
 
 
  

Little Guide to Syndeo g-
Connect  
 
AI communication platform for 
Genesys contact centres  
 
g-Connect is an AI communications platform 
designed for Genesys Cloud and Engage. It offers 
seamless connections to business via multiple digital 
channel including messaging apps, to enable a 
better customer service through the use of 
intelligent automation blended with live agents. 
 
Communication between brands and consumers is 
being challenged – voice, artificial intelligence, 
smart devices and the internet of things are all 
getting in on it. People expect more, and consumers 
demand instant experiences with instant, hassle free 
access.  
  
In simple terms, g-Connect allows customers to 
communicate with you to resolve everyday tasks 
using the digital channels and  messaging apps they 
are already familiar with.  
 
g-Connect comprises 3 core elements: 
 

1. Deep integration with Genesys Cloud and 
Engage enabling businesses to leverage their 
existing contact centre investment. 

2. A graphical user interface which enables 
non-technical users to build customer 
interactions for digital channels in a code free 
manner; and 

3. The Kelvin AI engine which is designed and 
built by Syndeo for customer experience 
interactions. 
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Full Genesys Integration 
 
g-Connect is fully integrated into 
Genesys Cloud and Engage platforms. g-
Connect is an approved Premium App 
within the Genesys App Foundry and can 
be purchased as part of the Cloud 
solution. g-Connect will intelligently 
route customer interactions directly to 
the Genesys agent desktop. The full chat 
history and key context data (such as 
customer name or account number) is 
extracted using Kelvin entity extraction 
and will be fully visible within the Genesys 
scripts panel.  
 
Syndeo g-Connect enables businesses to leverage their investment in Genesys technology 
and add the ability to quickly create and deploy self-service across many digital 
communication channels. There are three key reasons why a business will select Syndeo g-
Connect to augment their Genesys contact centre: 
 

1. A single source of the businesses’ self-service logic within Syndeo g-Connect 
regardless of the channel the customer utilises;  

2. Combine automation with live agent assistance ensuring the optimum customer 
experience is achieved while delivering operational savings; and 

3. Non-technical users within the organisation are fully in control with an environment 
they can manage and control without the need for scarce and expensive software 
development teams. Meaning rapid deployment and the ability to regularly update 
the customer experience.   

 
 

No Code Required 
 
The g-Connect environment is designed for non-technical users to define and create 
interactions for customers over multiple digital channels.  The drag & drop interface makes 
it simple to quickly define the required business outcomes for each type of interaction.  
These outcomes are created by combining a rules-based approach with integration to the 
Kelvin AI engine, meaning that each interaction with the customer is monitored by Kelvin 
to ensure the optimum experience is delivered for the end customer. 
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As a non-technical business user, you can focus on creating the correct outcomes, without 
the need to understand software development or AI algorithms – the g-Connect platform 
takes care of this and much more for you. 

 
Rapidly create the customer outcomes 
appropriate for your business. 
Outcomes represent the key reasons 
for customers reaching out to you e.g. 
ordering a new product. The more 
popular outcomes are easily 
identifiable with larger display circles 
giving you an instant view of why your 
customers are contacting you. 
 
 

 
The g-Connect “code-free” approach 
provides you with an agile platform for 
configuring the steps required to complete 
each business outcome. Each step reflects 
the key data elements you need to capture 
from the customer in order to complete the 
outcome. Simply drag and drop the most 
appropriate task and configure the wording 
and other settings as required. Iterate at 
speed and see how these changes will 
impact the customer experience and the 
level of automaton achieved.  
 

 
With the g-Connect platform you 
receive real-time reporting through a 
graphical dashboard showing the 
message throughput, most used digital 
channel/messaging apps, most popular 
outcomes and customer satisfaction 
ratings. The dashboard facilitates an 
agile approach to ensure you get 
immediate feedback on how the end 
customer is engaging.  
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Kelvin AI Engine 
 
The Kelvin AI engine underpins the g-Connect platform. Kelvin is built specifically for 
customer service interactions and is key to delivering the g-Connect blended AI approach, 
combining artificial intelligence with the ability to connect to a live agent at any part of the 
customer engagement. Kelvin uses semantic understanding with logistic regression, 
decision trees and context graphs, to deliver a seamless customer experience at every 
touchpoint in the engagement. All information that passes through g-Connect is 
understood by Kelvin so that every action is processed in context of the wider customer 
experience.  
  
