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1 About Genesys Care for the Cloud 

Support, also known as “Genesys Care for the Cloud” is focused on your Support experience through a 

global, live answer 7X24 Support model and is provided in accordance with the following terms and 

conditions, and the Genesys Cloud Master Subscription Agreement (including defined terms therein, 

unless hereunder otherwise defined or commonly recognized in the technology industry) (‘Agreement”) 

you have executed. Genesys offers two core Support Levels: Care for the Cloud and Business Care for 

the Cloud. Optional Support add-ons, (Flex-Care for the Cloud) are also available. With these Support 

Levels, you can tailor the level of Support you need to put the power of your Genesys Customer 

Experience Platform to work for you. Support level details and optional add-ons are summarized in the 

attached Addendum B, “Genesys Care for the Cloud Offerings.” 

Table 1:  Genesys Care for the Cloud Features Overview  

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    

Support Architect    

Dedicated Support Specialist    

 

This Support Guide describes the Genesys Care for the Cloud offerings, and provides guidelines for 

interacting with our Customer Care team to quickly address cloud support requirements. 
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2 Genesys Care for the Cloud Contact Information 

2.1 My Support Portal  

Open and manage your cases by logging into Genesys Care for the Cloud portal, My Support, using 

the URL below: 

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

For instructions on using My Support, please refer to Section 6: Customer Care Case Management. 

Note: Some customers may have a unique portal that can be used to access Customer Care.   

 

2.2 Telephone Numbers 

Table 2:  Contact Phone Numbers* 

 

*Please note that Customer Care provides telephone support 7x24, 365 days a year for Business 

Care for Cloud Customers.  

 

2.3 Email 

Please use customercare@genesys.com for all email communication with Customer Care. Do not 

use this email address to report new issues or open cases. Use the web site and phone numbers 

above to open new cases.  

When emailing about an existing case, be sure to add "Case # <case number>" to the subject line of 

your email. 

  

Product  
USA & Canada Phone 

Number 

International 

Phone Number 

Business Edition for Cloud and 
Enterprise Edition for Cloud 

1 855-843-5385 +1 415-335-4324 

Legacy Enterprise Edition for Cloud (aka 
Echopass) 

1 800-247-1517 +44 (0) 127 645 7101  

Premier Edition (including Self Service) 1 855-264-3511 +44 (0) 800 096 6461 

Proactive Customer Communications 
(including Mobile Marketing) 

1 888-807-4732 +44 (0) 808 234 2223   UK 

+44 (0) 131 516 5506   Int’l 

Social Analytics 1 855-264-3511 +44 (0) 800 096 6461 

http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
mailto:customercare@genesys.com
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3 Customer Care Case Responsiveness 

3.1 Definitions 

The Response Time, Restoration Target and Resolution Target terms used in the following Service 

Level Target tables are defined as: 

 Response Target – Initial response to Customer after the case has been submitted.  

 Restoration Target – The time in which Genesys makes reasonable efforts to generally 

return a Genesys Cloud Service to active or implement an effective workaround for 95% of 

related issues. Restoration Targets may not neutralize the root cause of the issue, but are 

designed to minimize customer downtime.  

 Resolution Target – The elapsed time between when a case is logged and when Genesys 

makes reasonable efforts to provides Customer with a solution or workaround to the root 

cause of the issue. 

Customer Care shall use all reasonable efforts to continue to work on the case to provide a 

restoration action, resolution repair or workaround is provided to Customer. 

3.2 Severity Codes Criteria 

The following characteristics are used to identify the criteria for each severity/priority of a Customer 

case. The assigned severity level for a problem may be mutually re-determined by both parties 

during the problem resolution process, but Genesys shall have the final authority as to the actual 

designation.  

Table 3:  Care for the Cloud Severity Criteria  

(*) For critical issues requiring immediate attention, it is recommended that you submit the case 

using My Support first with a “High” priority, and then call Customer Care to raise it to “Critical” 

priority. Genesys recommends that you do not escalate issues through any other contacts that you 

may have in the company. 

