o= | OGE | HER

CX17
INDY-MAY 22-25,2017




Genesys + Salesforce =
Amazing Customer Experiences

Kimlan Do, PureEngage Product Management
Cindy Herrington, PureConnect Product Management —0
Randolph Rife, PureCloud Product Management — 00—
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' THE BEST OF BOTH WORLDS T —

S THE WORLD’S LEADING CRM AND THE WORLD’S LEADING OMNICHANNEL ENGAGEMENT
= UENESYS ENGINE INTEGRATED FOR COMPLETE CUSTOMER LIFECYCLE MANAGEMENT AND
& How INNOVATION IN CUSTOMER EXPERIENCE.

WITH
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CATEGORY LEADERSHIP FOR 9 YEARS RUNNING D

ey service cloud

= Genesys

Figure 1. Magic Quadrant for Contact Center Infrastructure, Worldwide
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Source: Gartner (May 2017) Engagement Center
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'GUIDING PRINCIPLES T —

CUSTOMER
FIRST

< Genesys

& salesforce

SUCCESS
ACROSS
LIFECYCLE
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©

Pureengage

Gplus Adapter for Salesforce
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PurekEngage =

Only true omnichannel
customer engagement suite for
O global businesses to deliver
O competitively superior
OO experiences -- providing real-

time contextual journeys,
world-class orchestrated
routing, and digital
transformation at any scale.
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Salesforce App Exchange Listing M

https://appexchange.salesforce.com/listingDetail?listingld=aON3000000B5I6REAR
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https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000B5l6REAR
http://listingDetail?listingId=a0N3000000B5l6REAR

Key Capalbilities for Gplus Adapter =

e Screen pops of Salesforce records using caller ID or attached data
e Multiple records displayed at same time
e Activity record created at conclusion of interaction

EMBEDDED USER e Embedded media control within Salesforce user interface
INTERFACE

e Select phone field from record and dial out directly through
Genesys CX Platform

EASE OF ROUTING AND K Real-time orchestration, assigning interactions to the best

available contact center agents

IMPLEMENTATION e 100% thin client architecture
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Key Capalbilities for Gplus Adapter =

e Voice call controls for inbound calls
e Outbound Campaign in Progressive, Predictive and Pull Preview Modes
* Free Seating, SIP Voicemail Support

e Support Workspace Web features for Genesys Chat and Email
e Knowledge and Standard Responses

Chat or Email

e Supervision modes for voice and chat include silent monitoring, coach and

Supervisor Features barge-in

e All calls or only current call
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CURRENTLY AVAILABLE GENESYS PURE ENGAGE D— .
_INTEGRATION OPTIONS TO SEDC ——

GPLUS GPLUS PLUG-IN FOR WORKSPACE

ADAPTER FOR SALESFORCE WORKSPACE

ADAPTER FOR SALESFORCE WEB EDITION DESKTOP EDITION

AVAILABILITY GENERALLY AVAILABLE PRODUCT — GENERALLY AVAILABLE PRODUCT — PS ASSET — BEST SUITED FOR
CLOUD CLOUD EXISTING WDE CUSTOMERS
CONDITIONAL - PREMISE CONDITIONAL - PREMISE PREMISE ONLY

EMBEDDED IN SALESFORCE X X
REQUIRED WORKSPACE LICENSE

SCREEN POP

CLICK TO DIAL

ACTIVITY TRACKING

SUPPORT SALESFORCE CLASSIC MODE

SUPPORT SALESFORCE CONSOLE MODE

INBOUND VOICE (INCL. TEAM COMMUNICATOR, VOICE CONFERENCING AND
CONSULTATION)

OUTBOUND VOICE

CHAT X (WITHOUT STANDARD RESPONSES)
EMAIL

SOCIAL MEDIA

SMS

WORKLOAD MANAGEMENT

KNOWLEDGE MANAGEMENT
SIP BUSINESS CONTINUITY
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Option 1: Gplus in Salesforce Classic Mode T

e Salesforce Classic Mode VT rrrem—— 2] ¢
;i

[

[

le=>C https://nal6.salesforce.com/home/home jsp?tsid=02uj0000000iP0d ok
€

J R apps W Learn Salesforee wit o JAMA g:_g Angel QE Workspace n Computer Telephon E Oracle Docs @ Gplus Genesys PremierGenesys g:_g Angel Prod Worksp: ([l Dive Deep Into the |

* Inbound Voice
* Chat without standard responses k crortumer + nap ey | (TSR

Chatter Files Leads Accounts Contacts Opportunities Reports Dashboards Products Gplus +

Carol Turner
Thursday March 24, 2016

- Hide Feed

e Sized fixed at 400x200
(Salesforce limitation)

@ Post [l File ff Thanks  More + Recommendations More

Share an update, @mention someone... m Gt The Salesforce
G gy
Take Salesforce with

Q Sort By Most Recent Activity you everywhere! Download the
new Salesforce1 Mobile App
from the Apple App Store and

There are no updates. Google Play.

