
Call centers today are more complex than ever, with  
a multitude of channels and point solutions that can 
fragment customer journeys and create significant  
IT headaches. Pressure to continually add new 
touchpoints makes it even more difficult to meet 
service goals and customer demands. Increasingly, 
firms are moving toward building a true system of 
engagement based on an integrated customer 
experience (CX) platform that interoperates with 
existing systems, supports all channels and 
touchpoints, and scales to any number of consumers, 
geographies, and agents.

Customers often take multiple actions to complete  
a single journey. Successful end-to-end journeys are 
proactively managed and are seamless, consistent, 
and personalized across customer touchpoints and 
channels. An omnichannel engagement center can 
orchestrate journeys in a sequential and proactive 
manner using business rules and full context as inputs 
to ensure successful outcomes. Each journey is 
analyzed to provide full visibility to the company,  
and this data influences business rules governing  
the next proactive step in the journey. 

While your CRM solution can provide many insights,  
it doesn’t capture all the complexities of engaging  
with today’s customers, who are often transitioning 
from one channel to another—sometimes within a 
single interaction. Many contact center desktops today 
lack the capability to provide agents with a complete 
view of the customer over time and across all channels 
and touchpoints. This includes identifying where and 
when a customer started a specific journey. For 
example, the journey may have actually started on 
your website, moved to an online chat, and finally 
resulted in a call to your contact center. The journey 
timeline context is vital to the delivery of truly 
omnichannel customer service and capitalizing  
on valuable closing, up-selling, and cross-selling 
opportunities. With a single omnichannel desktop  
that works with your CRM applications and provides 
engagement data from all channels, your agents  
can provide personalized, contextual service to  
your customers.

Thanks in large part to the rapid growth of online 
shopping, today’s customers now expect proactive 
engagement. By anticipating customers’ needs and 
keeping them informed throughout their journeys, 
leading companies are increasing satisfaction, 
reducing churn, and building long-term, profitable 
customer relationships. An omnichannel engagement 
center enables the management of both inbound and 
outbound interactions across a variety of channels to 
allow your business to send rich, personalized 
notifications and other forms of proactive engagement 
while ensuring regulatory and company compliance 
and adhering to opt-in requirements. 

#1: A Single, Integrated, and Highly Scalable 
Customer Experience Platform 

#3: Engagement Orchestration  
and Analytics

#4: Personalized and Proactive Omnichannel 
Inbound and Outbound Experiences

#2: An Extensible, Omnichannel Desktop 
with Journey Timeline

10 Ways an Omnichannel Engagement 
Center Helps You Deliver Next-Generation 
Customer Experience
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To deliver on the promise of personalized engagement 
across all customer journeys, channels, and 
interactions, routing is the most important thing to  
get right when customers need to engage with agents. 
Traditional, queue-based skills routing, still used by 
many contact centers, inherently lacks the necessary 
functionality and flexibility to evaluate a customer’s 
true intent and match them to the best agent available. 
When using traditional methods, critical activity 
information is not captured for use with either analytics 
or rules engines. This limits the cause-and-effect 
understanding and creates subpar experiences as 
journeys progress. An omnichannel engagement 
center using an engagement orchestration engine 
treats routing as another step along the customer’s 
journey. Orchestrated routing doesn’t require that 
agents be pre-assigned to physical or virtual 
interaction queues, thus simplifying operations and 
ensuring the best agent is matched to the customer 
the first time. The result is increased first call resolution, 
reduced frequency of transfers, a higher Net Promoter 
Score, and better business outcomes.

The complexity associated with running a contact 
center has significantly increased during the past few 
years, with the rise of omnichannel customer 
engagement solutions. Managing multiple or 
worldwide contact center operations that address 
omnichannel needs requires even more advanced 
operational processes and controls. An omnichannel 
engagement center delivers advanced systems and 
strategies to support routing to the right agent, 
whether they are in San Francisco or Singapore, as well 
as centralized operational management capabilities to 
schedule correctly and to ensure service levels are 
being met across the entire operation. 

People are still your most important asset when it 
comes to delivering next-generation, omnichannel CX. 
Yet to enable your team to succeed, you must send 
interactions and work items to the resources with the 
right skills, at the right time, and via the channel 
selected by the customer. With an omnichannel 
engagement center, agents and skills are administered 
for all channels in one place for routing, scheduling, 
and forecasting, which results in better agent 
utilization and effectiveness; more insightful agent 
scorecards, coaching sessions, and training plans  
(to enhance skills that are lacking); and improved 
customer satisfaction. An omnichannel workforce 
management approach drives better results for your 
business, agents, and customers.

Managing your customer journeys starts with first 
defining what the journeys should be in an ideal state.  
To orchestrate successful journeys, it’s important to be 
able to create and implement specific business rules 
and identify data and customer preferences that can 
guide your customers along their personalized 
journeys. Because your business and customer needs 
are always evolving, it’s critical that you’re able to 
easily monitor success and make improvements when 
necessary. Omnichannel customer engagement is 
about far more than just managing interactions. It’s 
about guiding customer journeys from start to finish 
and having the agility to quickly adjust to changing 
needs. 

#5: “Direct-to-Best Agent” Orchestrated 
Routing

#7: Global 360-Degree Visibility, Operational 
Control, and Workforce Virtualization

#6: Integrated Omnichannel Workforce 
Management

#8: Capabilities to Design, Orchestrate, and 
Monitor Customer Journeys and Lifecycles

The Genesys Omnichannel Engagement Center solution is a single solution  
that powers omnichannel experiences across all of your customer journeys.
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Request a demo at genesys.com/request-a-demo.
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Today, over half of your customers engage first with 
your company over self-service channels. More often 
than not, they start their journey on your website. A 
key feature of an omnichannel engagement center is 
the ability to monitor, identify, and proactively engage 
with web visitors in ways that meet their objectives, 
including proactively presenting a knowledge base 
article, a chat dialogue box, a web page, an offer,  
or the status of their current order. 

#10: Proactive Website Monitoring  
and Engagement
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Similar to any department or business unit, your 
contact center and self-service channels have specific 
service levels that must be met. However, it’s 
impossible to look at the big picture, understand 
workflows, and create clear business rules to take 
action if you have siloed channels and no orchestrated 
routing. An omnichannel engagement center solves 
these challenges through the use of orchestrated 
routing, an engagement orchestration engine, and  
a universal queue, resulting in better real-time  
management of your service levels across channels 
and customer segments, as well as improved 
coordination of work items and commitments 
throughout your organization—such as in finance,  
legal, billing, and even at the branch level. 

Gain the Omnichannel Engagement Center Advantage
The Genesys Omnichannel Engagement Center solution is a single solution that powers omnichannel experiences 
across all of your customer journeys. With a unified, 360-degree view from a single integrated platform, you can 
design customer journeys, make them actionable, and monitor their success. The Genesys Omnichannel Engagement 
Center solution gives you consistent, global, operational control to maximize your workforce throughout the day and 
reduce operational costs. You’re also able to more effectively manage workloads, empower your agents, and gain 
valuable insights to help you achieve your business objectives—including new customer acquisition, product sales, 
and customer support. By making the shift to an omnichannel approach using the Genesys Omnichannel 
Engagement Center solution, you gain the immediate benefits of higher customer loyalty, increased revenue,  
and better business outcomes, while paving the path for continued success. 

#9: Real-Time Management of Channel 
Service Levels
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