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Agentic Virtual Agents AI-powered autonomous agents capable of reasoning,
planning, and taking action

Core Technology Generative AI with natural language understanding and
decision-making

Autonomy Level Semi-autonomous with configurable boundaries and safety
guardrails

Channels Voice, chat, email, messaging, social media

Capability Handle complex multi-step customer interactions
independently
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Agentic Virtual Agents Overview



Agentic Virtual Agents represent the next evolution of conversational AI - autonomous agents
capable of reasoning between actions and knowledge to solve customer problems intelligently
within defined boundaries. Unlike traditional bots that follow rigid decision trees, agentic agents
use generative AI to understand context, make decisions, and dynamically adapt their behavior.

Intelligent Reasoning - AI thinks through problems and determines best solutions
Autonomous Action - Takes actions independently without scripted flows
Context Understanding - Maintains conversation context across multiple turns
Knowledge Integration - Accesses and applies knowledge dynamically
System Integration - Executes transactions and backend actions
Learning Capability - Improves responses based on interaction outcomes
Safety Guardrails - Operates within defined policies and compliance boundaries
Omnichannel Support - Works seamlessly across all communication channels

Requirement Details

Key Capabilities

How They Differ from Traditional Bots
Traditional Bot:
├─ Rigid decision trees
├─ Menu-driven interactions
├─ Limited context awareness
├─ Fixed scripted responses
├─ Capability boundaries unclear
└─ Must escalate at first complexity

Agentic Virtual Agent:
├─ Intelligent reasoning and planning
├─ Natural conversational flow
├─ Full context preservation
├─ Dynamic adaptive responses
├─ Clear defined boundaries
└─ Handles complex scenarios autonomously

Edition & Module Requirements



Minimum Edition Genesys Cloud CX 1, CX 2, CX 3, or CX 4 license

Module Virtual Agent module with AI capabilities

Licensing AI Experience tokens (metered usage-based)

AI Studio Access to AI Studio for guide creation and management

Knowledge Knowledge management system for agent reference

Component Purpose Function

Natural Language Engine Understands customer intent Processes speech/text input

Reasoning Engine Determines best solution approach Evaluates options and decides action

Knowledge Base Reference material for answers Provides accurate information

Action Executor Performs required actions Executes system tasks and
transactions

Context Manager Maintains conversation history Preserves information across turns

Guardrail Controller Enforces boundaries Prevents unauthorized actions

Learning Module Improves over time Analyzes outcomes for optimization

Integration Layer Connects to backend systems Access to CRM, billing, ticketing, etc.

Study Notes - Agentic Virtual
Agent Components

Agentic Virtual Agent Architecture
Customer Contact
    ↓
Agentic Virtual Agent Entry
├── Voice (IVR entry point)
├── Chat Interface
├── Email System
├── Messaging Platform
└── Social Media
    ↓



Natural Language Understanding
├── Speech-to-Text (voice)
├── Intent Recognition (what customer wants)
├── Entity Extraction (who, what, when, where)
├── Sentiment Analysis
└── Context Comprehension
    ↓
Reasoning & Planning Engine
├── Evaluate customer request
├── Assess available capabilities
├── Consider guardrails and constraints
├── Determine optimal approach
├── Plan multi-step solution
└── Prepare action sequence
    ↓
Knowledge Access Layer
├── Search knowledge base
├── Retrieve relevant information
├── Evaluate accuracy and applicability
├── Prepare response content
└── Maintain knowledge context
    ↓
Decision Point: Can Handle?
├── YES: Execute independently
│   ├── Perform required actions
│   ├── Fetch real-time data
│   ├── Execute transactions
│   ├── Generate response
│   └── Provide solution
│
└── NO: Escalate to Human
    ├── Complex/ambiguous scenario
    ├── Policy exception needed
    ├── High-risk action
    ├── Customer preference
    └── Warm handoff with full context
    ↓
Response Generation
├── Natural Language Generation
├── Tone and Brand Voice



├── Clarity and Conciseness
└── Accessibility Compliance
    ↓
Conversation Continuation
├── Verify customer satisfaction
├── Offer additional assistance
├── Provide relevant next steps
├── Document interaction
└── Learn from outcome