Skip >

* Available for Pure Engage Cloud
and Premise

. Acme
" Recently viewed by you
@ Follow

= Mary Janson
| Recently viewed by you
& Follow
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Option 2: Gplus In Salesforce Console Mode e

e Salesforce in Console Mode
* Inbound Voice

e Chat without standard
responses

* Sized fixed at 400x200
(windows is resizable — but
adapter is not)

* Moveable and popout of
browser

* Available for Pure Engage
Cloud and Premise

S Genesys

n
n ® 00 / @ Account: Acme - Console

<« & https://nal6.salesforce.com/console?tsid=02uj0000000iPOo Tl m =
EOracle Docs

@ Gplus Genesys n PremierGenesys I3 Dive Deep Into the | »

i Apps @ Learn Salesforce wit ) JAMA & Angel QE Workspace 4 Computer Telephor & Angel Prod Workspa

salesforce

[ Accounts 3 Acme +
All Accounts - O Details Mary Janson ¥ v
Contact
| Y © - ¥ 80
v Mary Janson
& Acme - Hide Feed
MY (212) 555-5... Prospect KDo

i@ Fi M
Q Post ‘ File ﬁ' Thanks ore « @ Follow

I Global Media
Write something. Followers

Ontario (905) 555-1... Prospect KDo

Mo followers.
[ sales More Q| Show All Updates
(408) B24-4... hjackson
There are no updates.
| salesforce.com
Coen Activities [0] | Activity History [5+] | Cooporunites [0 | Cases[4] | Notes & Attachments [0] | HTML Email Status| 3]
cA (415) 901-7... Customer KDo 1 2 3
Contact Detail Edit | | Delete | | Clone | | Request Update
Contact Owner E Helen Jackson [Change] Phone  (408) 824-97 3C 4 5 6
Name  Mary Janson Mobile
Account Name  Acme Email  mijanson@aq ia
Title Reports To Wiew Org C 13 7 8 9
Interaction Log Save Log| | Save & New Log
Name | pary Janson > Related To | Account: Acme > Enterld ¥ 0 #
Subject I i3 Call Start [3/24/2016 3:54 PM ]
Time
Call [3/24/2016 3:54 PM] DueDate [3/24/2016 |[3/24/2016]
140f4 ¥  OSelected ¥ 20
o 4 > » Mo call data added.
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_._
Option 3 — Gplus with Workspace Web in Salesforce Console Mode ~— 45—

