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Optimize Your Customer  
Experiences with an Omnichannel Desktop
Enable Employees to Deliver Personalized Customer Experience

Interaction Channels 
Challenge Employees’ Ability 
to Deliver
The evolution to omnichannel customer 
engagement is one of the greatest challenges for 
contact centers today. With an increased number 
of interaction channels, it is hard to cultivate the 
right balance between voice and digital channels, 
and self- and assisted-service. 

Your team must deliver consistent, seamless 
experiences as customers transition between 
the growing number of customer engagement 
channels. At the same time, you’re optimizing 
the efficiency of employees who work across 
these channels. 

Your customers are also struggling, and 
experience what they view as “corporate 
amnesia.” Despite many systems in place to track 
and collect information about them, they are still 
not recognized, and do not receive a personalized 
experience. When they shift from self- to assisted 
service, they must start over and re-explain 
their issue.

These symptoms reflect a disconnected 
customer engagement strategy characterized by:

• Handling interaction channels with different 
systems and desktop applications

• Lack of adequate information to personalize 
the customer experiences

• Missing insights into the customer’s context
• No employee access to the right knowledge 

sources and recommended responses
• Lack of collaboration across the enterprise

Redefine the Desktop for an 
Omnichannel Experience
The Genesys Omnichannel Desktop is an agent 
and supervisor application that handles all 
assisted customer interactions through a single 
user interface. Omnichannel Desktop gives 
your employees the ability to optimize customer 
experiences with all the necessary context, 
history and knowledge.

“The key change we saw 
by implementing this 
solution was the ability to 
pass customer data from 
our speech applications 
directly through to the 
agent desktop—eliminating 
the need for customers to 
repeat long tracking IDs.”

- Brady Jacobsen, General Manager, 
Customer Sales and Service, Australia Post

“This capability was not 
even conceptually possible 
just 12 months earlier, 
blending task-based items, 
scanned paperwork, email, 
and phone calls helps us 
optimize our service levels.”

- James Iansek, Head, Customer Service 
Design and Innovation, BUPA Australia

http://www.genesys.com/solutions/customer-engagement
http://www.genesys.com/solutions/customer-engagement
http://www.genesys.com/solutions/employee-engagement/omnichannel-desktop
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Orchestrate Omnichannel Interactions and 
Collaborate Across Organizations
With the Genesys Customer Experience Platform 
and Omnichannel Desktop, your employees can 
handle customer interactions and work items 
on a single workspace across all the customer 
engagement channels, including voice, video, 
digital, and internal work items. 

Leveraging Genesys True Omnichannel 
Routing, interactions and work items are 
routed automatically to the workspace of the 
best-skilled, available employee to handle the 
task. Regardless of the interaction channel, the 
Omnichannel Desktop has intuitive and easy-to-
use tools so that employees deliver consistently 
high quality service across all channels.

Omnichannel Desktop provides core functionality 
for processing customer contacts, including 
receiving, consulting, transferring, and 
completing the interactions. It can also function 
as a SIP telephony end-point so that a physical 
phone isn’t needed.

When an interaction is finished, employees  
can enter notes, disposition, and reason codes. 
They can also receive individual and contact 
center KPI statistics to gain insight into their  
own performance. 

The Omnichannel Desktop supports collaboration 
across your organization and with third-parties by 
voice, video, or instant messaging (IM). It offers 
an even deeper level of collaboration by giving 
supervisors means to monitor interactions and 
coach employees in real time. 

Employ Context and Business Knowledge to 
Enhance Customer  Interaction Quality
The Omnichannel Desktop gives your employees 
quick and easy access to information 
needed to deliver efficient and personalized 
customer experience every time they interact 
with a customer.

This begins with preview pop-ups and screen 
pops to tell your employee who is contacting 
them and why. Omnichannel Desktop also 
gives them access to customer contact profiles, 
current case information, and interaction journey 
history, including notes.

