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Overview of All Genesys  
Care for the Cloud Services 

Genesys Care for the Cloud is focused on 
optimizing your support experience through a 
global, live answer 7X24 support model, while 
helping you realize the full value of your solution 
and driving unprecedented outcomes. By offering 

two core levels of support plus optional add-on 
services, you can tailor the level of cloud support 
you need and put the power of your Genesys 
Customer Experience Platform to work for you.

Feature
Care  

for Cloud
Business Care 

for Cloud 
Flex Care  
for Cloud

Web Portal Case Management ✓ ✓

Knowledge Base Access ✓ ✓

Proactive Service Advisory ✓ ✓

Platform and Network Monitoring ✓ ✓

Platform Upgrades and Updates ✓ ✓

7X24 Phone Support for Unlimited  
Case Management ✓

Defined Response Targets ✓

Mobile Device Access ✓

Customer Experience Manager ✓

Dedicated Support Specialist ✓

Support Architect ✓
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Genesys Care for the Cloud feature descriptions

Care for Cloud Feature Description

Care for Cloud is included with your service and provides self-guided access to Genesys Cloud 
knowledge, web portal case submission and proactive service advisories, platform and network 
monitoring 24X365, and all platform upgrades and updates.

Web Portal Case Management
Open and manage cases through the Customer 
Care web portal.

Knowledge Base Access

Comprehensive, web-based tool available 7X24 leverages 
documents to share knowledge, answer questions, 
communicate best practices, and minimize effort toward 
identification and resolution of known issues.

Proactive Service Advisory
Email communication notifying you of known issues and 
recommended solutions. The notifications can be set to 
daily or weekly frequency.

Platform and Network Monitoring

Non-intrusive 24X365 monitoring of the complete solution 
using SNMP and Cisco IPSLA testing for network and 
circuit monitoring, and performance monitoring tools such 
as, but not limited, to Orion Network Performance Monitor. 

Platform Upgrades and Updates

Leveraging the standards-based cloud services 
oriented architecture keeps your Genesys solutions 
current generally at all times for consistency and cost 
minimization. Upgrades are generally transparent to you 
unless they involve new features, which will be available 
in the agent screen or System Manager the next time a 
user logs in. 

Business Care for Cloud Feature Description

Business Care for Cloud provides all the benefits included with Care for Cloud, plus additional 
support features, including unlimited, 7X24 phone support for case submission, defined response 
targets and access to real-time incident status via mobile devices.

7X24 Phone Support for Unlimited 
Case Management

Available 7X24 via phone, you have immediate access to 
submit a case or speak live to a Customer Care Expert. 
Using a tier-less support model, each incoming case is 
immediately assessed for complexity and routed to the 
right certified professional to manage through restoration.

Defined Response Targets
Defined targets are based on case severity levels 
documented in the Genesys Care for the Cloud 
Program Guide. 

Mobile Device Access

The Genesys Care Mobile App, developed by Genesys 
Customer Care, provides a flexible and fast way for 
communicating with us: review open cases or post 
case updates. The app can be downloaded from the 
iTunes App Store through mobile devices for iOS 
and Android.

https://
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ABOUT GENESYS

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

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks  or 
registered trademarks of their respective holders. © 2015 Genesys. All rights reserved.

Flex Care for Cloud 
Optional Offerings

Feature Description

Flex Care for Cloud provides high-touch services designed to support critical environments or 
opportunities to adopt Cloud Solutions specific to your business requirements.

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

Serves as your dedicated Genesys product expert who 
knows your configuration and business requirements  
and provides year-round support including first contact 
resolution and expedited access to technical experts to 
resolve issues.

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.

Genesys Care for the Cloud is an extension of a comprehensive maintenance and support  
program that provides an integrated approach for use of the Genesys Customer Experience  
Platform—on-premise, in the cloud or through any Edition.

http://www.genesys.com

