
Every business claims to cherish its customers, but actions speak louder than words. Even if 
you promise as a brand to value and serve your customers, a poor experience from the 
customer’s perspective undermines your best intentions. What matters is what the 
customers perceive, not branding claims.

The customer experience goes far beyond what happens on the website, in the store or on 
the phone. It encompasses everything from the initial order to solution delivery, problem 
solving, billing/payment processes, and renewal sales.

You cannot afford to leave the customer experience to chance, but you also do not have the 
resources to track every piece of customer work as it travels through the business. However, 
you can define and manage the most common customer journeys, mapping the ways that 
customers interact with your business and their work flows through business processes. 

Too often, there is a disconnect between the journeys you plan for customers and the ones 
they actually have to travel. Your brand may promise a trouble-free walk in the park, but if 
the customer has problems and delays, it may feel to them more like an exhausting trek 
through a desert. 

If you’re looking for ways to increase business performance and customer loyalty, there is 
no better place to start than with the business processes supporting customer journeys. 
When you optimize and automate these processes, you can improve the customer 
experience and satisfaction while streamlining your own operations – a win on both fronts.

Don’t Start Without the Right Gear
A business process automation effort is not for the faint-hearted. You will need to venture 
beyond self-contained systems and customer-facing organizations. You will travel into the far 
reaches of your business operations, where accountants and analysts work, as well as out 
into the field where installation, repair, consulting, and field sales staff operate. 

Existing systems manage different segments of the customer journeys. Customer 
Relationship Management (CRM) systems track and manage the customer interactions. 
Business Process Management (BPM), Enterprise Resource Planning (ERP), and financial 
systems may manage fulfillment and billing processes.

But few businesses track the course of the customer journey and the behind-the-scenes 
work that spans systems and groups. As a result, there’s a clear divide between the parts of 
the journey that are known and managed and those that are left to chance.

To automate and optimize business processes, you will need to map journeys across 
different systems, gaining insight into people and skills, consolidating work from many 
systems, tracking its progress throughout its lifecycle, and automatically routing tasks to the 
right people at the right time. Enterprise workload management solutions can fill these 
functions, working with existing systems to provide a holistic view into and control over the 
critical business processes.

Adventures in Business Process 
Automation

SOLUTION BROCHURE



SOLUTION BROCHURE

Adventures in Business Process Automation  /  page 2 

An enterprise workload management system includes the following key components:

• Aggregation of work from different systems into a global task list

• Ability to prioritize and reprioritize work based on business rules

• Insight into presence and skill sets of employees throughout the business

• Automated, real-time work assignment based on employee skills

• Performance management capabilities provided by real-time analytics, historical report, 
forecasting and scheduling analytics

By adding these capabilities to existing systems, businesses can automate core processes 
while taking control over the actual experience delivered to customers. 

Map the Uncharted Territories
As work flows between different systems in your business systems, it typically requires people 
to take action and make decisions. Because human interactions are critical to many journeys, 
you need to understand the behind-the-scenes participants in critical business processes. 

• Activating cable television or broadband service may involve people in the field as well as 
finance and billing. 

• In the insurance industry, claims adjusters, repair ships and finance staff participate in 
processing claims.

• A warranty repair in electronics may include multiple tiers of troubleshooting, shipping, 
repair or replacement, and other activities.

Often, businesses have little insight into people who play critical roles in customer processes. Is 
your billing team swamped? Is the finance team heads-down on end-of-quarter work and 
unable to handle billing requests? Is your key person in shipping on vacation, and how will that 
affect critical customer orders?

To automate critical business processes, you have to start by understanding the human factors 
in business processes. Having identified the people, you’ll need to know:

• Who is currently available? What does the work schedule look like?

• What skills do they possess, and which types of tasks can they perform?

• How many people do you have who can do a critical part of the puzzle?

With this knowledge, you’ll be ready to assign the right work to the people, so that you can 
deliver on the customer promise on time. 