Agentic Capabilities & Functions
Autonomous Decision Making

Customer: "I've been trying to cancel my subscription
           for weeks but the website won't let me"

Agent Analysis:
├─ Understand: Customer frustration, technical issue
├─ Assess: Can perform cancellation autonomously
├─ Evaluate: Business rules for cancellation
├─ Decide: Proceed with cancellation + retention offer
└─ Plan: Execute cancellation, offer alternative plan

Agent Response:
"I understand your frustration. I can cancel your
 subscription right now. Before I do, I see you've
 been with us for 3 years. Can I offer you a 
 discounted plan as an alternative? What would help?"

Multi-Step Problem Solving
Customer: "I want to change my billing address and 
           also apply the promotion I saw in email"



Agent Reasoning:
├─ Task 1: Update billing address
├─ Task 2: Apply promotional code
├─ Task 3: Verify changes in system
├─ Task 4: Confirm new total with customer
└─ Task 5: Send updated confirmation

Agent Execution:
"I can help with both of those. Let me update your
 address, apply the promotion, and show you the 
 impact on your bill:

 Old address: 123 Main St
 New address: 456 Oak Ave

 Current plan: $X/month
 With promotion: $Y/month
 Monthly savings: $Z

 Should I go ahead with these changes?"

Intelligent Escalation
Customer: "I need a refund for faulty merchandise"

Agent Assessment:
├─ Evaluate: Refund policy
├─ Check: Purchase history
├─ Assess: Complexity (straightforward refund)
├─ Decide: Can handle independently
└─ Execute: Process refund

Response:
"I can definitely help with that. I see your 
 purchase on Feb 10. You're within our 30-day 
 return window. I'm issuing a full refund now.
 You'll see the credit in 3-5 business days.
 



 Would you like to arrange a return shipment?"

---

vs.

---

Customer: "I need a refund but it's been 45 days
           and there's a special circumstance..."

Agent Assessment:
├─ Evaluate: Outside standard 30-day policy
├─ Assess: Requires exception approval
├─ Determine: Needs human judgment
├─ Decide: Escalate to supervisor
└─ Execute: Warm handoff

Response:
"I understand - you have a special circumstance
 that's outside our standard 30-day window. Let me
 connect you with a supervisor who can review
 options. One moment..."

Dynamic Adaptation
Interaction 1 - Standard Path:
Agent: "I can help with your order issue.
        What's your order number?"
Customer: "12345"
Agent: [Looks up order, provides status]

Interaction 2 - Emotional/Frustrated:
Agent: [Detects frustration in tone]
Agent: "I hear this has been frustrating. 
        I'm personally going to help you 
        resolve this right now..."

Interaction 3 - Knowledgeable Customer:



Agent: [Detects technical language]
Agent: "I can see you're familiar with our
        system. Here are the technical details
        of your issue..."

Real Flow Scenarios: Agentic
Virtual Agents in Action
Scenario 1: Complex Order Issue
Resolution

Customer Calls: "I ordered item X last week but 
                received item Y instead"

Timeline:
10:00:05 AM - Call Connected to Agentic Agent
↓
10:00:10 - Agent Processes Input
├─ Understands: Wrong item received
├─ Identifies: Potential shipping error
└─ Assesses: Solvable by agent
↓
10:00:15 - Agent Takes Action
├─ Query: Order database
├─ Retrieve: Order 12345 details
├─ Analysis: Item Y in stock, Item X available
├─ Evaluate: Best resolution for customer
└─ Decision: Replace + expedited shipping
↓
10:00:45 - Agent Communicates
"I found the issue - you received item Y instead
 of item X. I'm shipping item X to you via 
 expedited delivery at no charge. You should 



 receive it in 2 days. You can keep item Y 
 as our apology. Good?"

