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Press Release

Alcatel-Lucent launches Genesys Enterprise Workforce Optimization, transforming employee engagement and improving quality of service in a challenging global economy

Paris, April 28, 2010 – Genesys from Alcatel-Lucent (Euronext Paris and NYSE: ALU) today announced its comprehensive Genesys Workforce Optimization (WFO) solution that helps companies optimize employee resources across the enterprise. As a result, they can optimize and retain their most valuable customer-facing employees responsible for driving revenue, minimizing customer churn and cutting costs. Expanding upon its market-leading Genesys Workforce Management product, the Genesys WFO solution includes significant new capabilities to plan, improve, analyze, train and optimize employee resources and is fully integrated with the new Genesys 8 suite.  

In today’s challenging global economy, customer-facing organizations are facing conflicting pressures to streamline their operations while driving new revenues. The Genesys WFO solution is based upon a unique five-step solution methodology that helps companies achieve both cost-containment and growth objectives, while improving employee satisfaction:

· Plan and schedule the right staff: Genesys Workforce Management forecasts and schedules employee resources while identifying adherence trends.

· Assess employee skills: Genesys Quality Management monitors and records employee voice and screen interactions, identifying strengths and weaknesses and generating informative reports to determine additional training requirements.

· Analyze and pinpoint skill gaps: Genesys Skills Assessor pushes online tests to employees, identifying skill levels and gaps across the enterprise for customized, individual training plans.  

· Improve performance with customized training: Integrated with Genesys Workforce Management, Genesys Training Manager automatically determines the best training dates and times and incorporates them into the master schedule - taking into account employee availability, trainer’s skills and service level impact.

· Optimize enterprise resources with the right skills at the right time: Working in concert with the core Genesys Platform, Genesys WFO automatically manages and updates employee skills for accurate routing and maximum resource use. This unique capability ensures that a customer’s unique business value is always aligned with the ideal employee skill set.  

“Genesys Workforce Optimization is the first resource management and optimization solution for the entire enterprise,” said Nicolas de Kouchkovsky, Chief Marketing Officer, Enterprise Applications for Alcatel-Lucent. “Whether you’re managing agents within the contact center or knowledge-workers in the back-office, Genesys Workforce Optimization creates highly engaged employees that consistently delight their customers.”

Genesys WFO leverages IP technology and SIP standards (Session Initiation Protocol), enabling enterprises to centralize recording and quality monitoring in a single data center via a SIP server with a pure software solution, capable of distributing it to virtually any location in the enterprise. In addition, SIP enables carriers and other software-as-a-service providers to leverage extensive networks, optimizing recordings and deliver it anywhere on the network.

Genesys WFO is one of the major solution modules for Genesys 8 software and is tightly integrated with the entire suite, the leading software used by enterprises for customer service across all channels. Alcatel-Lucent Genesys 8 software (genesyslab.com) addresses critical enterprise needs in the contact center and beyond by enabling a single, coordinated customer conversation across channels and contact points, by optimizing customer service processes across the extended enterprise and by providing visibility into business performance. Genesys 8 software helps enterprises integrate every interaction and touch point, so they can engage customers with the ideal service experience at the right time across any channel.  

For more information please go to: www.genesyslab.com
About Genesys 

Alcatel-Lucent Genesys solutions feature leading software that manages customer interactions over phone, Web and mobile devices. The Genesys software suite handles customer conversations across multiple channels and resources - self-service, assisted-service and proactive outreach - fulfilling customer requests and optimizing customer care goals while efficiently using resources. Genesys software directs more than 100 million customer interactions every day for 4,000 companies and government agencies in 80 countries. These companies and agencies leverage their entire organization, from the contact center to the back office, while dynamically engaging their customers. For more information, go to www.genesyslab.com.

About Alcatel-Lucent

Alcatel-Lucent (Euronext Paris and NYSE: ALU) is the trusted transformation partner of service providers, enterprises, strategic industries such as defense, energy, healthcare, transportation,  and governments worldwide, providing solutions to deliver voice, data and video communication services to end-users. A leader in fixed, mobile and converged broadband networking, IP technologies, applications and services, Alcatel-Lucent leverages the unrivalled technical and scientific expertise of Bell Labs, one of the largest innovation powerhouses in the communications industry. With operations in more than 130 countries and the most experienced global services organization in the industry, Alcatel-Lucent is a local partner with a global reach. Alcatel-Lucent achieved revenues of Euro 15.2 billion in 2009 and is incorporated in France, with executive offices located in Paris. For more information, visit Alcatel-Lucent on the Internet: http://www.alcatel-lucent.com, read the latest posts on Alcatel-Lucent’s blog http://www.alcatel-lucent.com/blog and follow us on Twitter: http://twitter.com/Alcatel_Lucent. 
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