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Platform

Eccentex ServiceJourney

Eccentex ServiceJourney is an omnichannel customer service platform
that is deeply integrated with Genesys Cloud CX and Multicloud CX
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Advanced Email

A complete email handling solution for Genesys Cloud and Multicloud
that captures, triages, and automates large volumes of emails.
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Challenges

Despite email being the preferred contact
method for many customers, responses
usually take 24 to 72 hours

Agents either spend a lot of time crafting
personalized responses or simply provide
generic answers that force customers to
more expensive channels

Supervisors are overwhelmed manually
triaging, re-assigning and re-prioritizing

Solution




Documents Performance -

SJ Dev / Conversations / Current

Email CASE-2021-612

Close
Milestone State: Priority
© In Process @ Urgent (30)
Case Emails (1/4) || Documents (3) || Related Cases (2) | History

Conned tions

B

4O pthompson@example.com
Iam happy! Need a refund for order #232...
26/11/2021 12:22
help@store.com
Acknowledgment of Email Receipt - log..
26/11/2021 12:22
help@store.com A2l
Re: 1 am happy! Need a refund for order...
29/11/2021 14:51
pthompson@example.com
RE: I am happy! Need a refund for ...
20/11/2021 14:55

Re: I am happy! Need a refund for order #2321321 #DO0OC-2021-1490
SULJECL L AT PPy L S e (e R A9

Capture every email

Mail Category:

CEU W TRILDG 0L O

What | wanted

[#] e [=]x[2]
© Close Window

Create New Case || Parties (1) || HNotes (4)

a

@ Add Complaint

[one

i Complaint Info
ase Priority:

Normal AL

Defective Product v & X
Broken vax
ory < Text viglx

1 ordered 2 blue chai, but I received 3 green
chair. This Is poor customer service!

Source * Email Y@ x

Account Number 894651689

Date Transaction:  10/05/21 |
US DOLLER (3) v
$12523

Dispute Channel: ~|g|x

Version 7.0 R1(7.0.6.24920)| DCM 6.0.3.0 | Privacy | Securi

Multiple inboxes

Capture emails from all your customer-facing
addresses (support@, help@, contact@, etc.)
across every brand and language.

Blended workloads

Emails are treated like any other interaction that
enables Genesys to balance agent workload
across peak and non-peak periods.

Auto-responses
Send auto-acknowledgement and context-aware
responses immediately upon receipt of an email.

Large volumes

Serve your entire customer base with a solution
that supports millions of monthly emails and
unlimited inbound and outbound email
channels.
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Automatically classify and route

@ Modify Email Router Config =] ° content anaIyS|S

= = Automatically prioritize and assign emails to the
most suitable agents using advanced analysis of

Email Router Config info
the source, body, subject and attachments.
Order: 10 Rule Name: Privileges Club Mentions Rule Description:
actve: * Integration with core systems
Rule configuration Further automate rOUtlng by ConneCtlng Wlth
Rule Type: Subject * » (x| Condition: CONTAINS ~ 2% | Criteria: Privileges Club Other SyStemSl SUCh as pu”mg the CUStomerlS
Case Atribute Name: loyalty level or validating an account number.
What is the SLA when the rule is valid? .
« Auto-forward, auto-close, duplicate check
SLA Unit Type: ¥ |2 x| SLA Units: . " " .
Configure “zero-touch rules” that determine
What to do if rule applies? when and how an email can be processed
Reject Email: B Skills: Distribution Queue: | GRetail W|thout an ageﬂtls |nVO|Vement
Case Type Config: EMAIL ¥ |&|%| DCM Team: Privileges Club v |2 |X | Genesys Priority: 100
Party Type Config: Default Party Type v |@&|x | Close after Create: [ DCM Priarity: High v 2| x ° Language detection
How and which repl to send? Detect the language of incoming emails and
Distribution Channel: | ROOT_GRETAIL1 > |2 X | Auto Reply: Acknowledgement Reply | v |£ | X | Outbound Address: gretail@eccentexcloud. com aSS|g n them tO the appllcable queues Or Skl”

level.
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Back-and-forth

email thread

o=

o=

Get work done fast

5

o o—
o
Back-office Related Previous
tasks cases communications
%
.\ /. $
<¥3wr:§ o~ & e L—-v—-J
Customer Accounts Transactions
@
case

Unified agent desktop for email
Easy-to-use email view designed for agents to
quickly understand the inquiry and respond.