Customer: "Yes, that works!"
↓
10:00:55 - Agent Executes
├─ Initiate replacement shipment
├─ Process return label for wrong item
├─ Apply goodwill credit
├─ Send confirmation email
└─ Document resolution
↓
10:01:00 AM - Issue Resolved
Resolution: Self-service (no escalation)
Time to Resolution: 55 seconds
Cost: ~$5-10 in shipping + goodwill
Customer Satisfaction: High (proactive solution)

Scenario 2: Billing Dispute with Research
Customer: "I was charged twice for my subscription"

Agent Process:
10:00 AM - Analysis
├─ Retrieve account
├─ Review transactions
├─ Identify: Two charges on same date
├─ Assess: Billing system error (likely)
└─ Reason: Needs investigation but obvious

10:05 AM - Investigation
├─ Check system logs
├─ Verify: Duplicate transaction confirmed
├─ Research: Processing glitch identified
├─ Escalate?: No - clear error, can resolve
└─ Decide: Refund one charge immediately

10:10 AM - Resolution



"I found the issue - our system charged you twice
 due to a processing error. I'm immediately refunding
 the duplicate charge of $99.99. You'll see it 
 within 2-3 business days.

 I'm also applying a $20 service credit for the
 inconvenience. Is there anything else I can help?"

Customer: "That's great, thank you!"

Result:
├─ Issue resolved autonomously
├─ No escalation needed
├─ Customer satisfied
├─ Cost: $99.99 refund + $20 credit = $119.99
└─ Outcome: Retained customer, quick resolution

Scenario 3: Proactive Problem Prevention
Situation: New customer during implementation phase

Agent Monitoring:
├─ Tracks: Customer account setup
├─ Identifies: Configuration incomplete
├─ Predicts: Customer may hit issues
└─ Acts: Reaches out proactively

Agent Initiates:
"Hi Sarah, I noticed your account setup is 
 almost complete, but I see you haven't configured
 your team members yet. Would you like help doing
 that now? I can walk you through it in 2 minutes."

Customer: "Sure, that would help!"

Agent Guides:
├─ Explains: Setup process
├─ Configures: Team members



├─ Tests: Access
├─ Confirms: All working
└─ Provides: Next steps doc

Result:
├─ Prevented future support tickets
├─ Improved onboarding experience
├─ Increased early adoption
└─ Reduced support costs

Scenario 4: Multi-Intent Conversation
Customer: "Hi, I need to update my payment method,
           schedule a service appointment, and ask
           about your loyalty program"

Agent Processing:
├─ Identifies: 3 separate intents
├─ Prioritizes: Payment method > appointment > info
├─ Plans: Multi-step interaction sequence
└─ Executes: Handles all in single conversation

Flow:
Agent: "I can help with all of those. Let me
        start with updating your payment method."

[Updates payment method]

Agent: "Perfect. Now let's schedule your 
       service appointment. What dates work?"

[Books appointment]

Agent: "Great! Quick question - you asked about
       our loyalty program. You actually qualify
       for Gold tier based on your spending!"

[Explains benefits, enrolls automatically]



Result:
├─ All 3 issues resolved
├─ Time: Single 5-minute call
├─ Customer: One conversation, multiple solutions
└─ Efficiency: What would take 3 transfers now takes 1

Agentic Virtual Agent Capabilities
Matrix
By Interaction Complexity

Simple Tasks (Agent Handles 95%+):
├─ Account status inquiries
├─ FAQ and knowledge searches
├─ Password resets
├─ Basic transactions
├─ Simple scheduling
└─ Resolution Rate: 92-97%

Medium Complexity (Agent Handles 70-85%):
├─ Billing adjustments
├─ Order modifications
├─ Appointment changes
├─ Return processing
├─ Plan upgrades
└─ Resolution Rate: 70-85%

Complex Tasks (Agent Handles 40-60%):
├─ Billing disputes
├─ Complaints/resolution
├─ Custom solutions
├─ Policy exceptions
├─ Escalations needed
└─ Resolution Rate: 40-60%



By Business Function
Customer Service:
├─ Order tracking
├─ Returns & replacements
├─ Troubleshooting
├─ Status inquiries
└─ Resolution: 80-90%

Billing/Payments:
├─ Payment processing
├─ Invoice inquiries
├─ Billing corrections
├─ Payment plans
└─ Resolution: 75-85%

