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TERMS & CONDITIONS

The product roadmap presented is for informational purposes only. It represents Genesys' current plan of record for
the associated products. Genesys at its sole discretion has the right to add or delete any features or functionalities
from the current feature roadmap.

Dates in the product plans are only indicative of Genesys' current assessment and are subject to change. Genesys
does not commit that any specific features or functionality will ultimately be released, made generally available, or
provided.

The terms and conditions, including pricing, of any features or functionalities that may be described in the product
plan that are ultimately released, made generally available, or provided under an agreement are subject to future
negotiations and future agreement on the terms and conditions which would govern any sale.

There are no penalties, liquidating damages or other remedies associated with changes to the product plans including
cancellation of any specific feature or functionality or delay in the timing of development.
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Terminology Changes

Identity
Resolution

* ldentity
Stitching

* Unified « External
Customer Contacts &
View External

» External Organizations
Contact &
Journey

+ Contact Profile
& Journey
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CUSTOMER CENTRIC PLATFORM DRIVES 1-1 ENGAGEMENT
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Single View of Customer - Benefits

Customer-Centric Platform

Rich Agent Context

Enablement

Automatically creating contacts
for every interaction — benefits
across platform

« Call deflection
* Reduce handling time
* Increase NPS scores

» Churn prevention

Agents can see who the person

is and their holistic customer
journey

Genesys Cloud: Omnichannel
conversation history

+

GPE: Web sessions, segments,
outcome predictions

Orgs can orchestrate omnichannel
personalized experiences

* Routing — predictive routing
* Bots

« Journey — Pointillist
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EXTERNAL CONTACTS

Create true omnichannel and personalized experiences for
your customers.

IN PROGRESS
A - .
Identity Resolution* ot e e (£ [

Contacts will be automatically created for incoming
interactions, form fills or web visits, making it easier for
agents to create new contacts, view omnichannel
customer journey and for supervisorsto get contact-
centric analytics across channels.
https://genesyscloud.ideas.aha.io/ideas/DIG-I-633

. . pETA

Analytics - Filters and columns for
external contacts*

Profile . : NP
Enhance analytics views by providing filters and
columns for external contacts.

https://genesyscloud.ideas.aha.io/ideas/ANLS-}-828
Q4 Search for a Contact...

. ion: FedRAMP - External Contacts
99 ) Offer external contacts in FedRAMP environment
https://genesyscloud.ideas.aha.io/ideas/DIG|-1074

Reynolds, Cara
cara.reynolds@company.com

Add to Contacts
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https://genesyscloud.ideas.aha.io/ideas/ANLS-I-828
https://genesyscloud.ideas.aha.io/ideas/DIG-I-633
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1074

AGENTS & IDENTITY RESOLUTION

D caraReynolds
- %

Insurance Bot
Ok Cara, I'm goir

2, cara Reynolds
Thank you

James Gardener

Yes that's correct. | just want
update on when the revien

be over.

James Gardener

£, CaraReynolds
Gkay. Thanks

James Gardener

Okay Cara, | can see your details and can
tell you that.

Type here

Customers & their journey for agents

Customer Journey

tve B webMessage

Agent. James Gardener

Lwe ® B2 Email
% inbound call

16 %S Inbound call

Automatic creation of customer profiles — ability to merge profiles and theirjourneys

Automatic capture and presentation of previous and ongoing touchpoints across channels

gﬂ.&uuf

Q. search for a contact
Suggestions:
Cara Reynolds

cara reynolds@gmail.com

+1650 999 9999

Add to Contacts

Single Customer View
EMPOWER AGENTS WITH CUSTOMER
INFORMATION AND A VIEW INTO THE
CUSTOMER'S PREVIOUS AND ONGOING
TOUCHPOINTS. NO CONFIGURATION
REQUIRED .

Automatically captureand presentagents
with customer profile and all previous and
ongoing touchpoints across channels

Get additional value with web activity or
custom events by leveraging Genesys
Predictive Engagement

GENESYS



Timeline

(Q October 2021 (QMay 2022

. Beta for dev orgs, internal . Genesys Cloud GA
' orgs and partners !

