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Customer support – particularly in the IT helpdesk and customer service arenas – is  
a challenge in today’s fast-paced economy. With Zendesk, providing great customer 
support is made easy. Now, further improve agent efficiency by adding Genesys cloud 
voice self-service and industry-leading call routing capabilities. Now get higher first call 
resolution by directing calls immediately to the best skilled agent. Plus, agents have  
the ability to take and make both inbound and outbound calls – without ever switching 
screens. The joint Genesys-Zendesk solution provides seamless integration between 
Genesys and Zendesk – and ultimately improves your customers’ experience (CX). 

Solution Overview 
By integrating the Genesys cloud contact center solution inside Zendesk, companies  
can set up both supervisors and agents in a matter of minutes on the platform. The 
platform allows companies to easily define skills for all agents and create call routing  
rules based on your company’s business objectives. The Genesys cloud contact center 
allows you to quickly build voice self-service options for your callers. With this flexible 
on-demand solution, managing your application is always fast and always easy.

With the design and user interface of the solution assisted by the award-winning 
Zendesk designers, the resulting menus and controls are beautifully simple and fit 
seamlessly inside the Zendesk platform. The solution provides screen-pop capabilities  
to agents plus full call control options. Additionally, all agent and supervisor reporting is 
contained inside the integration panel. All aspects of the integration lead to the same 
results: increased agent efficiency and improved CX. 

The solution allows customers to leverage voice self-service thereby reducing agent talk 
time. By enabling customers to create cases, check on the status of an open case, or 
close a case, their customers can be served expeditiously through self-service. In turn, 
agents can spend their time focusing on cases that require more attention. 

How it Works
• The Genesys-Zendesk integration operates and is managed entirely in the cloud and 

works with all browsers and all operating systems. 

• The solution is available to both United States or international phone numbers via either 
PSTN or IP network.

• When a customer calls, a unique identifier, such as the phone number, is matched to a 
Zendesk object via a data-dip. 

• All incoming and outbound calls are automatically logged in Zendesk for consistent 
tracking and analytics.

• View reporting dashboards of caller activities to make iterative improvements.

The Genesys Advantage
Increase Agent Efficiency

Save your support team time and increase the accuracy of your data. Agents can quickly 
place outbound calls by clicking on a phone number from any Zendesk record. All calls 

Zendesk: Check. Voice: Check.  
Result: Improved Agent Efficiency

BENEFITS

• Speed: The Genesys  
on-demand platform allows  
for fast implementation of  
voice self-service.

• Simple: No downloading or 
installing necessary with no 
browser limitations. 

• Increase Agent Efficiency:  
By including the agent monitor 
within Zendesk, the need to 
switch screens is eliminated.

• Improve CX: Delight customers 
with improved self service & best 
skilled agent routing
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About Genesys

Genesys is a leading provider  
of multi-channel customer experience 
and contact center solutions With  
over 3,500 customers in 80 countries,  
Genesys orchestrates more than 100 
million customer interactions every 
day across the contact center and 
back office. Genesys helps customers 
power optimal customer experiences  
that deliver consistent, seamless and 
personalized experiences across all 
touchpoints, channels and interactions.

For more information visit:  
www.genesys.com, or call  
+1 888 GENESYS.

Figure: Zendesk Integration

are automatically logged in Zendesk, 
including call results, call details, and any 
custom information. This automation 
increases agent productivity and ensures 
a systematic tracking of all call activities. 
 
Real-time Supervisor Controls

Supervisors can control contact center 
functionality such as call queuing, call 
recording or call whispering via the  
phone or the web. The integration 
provides complete access to a call  
queue monitor to see live call load and 
agent availability. And, only Genesys  
gives contact center supervisors the  
ability to add or delete agents in real  
time, providing instant updates on 
changing numbers and locations.

 
Analyze Results

Use the power of Zendesk reporting  
to get real-time access to all contact 
center activities. Utilize standard Zendesk 
reporting for everyday use. View easy-to-
read dashboards with caller action 

requests, call termination types, survey 
results, and case details to gain full 
transparency of caller activity. 

 
Easy to Deploy and Maintain

The Genesys Zendesk integration does  
not require any hardware or software  
to be installed. It is easy to deploy and  
can be accessed through any browser 
such as Mozilla, Safari or Chrome, and  
any operating system, including both  
Windows and Mac, thus eliminating any 
dependency on IT to install or maintain.