———
. =
/. ®» Contact: Lola Lernon - Cor % H
L]
[} S I f C I IVI d ON LY L o C nhn https://nalé.salesforce.com/console @ P =
alesforce in Console Mode p | 0
i Apps o Genesys Facilities etc. @ Amazingly Simple G.. @ Genie Home Page = G-Force 2015 Break ... .x Genesys Writing Styl... .x Genesys Writing Tip ...
L]
* Inbound/Outbound Voice | Ap— n |
o Ch at [ Contacts v [ acme [ MNew Contact + v
All Contacts ~ ¢ B Mary Janson B 1nbound call from... B kimlan Do [] Lolalem®* ¥ ¥
. J — — | A
i E m a I I Mew Contact e Feperi=Te. [view Ora Charl
¥ Address Information
: e Velling ASreSS 10 Main R Gplus Adapter for Salesforce
* Movable/Resizable/Popout to oo sos. (90555510 pe
. AN floating in browser
. Eenioff, Marc —
& e
S e p a rate WI n d OWS salesfo.. Executi. (415)901info@s.. = _z:j Z
i o .
o ~ ~
g I bl f P E CI d Acme 40841632 kimlan.... S . 5 MargotSUuames ~ @& v | @
Available for Pure Engage Clou | S Genesys - Workspac
Janson, Mary E
H = | Typenameornumber G E
a n d P re l I I I S e Acme (£408) 824 mjanso... @EE z
My Workspace
Jones, Amos ¥ Additional Information y P
Acme Fas My Channels My Campaigns My History Dashbaoard
Harne Phone
Jones, Howard My Statistics Contact Center Statistics Genesys
Acme Buyer (212) 555info@s... Cther Phone
fssistart Media Status Forwand
lones, Margot
Asst. Phone M voice (@ Feady (07:22) Mo Activ
Global .. (408) 824 ktdo@... -
peseription © chat © FReady (@7:21)
Lemon, Lola .
T ¥ System Information © email @ Ready (07:21)
1-130f13 ¥ 0 Selected v Crested By harg NF twitter (@ Feady (07:21)
Pt
“ 4 > »
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B Workspace - Google Chrome | = = PY
N . . . W Activity History: Mary lan: X
https//nalé.salesforce.com/ui/console/OpenCliFooterWidgetPage
& C f https://nalé.salesforce.com/console @ Y =
P S0 Apps ) Genesys Facilities ete, @ Amazingly Simple G... @ Genie Home Page = G-Force 2015 Break ... X, Genesys Writing Styl.. N Genesys Whiting Tip ...
= Genesys * Workspace
salesforce
Type name or number R =
Contacts Acme MNew Contact + v
My Workspace a o Q
. . L 4 Pary J Inb d call fi Kirmlan Cx LR hd
My Channels My Campaigns My History Dashboard My Statistics All Contacts v [ a8 ary Jansen B nbound call from B imlan Do =)
Contact Center Statistics Genesys Activity History = ?
== Mary Janson
Madia Status [ — © Amos, Jon - Contact: Mary Janson
@ voice @ Ready (10:28) NoActiv Global Media Sales Manager «Pravious Page | MNext Pages
Q) chat @ Ready (10:28) O Benioff Marc Action Subject Related To Task Due Date + Assigned To  Last Modified Date/ Time
© email @ FReady (10:28) ; : Inbound call from 12302015 SCJEMERoa0a015 11:66 A
salesforce.com Execcutive Cfficer Edit | Del 4088249380 v Margot :
o twitter (& FReady (10:28) 8 Do Kiml
! Do, Kimlan Inbound call from lackson
i 1213002015 ! 12302015 11:47 AM
Edit D&l 088249280 i Helen
Acme
. Intound call from Clark, )
(0 Janson, Mary Edit | Del 4088249380 v 12MTI2015 Alexander 12172015 11:20 AM
Acme . Inbound call from Clark, .
121552015 12152015 8:53 PM
Bdit 1Dl pge249380 i Alexander
) lones, Amos
! B Inbound call frem Clark, .
e Edit | Del 40882403280 v 12512015 Alaxander 12152015 8:34 PM
Inbound call from Clark
i 121352015 ! 1232015 10:36 Ph
Gplus Adapter for Salesforce 199! soss2usasn g
sCme Buyer Inkbound call from Clark
i 121972015 ! 121952015 248 PM
. . . BditIDel , nee249380 i Alexander
poppe OUt SI e- y-SI e Wlt pres, Mergot Inbound call from Clark
Sa Iesfo rce Console slobal Media Edit | Del 4088249350 v 12192015 Alexandsr 120962015 232 PM
emon. Lola ; Inbound call from Clark, .
- - 120912015 1208520158 2221 PM
Bdit Dl pge249380 d Alexander
1-130fl13 * 0 Selected * } Chat Jackson, .
~ T Edit | Del 000YUaALUSE060030 v 12152015 Helen 12152018 7231 AM i
Worl
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Option 4: Workspace Desktop Edit

e Existing Genesys Customer

* Connector as PS Asset to provide integration to Salesforce
 WDE is minimized at the top of the screen

S Genesys

%Genesys* « Workspace

Type name or number Q@

® Fan: Cinbad Lancaster - C- X |
\

© GindyTest 12345678 + B+
-
-

= pE=hN"] e

(e https://cs43.salesforce.com/console

wEOBO =

salesforce

B Cinbad Lancaster ¥2 Email-Outbound 2...

