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Genesys Professional Services offers more than just expert software installation — we 
also have the business acumen and experience to help you extend your existing 
Genesys environment. 

Genesys Technical Account Management was created to design and disseminate best 
practices and sound methodologies to help you capitalize on your Genesys investment, 
and avoid common integration pitfalls.  

Our Technical Account Managers will provide you with on-the-job mentoring and 
coaching, as well as comprehensive technical assistance and innovative recommenda-
tions. With Genesys Technical Account Management, you will realize the full potential of 
adopting and integrating solutions enterprise-wide.

Initial Assessment and Review
The process begins when a Genesys Technical Account Manager performs an initial 
business and technology review of your Genesys system. This step includes pragmatically 
collecting and reviewing data on system performance, the solution architecture, and the 
application configuration. 

The results of this initial assessment and review will be used to determine how to further 
leverage your system with our technology.

Evaluation and Recommendations
After the initial assessment and review, the data will be disseminated to other Genesys 
experts for evaluation and assistance in deciding how to best optimize your current 
configuration and functionality.

Methods and techniques to further enhance and customize your system architecture will 
then be determined, so as to consistently support your organization’s present needs, as 
well as future business and technology goals.

Next, conclusions and recommendations will be prepared and presented in a detailed 
Monthly Operating Report. Action items from this report will lead to training opportunities 
for your employees, enabling them to maintain the customized Genesys environment. 

Expert Attention
As part of every engagement, Genesys Technical Account Managers have access to the 
full Genesys network of professionals and experts and will use their extensive product 
knowledge and years of field experience to provide you with:

• Focused knowledge transfer, enhancement of customer’s Genesys troubleshooting 
skills, and reinforcement of Genesys operational best practices, all tailored to 
customer’s environment.

• Assistance in the ongoing rollout strategy of Genesys technology to ensure that  
customer is getting the maximum benefit of the solution.

Genesys Technical  
Account Management:
MAXIMIZE YOUR GENESYS INVESTMENT WITH A QUALIFIED  
ONSITE TECHNICAL ACCOUNT MANAGER

HIGHLIGHTS

Proactive business and technical 
consulting services to mitigate risk 
and lower operating costs:

• Initial Assessment and Review

• Professional Evaluations

• Action Items and 
Recommendations

• Expert Onsite Attention

Benefits:
• Maximize your return on 

investment

• Meet current and future 
business objectives

• Protect your investment in 
Genesys technology
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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.
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• Designated point of contact for overall 
Genesys solution management within 
the account. Works in tandem across the 
Genesys organization — from Customer 
Care to Professional Services to Genesys 
University to Genesys Account  
Executives to Genesys Business Partners 
— to focus on customer solution success. 

• Delivered onsite at customer’s location 
to ensure efficient communications and 
exceptional customer intimacy.

Risk Mitigation
Initial computer telephony integration (CTI) 
deployments often meet the business 
objectives for which they were originally 
designed, but in today’s fast moving contact 
interaction management environment, you 
also need the means to maintain flexibility, 
ensure cost effectiveness, and meet 
changing business objectives.

Your Technical Account Manager will help 
you meet all those needs and more. You 
will gain peace of mind that your Genesys 
system is operating optimally, and you’ll 
gain the agility to quickly take action when 
changes to your Genesys environment 
are warranted.

Problem Detection
In addition to offering proactive support to 
ensure that your CTI system is capable of 
meeting current and future demands, the 
Technical Account Manager can also 
identify and diagnose causes of poor 
performance due to problems of a 
business or technical nature. As a member 
of your IT team, the Technical Account 
Manager understands your business 
needs, serves as a customer advocate 
within Genesys and is focused on 
customer solution success.

If your primary objective is to effectively 
resolve or work through issues that result 
in poor productivity, increased costs, or 
unhappy customers, the answer is to 
take advantage of the problem-solving 
ability provided by Genesys Technical 
Account Management.

Conclusion
A key, but often neglected, component  
to the long-term success of your 
deployment is ensuring that the platform 
remains aligned with your current and 
future strategic business objectives. Using 
a Genesys Technical Account Manager as 
an integral part of your team will provide 
comprehensive knowledge about the 
products and services being 
implemented, and help you increase 
implementation effectiveness.

The Technical Account Manager is able to 
offer you onsite support to help mitigate risk 
and resolve issues quickly and effectively, 
resulting in a better return on investment 
and a lower total cost of ownership.

About Genesys Professional 
Services
Genesys Professional Services helps 
customers and partners succeed through 
expert business consulting and industry 
experience, unsurpassed software solution 
planning and training, proven implementa-
tion strategies, and experienced project 
management. We offer a wide variety of 
packaged and custom-tailored develop-
ment solutions to provide an 
implementation strategy that meets specific 
client requirements.  
www.genesys.com

 

Initial Assessment
and Reviews

Collects data on business
and technical problems through 

comprehensive interviews

Evaluation and
Recommendation

Review data, evaluates the ability of the platform 
to meet requirements, determines techniques 

to customize your system architecture

Expert Attention Risk Management Problem Detection
Monthly Operating Report

Provides conclusions, 
recommendations, and action items 

Genesys Professional Services

Monthly Operating 
Report