Build Bridges and Make Connections
Some customer work starts and ends in a single application, such as the CRM system. But 
others processes may traverse different applications, including:

• Accounting and finance systems
• Human resources
• Dispatch/scheduling
• Project management applications
• Business process management (BPM) 
• Claims systems
• Activation processes
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A single employee might work with multiple systems to fulfill their tasks. Or the workflow may 
require participation from several people using different applications. Each hand-off or transition 
introduces opportunities for delays or errors that may cause the customer journey to:

• Wander off course: Errors in transitions between people or systems can lead to problems 
or wrong turns in the customer journey. 

• Experience unexpected delays:  A task may remain unclaimed in a work queue or 
forgotten in an inbox.

• Become stranded: Tasks are sometimes misplaced or lost altogether. The customer has to 
take action to put the journey back on track.

Protect against these problems by automating the connections between the various people 
and systems on customer journeys.

Map out the different journeys that your customers make through your business. Although it is 
impossible to anticipate every type of interaction, you can start with the most common and 
valuable customer journeys.

• For each journey, create a map of the systems and skills required to fulfill the journey.

• Define how work flows between the systems.

• Connect systems to a global task list and task routing system

• Link the information about people and skills with the lists of tasks and schedules.

To take control of critical business processes, automatically “push” tasks to the right people, 
rather than waiting for people to claim them from a list of work to be done. You can realize 
significant gains in efficiency by using business rules to prioritize when work gets done and 
assigning work based on skills and availability.

Workflow, CRM & BPM Systems Tasks

Multi-Channel / Back Office Workforce

Business Rules drive
continuous reprioritization

Skills and Presence drive
real-time task Assignment
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Automatic task assignment, based on skills and business rules, delivers many benefits:

• It prevents difficult tasks from remaining unclaimed or forgotten – limiting the number of 
customer journeys that are delayed.

• Employees only get the tasks that they have the skills and training to complete, so they 
can work most effectively. Use skills-based routing to help people work to their strengths.

• Automated, skills-based work assignment ensures a fair distribution of work and eliminates 
employee concerns about unfair distribution. 

• You can design the workforce schedule to optimize employee efficiency while offering 
enough variety to keep work engaging and rewarding. 

• Employees do not have to worry about work priority, or deal with different applications 
containing individual tasks lists.

“It really simplified my daily work. For example, instead of picking files in the different back  
office systems, tasks are automatically distributed to me so it’s easier and more efficient.” 

Lucile Hondier, Contact Center Agent, SPB

Get Faster and Smarter About the Journeys
With people, tasks and systems all connected, you gain the ability to prioritize work according 
to business value and purpose. You can now make decisions about how customer work will 
flow through business processes and where to spend critical resources. 

These decisions will affect business performance over time.

• Which customer journeys are the most important to manage?  

• How do you prioritize two different customer journeys if they compete for the same 
resources? How about two customers on the same journey?

• What service levels do customers expect? Have you made explicit or implicit promises 
about how long the journey should take? Can you live up to those expectations?

• Which skills are required for each type of customer journey? How should you allocate 
your people to the tasks available? 

Having made those decisions, you can fine-tune the rules used to prioritize and assign work 
between people and systems. For example, reduce business risk by ensuring that the most 
critical or time-sensitive work has the highest priority, and thus is assigned first.

The business process landscape is no longer a wilderness of disconnected “black box” 
processes beyond your visibility or control. Now it is a series of mapped and navigable 
processes that customer work can travel automatically and seamlessly.

Implement Real-Time GPS Tracking
Unexpected problems can lead to service interruptions, missed delivery dates, and unhappy 
customers. Don’t risk leaving a customer stranded in the wilderness. With an overarching 
routing engine managing the flow of work through your business, you can catch any processes 
that go off-track.

• Track the timing on customer processes, from end-to-end. When a service level deadline 
approaches, automatically raise the priority of the process and bump it to the top of the 
queue.