If more specific information is available, such as 
web activity or location data, employees have 
access to it through the Omnichannel Desktop. 
The application can also present data from CRM 
or other business systems.

Omnichannel Desktop includes tools to access 
knowledge bases and standard response 
libraries. You can also use scripting, especially  
for ensuring business consistency or 
regulatory compliance. 

Automate Your CRM Workflow and Simplify 
Delivery of an Agent Desktop
You can derive great value from integrating 
your CRM and other business systems 
with Omnichannel Desktop to optimize the 
employee’s workflow. 

With a common UI framework and data 
integration through open APIs, Omnichannel 
Desktop can:

• Integrate customer identification, verification, 
and validation along with contact context and 
contact reason across all interaction channels 
in a single workspace

• Extend the application by plug-in modules to 
meet business needs

• Centralize system and business administration
• Centralize supervisory management
• Closely integrate CRM and other business 

systems, including passing data during or 
after contacts 

The Omnichannel Desktop can be deployed  
on-premises or in the cloud.

Omnichannel Desktop Results 
Genesys customers realize significant results 
with the Omnichannel Desktop:

BENEFIT RESULT

Reduction in handle 
time through 
omnichannel blending

  76 seconds saved 
  per contact 

Reduction in handle 
time through  
screen pop 

  41 seconds saved 
  per contact 

Reduction in handle 
time through CRM 
desktop integration

  12 seconds saved 
  per contact 

“Another key aspect is 
integration with a real-time 
CRM system able to gather 
information from all channels, 
especially customer web and 
mobile site journeys.”

- Francesco Rosato, Head, Contact  
Centre Strategy, UniCredit

“It’s been a breath of fresh air 
to have a tool set that gives us 
visibility into data that we’ve 
been starving for” 

- Deborah Judy, Manager, Enterprise  
Customer Care, United States Postal Service

http://www.genesys.com/platform/routing
http://www.genesys.com/platform/routing
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ABOUT GENESYS

Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes from 
connecting employee and customer conversations on any channel, every day. Over 10,000 companies in more than 
100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys on-premise 
and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of technology 
and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797
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registered  trademarks of their respective holders. © 2017 Genesys. All rights reserved.

Exceed Expectations with  
the Omnichannel Desktop
Genesys Omnichannel Desktop gives your 
organization a consolidated view with the context 
and tools that result in contextual, personalized 
customer experience across all channels. 

Empower Employees to Deliver Great Customer 
Experience Efficiently
Omnichannel Desktop relieves your employees 
from signing into multiple systems depending on 
channels. As a result, they can handle customer 
interactions from any channel, based on their 
competency, skill set, and business needs. The 
powerful collaboration tools combined with 
the consolidated workspace leads to increased 
customer satisfaction and savings from 
improved efficiency and first contact resolution.

Integrating CRM and other business systems 
with the Omnichannel Desktop improves agent 
efficiency through automation.

Delight Customers with Personalized and 
Optimized Experiences
With Omnichannel Desktop, context and history 
appears automatically when an agent responds 
to a contact. Standard responses and scripting 
are available to assist the agent or for regulatory 
compliance. 

Drive Great Business Outcomes and  
Low Total Cost of Ownership
With Omnichannel Desktop, all engagement 
channels are handled through a single user 
interface, eliminating the software release cycle 
dependency between the customer engagement 
environment and other business systems, 
such as CRM. 

In short, the Omnichannel Desktop:

• Increases employee flexibility and efficiency, 
resulting in efficiency and job satisfaction

• Delivers a better, easier, more personalized 
experience to customers, resulting in improved 
customer satisfaction

• Provides a single place to design, develop, 
deliver, and manage all customer interaction 
channels, resulting in increased operational 
and business efficiency

Empower your employees with Omnichannel 
Desktop—give them what they need to deliver 
great experiences to your customers and improve 
their own performance and job satisfaction.