 

Severity Care for Cloud  Business Care for Cloud  

 

1-Critical 

Definition: A severe impact or degradation to 
Customer's business operations caused by 
intermittent disruption of Genesys Cloud Service. 

 

Report: My Support and by telephone (*) 

Response Target: 4 hours 

Restoration Target: 6 hours 

Resolution Target: 15 business days 

Definition: A severe impact or degradation to 
Customer's business operations caused by 
intermittent disruption of Genesys Cloud Service.  

 

Report: My Support and by telephone (*) 

Response Target:  15 minutes 

Restoration Target: 4 hours 

Resolution Target: 15 business days 

http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
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2-High 

 

Definition: Genesys Cloud Service is available and 
operational; moderate impact to Customer’s 
business operations. 

 

Report: My Support 

Response Target: 6 business hours 

Restoration Target: 4 business days 

Resolution Target: 15 business days 

Definition: Genesys Cloud Service is available and 
operational; moderate impact to Customer’s 
business operations. 

 

Report: My Support or by Telephone 

Response Target:  2 business hours 

Restoration Target: 2 business days 

Resolution Target: 15 business days 

 

3-Medium 

 

Definition: Genesys Cloud Service is available and 
operational; nominal and immaterial adverse 
impact to Customer’s business operations. 

 

Report: My Support 

Response Target: 1 business day 

Restoration Target: 10 business days 

Resolution Target: 30 business days 

Definition: Genesys Cloud Service is available and 
operational; nominal and immaterial adverse 
impact to Customer’s business operations. 

 

Report: My Support or by Telephone 

Response Target:  4 business hours 

Restoration Target: 5 business days 

Resolution Target: 15 business days 

 

4-Low  

 

Definition: Genesys Cloud Service is available and 
operational; no impact to Customer’s business 
operations, or Customer requires information or 
assistance on the Genesys Cloud Service 
capabilities or configuration. 

 

Report: My Support 

Response Target: 2 business days 

Restoration Target: Not Applicable 

Resolution Target: Not applicable 

Definition: Genesys Cloud Service is available and 
operational; no impact to Customer’s business 
operations or Customer requires information or 
assistance on the Genesys Cloud Service 
capabilities or configuration.  

 

Report: My Support or by Telephone 

Response Target:  1 business day 

Restoration Target: Not Applicable 

Resolution Target: Not applicable 

 

4 Incident Reporting 

4.1 Customer Affecting Issues 

When Service is interrupted causing the Customer’s Business As Usual (BAU) to be affected, 

Customer should open a case and set the applicable Priority for the issue. Customer Care makes 

every effort and uses all reasonable efforts to work on the case until a restoration action or 

resolution repair is provided to the Customer or a workaround solution is implemented in the 

Service.   

Once the issue has been resolved and the Service is back to BAU, a “post-mortem” meeting is 

scheduled to take place within the next 2 business days. Root cause analysis will be conducted. 

Within 3 business days of the post-mortem meeting, an Incident Report will be sent to customers 

who request a written explanation, the purpose of which is to provide additional detail about the 

outage and steps required to address root cause issues. This will be known as Incident Report 

communication. 

 

http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
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4.2 Incident Report Format 

Incident Reports will contain the following information: 

 Incident: Title of incident 

 Case Number: if applicable 

 Clients Affected:  Client Company names 

 Date and Time: Date & time of incident 

 Duration: Duration of incident affecting BAU 

 Incident Details: Incident Overview 

 Customer Specific Details (if applicable): 

 Incident Restoration: Restoration description 

 Root Cause: not always necessary 

 Action Plan: 

 Comments: not always necessary 

5 Maintenance Windows and Updates  

From time to time, Genesys may upgrade and perform additional modifications to the Genesys Cloud 

Service including, but not limited to, replacing or discontinuing third-party products that are part of the 

Genesys Cloud Service. In no event will updates, modifications, discontinuations or replacements 

diminish or otherwise derogate from the Genesys Cloud Service Subscription you have purchased. You 

may use all the commercially released updated and modified versions of the Genesys Cloud Service that 

are part of your Subscription without extra payment during the then-current Subscription Term.  

