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Overview
In today’s competitive business climate, companies seeking a competitive 
advantage need to not only acquire new customers, but also ensure they retain 
the ones they already have. One way to ensure that your company is doing all 
it can to understand the needs and drives of its customers is to conduct 
customer surveys. The collected data can then be analyzed to gain clear, 
accurate, actionable insight into understanding how to better attract—and retain 
— the most valuable customers.

A Unique Solution
The Genesys Survey Solution is a packaged self-service application established specifically 
for voice interactions. The solution enables enterprises to capture direct feedback from 
callers regarding their opinion of products and services, and allows companies to analyze 
and measure customer satisfaction levels. The surveys can be designed, tested, and 
published through a configurable Web user interface which incorporates audio for a 
branded caller experience.

The solution allows for rapid duplication, modification, and adaptation of both IVR and web 
surveys to meet changing business requirements. For example, the Survey Designer 
feature allows the inclusion of questions to capture information on customer identity, the 
reason they called, which organizational touch points were involved, length of hold times, 
and other important attributes of the contact. This type of valuable information is crucial to 
developing actionable views of customer interactions, and to drive positive changes across 
the enterprise. These features are best realized when the Genesys Survey Solution is 
blended with the Genesys Customer Interaction Management Platform. 

Genesys Survey Solution is comprised of the following major components:

•	 Web-based Survey Management Application including: Survey Editor and Survey  
Deployment Manager, as well as Reporting capabilities

•	 Web services and strategy template that may be incorporated into Genesys Routing

•	 Sample Survey to enable rapid implementation 

•	 User Documentation

The Genesys Survey Solution can be configured for either inbound voice interactions or 
outbound campaigns, while still being able to link results of a survey to a specific agent or 
called party. The Survey Solution can also be linked to Genesys Chat and Genesys Email for 
web surveys.

Genesys Survey Solution 

The Genesys customer survey solution will help Enterprises save costs, 
increase profitability, and gain a competitive advantage 

HIGHLIGHTS

•	 Provides a packaged solution 
that is customizable to changing 
business intelligence needs

•	 Blends customer opinions with 
facts about contact center 
interactions and generates 
actionable reports

•	 Offers surveys to inbound, 
outbound, scheduled call back, 
and web customers

•	 Increases the value of your 
Genesys implementation

•	 Bolsters customer retention 
and loyalty, leading to greater 
profitability and a competitive 
edge

•	 Identifies weaknesses in 
processes, people, and 
technology before significant 
problems arise

•	 Serves as a tool to monitor 
your service representative’s 
relationships with your 
customers

•	 Deploys rapidly and is ready to 
use in days, not months



SERVICES DATASHEET

Genesys Survey Solution  /  page 2

Genesys and the Genesys logo are 
registered trademarks of Genesys 
Telecommunications Laboratories, Inc. 
All other company names and logos 
may be trademarks or registered 
trademarks of their respective holders. 
© 2012 Genesys Telecommunications 
Laboratories, Inc. All rights reserved.

Corporate Headquarters

Genesys 
2001 Junipero Serra Blvd. 
Daly City, CA 94014 
USA

Worldwide Inquiries: 

Tel: +1 650 466 1100 
Fax: +1 650 466 1260 
E-mail: info@genesyslab.com 
www.genesyslab.com

Genesys is the world’s leading provider 
of customer service and contact center 
software — with a 100% focus on customer 
experience and mission to save the world 
from bad customer service. With more than 
2,000 customers in 80 countries, Genesys is 
uniquely positioned to help companies bring 
their people, insights and customer channels 
together to drive today’s new customer 
conversation. Genesys software directs more 
than 100 million interactions every day from 
the contact center to the back office, helping 
companies deliver fast, simple service and a 
highly personalized cross-channel customer 
experience. Genesys software also optimizes 
processes and the performance of customer-
facing employees across the enterprise. 

For more information visit: www.genesyslab.
com, or call +1 888 GENESYS.
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Technical Requirements 
Current Version: GSS v3.0

Operating Systems: MS Windows Server 
2003 / 2008, and Red Hat Enterprise 4  
or higher

Web Application Server: Apache Tomcat v6 
and WebSphere v6

Browser: Internet Explorer v6 or higher

Voice Platform: Genesys Voice Platform v7.5 
or higher (TDM or VoIP)

Nuance Speech Engine: OSR v3.X (ASR)  
or higher

Nuance Text to Speech Engine:  RealSpeak 
v4.X (TTS) or higher

Genesys CTI: CIM Platform v7.2 or higher

Supported Languages - Survey Manager: 
English

Supported Languages – Survey Content 
and Responses: All languages leveraged by 
Genesys Voice Platform

Database Support: MySQL, Oracle, & MS 
SQLServer

JVM: v1.5 or higher

Key Features and Functions:
•	 Browser-based Survey Design and Re-

porting environment

•	 Support for multiple surveys for both IVR 
and web through the same interface

•	 Configurable number of survey questions 
and responses

•	 Leverages CTI and Web integration

•	 Supports Speech and DTMF

•	 Supports recorded prompts and TTS

•	 Secure user login and access

•	 Designed for the Genesys Voice Platform

•	 Work-flow rules to configure survey order 
and disposition

•	 Free form, configurable duration recording 
of customer voice commentary for  
IVR surveys and text commentary for 
web surveys

•	 Customer satisfaction metrics via built-in 
easy-to-read reports with sorting/filtering 
by business attributes

•	 Ability to export reports into Excel 

•	 Sample Survey template to enable rapid 
implementation

•	 Web surveys can easily be branded 
through the use of corporate style sheets

About Genesys Professional Services
Genesys Professional Services helps 
customers and partners succeed through 
expert business consulting and industry 
experience, unsurpassed software solution 
planning and training, proven implementa-
tion strategies, and experienced project 
management. We offer a wide variety of 
packaged and custom-tailored development 
solutions to provide an implementation 
strategy that meets specific client require-
ments. www.genesyslab.com

Survey Editor Design Environment


