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You have made a significant investment in your Genesys Customer Experience Platform 
to deliver consistent, seamless, and rewarding customer experiences. This investment 
enhances your competitive edge and drives your NPS score in the right direction.

Your environment has a lot of complexities such as changing business requirements, 
system upgrades, and ongoing needs for efficient yet effective proactive monitoring. 
Your team must stay current on your Genesys solutions, but this requires a high level  
of technical expertise, along with business acumen, to ensure alignment with all of your 
stakeholders. Your issues are critical and yet, in many cases, having sufficient time or 
resources to properly handle these issues, let alone be proactive with predicting 
environment issues and handling remediation planning, is at risk.

Genesys Premium Care provides a proactive support model to address these  
business challenges. 

Our support experts anticipate and respond proactively to your issues with proactive  
log file retrieval and remote alarm monitoring. They share best practices, coordinate and 
prioritize Service Request (SR) activities. Troubleshooting courses, upgrade advisement 
and our robust collection of knowledge resources will help to boost your skills and 
increase self-sufficiency and productivity. Genesys Premium Care provides deep 
expertise and experience, allowing you to focus on achieving operational cost savings 
and desired business performance.

Features Overview
Genesys Premium Care offers more ways to engage with Genesys support professionals 
and experts. Premium Care offers all the services of Business Care plus:

• A Technical Account Manager 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. Averaging 15 years of industry experience, these 
experts advise on training and manage regular operational reviews to discuss open 
issues and conduct future project/product feature implementation planning. 

• Remote Alarm Monitoring leverages intellectual property, tools, and best practices 
to prevent and mitigate issues before they occur. Now available through Genesys 
Care Workbench, Remote Alarm Monitoring proactively routes supported critical and 
major alarms to Customer Care where cases can be opened. You can access the status 
through Genesys Care Mobile App or the Workbench alarm console. 

• Proactive Log File Retrieval leverages best practices for log file filtering,  
centralization, management and archiving using the Genesys Log File  
Management tool.

• Enhanced response targets are improved 50% over Business Care targets for critical, 
high, and medium severity service cases. 

• A troubleshooting workshop boosts an employee’s skills for increased self-sufficiency 
with annual online or live training equivalent to five days of training relating to one  
of these three options: Customer Interaction Management Platform (CIM) 8.1  
Troubleshooting, Genesys SIP Server 8.1 Troubleshooting, or Genesys Voice  
Platform Troubleshooting workshop. 

Genesys Premium Care

BENEFITS

• Improves communication  
and issue resolution with 
advocacy from a designated 
Genesys advisor

• Delivers insights into problems 
and helps address issues before 
they affect your services and 
customer experience

• Provides deep expertise and 
prescriptive guidance to  
mitigate outage risk and  
improve productivity

• Protects your investment over 
the long term

http://www.genesys.com/platform-services
http://www.genesys.com/resources/datasheets-and-brochures/Genesys-Technical-Account-Manager-DS-EN.pdf
https://genesyspartner.force.com/customercare/GenesysCommunityLogin
https://genesyspartner.force.com/customercare/GenesysCommunityLogin
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About Genesys

Genesys, the world’s #1 Customer 
Experience Platform, empowers 
companies to create exceptional 
omnichannel experiences, journeys 
and relationships. For over 25 
years, we have put the customer 
at the center of all we do, and we 
passionately believe that great 
customer engagement drives  
great business outcomes. Genesys is 
trusted by over 4,700 customers in 
120 countries, to orchestrate over 24 
billion contact center interactions per 
year in the cloud and on premises.

Visit us at www.genesys.com or call 
us at +1.888.436.3797.

• Routing Logic Review identifies and subsequently mitigates risks associated with poor 
performance, invalid logic, and inappropriate error handling. This annual review provides 
guidance and best practices regarding routing design, structure, and documentation and 
highlights any logical or other errors found. The review can also recommend options to 
make the logic more flexible if necessary.

• Upgrade Advisement is an annual review of the software currently installed in your 
production environment compared to the latest available releases. The goal is to identify 
potential issues in current software and recommend new release capabilities, functions, 
features, and options that could be beneficial to your specific needs.

Premium Care offers all the features of Business Care and Business Care Plus subscriptions 
as well as the additional features described above. Individual Flex Care options can be 
added to Premium Care to customize the support your environment needs even more.

PREMIUM CARE  
FEATURES

ADDITIONAL  
FLEX CARE OPTIONS

24/7 Live Answer Support with Enhanced 
Response Targets

Custom Application Support

Chat Extended Support

Genesys Care Mobile App Special Event Support

Genesys Care Workbench Support Architect

Genesys Community

Proactive Log File Retrieval
*Remote Alarm Monitoring is a prerequisite

Remote Alarm Monitoring 
*Genesys Care Workbench is a prerequisite

Remote Diagnostics 

Routing Logic Review

Software Updates & Upgrades

Tech Tutorials

Technical Account Manager (TAM)

Troubleshooting Workshop

Upgrade Advisement

For more details on Premium Care and other Genesys Care options, visit our  
Genesys Care website.

http://www.genesys.com/services/genesys-care