Cinbad Lancaster

Q) search Salesforce

MW ooooi0s6 |+

Late Cinbad Lancaster

123 Awesome Lane
Charlottesville, VA 22901

(540) 746-0648

Buyers

OOD.:
m

Sandbox: Devl
=2 & @

YES0

v
cindy.lancaster@tic ketmaster.com Broker
Multiple - Show Feed | Click o add topics:
Member ID : 123455677888
case Orders[0] | Cases[f] | & 11 | Qoen Activities [0 | Activity History [E]
usp usp
Total Spend Avg. Yearly Spend Fan Detail Edit | Delete | | Clone | | Request Update
usp
Titl MemberID 12
o per order =i back itle Master of Cats ember 123455677888
”% Mame  Cinbad Lancaster Customer Since  2/1/2016
Refund rate Total cases Birthdate Customer Type Late Buyers
Mailing Address 123 Awesome Lane Broker o
Cases Charlottesville, \/4 22501
Action Case # gpe - Opened Status Mobile £40) 745-0645 % Account Name
nada Customer
Egit  0DDD1076 P 030316 New Phone 5711510-4014 %
Edit  0DDO1077 Chat 03/0316 New Email cindy lanc aster{@tic ketmaster com
Ed?t 00001065 cx.nsfumer Service 03/02/16 Closed Facebook Username  Gindy Genesys
Ed!l 00001056 Social . 02/29M6 Closed Twitter handle @cinbada3
Edit 00001054 Customer Service 02/26/6 Closed
., OpenCases 3
ce B T Multiple Open Cases '
Previous Events
¥ Financial Information
Lifetime Refunds 1 Average Order Value  $300.00
LastRefund  2/3/2016 9:01 AM Last Order Value $100.00
LastRefund Value  580.00 Number of Submitted Chargebacks 0
Billing Address 123 Awesome Lane Chargebacks Won 0
Charlottesville, VA 22501
Chargebacks Lost 0
Number of Losses 0
Losses Cost  $0.00 -

I ‘.m‘rmnr
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PureConnect
PureConnect for Salesforce
&< | OGE |HER
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PureConnect D —

A proven all-in-one
multichannel engagement offer
O that is rapid to deploy, simple to
O m administer, flexible, tailorable
3 and cost-effective for mid-size
to large organizations.
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Salesforce App Exchange Listing M

Proactively

engage Optimize

customers

INTERACTIVE INTELLIGENCE' / - \ |

A leader in customer engagement

Deliver
consistent
outcomes : -

= A

| .‘-;
J I URE
m ; Lightning Ready .ll Professional & Up @ No Limits

Interactive Intelligence | Genesys: CIC for Salesforce®

https://appexchange.salesforce.com/listingDetail?listingld=aON3000000DTrmQEAT
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https://appexchange.salesforce.com/listingDetail?listingId=a0N3000000DTrmQEAT

Service Console mode R

il ArTounks = Edit | Deieie | Creabe Mew Yies = m & ?
ml?' B CDEFGHITIIKLMEHNDDPQRSETUWYW XY F dthe Al
ACTION AOTTURT MAME SBECTAUHT SHTE BILLIMG STATE PR, PHONE TYFE
apC Corp [ALT] 2228 %
Burbngion Tesdies Cor HL [336] Z22-7000 % Cusicemear -
Dok rysoe pikc 5 [FBS] 2406200 % Cusicemear -
Edge CormeTianicatians T™ [F1 2] TET -0 % Cursicemear - DHres
Express Logitics and oA [H13A] &30 -THI0 % Cusicemer - Char
FenePoint Ca, 150 BET-3650 % Cusioemeer - Chay
Geand Holels & Resor IL 1312} 5o~ 1 0D b Cusioereer - Chrey
Iackznn Conbrols BAE-Z-AG6TATRR %
Prpmdd Consinacscn (DL ] Tt 77 s CustorTeer - Char
shoeTe A, Ca1 5] S0 -0 %
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Sales mode A

= Salemicrce - DeswioEsr BARon =

O H Spouae  Thos ) et -l Ty 53 e S50 B o e e e S B H

w ﬁ Saafee Saaich Brsd¥Weshrmisr = Sstup  Halp m

Chassr Campeigne Leads fcccents  Coniscts Opporfunitee  Forscasss  Confracis Qedere Casss Soiglione & 0w L