Outlook-style threading

Browse the entire conversation in an Outlook
style view with familiar functions like
read/unread, replying, forwarding, attachments
and composing.

Cherry picking

Agents and supervisors can search across all
captured emails and manually take ownership or
reassign them to another queue.

Email Parking

Allow agents to temporary stop working on an
email to handle a higher priority interaction or
schedule an email response at a later date.

Interaction automation

Auto-answer email interactions, automatically set
wrap-up codes and disconnect from an
interaction when agent responds.
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Manage your entire team

Support Email

Home

S  Assigned to me

S ANl (work baskets)

O Trash

Shared Work Baskets

Q  All Shared (work baskets)
Premier Support Email
Privacy Email
Sales Support Email

Q
Q
Q
S Support Email

00200, 000

8 7

Emails

Pat Thompson

*| & Ordered wrong color but already ...

Paula Sheridan
Complaint - Order #876213
Janae Schofield 8:29 PM
Overcharged at store
Maksim Gill 8:28 PM
Chair doesn't have proper screws
£dan Reeve
Employee was rude
Maksim Gill $:28 PM
Complaint - Order #878213
Maksim G
General question about chair
Maksim G 4
How to retumn item that I already as...

Trixie Ballard 8:27 PM
2 Ordered wrong color but alre...

© Apell 13, 2020 8:32 %L 2020-69
Ordered wrong color but already assembled

From: pthompson@emai.com Sender Name: Pat Thompson
r: Support Emall State; Waiting for Review

Customes: Pat Thompson (customer)

To: suppoet@acmeretal.com

02 KB) [ ShippingLabel.pdf (4.001 MB

[ Order_676213.pdf (702 KB) @S

Hi, I bought a chair on order #876213 a few weeks ago and finally put it together. But I realized after I
already put it together that it was the wrong color. Also, I may have assembled it incomrectly.

What do I do?

Pat Thompson
pthompson@email.com

SLAs

Automatically set the right SLA policies to each
incoming email and avoid breaches with re-
prioritization and proactive notifications.

Email preview and re-routing
Manually review emails, assign them to agents,
transfer to other queues or delete them.

Email grouping
Manually or automatically group related emails
into a single interaction.

Push and pull work models

Configure the solutions to automatically push
work to available agents or enable them to pick
up tasks during when they are less busy.
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Personalize the conversation

* Response library
2 Bal EMAL 26216207 252 N EEER

B s it T —— Respond with a few clicks using searchable

— - | elc canned responses, email templates and

R P “rleomEmE knowledge base articles.

Emails (1) || Docs{0) | Tasks (0) | History | AcERIB S DG m RIS E i

- R Booking 083 Eom— * Auto-suggest snippets

vt o o Dear @Enhanced_Requester@. Analyze email content and suggest responses
e ] e e e yo compantand e selemned e oy that are contextually relevant to the brand,
i et et e et b 1 s o o loyalty level, region and previous interactions.

number.”
From: ACME Airl
Sent: Thursday,
Ta: Pat Thompsd Thank you for shopping with “store name” and please feel free to reach out to us with any additional questions
Subject: Bookir

* Customer-centric view
Bost Regards Enrich the email view with real-time customer
information, case data, past interactions and
A AcME hirlines R —— productivity tools that auto-fill responses.

» Channel switching
Continue the conversation on other channels
while maintaining a common customer record
with tools like click-to-call and SMS notifications.

\4
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Connect the customer profile

Documents Performanc deports Admi — A

®- SJ Dev / Conversations / Current ‘I‘ = ‘ ‘ * ‘i [ ] c t t t
Home Search Cases ©® CRM Search @ Tom Bradly © [T METISNETE M cccentex o n a c m a n a g e m e n

% T a Automatically creates a customer profile for
eﬂenw%eman i le E— every new email sender and provides agents

hsherman@example.com Account #: 0433653361 0-12 months spend Transaction Frequency Search... Q
€ +1(312) 391-8512 B Since: Nov 16, 2019 (2 years)

o A Home > = et » g tools to associate, merge and edit them.