The Genesys Cloud Service daily planned maintenance window is set forth in Table 4 below and will be 

performed on the days and time specified in the table.  Maintenance activities may impact Customers’ 

ability to use the Genesys Cloud Service. Genesys will make reasonable efforts to prevent disturbances 

and/or resolve timely such malfunctions.  To this end, Customer may ask Genesys to reschedule such 

planned maintenance to avoid business disruption, and Genesys will make commercially reasonable 

efforts to reschedule such planned maintenance, as practicable.  Genesys reserves the right to perform 

unplanned maintenance, inclusive, without limitation, upgrades and enhancements, without notice to 

Customer. Unplanned maintenance may impact Customer’s ability to use the Genesys Cloud Service at 

any time, including suspension of the Genesys Cloud Service in an event of emergency, to safeguard the 

integrity and security of its network and/or repair or enhance the performance of its network (and 



Genesys Care for the Cloud  Support Guide | Page 9 

 

 

otherwise in accordance with the Agreement). Genesys will make commercially reasonable efforts to 

attempt to notify Customer of unplanned maintenance, within a reasonable time before it takes place.  

Table 4:  Daily Maintenance Windows 

Genesys Cloud Service Days Time 

Proactive Customer Communications  

(including Mobile Marketing) 

Tuesday & Thursday/Sunday 12:00 am – 3:00 am/12:00 am – 

5:00 am (EST) 

Legacy Enterprise Edition for Cloud (aka 

Echopass) 

Tuesday & Thursday 11:30 pm – 4:00 am (MT) 

Premier Edition (including Self-Service) Tuesday, Wednesday,  

Thursday 

10:00 pm – 5:00 am (EST) 

Business Edition for Cloud and Enterprise 

Edition for Cloud 

Tuesday & Thursday 6:00 pm – 12:00 am (Local time) 

Genesys Social Analytics Tuesday – Thursday 10:00 pm – 5:00 am (EST) 

6 Customer Care Case Management 

All issues reported to Genesys Customer Care are tracked in My Support. Before reporting issues, please 

note Customer Responsibilities in Section 6.1.    

To open new requests, either open a case in My Support or if you are a Business Care for Cloud 

Customer, call the appropriate Customer Care phone number (see Section 2.2, Table 2). New cases 

cannot be created via email, but you can use email as well as My Support to make an update to an 

existing case.  

6.1 Customer Responsibilities 

To ensure that your issue is resolved as quickly as possible, please review the following list and be 

sure that you have fulfilled these responsibilities before contacting Customer Care. Failure to fulfill 

these requirements may result in delays or inability to provide problem resolution. 

Note: Some items may be specific to certain Genesys products and not others; this will be noted 

appropriately. 

 You must identify at least two Customer contacts, referred to as “Designated Contacts,” 

who will be given special permissions to interact with Customer Care on your behalf. 

They must be trained to use the Genesys Cloud Service.  This training will consist of 

basic, web-based training for each of the two Customer personnel.  Customized training 

is available for additional charge.  

http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
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 Your Designated Contact personnel must be able to open and update cases. 

 You must have an understanding of your network, applications, campaigns and business 

flow. 

 You must be able to specify the features of the service you are using. 

 You must be able to provide an accurate description of the issue and its business 

impact. 

 You must report each issue separately so it can be individually tracked; each issue has 

one individual case number. Reporting multiple issues in one case or adding new issues 

into correspondence about an existing case may result in overlooked questions and 

incomplete determinations. 

 You must be able to transfer information (for example, screen shots, local log files, 

configuration files, etc.) electronically to help Customer Care analyze your issue. 

 You must be willing to work with Customer Care to resolve your issue. 