Bt PR - e sl I Pl i
Tiseckwy Maars T, 31T
4 Hica Pasd
& Post  §ll Flla 5 Kew Event Wore = Brizmmmen it kzins iam
ST S T T RO S TR m = phidi prorlia
Tl eraafpodeg ool l
yrersid] anve opkeaed @
S, | Sort By Laes Posie i
Ship >
ifp JackEon Conminb. — Bl Cor el o Wil 0 P OpRSORLE i
Jdarkgon Conimibs
Cormas i Fabruary 37, T ml 38 PR ‘ Temned by yoal
& F
- r Jdackenn Comimis-
& 4T Eimpes — Beopad ¢ coareeried § mad ko this coniac r w-;-"l:l'rl-u:ll:l:.-rl:l.l
2 Fodow
Lyt B ] Febrsary I A0T ol R PR
! - M Jeft Glimpen
= Cwenved by yoas
2 Fodow
W Jdackisan Comtrok — Braad Cot wlial i baied Do B Gl ABCC
Commasi Lil Fabruary 3T, 3T uf 38 FRE ‘ mﬁlwm
Ghow Wors updyies =
Calendar Hiw Exiid Hew Medlong A es] Cobwwigs Heip T
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Lightning Experience M —
& = o

* Released April 4th N e SR PRk

* Adds new Lightning Call « .- B auiiut ] B

Center

 Eliminates page
refreshes seen In

"ull gy ma -~ s Bon w LI T
L -

Classic mode =t e
ah INTERACTIVE
 No more extra load on 5 TIEUCE S A
server or off site CIC or
session managers S
N alesforce
R
. -
*hkk (1)
R TOGETHER
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. e &
Optimized Agent Interface M —
Voice, callback, chat, email, generic Workgroup
objects, email to case objects activation

L v

Request assistance

|
kad Interactions

L -
Joe Smith i S %
00:03:58
2
Y ' ' S ="y = Direct
: l‘gg'l ?12‘255[:“5 " -!E!|I:| Lest Assistance l
Lo g in refquest assistance.
Ex
. — cu:unference?|
———. Single
g =end Reguest
Signh-on
Tt Available )
o724 Always use this

authentication type.

; Available

1d 01:59:28

Change Server

= | OGE | HER
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Call logging M —

Tagk ZdE Layout | Help for this Page i

¥ Call 12/8/2016, 2:23:34 PM

Chick B0 add Bopecs

. WL Michasl 2EE GFE

AT hirweets K]
Call 12'BR2018, 2223534 FM o
Task Detail Edii  Dwlsis  Creabe Followdip Tazk  Crests Follow-Lip Eve
Mickey Mouse - Contact - assigned T [P S Comieted
Subject  Call 1282016 22334 FM Kame bk Mouse
isd -
Mouse House \Visht - Opp ~ Dus Date  1DRO016 Related B hloyse House Visi
acation planning Phone  (7) 5554444 N Emal e huyel wisss G com
Pty  Mormal
' Customn Faedd 1
Creabed By  Like WS 12E016 223 FiA Last Miodifeed By |ifos W 120G 224 Fid
Comments  Whcation planning
Reminder
Refminder

I I II
'1',1':?“ 17 D3 Oslete  Create Bollowlip Task  Creatw Foliow-Lip Bvem

Call details and agent comments in Salesforce activity history

= | OGE [ HERH
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Email and Chat Response Management =

W R Web Chent - Google Chrome [=[=] & ]

|i1l1r.~=.. L - a
« 6o 06 Insert a Response

Userconforenca
Colapse Quais  Pic Hold  Trandfer Dsconied RESpOMELS ASSSINGE
BT Bevignid: nomen e . ;

LS o/
F cicdsl_nosean Sheaw Do B Cond My Re ﬂ
— ) ear 1 LOMNPLINe &) S HLH 10w
chotaf ol cicd=f_Workgroupl X Joo swithapmall... % | L 7
Heed kalp tracking an order

Had 0| RE- Meed holp tracking an onde
00505 | Arach Fiie
» & My Responses
gﬂ:;"“‘“"b"‘“"““""”‘d“‘ Datault rur g-2-BrUFE-BERCETED y RESpOE
' b i Files
Your order shaulkd arrive on Friday, Dec 16 before noan. | will mvestigate further a5 1o why the: link isn't
warking bk Macros
b i@ Text Messapes
==—-Cigiral Mesage---—
Hmr'.r":qu_l.\'nt;rr.l.ml [rrsiftnocicasf Workgroup ] @0fm com] k ﬂ URLE

Senl: Thirsday, Decamber 15, 2016 11:49 AM
Tao: cicdsf_noreen
Subect: Mead help tracking an arder

m-mku:-rtracmng«::;tlvﬁiI:i‘:‘Eﬂmm = System Wide Or personal
responses

a https hilld-wind oy language=an 3

| Bl Jane Smith =
« : H ©
| YW IMG 011 I'm soary to hear that. What a = a a

Collapse Queue  Pickup Haold  Trarsfer Discommect Rosponses  Assistance |

is hasppe=ning when you try ta prine?

el ACD - Assigned: baball L vwinG ol
| 000e:as A tane Smith
EE) tohn Doz

Johm Doe: Help me Obi-Wan Kenobi, naar S
you're my cnly hope.

