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Introduction
Genesys Business Consulting is your guide to 
achieving the ultimate in customer service business 
value. Our work is based on proven business strategies, 
operational practices, and technology employed by 
the leaders in 12 industries around the world. 

As your trusted advisor, we offer you a comprehensive 
and expanding set of business consulting services 
supporting areas, such as:
• Business case development
• Strategy and roadmap development
• Focused engagements to optimize your contact  
 center; including, skills based routing, management  
 reporting, inbound marketing and more.

We use our extensive knowledge of contact cen-
ter best practices to evaluate four key areas of your 
business: customer strategy, technology, people, and 
process. More than 35 specific capabilities; such as, 
Customer Segmentation, Customer Relationship 

Management and Reporting & Analytics are assessed to 
provide focused guidance and clear business benefits. 

You know your business and resources. We know  
contact center best practices and technology. Together, 
we will accelerate business innovation and deliver  
breakthrough results. 
 

Benefits
• Identification of areas yielding greater efficiencies,  

 benefits, and cost savings 

• Road mapping of innovative solutions that will  

 produce long-term results

• Cost-justification of each solution to ensure real,  

 measurable return on investment

• Benchmarking to measure competitive advantage

“We’ve used Genesys Business Consulting 

to help us align our call center activities 

with our business goals and move towards 

optimizing agent productivity.  We’ve 

raised service levels without increasing 

staff numbers, and improved customer 

satisfaction ratings at the same time.”

– Apoteket 



Genesys Business Consulting
Genesys Business Consulting is a team of consultants 
with deep contact center experience and knowledge. 
With predefined and customized services available, 
our goal is to optimize your customer service solutions 
and help you identify and achieve improvements with 
demonstrable, reportable returns. 

Workshops
We have designed workshops around particular  
areas of interest to discuss industry best practices 
and development of high level strategies and plans 
unique to your business. Our accomplishments 
include: Resource Management Workshops, KPI 
Workshops, Customer Service Objectives Work-
shops, Skills Based Routing Workshops and a variety 
of Custom Workshops based on specific client needs.

Benchmarking Studies
Genesys Benchmarking studies provide key opera-
tional metrics and KPI’s to understand how your 

organization compares against the competition. Our 
team of consultants can deliver strategies and actionable 
plans that will meet your business objectives and put 
you ahead of the competition.

Business Case and ROI Analysis
Helping clients understand the investment required for 
a particular initiative and the expected payback of that 
investment over time is the foundation of our consulting 
model. In support of our transformational roadmap, we 
present a comprehensive business case summary of rec-
ommended solutions with a financial justification model 
for each recommendation. Our consultants evaluate the 
results of each new project using simple payback analysis 
or complex financial instrument-based analysis. 

Allow Genesys to become your business advisor,  
providing strategic advisory services around the  
areas of contact center technology, business objectives, 
operations and process.



For more information about Genesys Business Consulting, 

contact your sales representative. Or visit us at  

www.genesyslab.com/about/servicessupport.
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