 If you have requested a Priority of Critical (defined below in Severity Codes Criteria) for 

your issue, a trained (per the agreement) customer contact must be available at all 

times to work with Customer Care in the handling of your case. 

6.2 Before Logging a Case 

In addition to Customer Responsibilities, the following checklists identify tasks that you should 

complete prior to logging a case with Customer Care: 

6.2.1 If your case is a question: 

 If available have you checked the built in Help sections within the Genesys applications? 

 Have you checked the applicable User Guide and/or this Support Guide? 

 Have you clearly defined the issue? 

6.2.2 If your case is for a problem, add the following information to the checklist above: 

 If applicable, have you checked the Service Advisories on the products portal you are 

using? 

 Have you been able to reproduce the problem (if so, please document the steps)? 

 Have you identified a clear business impact? 
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 Have you described what actions you have taken so far in attempting to solve the 

problem? 

6.3 Case Details 

Regardless of the medium of communication (phone or My Support), you will be required to 

provide the following information when opening a new case:  

 Account Name / Department or Area (End User Account)  

 Genesys Cloud Service or Covered Product affected 

 Number of Users affected 

 Frequency of occurrence and date/time when issue was first observed 

 Business impact description  

 Any steps that have been taken to reproduce the problem 

 Any additional information regarding the nature of the trouble including (if applicable 

for the product you are using), DNs, User information, ANI/CLI, equipment affected, 

campaign name, report name, etc. 

 If applicable or available, attach sanitized logs of issue for faster troubleshooting (logs 

must be sanitized of Customer Data) 

 Customer Care Specialist may ask additional application specific questions to assist in 

isolation 

 Local contact Information 

 Working hours and location of impacted User(s) 

6.4 Case Process  

A case number will be provided for tracking purposes. Please provide this number during all 

correspondence or communication with Customer Care.  

During the investigative and resolution process, Customer Care may be in contact with you at any 

time should additional focus be needed to resolve the case.   

 

 

http://www.genesys.com/customer-care
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6.5 Case Management Processes  

The following sections describe the processes for opening and managing cases using My Support. Also 

available at My Support are My Support Training Videos that provide quick overviews of the Customer 

Care Homepage, My Support, and case management in general.  

6.5.1 Opening a New Case  

1. Go to the Genesys Customer Care homepage: 

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

2. Click on “Login” in the “My Support” section.  

3. Enter your user name and password, and click “Login” to access My Support.  

4. From the My Support main screen displayed after login, click the “Create Case” 

button.  

5. Select “Support” for the Record Type.   

6. Click the icon next to “End User Account” and select your account. When you are 

returned to the Support Case screen, the End User and Sold To fields should be 

populated. (Note that “End User” within My Support refers to Customer or 

Partner) 

7. Select the appropriate entries under Cloud Offering and Covered Product, and 

click “Next.” Fill in all fields on the New Case screen, and click “Save.” The more 

details you can provide, the quicker our Customer Care Specialists will be able to 

resolve the issue.  

a) If you need to request a recording or other Support service, enter Cloud 

Services Order in the Case Sub Type field, and select the service in the Service 

Requested field.  

b) To report a problem, select Problem for the Case Sub Type.  

c) In the Business Impact field, please explain the impact to your business of the 

problem you are reporting. Are you unable to perform normal business 

functions?  

d) In the Troubleshooting Actions field, please outline all the steps you have 

already taken to troubleshoot this problem, and the result of your actions. 

(See Section 6.3) 

e) After you click “Save,” use the “Transfer Files” button to upload screen shots, 

log files, or other information that you want to attach to the case.  

 

http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care/support-processes/training-sources/support-training-videos
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care


Genesys Care for the Cloud  Support Guide | Page 13 

 

 

6.5.2 Updating an Open Case 

You can use either of these methods to update an open case:  

1. Login to My Support:  

a) To login, go to http://www.genesys.com/customer-care. 

b) From your main page, find your case and click your case to open it. Then click 

the “Post Update” button at the bottom of the case window.  