Appointments/Scheduling:
├─ Schedule appointment
├─ Reschedule/cancel
├─ Find availability
├─ Send reminders
└─ Resolution: 85-95%

Sales/Retention:
├─ Upsell opportunities
├─ Plan recommendations
├─ Offer promotions
├─ Prevent churn
└─ Resolution: 70-80%

Technical Support:
├─ Basic troubleshooting
├─ Access issues
├─ Configuration help
├─ Advanced escalation
└─ Resolution: 65-75%



Agentic Guardrails & Safety
Controls
Built-in Safety Mechanisms

Guardrail Levels:

CRITICAL (Always Block):
├─ Data breach attempts
├─ Fraud patterns
├─ Unauthorized access
├─ Security violations
└─ Action: Immediate block + escalate

HIGH (Require Approval):
├─ Large financial transactions
├─ Account terminations
├─ Policy exceptions
├─ Sensitive data access
└─ Action: Require verification

MEDIUM (Monitor Closely):
├─ Refunds over threshold
├─ Plan downgrades
├─ Churn risk actions
├─ Unusual patterns
└─ Action: Execute with logging

LOW (Standard Operation):
├─ Routine transactions
├─ Information requests
├─ Schedule changes
├─ Status updates
└─ Action: Execute normally



Feature Agentic Agent Traditional Agent

Decision Making Reasoning-based Rule-based

Conversation Flow Dynamic, adaptive Scripted, fixed

Context Understanding Full multi-turn Limited

Problem Solving Independent reasoning Pre-defined paths

Complexity Handling Handles moderate complexity Limited scenarios

Adaptation Real-time behavior changes No adaptation

Learning Improves from outcomes Static

Escalation Judgment Intelligent assessment Pre-set triggers

Customer Experience Natural, conversational Menu-driven

Autonomy Semi-autonomous Fully scripted

Setup Complexity Moderate (AI handles) Low

Flexibility High Low

Time to Deploy Days-weeks Weeks-months

Resolution Rate 50-70% complex issues 30-50% complex

Configurable Boundaries
Organization Can Define:
├─ Maximum transaction amount (agent handle)
├─ Which actions require approval
├─ Policy exception rules
├─ Escalation triggers
├─ Communication tone standards
├─ Retention/discount limits
├─ Data access restrictions
└─ Compliance requirements

Agentic Virtual Agent vs.
Traditional Virtual Agent



Implementation Roadmap
Phase 1: Foundation (Weeks 1-2)

Activities:
├── Audit current virtual agent capabilities
├── Identify top 3-5 use cases for agentic
├── Assess customer journey complexity
├── Define guardrails and boundaries
├── Plan integration with existing systems
└── Gather requirements from stakeholders

Deliverables:
├── Use case prioritization matrix
├── Guardrail policy document
├── Integration requirements list
└── Success metric definitions

Phase 2: Development (Weeks 3-5)
Activities:
├── Build/migrate use cases to agentic agents
├── Configure AI Guides for customer flows
├── Set up knowledge base integration
├── Configure guardrails and safety controls
├── Integrate backend systems
└── Set up monitoring and analytics

Deliverables:
├── Agentic agents built and configured
├── Integration tests completed
├── Guardrail validation completed
├── Monitoring dashboards created
└── Documentation complete



Phase 3: Testing & Optimization (Weeks 6-
7)

Activities:
├── Comprehensive scenario testing
├── Load and performance testing
├── Guardrail effectiveness testing
├── Integration validation
├── Customer experience testing
└── Security and compliance validation

Deliverables:
├── Test results and sign-off
├── Performance baselines
├── Optimization recommendations
├── Final readiness confirmation
└── Issue resolution log

Phase 4: Pilot Deployment (Week 8)
Activities:
├── Deploy to pilot queue/segment
├── Monitor interactions closely (24/7)
├── Gather customer feedback
├── Track key performance metrics
├── Make rapid optimizations
└── Prepare for full rollout

Deliverables:
├── Daily performance reports
├── Customer feedback summary
├── Optimization log
├── Pilot success metrics
└── Full rollout plan

Phase 5: Full Rollout (Weeks 9-10)



