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Go Beyond Product and Price 
You have gone as far as you can to differentiate based on product and price alone, but  
in this highly competitive marketplace, you know it’s not enough.

Customers demand more, and the key to differentiate is through customer experience, so 
you must change from measuring just the quality of handling a phone call to the quality  
of the entire process involved in addressing the customer’s need from beginning to end.

Create a Differentiating Strategy for Customer Experience 
And so you are tasked with building and executing a strategy that provides differentiated 
customer experience every time, through any channel – voice, email, web, mobile,  
social – while doing more with less.  You are asked to design an enterprise customer 
segmentation strategy that balances efficiency with effectiveness, enables flexible 
simplicity and retains more customers, especially your most valuable ones. “Where  
do I even begin? you ask. 

Know Where to Start
Genesys Business Consulting can help you address those tough questions: How can we 
differentiate the customer experience?  Where are the quick, easy wins?  What business 
value can we gain?  What are other companies such as our competitors doing that  
works well?  

Genesys Business Consulting is your guide to achieving the ultimate in customer service 
business value. From our experience in working with so many complex organizations 
across industries and across the globe, we bring industry benchmarks and best practices 
around customer segmentation, customer experience management, contact center 
maturity, and phased rollout strategies.  

We help you map out your future-state customer journeys focused on your target 
customer segments to identify improvement opportunities with demonstrable, reportable 
returns. The result is a deliverable that is uniquely tailored to your business, based on our 
analysis of your current and ideal state and the gaps in between. You receive a detailed 
transformational roadmap with actionable recommendations and an associated business 
case analysis using your data that we collaborate with you to collect.

Figure 1:  Business Consulting Assessment Methodology
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Define an actionable roadmap to transform customer experience 

PROOF POINT

“It’s easy for a line of business 
or an IT group to sit down  
and say ‘We want speech 
recognition. We want IP 
Virtualization.’ But those are 
infrastructure plays. It doesn’t 
get into how we’re going to 
improve the customer 
experience, and customer 
experience is how we are  
going to differentiate ourselves. 
The roadmap that Genesys 
Business Consulting provided 
was what helped us articulate  
a plan that we could 
consistently refer back to  

for what to deliver on next.”
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Business Consulting

Strategic Transformation
• 4 – 10 days on site; 4 – 10 weeks total

• Detailed strategic plan with tactical 
recommendations and benchmarks 
against a capability maturity model

Rapid Business Assessment
• 3 – 5 days on site; 4 – 6 weeks total

• High-level strategic plan with tactical, 
executable recommendations

Solution Assessment
• 3 – 5 days on site; 4 – 6 weeks total

• Solution-specific business case with 
tactical, executable recommendations

• Solution-specific assessments to 
optimize:

• Skills-based routing

• IP virtualization

• Operational performance 
management

• Workforce optimization

• Digital transformation

• IVR self-service strategies

Investment Assurance
• Involvement throughout the project

• Validation of anticipated ROI

Executive Workshop
• 4 – 16 hours

• Education related to industry best 
practices and customer experience 
optimization

FEATURES

• Elite team of professionals, each 
with 12 – 25 years of customer 
experience management

• Experienced in customer journey 
mapping

• Certified in Global Customer 
Experience Management and 
COPC Registered Coordinators

• Expertise in proven business 
strategies, operational practices, 
and technologies employed by 
leaders in 12 industries globally

• Expertise in industry benchmarks 
and best practices for customer 
segmentation, contact center 
maturity, and phased rollout 
plans

Figure 2:  Business Consulting Assessments

Strategic 
Transformation 

An in-depth business transformation assessment that aligns 
processes, resources, and technology with business goals and 
objectives of the organization

Rapid Business 
Assessment

A preliminary evaluation to produce an executable business 
transformation plan aligning processes, resources, and technology 
with your business goals and objectives

Solution 
Assessment

A solution-specific evaluation and business case analysis to gain an 
understanding of key business and operational challenges that 
impact desired outcomes

Investment 
Assurance

A baseline analysis of key value drivers at the beginning of an 
implementation, with follow-ups during and post implementation  
to measure success in relation to the original baseline

Executive 
Workshop

An Interactive, educational session designed to provide knowledge 
on sales, service and customer experience best practices
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