed

Mostly Inbound

Stand-alone Contact Centers

Integrated and Brand promoting

Web integrated as sales channel

New Channels

More Outbound

Enterprise Virtualisation

Legacy Model Expanded Model
ResourcesResources

Efficiency and Lost Productivity Empowered, Productive
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Traffic

Some email

Web and SMS underutilized

Outbound typically telemarketing

Majority Inbound - reactive

Proactive email, web, and 
SMS

Web chat, click for 
callback

Up sell Calls

Callback

Proactive Relationship Calls

Legacy Model Expanded Model

Reactive to Customers Proactive, Building Relationships

TrafficTraffic
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Outcomes

Single Interactions

Service Levels and Averages

Cost focus

Whole Relationship

Business Metrics

Analytics

Profit focus

Legacy Model Expanded Model

Customer Service Focus Loyalty and Business Growth

OutcomesOutcomes
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Dynamic CapabilitiesDynamic Capabilities
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Integrated
Self-Service
Integrated

Self-ServiceVirtualisationVirtualisation

Real-time
Offers
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Branch
Remote
Expert 
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The Daily Business Challenge

T I M E

T 
R

 A
 F

 F
 I 

C



All rights reserved © 2006, Genesys Telecommunications Laboratories, Inc.

T I M E

T 
R

 A
 F

 F
 I 

C

The Dynamic Contact Center

Push to IVR

Add Agents

Offer call back

Reduce cross selling

Process email

Process work items

Increase cross selling Proactive callsProactive calls

Return callsReturn calls
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An Example: Outbound Campaigns

Active campaigns

ResourcesResources

OutcomesOutcomes

TrafficTraffic

9% wasted 9% wasted 99%+ Utilization99%+ Utilization

Resource UtilizationResource Utilization

Revenue per hourRevenue per hourRevenue per hour

Service LevelsService LevelsService Levels
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Value of Combined Genesys and 
RightNow Solutions
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Offer Effective Self-Service

Traditional automation has been focused 
on cost/process optimization, not the 
customer’s experience

Empower your customers with self service

Give your customer a choice
• Voice
• Email
• Web form
• Chat

Provide consistent customer experience

70% of 
consumers 

worldwide are 
frustrated by 

IVRs with 
complex menus

70% of 
consumers 

worldwide are 
frustrated by 

IVRs with 
complex menus

Competent
Convenient
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Implement a Consistent Multi-channel Solution

Give your customer a choice
• 31% want to use online web chat
• 78% want to communicate via email

• Improve consistency and efficiency 
implement a common knowledge 
foundation across all channels

Integrate workflow tasks into a 
universal queue

Implement universal channel routing 
and optimization 

Intelligent multi-channel desktop

Most customers 
appreciate 

having multiple 
channels to 
contact an 

organization

Most customers 
appreciate 

having multiple 
channels to 
contact an 

organization

Competent
Convenient
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Enterprise Resource Virtualization

Manage and administer a virtual 
agent pool to maximize resources

• Branch
• Remote
• Outsourced
• Agents @ home

Infuse knowledge on the agent 
desktop to ensure consistency and 
efficiency

Leverage universal routing and 
queuing maximizing productivity

US at home 
agents will grow 
from 112,000 in 
2005 to 300,000 
by 2010 (IDC)

US at home 
agents will grow 
from 112,000 in 
2005 to 300,000 
by 2010 (IDC)

Competent
Convenient
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Improve First Contact Resolution: 
Knowledge at the point of action

Intelligently route inbound inquiries to the 
most appropriate agent

Anticipate customer needs and questions
• Self-to-assisted service can identify a customer based 

on number, PIN or email
• Leverage customer profile and history to reveal 

relevant information to better understand why 
customer is calling

Empower frontline employees and agents
• Infuse knowledge through agent desktop 
• Automate agent workflow and suggest answers

Develop comprehensive customer history 
to optimize resolution rate

“The inability to 
reach the right 
person with the 

right information 
drives more than 
half of customer 

service 
dissatisfaction”

“The inability to 
reach the right 
person with the 

right information 
drives more than 
half of customer 

service 
dissatisfaction”

Competent
Personalized
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Deliver touch point flexibility: Call Back

