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Gain a comprehensive view of the customer by integrating contact centers 
with customer relationship management (CRM) tools. Every interaction 
offers an opportunity for companies to optimize the customer experience, 
and in turn, increase their competitive edge in an increasingly demanding 
global marketplace.
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make customers feel recognized and valued. All preferences and prior 
interactions should be collected, analyzed and acted upon to deliver an 
exceptional customer experience.
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Computer-telephony integration 
(CTI) unifies the CRM user 

interface, saving considerable time 
and boosting agent efficiency

Tightly integrated Self-Service IVR 
decreases agent costs and 
increases overall customer 

satisfaction by providing 
personalized self-service options

Outbound capabilities can 
originate from within the 

CRM system, making it easy 
to search, develop, and 

leverage lists and campaigns

Inbound communication routing 
enables efficient path to optimal 
agent based on skill proficiencies

Visibility into agent and 
supervisor availability enables 
workforce optimization within 

the CRM user interface

Mobile-app integration  
ensures a consistent 

experience across all devices
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expect to be fully 
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Learn How a Contact Center and CRM Integration 
Can Help You Optimize Customer Experiences and 
Rapidly Changing Expectations

Visit our site at www.genesys.com/premier-edition
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http://www.genesys.com/about-genesys/resources/frost-and-sullivanwhen-crm-meets-the-contact-center?cid=701U0000000oVna