Activities:
├── Expand to remaining queues
├── Monitor close for issues
├── Provide agent training (monitor mode)
├── Support team readiness
├── Scale gradually based on confidence
└── Establish optimization cadence

Deliverables:
├── Rollout completion checklist
├── Production metrics
├── Team training completion
├── Ongoing monitoring setup
└── Optimization plan

Phase 6: Optimization & Learning
(Ongoing)

Activities:
├── Daily metric monitoring
├── Weekly performance reviews
├── Monthly optimization updates
├── Quarterly capability expansion
├── Continuous guardrail refinement
└── Regular training and updates

Deliverables:
├── Daily/weekly/monthly reports
├── Optimization recommendations
├── Capability roadmap
├── Training materials
└── Continuous improvement plan

Performance Metrics & Monitoring



Metric Target Purpose

Resolution Rate 50-70% (first contact) Measure autonomous handling

Escalation Rate <30% Control human workload

Customer Satisfaction (CSAT) >80% Measure experience quality

Average Resolution Time -30% vs human Track efficiency

Task Completion Rate >85% Measure task success

Knowledge Accuracy >95% Ensure correct information

Policy Adherence 100% Compliance verification

Guardrail Violations <0.1% Safety monitoring

Key Performance Indicators

Real-Time Monitoring Dashboard
Agentic Virtual Agent Monitor (Live)

Queue: Customer Service
├── Active Interactions: 47
├── Agents (agentic): 3 active
├── Human Agents: 12 available
│
├── Current Metrics:
│  ├─ Avg Resolution: 4.2 minutes
│  ├─ Current CSAT: 4.3/5 (sample)
│  ├─ Escalation Rate: 22%
│  └─ Policy Adherence: 100%
│
├── Interaction Breakdown:
│  ├─ Self-service (no agent): 1,250 today
│  ├─ Agentic agent resolved: 480 today
│  ├─ Escalated to human: 85 today
│  └─ In-progress: 47
│
├── Top Use Cases:
│  ├─ Order Status (156 resolved)
│  ├─ Billing Questions (134 resolved)



│  └─ Returns (89 resolved)
│
└── Guardrail Status:
   ├─ Critical Rules: All passing
   ├─ Violations Today: 0
   └─ Approval Requests: 3 pending

Common Implementation
Scenarios
Scenario 1: Customer Service Center
Automation

Organization: E-commerce Company (100 agents)
Current: High volume, repetitive inquiries

Deployment:
├─ Agentic agents for: Order status, returns, 
│  exchanges, tracking, simple complaints
├─ Resolution targets: 60-70% automation
├─ Channels: Chat, email, phone
└─ Timeline: 10 weeks

Expected Results:
├─ Automation Rate: 65% of volume
├─ Agent Productivity: +40% (less routine work)
├─ CSAT: +12% (faster resolution)
├─ AHT: -25% (focused on complex issues)
├─ Cost Reduction: $180K-250K annually
└─ Payback Period: 4-5 months

Scenario 2: Technical Support Evolution



Organization: SaaS Company (50 support agents)
Current: Mixed simple and complex tickets

Deployment:
├─ Agentic agents for: FAQ, basic troubleshooting,
│  account resets, documentation lookup
├─ Resolution targets: 40-50% automation
├─ Channels: Chat, email, knowledge portal
└─ Timeline: 12 weeks

Expected Results:
├─ Automation Rate: 45% of volume
├─ Agent Capacity: +30% (handling complex)
├─ CSAT: +8% (better first contact)
├─ Time to Resolution: -20%
├─ Escalation Quality: Improved (richer context)
└─ Cost Reduction: $120K-150K annually

Scenario 3: Billing & Collections
Department

Organization: Financial Services (30 agents)
Current: Payment processing, dispute resolution

Deployment:
├─ Agentic agents for: Payment processing,
│  arrangement setup, billing inquiries,
│  promotional application
├─ Resolution targets: 55-65% automation
├─ Channels: Voice, chat, IVR
└─ Timeline: 14 weeks

Expected Results:
├─ Automation Rate: 60% of volume
├─ First-Contact Collections: +25%
├─ Customer Payment Satisfaction: +15%
├─ Dispute Resolution: 50% autonomous
├─ Revenue Impact: +$50K monthly



