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Uncover Ways to Improve Your Operations
Chances are you are still looking for ways to improve your operational metrics, no matter 
how good they may be today.  You may be concerned with increased churn, lower than 
expected revenues, employee turnover, gaining efficiencies, or even an overall high  
cost-to-serve.  Effective resolutions will be a combination of changes in people, processes 
and technology to get your operations on the path toward where you need them to be.

Leverage the Experts to Transform Sales and Service
With a Rapid Business Assessment, Genesys Business Consultants blend their deep 
knowledge of global best practices, industry expertise and up to 25 years of experience 
in customer experience management with your staff’s personal knowledge of your 
current operations to provide a tailored set of recommendations, business case, and 
transformational plan.  The results will address actionable ways to improve  people, 
processes, technology, and strategies.  Key activities in a Rapid Business Assessment 
include:

• Assessment of the current-state customer experience across touchpoints

• Target state development to enhance key business drivers 

• Gap analysis (comparative analysis between current and target state models)

• Recommendations to close gaps and migrate to the target state model

• Recommendations organized into a transformational roadmap that is sequenced based 
on investment, return on investment, and other operational and strategic criteria

• Business case/ROI analysis including investment by recommendation, phase and 
financial analysis around investment payback and benefit drivers.

Figure 1:  Business Drivers Addressed in a Rapid Business Assessment

Rapid Business Assessment
Achieve your business goals by assessing people, processes, 
technology, and strategies   

BENEFITS

• Align business with global 
best practices based on deep 
expertise and prescriptive 
guidance

• Accelerate time-to-value and 
achieve operational savings

• Streamline business processes 
and gain insights into your 
customer journey

• Transform your CX plan and 
environment 

“We engaged Genesys Business 
Consulting for a complex study 
involving hundreds of call center 
sites and thousands of agents. 
The process was professional, 
timely, full of value, and 
something we sorely needed.  
The plan will help us transform 
our business and prepare our 
organization to take on our 
aggressive cost reduction and 
growth strategies for some  
time to come.”

Client Sponsor,  
Global Leader, IT Services and 
Consulting Firm
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Rapid Business Assessment 
Details
• A high-level strategic plan involving 

3 to 8 days on-site and 4 to 8 weeks 
total to produce an executable business 
transformation plan aligning processes, 
resources and technology to your 
business goals 

• Analysis involves your executive 
sponsor, business liaison, strategic 
leadership team, call center senior 
management, frontline management, 
select agents, workforce/quality 
management teams, reporting analysts, 
and IT

Deliverables
Presentation and soft copy of:

• Current state summation

• Associated high-level findings – 
excellence and issues

• Business impacts of proposed 
future state

Other Business Consulting services
• Solution Assessment

• Strategic Transformation Assessment

• Investment Assurance Assessment

• Best Practices Workshops

FEATURES

• Experts with 12 to 25 years in 
CX management and operations

• Certified in Global Customer 
Experience Management 
(GCEM)

• COPC Registered Coordinators

• In-depth expertise spanning 
financial services, insurance, 
telecommunications, 
outsourcing, retail, energy 
and utilities, healthcare, and 
government

• Customer Experience 
Professionals Association 
(CXPA) member

 Figure 2: Rapid Business Assessment Examples
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