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Your Customers Want a Consistent and Personalized Experience
Although your customers want self-service capabilities, self-service often isn’t enough. 
They want to interact with a real person over the channel they choose, without waiting, 
repeating themselves or being transferred to another person. How can you offer 
consistent, seamless, personalized customer experience that spans self-service and 
human-assisted interactions? 

With the Genesys Customer Experience Platform you will power optimal customer 
experiences that deliver consistent, seamless and personalized journey-appropriate 
experiences across all touchpoints, channels and interactions. By journey-appropriate we 
mean that the experience delivered, whether via self-service or human-assisted, matches 
the expectations of your customers, aligning with the stage and type of their present 
journey. This approach will drive your Net Promoter Scores (NPS) and Customer Effort 
scores in the right direction.

Power the Optimal Customer Experience (CX)
By combining an easy-to-use IVR with industry leading contact center capabilities, Genesys 
Premier Edition – Virtual Contact Center, built on the Genesys Customer Experience 
Platform, gives your business a complete solution for managing customer experiences. Start 
by designing intuitive conversation flows in the cloud-based IVR. When someone needs to 
talk to a person, Premier Edition – Virtual Contact Center connects the customer to the 
optimal person, based on your business rules. The customer won’t have to repeat 
information, and the call goes to someone with the most appropriate skills the first time.  
The person getting the interaction sees all the information they need about the customer, 
including IVR context, so the customer has a seamless experience. Then each and every 
time the customer engages with your company, they will get the same consistent, 
seamless and personalized experience over all touchpoints, channels and interactions.

Choosing the Right Cloud Solution for your Business
Using a cloud-based virtual contact center has many compelling business benefits. You 
can deploy it quickly and run it with minimal IT involvement, no capital investment and 
low operating costs. But in choosing a cloud-based solution, you have to protect your 
long-term business interests. When customers reach out, will the service be available? 
Can it scale out as your business grows? Does it give you end-to-end visibility into the 
customer experience, and can you extend or expand the virtual contact center as your 
business needs change? With Premier Edition – Virtual Contact Center, your operation 
can leverage the benefits of a highly available, highly scalable service that meets your 
current needs, but also gives you the business intelligence insights to help you plan and 
support your future needs.

A Best-in-Class Contact Center from the Cloud
The Genesys Premier Edition – Virtual Contact Center is built on the proven, industry 
leading best-in-class Genesys Customer Experience Platform with an outstanding track 
record for availability. The Genesys routing engine offers best-in-class contact center 
functionality, so you can connect each customer to the optimal person based on the rules 
that make sense for your business. Embedded analytics give you complete visibility into 
customer interactions so you can fine-tune the customer experience. Supervisors have 

Genesys Premier Edition -  
Virtual Contact Center
Cloud simplicity with best-in-class functionality

BENEFITS

• Proven cloud platform  
with extreme availability

• Optimized for ease of use  
and rapid deployment

• Connect customers with the 
optimal person the first time

• End-to-end interaction visibility 

• Seamless self-service and 
human-assisted interaction
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About Genesys

Genesys is a leading provider of 
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.

everything they need to optimize 
efficiency and performance, from a 
mobile-accessible supervisor desktop  
to real-time metrics, reporting and call 
monitoring. With Premier Edition – Virtual 
Contact Center, you can power the 
optimal customer experience now and 
into the future across all touchpoints, 
channels, and interactions. 

The Genesys Premier Edition – Virtual 
Contact Center is a pure cloud offering 
that delivers everything that small to 
mid-size contact centers need to provide 
exceptional customer experiences. The 
edition is designed to be flexible, quick  
to deploy, and easy to use. 

Key Capabilities
• Scales up to 250 seats

• Cloud-based deployment

• Proven, global cloud contact center 
platform

• Superior availability and reliability

• Bundled telecommunications services

• Intuitive and visual solution configuration 

• Out-of-box Salesforce.com integration

Multi-Channel Interaction Management

• Inbound and Outbound Voice, Chat, 
Email, SMS, Social

Self-Service IVR

• Inbound/Outbound/Multi-Channel – 
Voice, SMS, Email

• Unlimited scalability

• Fast setup of IVR conversation flows

• Personalized IVR experience

• Integrated analytics 

• Speech Recognition and Text-to-Speech

• Natural Language Support

• Biometric functionality 

• CRM integration 

• Location-based services

Routing 

• Skills-based routing with proficiency

• Multi-level agent skill proficiency 

• IVR variables input into routing decision

• Context shared with agent 

• Last Agent routing

• Web Callback

Proactive Communications 

• Proactive notifications and surveys

• Unlimited outbound IVR scalability

Agent Functions

• Intuitive web-based Agent desktop

• Whisper messages deliver context  
with the call

• Customer data presentation

• Disposition Codes

Supervisor Functions

• Web-based Supervisor client simplifies 
agent management

• Call monitoring, agent coaching  
and barge-in 

• Real-time and historical metrics  
and reports

• HTML5 interface supports mobile 
devices

Workforce Optimization 

• Interaction Recording

• Speech Analytics

• Text Analytics

Reporting and Analytics 

• Embedded business analytics 

• Real-time monitoring of Agents  
and Routing

• Historical reporting on IVR, Agents,  
and Routing

• Complete end-to-end reporting 

• Comprehensive metrics

Automatic report deliveryMobility

• Agent Mobility/Remote Agents 

• Mobile Supervisor

• Agent/Queue Monitoring 

• Agent/Queue Reporting 

• Mobile live agent connection, alerts  
and location

• Virtual Assistant for Voice-enabled  
Self-Service

KEY FEATURES

• Simplicity of the cloud with a 
proven global platform

• Intuitive interface for Administrators, 
Supervisors and Agents 

• Integrated IVR and routing  
functionality

• Powerful call routing based on 
business rules

• Embedded business analytics 

• Flexibility to optimize the  
customer experience

• Industry-leading SLAs with 
demonstrated uptime record