Clear Boundaries - Define exactly what agent can and cannot do
Progressive Complexity - Start simple, add complexity gradually
Natural Conversation - Design for human-like interaction
Graceful Degradation - Handle misunderstandings smoothly
Escalation Clarity - Know when to hand off to human
Continuous Learning - Improve based on interaction outcomes
Regular Updates - Refine agent behavior based on data

Guardrail Testing - Rigorously test all safety mechanisms
Approval Workflows - Require approval for high-risk actions
Audit Trails - Log all agent decisions and actions
Compliance Monitoring - Ensure all interactions meet requirements
Regular Audits - Review agent behavior periodically
Exception Handling - Clear process for policy exceptions
Transparency - Customers know they're talking to agent

System Reliability - Ensure backend systems are available
Data Quality - Keep knowledge base and data current
Error Handling - Gracefully handle system failures
Transaction Safety - Verify critical operations succeed
Real-time Connectivity - Fast system access during interactions
Fallback Plans - Handle integration failures smoothly
Performance Optimization - Keep response times fast

└─ Payback Period: 3-4 months

Best Practices for Agentic Virtual
Agents
Agent Design

Safety & Governance

Integration Management



Monitor Continuously - Track metrics in real-time
Analyze Failures - Understand why escalations occur
Gather Feedback - Customer and agent feedback critical
Iterate Quickly - Make improvements based on data
A/B Testing - Test different approaches
Seasonal Planning - Adjust for peak periods
Capacity Planning - Scale agents with demand

Issue Cause Resolution

High escalation rate Agent lacks capability for use case Expand agent training and knowledge

Poor customer satisfaction Conversation feels unnatural Refine language generation and tone

Integration failures Backend system issues Test integrations, improve error
handling

Slow response times System latency or complex reasoning Optimize queries, simplify logic

Guardrail violations Rules too loose or unclear Tighten rules, improve monitoring

Incorrect decisions Knowledge gaps or logic errors Update knowledge base, refine rules

Customers can't escalate Escalation path unclear Add clear escalation triggers

Token overages Agent using more tokens than
expected

Optimize agent logic, reduce
complexity

Integration data stale Knowledge base not updated Establish content review process

Customer confusion Unclear communications Simplify language, improve clarity

Performance & Optimization

Troubleshooting Common Issues

Agentic Capabilities Evolution
Current State (2026)

What Agentic Agents Can Do Now:
├─ Understand complex customer requests



Question Answer

What makes agentic agents different? They reason and plan solutions rather than following fixed
scripts

├─ Reason through multi-step problems
├─ Access and apply knowledge
├─ Execute transactions within bounds
├─ Maintain context across conversation
├─ Adapt behavior based on customer
├─ Learn from outcomes
└─ Handle 50-70% of customer interactions

Near-term (2026-2027)
Expected Enhancements:
├─ Deeper business system integration
├─ More sophisticated reasoning
├─ Better multi-language support
├─ Improved emotion detection
├─ Proactive outreach capabilities
├─ Cross-department orchestration
└─ Enhanced learning algorithms

Future Vision (2027+)
Potential Capabilities:
├─ Full autonomy within broad boundaries
├─ Predictive problem prevention
├─ Seamless cross-organization collaboration
├─ Personalized experience generation
├─ Advanced negotiation capability
├─ Complex financial decisions
└─ Level 5 - Fully autonomous agents

Interview Cheat Sheet



Question Answer

What level of autonomy do they have? Level 4 - semi-autonomous with defined guardrails and
boundaries

What issues can they handle? 50-70% of customer interactions, including complex
scenarios

How do guardrails work? Configurable rules that define what agents can/cannot do

Can they access backend systems? Yes, can execute transactions and retrieve real-time data

How do they learn? Analyze interaction outcomes and improve responses over
time

What happens if they can't solve? Intelligent escalation to human with full context

How long to deploy? 8-14 weeks depending on complexity

What's the expected ROI? 4-6 months through automation and efficiency gains

What channels do they support? All Genesys channels - voice, chat, email, messaging,
social