Provide call back services instead of 
requiring a wait on hold

Enable customer to request follow up 
via any channel 

Capture customer inquiry
• Capture and record contact and inquiry detail
• Facilitate tracking and management of callback

Prioritize and schedule call backs
• Voice
• Web
• Sales automation
• Proactive follow up on abandoned calls

66% of callers 
would like the 

option to ask for 
a call-back if the 

wait is longer 
than they would 

like

66% of callers 
would like the 

option to ask for 
a call-back if the 

wait is longer 
than they would 

like

Competent
Personalized
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Provide Personalized Customer Service 

Use customer history from previous 
interactions to drive relevant communications

Proactively engage with customers through 
personalized event triggered communication

• Segment audience 
• Generate dynamic content
• Incorporate rules driven actions
• Monitor analytics and reporting
• Incorporate multiple channels

Leverage knowledge of the customer to:
• Improve first call/contact resolution
• Improve up sell/cross sell effectiveness
• Improve notification and survey relevance
• Identify preferred language and channel of choice
• Determine service level prioritization

84% of consumers 
have indicated they 

would like to 
receive proactive 
communications 

from their suppliers

84% of consumers 
have indicated they 

would like to 
receive proactive 
communications 

from their suppliers

Personalized
Proactive
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Conduct Real-Time Satisfaction Surveys

Listen to the voice of the Customer
• Collect real-time feedback to improve products, 

services, and processes

Capture and act on feedback in real-time 
during the customer interaction, including: 

• Phone, Email, Web form, Chat

Build complete customer profiles and 
determine customer preferences

• Enable personalized/proactive interactions

48% of 
consumers say 
that customer 

service has the 
greatest impact 

on their loyalty to 
a company

48% of 
consumers say 
that customer 

service has the 
greatest impact 

on their loyalty to 
a company

Competent
Proactive
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The Ultimate Customer Experience

• Deliver web and voice self-service to your customers

• Intelligent desktop integrates all customer interaction channels

• Underlying knowledge foundation feeds content to the web and agents

• Ensure customers receive the best service available by intelligently 
routing inquiries to the appropriate agent

• Consolidate and virtualize resources to optimize operations
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Pulling It All Together

Customer 
Centric
Routing

Workforce
Mgmt. &

Optimization

Proactive
Contact

Integrated
Self-Service

Branch, 
Remote,
Expert 
Agents 

Virtual
Contact
Center

Real-time
Offer Mgmt.

Business
Process
Routing

Internet 
&

Multimedia

Reporting & Analytics

Integrated

Orchestrated

The Customer 
Experience

Cross-sell 
& Up-sell

Agent Productivity
and Satisfaction

Dynamic
Contact Center

Business
Imperatives

Actionable
Solutions
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To Learn More

DCC White Paper

DCC Flash Demo

DCC Thought Leadership Article

Coming Soon:  “Dynamic Contact 
Center for Dummies”
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The Contact Center Maturity Model

Virtual Contact Center 

Multi-channels

Operation Metrics

Customer-Centric 
Routing

Internet Integration

Proactive Contact

Integrated Self-
Service

Branch & Remote 
Agents

Dynamic 
Orchestration

Optimized Agent 
Matching

Business Process 
Integration

Advanced Analytics

Siloed Channels

ACD Reporting

Disparate Locations

Simple Segmentation

Establishment
Phase

Consolidating 
Phase

Performing
Phase

Optimizing 
Phase

Cost focus

Time

Optimized
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1) Align contact Center to strategic objectives
2) Expand your view – Resources, Traffic, Outcomes
3) Create a roadmap and plan
4) Implement key capabilities – build success!
5) Integrate and automate in real-time

1) Align contact Center to strategic objectives
2) Expand your view – Resources, Traffic, Outcomes
3) Create a roadmap and plan
4) Implement key capabilities – build success!
5) Integrate and automate in real-time

5 Steps to a Dynamic Contact Center5 Steps to a Dynamic Contact Center
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Use the Dynamic Contact Center to Go Beyond

Customer 
Retention & 

Up-sell

Customer 
Experience

Agent 
Productivity 

& Satisfaction



Thank You

stever@genesyslab.com


