
© 2019 Five9, Inc. All rights Reserved. Proprietary and Confidential to Five9 Inc.

The Contact Center 
of the Future

Chris Miller
SVP Solution Engineering



Safe Harbor

2

This presentation is proprietary and is intended solely for the information of the persons to whom it is presented. It may not be retained, 

reproduced or distributed, in whole or in part, by any means (including electronic) without the prior written consent of Five9, Inc.

This presentation includes forward-looking statements within the meaning of Section 27A of the Securities Act of 1933, as amended, and 

Section 21E of the Securities Exchange Act of 1934, as amended, concerning events and trends that may affect our industry or the Company, 

including potential growth drivers, projections and guidance concerning our future results of operations including our intermediate and long-term 

models, our market opportunity and our intermediate and long-term growth prospects. Our actual results may be materially different from  what 

we discuss here and you should not unduly rely on such forward looking statements. Please refer to our most recent Form 10-Q under the 

caption "Risk Factors" and elsewhere in such reports, for detailed information about factors that could cause our results to differ from those set 

forth in such forward-looking statements. We undertake no obligation to update any such forward-looking information. 

In addition to U.S. GAAP financials, this presentation includes certain non-GAAP financial measures. These non-GAAP financial measures are 

in addition to, and not a substitute for or superior to, measures of financial performance prepared in accordance with U.S. GAAP and may differ 

from non-GAAP measures used by other companies in our industry. The Company considers these non-GAAP financial measures to be 

important because they provide useful measures of the operating performance of the Company, exclusive of unusual events, as well as factors 

that do not directly affect what we consider to be our core operating performance. The non-GAAP financial measures should not be considered 

a substitute for financial information presented in accordance with GAAP. Please see the reconciliation of non-GAAP financial measures to the 

most directly comparable GAAP measure set forth in the Appendix to this presentation. 

This presentation contains statistical data that we obtained from industry publications and reports generated by third parties. Although we 

believe that the publications and reports are reliable, we have not independently verified this statistical data. 



Where are we?

Five9 has been VERY successful at replacing legacy on-prem ACDs and their basic functionality

Step 1:  replace my current on-prem functionality with Five9 Cloud

Five9 has been VERY successful at integrating the Five9 Intelligent Routing Platform with CRM

Step нΥ  LƴǘŜƎǊŀǘŜ CƛǾŜф ǿƛǘƘ Ƴȅ /ǳǎǘƻƳŜǊ 5ŀǘŀōŀǎŜκ/wa όŀƪŀ ά/waҌ¢ŜƭŜǇƘƻƴȅέύ ŦƻǊ ǎŜƭŦ-service, more 
intelligent, accurate routing of our calls, and seamless, process-driven tools for our agents

Customers are in process of digital transformation ςFive9 Cloud makes it easy to add new channels ς

Step 3: Give my customers more options to interact, use same Five9-CRM routing intelligence used on 
voice calls, and enable (or expand) my agent tools with an Omnichannel view of all customer interactions

Now that we did all that, where can we add efficiency?

Step 4: Automation



ñWhatsNextò
Five9 FDS Stream ςComplete Interaction Data

Integrations

Where can technology Help - Example Automation Points
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Five9 FDS Stream ςComplete Interaction Data

Integrations

Automation Points with AI
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Integrations

Five9 Engagement Center ςAutomation Points with AI
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Customer Examples: 
Automation in the Contact Center 
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Example #1: 
Genius Sidekick



Slow Resolution

Doesnôt know what to do

Doesnôt know what to say

Quick Resolution

Knows what to do

Knows what to say

Problem Statement



How do we 
shorten the time 
from Entrant to 

Expert?

Slow Resolution

Doesnôt know what to do

Doesnôt know what to say

Quick Resolution

Knows what to do

Knows what to say

Problem Statement



Compliance



FAQs



Product Comparisons



Voice Based Form Auto-Fills



Wrap Up Automation

Thanks so much for your help!

Its been my pleasure helping you. 
Have a great day!

Wrap Up Content

Topics

Support x DVR x Success x

Firmware x +

Summary

Customer called about DVR problem. Customer had 
rebooted the DVR already. Agent suggested firmware 
update. Firmware update completed. Customer issue 
resolved.

Attachments

transcript.txt x +

Submit
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Example #2: 
Five9 Insight



WE (YOU!) HAVE THE DATA

What is happening in the contact center?

ÅWhat data do we have to answer that question?

ÅFive9 has interaction performance data ..

ÅFive9 has call transcript, recordings and chat and email transcripts
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.ŜƘƛƴŘ ǘƘŜ /ǳǊǘŀƛƴΧ
Example Insights
with Five9 Call Data



(Standard Five9 Call Detail Report)