ALD - Assigned: boball

DH:05:35 ! ' e

Howr mary | help you?
lane Smith
| My primber is brobosn,

I'm sarry to hear that. What is happening when you try to print?

= | OGE | HER
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—————
Screen Pop e
Screen pops based on ANI (default behavior) '
* Pop to search result based on IVR entry
* Pop to empty record
* Pop to empty record pre-populated with IVR data
Mickey Mouse ®  Pop to custom Salesforce URL 4
w] [ < ‘
@ Pest  # File New Txsk More ~ ©
m Followers
Contact Detail Ect Delete  Clone  Regquest Update
. Contact Owner Y Myke Vi [Change] Phone (17) 8551447
. -
I S—— e
< s | OGE [HER
= Genesys CX17

INDY-MAY 22-25,2017




Coming up — Route voicemall attachments M —

* View a list of voicemails, message count indicator

My Interactions Voicemail (£

All Voicemail =  MNewestOn Top «

p Jairo Ballesteros
IC Voicemail: from Indianapolis IN (317) 555-1234 - 22 seconds

Today at 9:30 AM
m X

Indianapolis IN

1001001847
Cindy Herrington e Today at 8:15 AM
IC Voicemail: from Indianapolis IN (317) 555-1122 - 13 seconds inidd
Brad Wehmeier Today at 7:58 AM
IC Voicemail: from Indianapolis IN (317) 555-4321 - 38 seconds
Daniel White Yesterday at 2:48 PM

IC Voicemail: from Indianapolis IN (317) 555-4444 - 30 seconds

= | OGE | HER
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“Roadmap for 2" Half of 2017 =

« User experience improvements
« Show status notes and until time in directory view
« Add search, type ahead and favorites to status list
« Add extension number to directory display

« Omni channel presence sync

* Protect an agent from being routed interactions from both products simultaneously by
setting statuses to sync between Omni-Channel and PureConnect

» Evaluate Salesforce External Routing API Pilot
« Salesforce sends pending service routing events to PureConnect
« PureConnect determines routing decision and creates agentwork record
« Agent accepts or declines work through Omni interface (not via CIC4SF interface)

« Add ability to view workgroup gueue stats

* Requires PureConnect 2017R4
* View queued up incoming interactions for the workgroup within the interface

= | OGE | HER
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PureCloud
PureCloud for Salesforce
&< | OGE |HER
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I PureCloud S —

A unified, all-in-one cloud

customer engagement and

employee collaboration solution

O that is easy to use and quick to
deploy with a modern user

o experience, offered on a cutting
edge platform built for rapid
Innovation.

S | S OGETHER
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Salesforce App Exchange Listing A

PURECLOUD S Genesys
by Genesys

PureCloud makes
customer relationships simple.

https://appexchange.salesforce.com/listingDetail?listingld=aON30000000pvMdEAI

| OGETHEF
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CX17
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http://listingDetail?listingId=a0N3000000B5l6REAR

_.—
Agent =
_._
@ © ® /@ cases- Console Randolgh
< C | & Secure https://purecloudnowbeta.my.salesforce.com/console
Remai
* Aloha Island Yacacions™ 0, Search Salesforce
Cases v i+ v
Recently Viewed Cases *  Create New View = P @ ?
Close Change Owner  Change Status 43
ACTION CASE NUMBER 4 CONTACT NAME SUBJECT STATUS PRIORITY DATE/TIME OPENED CASE OWNER ALIAS
. 00001024 Jones, Howard Need to reschedule pickup ti... New High 11/21/2016 12:36 PM kjohn
O 00001020 Johnsen, Jacob Would like to extend cruise b... New High 9/7/2016 &:57 PM kiochn ;
. 00001015 Williams, Hannah Need to add snorkeling ex.. New High 9/7/2016 1:27 PM by Genesys
. 00001014 Brown, Michael Need later date for airline .. New High 9/1/2016 8:49 AM
— purecloudnowbeta
00001003 Williams, Hannah Hotel is disappointing MNew High 6/14/2016 10:54 AM [ Change Organization ]
O 00001002 Johnson, Jacob Lost travel documents On Hold Low 5/25(2016 2:31 PM m
. 00001001 Jones, Madison Unexpected travel charge New High 5/25/2016 2:31 PM
. 00001000 Smith, Emily Flight has too many layovers  Escalated High 5/25/2016 2:31 PM Password L
S i n g I e S i g n - O n Forgat Your Password? Sign Up
1-80f8 ¥ OSelected ¥ @ 4 Previous Next P W Page[ 1 |ofl Salesforce
PureCloud Script L
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Agent