Free Shipping to UPS Access Point™ Over $50

Sales Orders || Restaurant Reservations || Customer Details | Cases (8) || Related Parties || Emails (1/5) | Interactions

S 8
= ﬂ E [ we'll automatically apply the free shipping at checkout. ° 3 60 - d e ree vi ew
0 Order Date = Brand Order # Order Status | Delivery Status Delivery Location Amount 8 F"I“ ‘;‘dm ‘bef\jow $50, the $3.99 shipping and handling g
a will be applied.
(=) # Ship to customer * Shipping Within 3-7 Busi b .
@ Online Processing Processing Pat Thompson ipping Within 3-7 Business Days C | d t d t f l 7 ‘ t I ' |

IMARE - 24 ‘r:”j" 2_5' 2021 American Eagle 6101 W. Centinels Ave ‘Your order will be delivered within 3-7 business days to O n S O I a e a a ro O u r CO re S S e S,
. e RO-2021-980786 Apt 110 the UPS Access Point™ location of your choosing. UPS
(@) Culver City, CA 30230 USA will natify you via email when it's ready for pick-up. You

# Ship to customer

e o Gt e interactions, and service requests into a single

Nov 24, 2021 &1InStore Out to delivery Sheila Sherman

o ImAEE- 21 2 21 howre American Eagle . o 6101 W. Centinela Ave - Shipping Availability
o in 21 hours RO-2021-980786 USPS 782008567376 Au} 110 n Delivery is available in the US only. Orders may be M o
Culver City, CA 90230 USA . subject to delivery restrictions based on the item type, 3 6 O - d f t h t t
egree view of the customer giving agents
onli Completed Delivered Todd Sherman
£ g | AUO10 2021 ey @oniine o y 6101 W, Centinels Ave . What is UPS Access Point™? .
3 months ago RO-2021-980786 Fedex 57823448293 Apt 110 g . UPS Access Point™ allows you to pick-up or drop off t t t t I I |
Culver City, CA 90230 USA Total 13475 packages at neighborhood retailers, UPS stores or self- € 100lIs 1o rrve outco €s.
@ online Refunded Picked up in store & picked up In store e lockefsnear vour home
F] .| AUO3,202T oo DTLA Grand Park” location = How does it work?
4 months ago 2021~ 217 N, Hill Street Shippin ] < " .
RO-2021-880786 Los Angeles,CA 90012 At checkout, select "UPS Access Point” as your shipping
2 Total  $559.57 -
method and enter your ZIP code. A list of your nearest ° 0 u t o u n e n a e m e nt
& Ship to store 342.12 participating locations will appear in a drop-down
Jul 7, 2021 . Phone Cancelled Cancelled "Outlets At Orange” location menu. Choose one and complete your purchase as
o : " nitiate outbound interactions, schedule follow
5 months 3go RO-2021-980786 Fedex 264977449293 Space 309 : : I tiat t t t -
CENTR T (D When your package is delivered, UPS will notify you via I
# Ship to customer email that it's ready for pick-up. A valid photo ID is . .
[P @ online Comoleted Delivered Todd Sherman ¥ required, refer to email for full identification d t I d d
o 1o @ ey -t requierents ups ana proactively sena reminders.
You'll have 7 calendar days to retrieve your package.
(-] Privacy | Securty | Terms of Use
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Streamline the workflow

(TR e Yot CASE-2020-465

€ Retail Refund Order #1028064427 - 1,146.00 EUR - Pat Thompson

v tsn s | Excttatbes O vu tons § ~ o

Ca D: CASE-2020-465

r: & Morgan Smithson (Agent)

Milestone: ) In Review

Refund Articles | Refund Details | Tasks(5) || Document its (6) || Discussions

Case SLA: = 1d 20h 55m

Closed [@1n Process [@ Auto Assigning [ Not Started ¥ Started

Name
4 e All Tasks
Q AutoValidate Refund Request
4 4 2nd Eyes Review Calculator
L\ Any Team Leader Review
[\ Different Team Leader Review
[\ Manager Review
4 ¥, 3rd Eyes Review Calculator
[\ Manager Review
@ Denied Review
¥ Refund Money Out Exception
(@ submit Refund Payment

+ Refund Money Out Complete

Deadline SLA

+ 00d 03h 53m

State

@ Closed
@ Closed

Q Not Starte
QO Not Starte

@ Closed
@ Closed

© In Proces:
O Not Starte
Q Not Starte
QO Net Starte
O Not Starte

2 4 & &

Resolution

Priority: ¢ Nor

Resolution:

Email-to-Case

Convert emails to one or more service request
cases that have enhanced automation, workflow,
and task management capabilities.