The key features of the Kelvin AI engine are: 
 
• Natural Language Understanding to detect 

customer intent and deliver a 
conversational interface; 

• Chatbot plugins for discrete pieces of 
automation utilised when the customer is 
completing an outcome; and 

• Emotion detection and sentiment analysis 
to better understand customer satisfaction 
and engagement levels in real-time. 

 
 
From within the Syndeo g-Connect platform 
you can train the Kelvin engine via the “A.I. 
Workbench. Create data entities, define and 
train intents, bulk upload training data and 
when you are ready use the CX Simulator and 
accuracy checker to ensure you are delivering 
the best possible customer experience. With 
inbuilt test and product environments you can 
deploy a new version to live production with 
zero downtime and if necessary, roll-back to a 
previously deployed version. 
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FAQ 
 
Is Syndeo a premium partner? 
Yes. g-Connect is an approved Premium App on App Foundry. Syndeo is also an approved 
Professional Services sub-contractor.  
 
Is g-Connect integrated with on-premise Engage? 
Yes. Syndeo g-Connect is currently integrated to on-premise Engage via the chat API. When 
the integration mechanism via Designer/Nexus becomes available we will look at this as a 
mechanism to integrate for both Engage on-premise and Engage Cloud. 
 
Is Syndeo g-Connect available for PureConnect customers? 
g-Connect is currently available of Engage on-premise and Genesys Cloud.  
 
Where is Syndeo g-Connect hosted? 
Syndeo g-Connect is hosted on Amazon Web Services.  
 
How does it integrate with Designer? 
We do not have integration with Designer at this point.  
 
Is multi-language supported? 
We currently support English only. 
 
Are multi-slot questions supported in the A.I.? 
Yes. These are catered for in a number of ways: 

• Entity extraction. Multiple entities (such as an account number and telephone 
number) can be extracted from a single user input 

• Segues. These enable users to ask in a natural language way related questions when 
being prompted for a response. For example, if the user is prompted to enter a CCV 
code, they might ask ‘where can I find the CCV number’. The A.I. would answer this 
second question and then return to the first question. 

• Smart models. Smart models ensure that a specific A.I. model is invoked with the 
necessary context of the question being asked. For example, if the user is asked for 
a CCV number and they respond with “what is that”, the A.I. model will know this is 
related to the CCV question a respond appropriately.  

 
Do you provide a native NLU and/or allow 3rd party NLU engines to be used? 
We have built our own native NLU based on our Kelvin A.I. engine. We are implementing a 
self-hosted transformed architecture. This is the same architecture leveraged by the likes of 
Google BERT and Facebooks ROBERTA. 
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Do you provide a chat widget that is tied to the tool and does it support rich media - 
or at least buttons, lists, etc. as appropriate based upon the channel? 
Yes. We have a fully functional webchat component which supports rich media, buttons, 
carousels, file upload/download, typing indicators etc.  
 
Is the journey mapped/connected for a digital interaction that becomes a voice 
interaction? 
No. At this point we do not map to voice interactions; we manage the digital interaction. 
We are looking at integration with Intelligent Automation which would provide integration 
with voice interactions, however not currently available.  
 
What sort of customer skills/role is required to build the flows in the design tool? 
The design tool is primarily focused at business oriented users who quickly want to create 
business flows representative of the type of customer engagement they require. IT and 
more technical users can use the platform to build detailed integration and significant 
customisation using the scripting tool.  
 
Can you export the visual representation of the flows and logic structure shown in the 
design tool? 
Currently we do not support the export for design from within the application.  
 
Do you have PCI compliance? 
We do not have this certification yet. However, the nature of the integration enables a direct 
connection to a payment gateway such that in these circumstances PCI compliance is 
managed by the gateway application.  
  
Is GDPR Compliance available? 
Yes.  
 
Is there a pricing minimum commit? 
The minimum commit is 1,000 interactions per month/billing period.  
 
Is your demo accessible via GDemo? 
No. Contact info@syndeo.cx and we will provide a demo as required.  
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Find out more 
For more information about Syndeo and our AI communications platform for Genesys, g-
Connect, email us at info@syndeo.cx or visit our website at www.syndeo.cx/contact-
centres. 
 
This document is the copyright of Syndeo Limited ("Syndeo"), is commercial in nature and is issued in confidence; it must not be 
reproduced, in whole or in part, for any other purpose without the prior written consent of Syndeo. All rights reserved. You may not 
delete or change or modify any copyright or trademark notice. 
 
Syndeo has used all reasonable endeavours to ensure that all statements contained in this document are accurate but will not be held 
responsible for any errors or omissions. All information provided prior to execution of a contract is provided "as is" without warranty of 
any kind. 


