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Proactive Chat  
for sales engagement

Consumer’s love affair 
with eCommerce
It’s no surprise that consumers love buying  
online. It’s quick, convenient and incredibly easy 
to comparison shop or find product reviews. 
What’s not to like?

Organizations, on the other hand, often find 
themselves in a bind. Consumers will choose the 
retailer who offers the cheapest price with little 
concern for reputation, customer satisfaction 
or business longevity. Organizations find 
themselves competing like never before. If only 
they could engage with consumers shopping 
online like they can in a physical store.

Understanding behaviors  
has become a challenge
Competitive organizations are now challenged 
to understand their consumers’ buying habits 
and behavior.

• Which sites consumers have visited
• What channels they used to search for 

products and services
• When and how to effectively engage with 

these consumers

Think of the many seemingly random events 
and behaviors that occur on a website. How can 
these actions be mapped to a strategic Sales 
or Customer Service strategy? People enter and 
leave, sit on a page, search, download content, 
read reviews, etc. Without understanding the 
consumer’s behavior, the opportunity is lost. 
For many companies, websites today are full 
of wasted opportunities to create meaningful 
engagements with customers.

“55% of US online adults 
are likely to abandon their 
online purchase if they 
cannot find a quick answer 
to their question”

Forrester Research1

The cross-channel 
environment is an  
incredible opportunity
Increasing sales conversion rates in a cross-
channel environment is an incredible opportunity. 
In order to capitalize on it, however, you must 
identify and take action at the moment of 
opportunity within each customer experience. 
This requires the right representatives to 
engage at the right time, with the right message 
to intercept a customer and help close or 
save an order.

Why are legacy solutions usually not appropriate 
for this? Simply put, they lack customer 
engagement intelligence. On some websites, 
chat windows pop up constantly without any 
apparent rhyme or reason. This is often seen as 
more of an annoyance than an attempt to create 
a meaningful conversation. Furthermore, if you 
are willing to accept the chat invitation you may 
be met with a “please hold for an agent” or a “try 
again later” message.

1 Channel Management: Core To Your Customer Service Strategy,” Forrester Research, January 20th, 2015
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Genesys proactive chat  
for sales engagement
Genesys offers an effective solution to track 
customer actions across channels, manage an 
excellent customer experience, and leverage the 
moment of opportunity, delivering the ultimate 
possible sales and experience.

The Genesys Proactive Chat for Sales 
Engagement Solution makes it significantly 
easier to manage a customer conversation 
that may stretch across multiple touchpoints 
and time. It does this by providing a business 
management environment to make engagement 
decisions based on customer context, at the right 
moment and with the right representative.

Engage prospects and 
customers in real time
• Monitor your web visitors through a 

sophisticated web monitoring capability that 
utilizes visitors’ behavior to determine whether 
they need to be engaged or not.

• Manage invitations easily by getting complete 
control over what triggers the invitation or how 
it is displayed.

• Provide real-time updates to your 
representative on the customers’ current web 
session, and past sessions to ensure best 
conditions for sales engagement.

Social

Web

Email

Chat

Research

Question

Consultation

Research

Proactive Chat

Places Order

Verification

Tweet

Customer Data Chat

The Customer Journey With a Human Touch

Engage at the Moment of Opportunity

The Genesys Proactive 
Chat for Sales Engagement 
Solution makes it significantly 
easier to manage a customer 
conversation that may 
stretch across multiple 
touchpoints and time.
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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

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered trademarks of their respective holders. © 2017 Genesys. All rights reserved.

Convert more of your web visitors 
into customers
• Manage revenue opportunity decisions by 

empowering business rules to route customers 
from a variety of communication channels 
to the right representative at the right time to 
meet current business objectives.

• Track cross-channel experience and engage 
in the customer’s preferred channel of choice 

—while, in real time, gathering a holistic view 
of the customer experience and reducing 
customer effort.

Drive revenue and provide exceptional  
customer experience
• Benefit from channel independent logic by 

ensuring consistency and engagement of 
communication across channels. Enjoy the 

“single view” of business logic and goals and 
behavior, across communication channels, 
ensuring consistency of customer service, 
offers, and hence experience.

• Leverage a unified solution with single 
Customer Experience platform, consolidated 
customer info, reporting for easy operations 
and consistency across the customer journey.

Sales engagement results
Genesys customers who have been using 
Genesys Proactive Chat for Sales Engagement 
have experienced substantial increases in 
conversion rates and average order value.

With the Genesys Proactive Chat for Sales 
Engagement Solution, you can now manage 
personalized service decisions for customers 
and map those decisions to opportunity value 
to the business. The solution allows sharing 
customer experience and progress information 
across all communication channels leading to 
a differentiating experience and unparalleled 
sales engagement.

25%
higher conversion rate

30%
greater order value

http://www.genesys.com