How much does it cost? AI Experience tokens metered by usage

What about compliance? Built-in audit trails, guardrails, and monitoring

Can they make mistakes? Yes - monitored and corrected through guardrails

Are humans always available? Yes - escalation available anytime

What's most important for success? Clear use cases, good data, proper guardrails

Intelligent Autonomy - Agentic agents reason and plan solutions independently
Safety by Design - Configurable guardrails ensure compliance and safety
Significant Automation - Handle 50-70% of customer interactions without human
Omnichannel Ready - Work seamlessly across all communication channels
Continuous Learning - Improve performance based on interaction outcomes
Graceful Escalation - Intelligently hand off to humans when needed
Fast Deployment - Weeks vs. months to implement complex automation
Strong ROI - Typical payback in 4-6 months
Customer Focused - Natural conversation, context-aware, personalized
Future Ready - Path to higher autonomy levels as technology matures

Key Takeaways

Real-World Success Metrics



Customer Service Example
Before Agentic Agent:
├─ Customer Resolution Rate: 65% (human agents)
├─ Average Handle Time: 8 minutes
├─ Cost per Interaction: $4.50
├─ Customer Satisfaction: 75%
└─ Monthly Volume: 10,000 interactions

After Agentic Agent Implementation:
├─ Self-service + Agent: 80% Resolution Rate
├─ Agentic Agent Only: 65% first contact
├─ Average Handle Time: 3.5 minutes
├─ Cost per Interaction: $1.80
├─ Customer Satisfaction: 82%
└─ Same Volume but 40% labor reduction

Annual Impact:
├─ Cost Savings: ~$180,000/year
├─ Improvement in CSAT: +7 points
├─ Faster Resolution: -55% time
└─ ROI: 350% in first year

Financial Services Example
Before:
├─ Payment Processing: Human handled 70%
├─ Average Call Time: 12 minutes
├─ Collections Rate: 82%
├─ Cost per Transaction: $6.00
└─ Agent Utilization: 85%

After Agentic Implementation:
├─ Agentic Agent: 60% self-service
├─ Human Agents: 40% complex cases
├─ Average Call Time: 4 minutes
├─ Collections Rate: 87%
├─ Cost per Transaction: $2.40



☐  Audit current agent performance
☐  Identify top 3-5 use cases
☐  Assess customer journey complexity
☐  Define success metrics
☐  Analyze integration requirements
☐  Document guardrail needs
☐  Assess team readiness

☐  Prioritize use cases by complexity
☐  Create implementation roadmap
☐  Design guardrails and boundaries
☐  Plan change management
☐  Allocate resources
☐  Set realistic timelines
☐  Establish success criteria

☐  Build agentic agents

├─ Agent Utilization: 65% (more valuable work)

Impact:
├─ Cost Savings: $240K/year
├─ Collections Improvement: +5%
├─ Revenue Benefit: $150K/year
└─ Total Benefit: $390K/year

Getting Started Checklist
Assessment Phase

Planning Phase

Development Phase



☐  Configure knowledge base
☐  Set up integrations
☐  Configure guardrails
☐  Create monitoring dashboards
☐  Document processes
☐  Prepare testing plan

☐  Conduct thorough testing
☐  Deploy to pilot
☐  Monitor closely
☐  Gather feedback
☐  Optimize configuration
☐  Full production rollout
☐  Establish support procedures

☐  Monitor daily metrics
☐  Analyze performance
☐  Gather customer feedback
☐  Implement improvements
☐  Scale gradually
☐  Plan next use cases
☐  Document learnings

Virtual Agent Overview: help.genesys.cloud/articles/virtual-agent-overview/

Deployment Phase

Optimization Phase

Additional Resources
Official Documentation Links



AI Studio & AI Guides: help.genesys.cloud/articles/about-ai-studio/
Agentic Capabilities: help.genesys.cloud/articles/agentic-virtual-agents/
Architect Virtual Agent Flows: help.genesys.cloud/articles/architect-virtual-agent-flows/

Genesys University: genesys.com/training
Community Forums: https://community.genesys.com
Technical Support: https://support.genesys.com
Sales Support: sales@genesys.com
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