. Beta for live orgs . Continuous releases

¢ May 2022 & After May
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Identity Resolution — Beta Progress Channels Supported

Initial Beta — October 2021

+ Web Messaging
* Inbound Calls
+ Web Events

« Offers

New Features -Feb/March 2022

+ Email

+ SMS

+ Web Chat

+ Agentdnitiated Outbound (Email, SMS, Calls)

e
+ 3rd Party Messaging Channels
» WhatsApp
* LINE
* Twitter DM
+ Facebook Messenger

+ Custom ID Support
+ All Channels
« Authenticated Web Messaging
« Custom Events
* Open Messaging
+ Mobile Messaging Enhancements
+ Knowledge
+ Agentless Notifications

+ Campaigns GENESYS

* Instagram




Identity Resolution - Upcoming

Platform Custom ID Support (L)

Knowledge (S)

SMS (M)

Voice (M)

Email (M)

Agentless Messaging (M)

Mobile Messaging Enhancements (M)
New Messaging Channels (S-M)

Custom Events

Cobrowse (M)

GENESYS



EXTERNAL CONTACTS - FUTURE LOOKING

Create true omnichannel and personalized experiences for

your customers.

. - . SINGLE CUSTOMER VIE ITH SEGMENT S AND
Identity Resolution — New Channels Customer Data in Predictive Routing & s AL A
Extend identity resolution to new channels. Route conversationsto the best agent . ouTCcomes
Authenticated web messaging, open messaging, custom based on customer preferences and information.
events. https://genesyscloud.ideas.aha.io/ideas/DIG|-1073 =5 =
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1073 gt
Identity Resolution - Agentless Notifications Contact Merging* —

Enrich customer datawith the

and Campaigns abilityto merge related customer profiles and journeys

Extend identity stitching to agentless notifications

; into one. o
ﬁ?tdggé{m{glznmggsécloud ideas aha.io/ideas/DIG--1075 https://genesyscloud.ideas aha.io/ideas/DIG-319 iy
Access Control* Transcripts for agents in journey
Segment access to external contacts and journeys based Enable agents to see past transcriptsin journey as e
on divisions. they communicate with a customer.

h : | i ha.io/i DIG-I-31 https://genesyscloud.ideas.aha.io/ideas/DIGI-1021
Audits for Custom Fields Manual assignment from journey o——
Audit administrative changesto customfields. Enable agents to pick up unanswered interactions. Detste Motes
h : loud.i aha.io/i DIG-I-1072 h : n | . aha.io/i DIGI-107
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https://genesyscloud.ideas.aha.io/ideas/DIG-I-1073
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1075
https://genesyscloud.ideas.aha.io/ideas/DIG-I-315
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1072
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1073
https://genesyscloud.ideas.aha.io/ideas/DIG-I-319
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1021
https://genesyscloud.ideas.aha.io/ideas/DIG-I-1076

Identity Resolution Fundamental Concepts

There is defined workflow for identity stitching of External Contacts based on their origin and the identification information available
that generates three different types of contacts ensuring there is a logical process to identity resolution.

Contact Origin Contact type Contact Identifiers

Methods to generate contacts: + Ephemeral: cookie identifiers only - Phone calls have phone numbers

+ API * Identified: email address/phone « Emails have email addresses

* Bulk import number from web formorin a - Web visits and web messaging

* Manual creation communication sessions have cookies

* Inbound/Outbound + Curated: imported via API, bulk - Authenticated web messaging
Communication import, created manually sessions have an External ID, avatar,

name and other identifiers
Transition: « Social IDs

Ephemeral and identified contacts
change to curated once a user or API
client/integration promotes the contact.

Curated contacts are searchable.

The foundation for gathering journey data and context




Single Customer View — Identity Resolution Beta release

— 1
EE.‘"*“C’.’

