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Align People, Processes and Technologies With Your  
Customer Experience Strategies
Technology is a powerful component of any effective customer experience (CX) strategy. 
But your CX goals can’t be met by technology alone. It takes thoughtful alignment of your 
people and processes with your businesses technologies to deliver best-in-class CX. A 
Genesys Operational Assessment compares your current operations to the Genesys 
contact center maturity model — as well as industry best practices — to maximize the 
value of your investment and help you reach your CX goals.

PEOPLE PROCESSES TECHNOLOGIES

• Agent skills and  
skill levels

• Operational roles  
and responsibilities

• Resource planning  
and efficiency

• Forecasting and planning

• Interaction management

• Exception handling

• Quality management

• Operational change 
management

• Architecture review

• IVR self-service

• Routing and rules 

• Analytics

• Workforce  
management tools

An Operational Assessment uncovers gaps in your processes and strategies and identifies 
opportunities to more effectively meet — and exceed — your customers’ expectations. The 
findings are customized for your organization’s specific priorities, timeframe and budget and 
can be implemented in phases without disrupting operations.

See results in less than two months
Some consulting engagements take a long time to complete. Unlike typical processes 
that persist for half a year (or more), a Genesys Operational Assessment is complete in 
just eight weeks, start to finish. Of that time, our team will spend 10 to 12 days on-site, 
leaving your team ample time to focus on its core responsibilities and operations. Start 
now, and in two months, your contact center will reap the rewards of delivering a better 
customer experience.

Operational Assessment 
Optimize Your Operations by Maximizing the Value of Your  
Genesys Investment

BENEFITS

• Optimize your operations to 
get the most value from your 
Genesys system.

• Identify and close gaps in your 
operations, and quickly reap the 
benefits of streamlined processes 
and improved CX.
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About Genesys

Genesys is the market leader  
in omnichannel customer  
experience (CX) and contact  
center solutions in the cloud  
and on-premises. We help brands 
of all sizes make great CX great 
business. The Genesys Customer 
Experience Platform powers optimal 
customer journeys consistently 
across all touchpoints, channels and 
interactions to turn customers into 
brand advocates. Genesys is trusted 
by over 4,500 customers in 80 
countries to orchestrate more than 
100 million digital and voice  
interactions each day.

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

Details
Genesys Experts

The Operational Assessment is  
conducted via workshops, interviews  
and observations over a 10- to 12-day 
period by: 

• Business consultants

• Professional Services business analysts

• Professional Services technical analysts

Your Experts

• Executive sponsor

• Business liaison 

• Strategic leadership team 

• Call center senior management

• Front line management 

• Agents

• Workforce/quality  
management teams 

• Reporting analysts 

• IT 

 

Focus Areas

• Customer intention, segmentation  
and routing models

• Forecasting and planning processes

• Real-time and historical reporting

• Command center processes and  
intra-day changes

• Agent competency and skill definitions

Deliverables

• At the end of the six- to eight-week 
engagement, a summary of findings,  
along with recommendations to  
address your specific needs, will  
be presented to executives  
and stakeholders.

Visit the Genesys Business  
Consulting and Professional Services  
web pages for related services  
and additional information.

EXPERTISE

Our consultants hold numerous 
certifications and have experience 
in multiple industries:

• In-depth experience in financial 
services, insurance, telecom, 
outsourcing, retail, energy and 
utilities, healthcare and government

• Global Customer Experience 
Management certification

• Customer Experience Professionals 
Association membership

• Genesys Certified Professional 
(GCP) 

Comprehensive, in-depth analysis where you need it the most

STEP 

1

Workshops, Interviews, and Agent/Command Center 
Observations

• Assess the current state of your operations

• Compare to Genesys model and industry best practices

STEP 

2

Assessment

• Analyze gaps

• Build prioritized set of recommendations

• Plan workshops for in-depth analysis of key areas

STEP 

3

Additional Analysis and Presentation of Findings

• Conduct in-depth workshops

• Tailor recommendations to your timeframe, capabilities and needs

• Deliver findings in an executive presentation

http://www.genesys.com
http://www.genesys.com
http://www.genesys.com/services/business-consulting
http://www.genesys.com/services/business-consulting
http://www.genesys.com/services/professional-services