©  ® case: 00001014 - Console ® X |

&

C | @ Secure https://purecloudnowbeta.my.S¥lesTo

* Aloha 1sland Yacations ™

Cases

Milestones

00001014

Show More

+

1014

Use browser as phone

Need later date for airline tickets

The earlier date that we had originally planned for isn't going to work.

. . . 7] Thanks Link m Pall Log a Call
Simple or sophisticated screen pops
Case Details
Case Number Case Owner Q, All Updates Call Logs Case Notes Status Changes Tasks and Events More -

00001014 2 Kent

Johnson [Change]
& 9 Kent Johnson changed Case Owner from Caitlin Brickman to Kent Johnson.

©

Contact Name Status
Michael Brown MNew
‘? Caitlin Brickman created this case.
Case QOrigin 00001014
Phene Subject: Need later date for airiine tickets
Priority: High
Subject Status: New

Need later date for airline tickets

Simple call flow or sophisticated IVR

Description

The earlier date that we had originl
isn't going to work.

Priority
High

Randolph
| e r[f"
21 Days Remaining
v
® = E&?

Indianapolis IN Y
< ALERTING

+13179571017

Standard Care

Graup Travel

PureCloud Script A

S Genesys

= | OGE | HER
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Agen

Cases

Milestones

3h 54m 50s

remaining

Case Details

Case Number
00001014

Contact Name
Michael Brown

Case Origin
Phone

Subject

Description
isn't going to work.

Priority
High

S Genesys

& Case: 00001014 - Console @ X

Randolph

T Aloha island Yacacions ¥

"/ 00001014

Show More

Resolution Time

Case Owner

£ Kent
Johnseon [Change]

Status
New

Need later date for airline tickets

The earlier date that we had originally planned for

&« C | & Secure https://purecloudnowbeta.my.salesforce.com/console

Q, 1014 (<]

+

Need later date for airline tickets

The earlier date that we had originally planned for isn't going to waork.

£ Post Bre B manis Link ] por

Click here to expand the Post action.

Loga Call

Q All Updates Call Logs Case Notes

Queue statistics

% Kent Johnson changed Case Owner fram Caitlin Brickman to Kent Johnson,

" Caitlin Brickman created this case.
oooo01014
Subject: Need later date for aifine tickets
Priority: High
Status: New
Case Number: 00001014

Workspace transfer

Escalated Care

Escalated Care
oLom 111

EWT

Transfer Selected Tab
(00001014

PureCloud Script L

= | OGE | HER
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Manager / Business User

® ® @ Business Account: Paseicc ® X

Randalph

&« C | @ Secure https://purecloudnowbeta.my.salesforce.com/console

* Aloha Island Yacations ™

[ Accounts w [ Poseidon Scuba To.. +

@, Search Salesforce

Business Account Detail Business Account

Account Name Parent Account

Poseidon Scuba
Tours [View Hierarchy]

Type Industry Business Account Detail
partner rlE Account Owner

Account Name

Annual Revenue Employees Parent Account
510,000,000 14,668
¥ Call Logs
Website
http: //www.poseidons...
Cases New Case

Action Case Contact Name

Edit 00001001 Madison Jones

¥ Additional Information
Type
Industry

Description

Entitlements [0] | Contacts [3] | Open Activities (0] | Activity History [5+] | Opporiunities [3] | Cases[1] Fitners [0] | Notes & Attachments [0]

Poseidon Scuba Tours

Edit Delete Sharing

-.Caitlm Brickman [Change] Phone  (317) 957-1017%
Poseidon Scuba Tours [View Hierarchy] Fax
Website  hitp:/iwww.poseidonscullll.com

Calls by Date Calls By Result

2 Call Result

Winquiry
HNew lssus

Record Count

arizmi &‘gﬂlﬁ:l? N7 Record Count

Partner Employees 14,668

Media Annual Revenue  $10,000,000

GBM is the worldwide leader in technology news and information on the Web and the producer of the longest-running and farthest-reaching television shows
about technology. GBM's network of sites combines breakthrough interactive technology with engaging content and design and is consistently ranked as the
Internet’s leading content network in terms of both audience size and revenue, serving millions of users each day. The company's television programming is
broadeast by the USA Metwork and the Sci-Fi Channel to more than 70 million households and is syndicated to broadcast television stations in the nation's top
120 markets, including the top 10 markets.