[}

Suggestions:

USE CASE: UNKNOWN CONTACT REACHING OUT

Unknown

» Auto-created contact (ephemeral or identified %, #1650 9999993

contact) - expires out of system in 60 days

including their journey
» Agent can promote to a permanent curated

contact (Add to Contacts)
» Agent can merge with existing curated contact

(Select Contact)




Single Customer View — Identity Resolution

USE CASE: NEW CUSTOMER REACHING OUT

. Agent promotes a contact to curated

. Keeps identifiers, l.e. name, email, phone
number

. Keeps journey and web visits

. Permission - externalContact:identity:promote

e New APl — promote contact to permanent
curated contact, note that auto created
contacts can be edited without promoting

Beta release

—___1

E E '{.* e E" g E .:-* “ E',
New Contact Jane Green
Name
Details Contact Notes
Jane ‘
Green ‘ =& Personal
jane greenf@gmal.com
Q Location —p
%, Business
+ United State

| EH - United States +1650 555 1010

| 111 Orchard Lane

B @JaneTeacherG

San Diego

|cn

| 90210

. Telephone
Work

| = - 8105553451234

Cancel



Single Customer View — Identity Resolution

USE CASEs: CUSTOMER CALLING FROM A
NEW NUMBER CUSTOMER REACHING OUT OVER
ANEW CHANNEL

Agent finds existing contact and merges

current contact to existing curated contact (Select
Contact)

Provides a singleview of the customer across
identifiers and channels

Merges contact identifiers,merges journey and web
visits

Permission - externalContact:identity:merge
New API formerge — restricted to merging auto-
created contact to curated

Note: This replaces the existing associate AP for the
vast majority of use cases

Beta release

o JF S On Queue ]

g E ."* “ E"
Q
Suggestions:
Joe Smyth
B4 Business

Joe Smyth@yahoo.com

Add to Contacts

Add to existing contacts:

Joe Smyth

t, Mobile
+1 650 999 9999

Select Contact



Single Customer View — Journey

&7, Genesys Cloud.

Identifiers = = o« v =

7 & (5 P

RS inbound ca Support  Wrapup Insurance enqui v
Email Address ~ Phone Number WebID B web message S rap-up: Complaint
RS wboundcall  Quews Heshth insurance  Weapup: Insursnce enqul e
RE Inbourd ca Billng Bill payen
> B web messap Biting

Channel Stitching .

- WIBD-UEE INSUrRcE BNqui
/ / B web message s Support Wreap-up: Complaint
< ’ e Imbound call T Health insuran e Woeapup Insurancs enquiry
€. Inbound call Tueue: Billing weap-up Bill payenent
Web

Inbound Call  Outbound Call  Messaging B web message Yo Biling Wrap-up Bl comection

— —92 R o
ZJO N\ :'j" C;/ 3 GENESYS

SMS Email Co-browse Social
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Single Customer View — Journey Details

Standard information per interaction, regardless of channel oo

v’ queue 8 = ofge ¥ =
v agent & Backtojourney

v wrap up code
v’ status -

‘/ duration Martha West wrote Oct 28,1137 AM

\/ n OteS Cara’s looking for an update on her claim. She has been informed that her
claim is under review and will be contacted within 3-4 working days.

Web message 0ct 28,11:27 AM

Chester Humphries wrote 0ct 28, 10:21 AM

° For asynch ronous Conversatlons, Only notes for the mos‘t Cara’s looking for an update on her claim. She has been informed that her

claim is under review and will be contacted within 3-4 working days.

recent interaCtion Wi” be displayed Henrietta Skinner wrote Oct 28, 9:15 AM

Cara's looking for an update on her claim. She has been informed that her
claim is under review and will be contacted within 3-4 working days.
Message details

Queue Support

Agent Dennis Burke

Wrap-up  Complaint

Status Closed

Duration 20 min

SENESYS
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Genesys Cloud + Predictive Engagement - Journey

