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The IBM Tealeaf and Genesys solution
An integrated contact center solution 
for transforming customer experience 

Digitally connected consumers 
are demanding new customer 
experience management  
practices
Today’s contact centers face the challenge 
of an increasingly mobile and web-savvy 
customer population. With approximately 70% of 
consumers seeking their first interaction online, 
whether through a mobile or traditional web 
presence, enterprises need a strategy that will 
deliver a smooth transition from the consumer’s 
online interaction to a live agent.

A harmonious customer experience
Ensuring this harmonious transition is essential 
for contact centers. However, finding the right 
solution that can be integrated to capture, route, 
solve, analyze and engage in a personalized, 
seamless and cost-efficient manner may seem 
like a daunting task. Genesys, in partnering with 
IBM Tealeaf, has an integrated solution that 
closes the customer experience gap between 
online activity and the live assistance in an 
omnichannel environment.

Learning through your customers eyes
As consumers rapidly turn to mobile apps 
and websites as initial entry points to your 
organization, they may experience intermittent 
problems, frustrating navigation, failed 
transactions, unanswered questions, or a 
number of other issues. These challenges lead 
to abandonment or escalation to a live agent 
who does not have the online history to quickly 
resolve the issue.

Benefits
• Close the gap between web and mobile 

experiences and the contact center
• Gain insights into customer’s 

online behavior
• Increase customer loyalty as well as 

customer recovery
• Realize a compelling ROI

Tealeaf offers insight on how customers 
experience your website through their eyes, 
enabling organizations to continually determine 
and improve online interactions. Genesys 
complements Tealeaf visibility by further 
delivering insight and historical data seamlessly 
to an agent; proactively engaging in real-time with 
customers who are having difficulties with online 
interactions; or providing outbound campaigns 
for customer recovery. Genesys Conversation 
Manager and Proactive Engagement solutions 
leverage Tealeaf, using insight from the 
experience to provide seamless customer service, 
and smoothly streaming pertinent customer data 
to agents. The Tealeaf solution:

• Delivers a consistent omni-channel experience,
• Improves the customer experience and 

strengthens loyalty, and
• Drives a compelling ROI—upwards of 400%* 

within the first six months.

The power of two
Contact center executives can look to the 
combination of Tealeaf and Genesys for a 
revolutionary customer service solution. Tealeaf 
delivers complete customer web and mobile 
behavior insight that empowers agents to 
personalize customer conversations. Leveraging 
Tealeaf insight, Genesys provides intelligent 
routing, timely chats and an easy-to-use 
integrated desktop. This integrated solution 
strategically differentiates the customer 
experience, offering agents unprecedented 
visibility into the consumer’s online behavior  
and seamless, intelligent live agent engagement.

About IBM Tealeaf

A leading provider 
of digital customer 
experience management 
and customer behavior 
analytics solutions, IBM 
Tealeaf is part of the IBM 
ExperienceOne division. 
IBM Tealeaf customer 
experience management 
solutions provide 
critical visibility, insight 
and answers to help 
companies meet online 
conversion and customer 
retention objectives.

*  From the case study “The Total Economic Impact of IBM’s Tealeaf Customer Service Optimization Suite”, December 2013. 
Commissioned by IBM Tealeaf and delivered by the Forrester Consulting group.
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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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Genesys
Conversation Manager
• Identify customers based on multiple 

criteria, such as email, date-of-birth, or first 
or last name

• Track customer conversations across channels 
to inform sales and service decisions

• Aggregate relevant, real-time conversation 
data from across Genesys and third-party 
applications

Proactive Engagement
• Enable personalized, proactive customer 

experience across every channel
• Deliver intelligent customer experience 

intervention, matching customers with the right 
knowledge worker

• Increase revenue, conversion rates, and agent 
productivity with actionable insight

IBM Tealeaf
Tealeaf
• Capture each customer’s online interaction– 

right down to the pageby-page, browser-level 
experience

• Dataset is leveraged across suite of products, 
equipping key online stakeholders, such as 
e-business, IT, eBusiness and customer service, 
with the information to analyze, investigate 
and respond to issues preventing customer 
success on the Web

• Prioritize issue resolution across digital 
channels based on business impact

• Preserve records of online customer 
interactions to quickly and more accurately 
resolve customer disputes

• Provide IT, eBusiness, customer service and 
legal and compliance organizations with a 

“360-degree view” of the online customer

Key features
• Gain insight into mobile and web  

behavior experience
• Omni-channel engagement across the 

entire transaction
• Removes unnecessary repeating 

of information during the online to 
agent hand-off

• Timely alerts on sub-par online 
experiences and abandonment for  
real-time proactive outreach

• Reduce handle time and time to  
problem resolution

• Agent desktop as well as core contact 
center processes integration
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Figure: Tealeaf Engagement Architecture

Tealeaf understands when your online customer is struggling and alerts Genesys Proactive Engagement to 
provide timely chat engagement when agents are available. Conversation Manager provides context across all 
channels including Tealeaf web/mobile channels. This contextual data is applied to Genesys intelligent routing 
and delivered to the agent’s desktop for cross-channel conversations.
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