A major bank in Israel  
improved employee 
productivity by 50 percent 
while reducing time to 
complete key tasks by 40 
percent using workload 
management strategies 
implemented with Genesys. 

“Because Genesys enables 
us to eliminate errors and 
delays by automatically 
assigning tasks to exactly the 
right person based on their 
expertise, the consistency, 
accuracy, and quality of our 
work has been greatly 
improve, and has created a 
lot of savings in terms of 
man-hours.”

Gideon Makleff, Executive 
Vice President of Back Office 
Operations, Bank Hapoalim
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• If a task requiring human intervention has stalled out, take action before it is too late by 
pinging the employee, notifying someone else, or reassigning the task if necessary. 

The business environment itself is challenging terrain. When priorities change, your business 
needs to be able to adapt on the fly. 

For example, imagine the marketing team ran a time-sensitive promotion, and now you 
experience unanticipated jump in a certain type of work. With automated and optimized 
business processes, the business can respond in real time. For example:

• Reassign staff with the right skills to handle the work involved with the promotion.

• Reprioritize work dynamically, fulfilling the time-sensitive tasks promptly, while other tasks 
could wait.

You have the ability to change the way that work flows through business processes in the way 
that best serves both customer experience and business needs. 

Enjoy The View
At the end of many a long trek, the adventurer is rewarded with a panoramic view that makes 
it all worthwhile. 

The same is true when it comes to automating and streamlining business processes. The view 
into the overall flow of work through the business is priceless. In this case, the view helps you 
find ways to make customer journeys better and business operations more efficient. 

Understand people and skills: Business process automation offers invaluable insight into 
the people within the business. Understanding the performance variations between people 
can help you create training programs. By assessing available skills, you can make better 
hiring and training decisions to meet anticipated needs. 

Forecast and schedule: Historical reporting helps predict future work volumes, even for 
widely variable and fluctuating work volumes. With an accurate forecast, you can make sure 
you have enough of the right people scheduled to meet customer needs. 

Track customer experience: Is your business meeting promised service levels? How often 
does it fall short, and why? Does a current backlog threaten service levels? With detailed 
insight, you can take steps to improve the customer experience, whether by reprioritizing 
tasks in real time or making changes to streamline and simplify business processes.

“We now have the visibility and control we need to effectively run our operations – it is so 
empowering!  We have been able to meet our goals of efficiently increasing the collections 
rate, resolving fines faster, and minimising operating costs.” 

Bryre Patchell, General Manager, New Zealand Ministry of Justice

Streamlining claims 
processes journeys

Insurance claims can be 
complex business processes 
involving many participants. 
By working with Genesys to 
streamline and automated 
those processes, European 
insurance provide SPB 
realized improvements in 
team efficiency and customer 
satisfaction.

“We have been able to 
improve claims processing 
times, and the customers 
have been more satisfied by 
the quick management of 
their claims.” 

François de Medeiros, 
Production Manager, SBP.
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Summary
As with all great travel, businesses will be changed by taking this journey. Businesses that 
automate and optimize business processes around customer experience become a more 
customer-focused, and that pays off in the long term. 

• Customers experience faster, trouble-free journeys.

• Employees work to their strengths, becoming more efficient while seeing impact of their 
efforts on overall customer experience and satisfaction.

• With rules-based prioritization, better forecasting, and informed scheduling, work gets 
done with fewer emergencies, overtime and stress.

With the ability to reprioritize work or realign resources on the fly, your business becomes 
more agile and responsive to changing customer demands.

About Genesys
Genesys, the world’s #1 Customer  
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 years, we  
have put the customer at the center of  
all we do, and we passionately believe  
that great customer engagement drives  
great business outcomes. Genesys is  
trusted by over 4,700 customers in 120  
countries, to orchestrate over 24 billion  
contact center interactions per year in  
the cloud and on premises. 
 
Visit us at www.genesys.com 
or call us at +1.888.436.3797