2. Send an email to CustomerCare@genesys.com with the case number in the email 

Subject line, in this format:  

a) Case # <enter your case number here>  as an example: Subject line: Case # 

1234567890  

b) Notice that there are blank spaces before and after the #.  

6.5.3 Closing a Case 

Once Customer Care has proposed a solution that resolves your issue, you can access your case on 

the My Support and click “Close Case” to close the case.  

If Customer Care requests information from you about a case or proposes a solution, and you do 

not reply within two business days, the case management system will send you an automated 

email reminder about the action requested of you. After ten business days with no response, the 

case will be closed automatically. For more information, see the description of the Auto Follow-

Up Process. 

6.5.4 Reopening a Case 

A previously closed case may be re-opened if the case has not been marked as resolved. For the 
case to be re-opened, all of the new supporting information with regard to the unresolved case 
should be supplied to Customer Care. Without this information, the case will not be re-opened.  

6.5.5 How to Find Your Open Cases 

From your main page in My Support, you will see a list of your recently updated cases.  To filter 
this view, select “Manage Cases” from the left menu, and then select “My Non-Closed Cases “from 
the drop-down menu at top, just under the navigation bar.  You can also enter your case number 
in the “Find Cases” search box located on the left menu on your main screen in My Support. The 
case number will be shown in the Case Number field.   

  

http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
mailto:CustomerCare@genesys.com
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care/support-processes/support-case-management/managing-cases/auto-follow-ups
http://www.genesys.com/customer-care/support-processes/support-case-management/managing-cases/auto-follow-ups
http://www.genesys.com/customer-care
http://www.genesys.com/customer-care
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6.6 Escalations  

If you are dissatisfied with the handling of your case, please feel free to engage the Customer Care 

Manager or your AE/CSM for additional focus.  

To engage the Customer Care Manager, please call Customer Care and ask to speak with the 

Customer Care Manager.  

7 Non-Genesys Provided Third-Party Applications and Equipment 

Maintenance  

The Agreement details the extent to which Equipment and third party applications may be used with 

the Genesys Cloud Service. In general, if Customer uses any Equipment or other equipment and 

third party applications not provided by Genesys (“Non-Supported Items”), Customer will be 

responsible for all risk and liability associated with the addition of the Non-Supported Items. Unless 

agreed otherwise by Genesys in writing, Non-Supported Items are outside the scope of Genesys’ 

obligation under the Agreement (including this Support Guide), and Genesys shall have no liability in 

respect thereof.  

8 Professional Services 

All changes to a Statement of Work follow the Change Request process described in that SOW and 

are not processed via Customer Care channels.  
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Addendum A - Business Edition & Enterprise Edition  

Please note the following information is specific Information for products within Business Edition & 

Enterprise Edition  

Submitting Change Requests for MAC/D Support 

To submit a Change Request for non-recurring Move/Add/Change/Delete (MAC/D) support for specified 

applications and configurations (as detailed on the Change Request form itself), you need to open and 

submit a new Support Case, with Sub Type of "Cloud Service Order." Please provide as many details as 

possible for the required change including use cases, if applicable.  A Change Request of this type will be 

acknowledged within one business day and accepted or rejected within two business days.   

If accepted, the acknowledgement will include a Services Order and (if any) an SOW for executing the 

Change Request.  Services Orders and SOWs will require mutual execution by the parties before 

proceeding.  On a rejection, Customer Success Manager will work with you to modify the Request and 

resubmit it.  

The Request will be considered complete upon the email notification of completion to the case 

originator. 

Submitting Feature Requests for Business Edition & Enterprise Edition 

To submit a request for a new feature (FR) for the Genesys Cloud Service, open a Support Case to submit 

and track the progress.  

Customer Care Evaluation 

If the requested feature already exists in the current version or in an upcoming version of the Genesys 

Cloud Service, you will be notified accordingly.  