Collaboration

Orchestrate multiple business processes —
straight-through, human-assisted or dynamic
case management — across the front and back
office.

Response routing

Automate how completed email interactions are
handled — from sending customer surveys to
SUpPErvisor reviews.

Proactive engagement
Notify customers and employees automatically
about the changes happening in their cases.
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Continuously innovate

«  Workflow and automation
Automate key tasks and business logic with
intuitive workflows that fit your exact business

# FormBuilder * e

= = = needs — even if they are complex.
N o oo — « Custom fields and data models
S - Core objects such as “Case”, “"Email”, “Customer”
- B s B B B B s and "Account” are easily extendable to
e RN e accommodate custom forms, automated
e I S T A e ot calculations, and external information.
. © Low-code
T Deliver and iterate quickly, allowing both
= ” - R business and technical developers to build email
e B 5L S 4 workflows, user interfaces, and data models
— st b e without code.

* Integration
Pull and push data so agents can resolve
customer issues in real time—without
transferring or calling back customers, and
without passing service request to the back
office.
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Additional Technical Specifications

Supported email protocols

Connects to your corporate email systems (0365
GraphAPI, Exchange, IMAP or POP3) for sending and
receiving

Supported Genesys products
ServiceJourney works for Genesys Cloud CX, Multicloud
CX and PureConnect. ServiceJourney can also function
as a stand-alone solution.

Hosting

For the fastest ROI, choose our Eccentex Cloud
powered by Microsoft Azure. Private cloud and hybrid
options are available.

Languages and Localization
Supports a global audience and worldwide workforce
by supporting multiple languages, locales and cultures.

* Genesys-specific capabilities

Auto-answer

Transfer to another queue or agent
Cherry picking and self-assign

Auto and manual disconnect
Multi-level wrap-up code management
Click-to-Call

Unified Desktop Experience for Agents and
Supervisors

« Email handling capabilities

Templates and snippets

Reply, Reply All and Forward

CC and BCC

View attachments and add attachments

Download email copy

Enterprise capabilities

Case and task management
Business process management
Operational CRM

Form and data management

* Auto-Classification Rules

Content analysis with keyword search and Regular
Expressions

Custom analysis with scripting
Language, brand, region, source
Duplicate detection

Related emails and grouping
Customer lookup

Previously

« Advanced add-ons

Natural language processing (NLP)
Sentiment analysis

Extract information from attached documents and
pictures using advanced Full Text Search and
Intelligent Optical Character Recognition (OCR &
ICR)
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Learn more about ServiceJourney

Y

Check out Read and share Reach out to our

]

the product the product dedicated Genesys
overview video datasheet Success Manager



https://youtu.be/Y2b1ORHqx_U
https://www.eccentex.com/wp-content/uploads/2022/03/ECX-AppBase-Datasheet-v6.pdf
https://www.eccentex.com/products/appbase-for-customer-service/omnichannel-with-genesys/

Learn more about

EccenteX
ServiceJourney

Common
Use-Cases

ServiceJourney
Platform

Customer Service

Inquiries
Complaints
Account issues
Technical support

Unified Agent
Workspace

Case Task
Management  Orchestration

A

Service Requests Sales Desk

New leads
Lead follow-up
Outbound campaigns
Customer onboarding

Service setup
Missed service
Incident response
Field service management

Multicloud CX  Cloud CX

¥ &

Engagement

< B B

PureConnect

&

Automation &
Business Rules

Operational Knowledge
CRM Management

Vertical

Telehealth
Asset repairs
Insurance claims
Fraud investigations

<>

——\

Low-Code
Configuration

Email Capture & People
Automation Management




To learn more:
sharedsales@eccentex.com

Visit us:
eccentex.com

AppFoundry :
Click here
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© Eccentex Corporation. All rights reserved. Eccentex, AppBase, and other product names are or may be registered trademarks and/or trademarks in the U.S. and/or other countries.
The information herein is for informational purposes only and represents the current view of Eccentex Corporation as of the date of this presentation. Because Eccentex must respond to changing market conditions, it should not be interpreted to be a commitment on the
part of Eccentex, and Eccentex cannot guarantee the accuracy of any information provided after the date of this presentation. Eccentex MAKES NO WARRANTIES, EXPRESS, IMPLIED OR STATUTORY, AS TO THE INFORMATION IN THIS PRESENTATION.
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