
PRODUCT DATA SHEET

Genesys Care Support Architect
Optimize your environment and  
ensure peak platform performance 

Proactive review of your 
system’s architecture
The Genesys Care Support Architect is a 
designated technical advisor who provides 
operational architectural evaluations based upon 
known deployment strategies to ensure high 
availability throughout your solution’s lifecycle. 
The Support Architect:

• Advises on how operational requirements can 
be properly reflected in the proposed design.

• Partners with your company, external partners, 
and Genesys teams, such as Customer Care, 
Professional Services, Sales, and Engineering, 
on optimizing and maintaining the well-being  
of your environment.

• Manages regular operational reviews, 
identifies operational risks, and develops 
remediation plans.

• Evaluates and provides capacity planning 
analysis and recommends actions for overall 
system health and stability.

• Reviews internal repository and release  
notes for products deployed or planning  
to be deployed and advises on upgrades, 
solution dependencies and routing  
strategies to manage business rules  
and routing prioritizations.

• Provides strategic change management 
including experts’ review and advice on 
upcoming key projects such as Genesys 
solution upgrades, complex configuration 
changes or migrations, and new  
solution introductions.

Customized remote alarm monitoring
In addition to the standard alarms available with 
Remote Alarm Monitoring, a Support Architect 
will work with your technical teams to identify 
an alarming strategy that will be customized to 
your environment.

• Working with the Genesys Care team and 
your operations teams, the Support Architect 
will design custom operational alarms to 
help identify, address and prevent specific 
platform issues

• In addition, the Support Architect will develop 
a dashboard for real-time monitoring of the 
alarms, as well as monthly or quarterly reports 
to present the alarm history and trends along 
with recommendations for the environment’s 
overall well-being.

The Support Architect is available as an option 
through Genesys Flex Care or Premium Care.

Benefits
• Helps ensure smooth deployment of new 

products, solution upgrades and complex 
configuration changes

• Identifies support-related operational 
risks at earliest stages

• Leverages best practices and expertise 
for remediation plans

• Mitigates risk with ongoing evaluation of 
platform health and stability

“With the help of our 
Support Architect, 
our platform has 
achieved a level 
of availability in a 
single year that has 
not been seen since 
deployment.”
Global Financial Institution
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Genesys® powers more than 25 billion of the world’s best customer experiences each year. Our success  comes from 
connecting employee and customer conversations on any channel, every day. Over 10,000 companies in more than 
100 countries trust our #1 customer experience platform to drive great business outcomes. Genesys on-premise 
and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of technology 
and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797
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Feature Flex Care
Flex Care  
for Cloud

Support Architect
Partners as a designated technical expert who works 
with your team to achieve platform stability through 
continuous environment risk analysis, remediation 
action plans, optimization recommendations, and 
capacity planning

✓ ✓

Customer Experience Manager (CXM)
Works as a designated, trusted advisor who establishes 
and maintains a solid understanding of your business 
goals, operations and priorities and acts as a main point 
of contact to drive risk mitigation and issue resolution, 
advise on training and manage regular reviews to 
discuss open issues and future project/product feature 
implementation planning

✓ ✓

Dedicated Support Specialist
Genesys product expert that is knowledgeable of your 
configuration and business requirements and who 
provides dedicated, year-round support including first 
contact resolution and expedited access to technical 
experts to resolve issues

✓ ✓

Custom Application Support 
Delivers support for custom-developed modules, 
applications, and solutions developed by Genesys and 
selected partners

✓

Extended Support
Delivers advice and best effort error investigation and 
rectification (hot fixes excluded) on the configuration and 
operation of the end of service (EOS) software

✓

Remote Alarm Monitoring
Leverages intellectual property, tools, and best practices 
to prevent and mitigate issues before they occur

✓

Genesys Flex Care offerings provide a range of additional support options so you can truly tailor 
your support experience based on your current business needs and position in the lifecycle of your 
Genesys solution.
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