If Customer Care determines that the FR can be solved by a Provisioning change, is the result of a User 

error, or is caused by a Genesys Cloud Service issue, the FR will be resolved using the various Support 

case processes described in this Support Guide. 

If Customer Care confirms it is a new feature, they submit the FR to the appropriate Genesys team(s) for 

evaluation.  

FR Evaluation  

After reviewing the FR and all related information, Genesys will decide how to handle the FR: 

• Customer Care will notify you through your related case if the FR is declined (e. g. cannot be 

implemented in a reasonable period of time; does not fit into the Genesys Cloud Service 

roadmap), and will work with you to find alternative solutions if possible, before closing the 

case. 
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• If the FR is determined to be a Support issue, the FR will be declined, and Customer Care will 

work with you to resolve the issue through the Support processes in this Support Guide. 

• If the FR is valid and fits the Genesys Cloud Service roadmap, Genesys may include it in the 

queue for potential future implementation. You will receive an email stating that your FR 

has been accepted, and the case status will be updated, accordingly. 

Feature Request Escalation 

If you believe there is a need to escalate the FR, please use Customer Care escalation process.  
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Addendum B – Genesys Care for the Cloud Offerings  

Table 5: Genesys Care for Cloud Feature Descriptions 

Care for Cloud Feature Description 

Care for Cloud is included with the Genesys Cloud Service and provides self-guided access to our 

cloud knowledge base, web portal case submission and service advisories, platform and network 

monitoring 7X24, and all platform upgrades and updates.  Submitted cases are reviewed during 

regular business hours. 

Web Portal Case Management Open and manage cases through the My Support. 

Knowledge Base Access 

Web-based tool available 7X24 leverages documents to share 

knowledge, answer questions, communicate best practices, and 

assist in the identification and resolution of known issues. 

Proactive Service Advisory 

E-mail communication notifying you of known issues and 

recommended solutions. The notifications can be set to daily or 

weekly frequency. 

Platform and Network 

Monitoring 

247X7 monitoring of the Genesys Cloud Service, testing for 

network, and circuit monitoring, and Genesys Cloud Service 

performance.  

Platform Maintenance and 

Updates 

Genesys will make reasonable efforts to maintain Service integrity 

during the maintenance process.   

 

  

http://www.genesys.com/customer-care
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Table 6: Business Care for Cloud Feature Descriptions 

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, 24X7 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 24X7 via phone, you have access to submit a case or 

speak live to Customer Care. Using a tier-less support model, each 

incoming case is assessed for complexity and routed to an 

appropriate professional to manage through restoration. 

Defined Response Targets 
Defined targets are based on case severity levels documented in 

Section 3.2 in this Program Guide. 

Mobile Device Access 

The Genesys Care Mobile App developed by Genesys Customer 

Care, provides a flexible way for communicating with Customer 

Care to: review open cases or post case updates. The App can be 

downloaded from the iTunes Store® through mobile devices for 

iOS and Android*. 

 

*iTunes Store is a trademark of Apple Inc. 

*Android is a trademark of Google Inc. 
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Table 7: Genesys Flex Care for Cloud Feature Descriptions 

Flex Care for Cloud 

Optional Offerings 
Description 

Flex Care for Cloud provides additional Support options to adopt cloud solutions specific to your 

business requirements. Business Care for Cloud is a requirement for any of these optional services. 

Each Flex Care for Cloud option is available individually. 

Customer Experience Manager 

(CXM) 

A designated advisor that establishes and maintains an 

understanding of your business goals, operations and priorities. 

The CXM 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 project/ product feature 

implementation planning. 

Dedicated Support Specialist 

(DSS) 

Genesys product consultant that is knowledgeable of your 

configuration and business requirements, and who provides 

dedicated, year-round support including first contact resolution 

and access to technical consultants to resolve issues.  

Support Architect (SA) 

A designated technical consultant who partners with your team 

to provide environment risk analysis, remediation action plans, 

optimization recommendations, and capacity planning. 
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