PureCloud Script % Available

S Genesys

CX17
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Manager / Business User

S Genesys
IS

eCe _.-':.Task: Call 3/13/2017, 2:5° @ %

< C | @ Secure https://purecloudnowbeta.my.salesforce.com/console

* Aloha island Vacations

F3F A ET

Task Detail

¥ Task Information
Assigned To
Subject
Due Date
Call Result
Call Duration
Interaction Details
Comments

¥ Required Fields
Status

¥ PureCloud Data

Call RemotaName

Call ANI
¥ System Information
Created By
Reminder
Reminder

Edit | | Delete | | Create Follow-Up Task

E_ Kent Johnson

Call 3/13/2017, 2:53:14 PM
a3z017

New Order

4

https://a; ininsca.com/dirsctory/#/engags/adm...

Search Salesforce

Attachments [0]

Create Follow-Up Event

Verified Hannah was eligible for discount through deal desk and made change.

Completed

Indianapolis IN
+13179571017

Kent Johnson, 3/13/2017 1:53 PM

Edit | | Delete | | Create Follow-Un Task

Create Follow-Un Event

Randolph
[ E'il
21 Days Remaining
=)
v
v

Custom data from PureCloud

Related To  Poseidon Scuba Tours

Mame  Hannah Williams

Phone  (561) 555-6743 %
Product Line  Individual Trave!
Call Type Inbound

Priority

Call CalledNumber  Standard Care

Link to more detail

PureCloud Script

% Available

= | OGE | HER
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anager / Business User

eCe / & Task: Call 3/13/2017, 2:6° @ % /  PureCloud App - PureCloudic % \| \

Randolph

Call recordin

-~ % Interaction

Interactions

Internal Participant

Multiple

# | Add Annotation
Participants

Details Timeline Evaluation Summary Audit Trail

Conversation Timeline

External
Indianapolis IN

+1317-957-1017
Call Interact

~ EN

ACD

S Genesys

& C | & Secure https://apps.ininsca.com/directory/#/engage/admin/interactions/9c43ef56-c506-479d-9b77-849bf9d0875d/timeline

Activity Directory ~ Documents Performance ~ Reports

@® ¥ rg =

Q. eEZTe

External Participant

0:00.000/ 1:52

Indianapolis IN
+1317-957-1017

Annotate

Conversation timeline

Queue: Standard Care
ca

= | OGE [ HERH
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JOINT VISION

2H 2017

* Voice, inbound, chat with * Lightning support with * Lightning support with
adapter — SFDC Console and Workspace Web for voice Workspace Web for chat,
Classic * +Work items with workspace email, outbound, work items

* All channels with Workspace web — SFDC Console only

Web — SFDC Console only

e Campaign mgmt for outbound

* Lightning Support * Omnichannel presence sync o

* Voice, callback, chat, email, * View workgroup queue stats dlallng )
Generic Objects, email to case * Centralized log collector * Surfacing best of Interaction
interactions, dialer integration * Ul enhancements Connect features for SFDC
— SFDC Console and Sales mode * WebRTC (voice)

* Lightning Support  Salesforce email routing * Surfacing best of new

* Voice, callback, chat, email, ¢ Campaign mgmt for outbound PureCloud features
outbound dialing support, dialing through SFDC

PURECLOUD simple omnichannel presence * Ul enhancements

sync — Console and Sales Mode

= | OGE | HER

S . *DIRECTIONAL INTENT AND TIMELINES. SUBJECT TO CHANGE. CX17
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-

-2 = -

. Key Take Aways —
\ A
@ ‘_' » The choice is yours
. P -
X  When your CRM is Salesforce, you have the choice to
‘ implement the best integrated desktop
* Time to connect
* Visit our Booths for a live demo
= | OGE | HER
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Genesys + Salesforce =
Amazing Customer Experiences

Kimlan Do, PureEngage Product Management
Cindy Herrington, PureConnect Product Management —0
Randolph Rife, PureCloud Product Management — 00—

— = | OGE |HER
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