@) Genesys Cloud. @ Genesys Predictive Engagement

Identifiers

Email Address  Phone Number WebID

Channel Stitching

& & O

Inbound Call  Outbound Call  Messaging

e o &

SMS Email Co-browse Social
Messaging

Additional Identifier

Web ID

Additional Channel Stitching

] Gy EC

Cross Device .
Stitching WebVisit

Additional Context

w A G

Outcome Custom Events
Segments Predictions (Optional)

s prohibited



Single Customer View — Journey and Predictive Engagement

P

Segments
Outcome
Predictions
_

Web Visit

Cross Device
Stitching |

Interactions ¥ L= . Cara Reynolds

[\

Cara Reynolds =’

Sup|

That would be great. Thank you! _

Insurance Bot
Ok Cara, I'm going to connect you to one of our claims team now. Thanks for getting in touch!

Customer journey

Segments

Outcomes

Update cover: Very unlikely (@l

Cara Reynolds

Q
—

Live ® n Web message

Queue: Support

Agent: Martha West

Thank you
James Gardener
Hello Cara! | hope you're keeping well. It looks like you're in the middle of the claims proggs I

Live ® @ Web visit

Current page: Contact Us

Duration: 11 min

Is that correct?

Cara Reynolds

Yes that's correct. | ®0et an update on when the review process will be over.

ames Gardener
That's no problem Cara. | can help you with that. Give me a minute to take a look at your
details.

Inbound call

Web message

¢ 8 .

Inbound call

Queue: Support

Queue: Support

Queue: Billing

Wrap-up: Insurance enquiry

Wrap-up: Complaint

Wrap-up: Bill payment

Tara Reynotas >

Oct 19 Web visit

Exit page: Cantact Us

Duration: 11 min

0

Okay. Thanks

§b James Gardener
Okay Cara, | can see your details and can tell you that...

Type here

¢ |o

Inbound call

(4

Inbound call

Sep 30

Web message

Queue: Health insurance

Queue: Billing

Queue: Billing

Wrap-up: Insurance enquiry

Wrap-up: Bill payment

Wrap-up: Bill correction




Single Customer View — Journey and Web Visits

G Back to journey

Web visit Live @

Duration: 11 min

New styling forthe web session journe . —
y g J y Contact Us . —o——
Car Insurance _/—Q/

Seqments
Outcomes Update cover: Very unlikely @l I

Same data points as currently in the searehes
Customer Journ ey -tab Device Q Galway, Ireland B iPhone 12Pro @ i0S 14 & Chrome 89.0.4389.105

How do | make a claim?

GENESYS
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www
—
Web Visit

]

Cross Device
Stitching

4

Segments

A

Outcome
Predictions

Exd

Custom Events
(Optional)

Single Customer View — Journey and Custom Events

. Cara Reynolds

> %

Cara Reynolds
That would be great. Thank you!

Q
[ )

Insurance Bot

Ok Cara, I'm going to connect you to one of our ¢laims team now. Thanks for getting in touch!

Cara Reynolds
Thank you

Do

4% James Gardener
Hello Cara! | hope you're keeping well. It looks like you're in the middle of the claims process.
Is that correct?

Cara Reynolds
Yes that's correct. | just want to get an update on when the review process will be over.

Do

James Gardener
That's no problem Cara.
details

can help you with that. Give me a minute to take

Cara Reynolds
Okay. Thankg

James Gardener
Okay Cara, | can see your details and can tell you that..

Customer journey

Segments

Qutcomes

Live o B Web message

0%

o«

Queue: Support

te cover Very unlikely @I

Agent: Martha West

Live ® @ Web visit

Current page: Contact Us

Duration: 11 min

nova g Inbound call

Web message

Queue: Support

Queue: Support

Virap-up: Insurance enquiry

Wrap-up: Complaint

21 B claim #PD28061932

In review

Assigned to: Will Smith

Type here

oct1s ) Web visit
Oct 18 u Inbound call

oct11 &S Inbound call

pa0 f@ Web message

Exit page: Contact Us

Queue: Health insurance

Queve: Billing

Queue: Billing

Duration: 11 min

Wrap-up: Insurance enquiry

Wrap-up: Bill payment

Wrap-up: Bill correction



Thank you
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