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Overview
The Genesys Partner Network program is designed to recognize our partners’ expertise, reward 
them for their total impact in the marketplace, and deliver value to help their business thrive. 
Genesys partners’ commitment to employing expert staff of certified professionals, identifying 
opportunities for customers to leverage Genesys solutions, and complying with Genesys business 
principles provides a robust foundation for exceptional customer satisfaction. 

Why Join the Genesys Partner Network?
Genesys is the market leader in multi-channel 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.

What sets Genesys apart?

• Great products — with many unique capabilities, including an industry-leading, highly flexible 
platform, and innovative applications

• Best practices — developed in collaboration with our thought-leading customer base and partner 
ecosystem and built upon almost 25 years of experience

• Passionate people — we are 100% focused on helping businesses deliver the experience today’s 
customers want — it’s what drives us every day

The Genesys Partner Network is an integrated worldwide program designed to help partners:

• Build their business and increase profitability with benefits designed to help partners grow 
revenue, sales momentum, and prominence

• Reduce costs and increase operational efficiency with online tools, training and support benefits

• Maximize business potential for partners and their customers through innovative Genesys solutions 
and services

• Connect with like-minded companies for business opportunities

Genesys Corporate Facts

Facts
• More than 4,500 customers worldwide

• Approximately 2,600 employees

• More than 400 partners around the world

• More than 100 million interactions managed every day 

Who uses Genesys?
• Over 40% of the Global 500

• Over 50% of the Global 200

• Over 60% of the Global 100 World’s largest commercial banks (including 4 of top 5)

• 7 of 10 world’s largest insurance companies

• 16 of 20 world’s largest telecommunications and service providers (including the top ten)

• 10 of 10 world’s largest automotive companies

• 5 of 7 world’s largest airlines

• 15 of 23 world’s largest utilities
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Genesys Partner Network Partner Categories
The Genesys Partner Network is comprised of ten major categories 
of partners, each bringing unique and significant value to 
customers. All partners also perform critical roles as part of the 
Genesys sales, service, and support network. To help partners fulfill 
these roles, Genesys invests in programs and enablement 
capabilities, matching partner types with their needs.

Value Added Resellers (VARs) are a direct extension of Genesys 
sales and support organizations, providing pre-sales expertise and 
post-sales deployment and support services on the full suite of 
Genesys products. In addition, they frequently deliver value-added 
applications and services to enhance the functionality and features 
of the Genesys suite of products and services. 

Specialized Resellers are a direct extension of the Genesys sales 
and support organizations that have the training and expertise to 
architect, build, deliver and support a specific Genesys solution or 
product set. Specialized Resellers can hold more than one 
specialization. Examples of specializations include Genesys Business 
Edition Premise (BEP), Genesys Voice Platform (GVP), Workforce 
Optimization (WFO), eServices/Digital Channels, and Enterprise 
Workload Management (EWM). 

Services Partners supply Genesys professional services, customer care services, or consulting services 
directly to end users in alliance with Genesys and other Genesys partners. These partners have a 
proven track record and competence in their ability to build, deliver and support Genesys solutions, 
including Genesys Cloud offerings. Genesys Services Partners leverage their own unique best 
practices across multiple industry segments and application areas, and offer this strength to their 
clients.

Cloud Partners are a direct extension of the Genesys sales and support organizations, delivering 
cloud-based Software-as-a-Service (SaaS) solutions to the market using Genesys technology and 
services, either through deployment of Genesys software in partner-owned/operated cloud facilities 
(“Cloud Partner”) or through the resale of Genesys Cloud services in those markets where Genesys 
provides such services (“Genesys Cloud Reseller Partner”). Cloud solutions can either be multi-tenant 
shared service offerings, or dedicated hosted solutions, emphasizing scalability, security, and the full 
breadth of Genesys capabilities. In addition, these partners frequently deliver value-added applications 
and services to enhance the functionality and features of the Genesys suite of products and services. 
NOTE: Genesys Cloud Reseller Partner requirements and benefits are still under development and will 
be published at a later date.

Managed Services Providers (MSPs) are a direct extension of the Genesys sales and support 
organizations, providing managed technology operations support for Genesys solutions to customers 
either via customer premises deployments or data center deployments. In addition, they frequently 
deliver value-added applications and services to enhance the functionality and features of the Genesys 
suite of products and services.

Technology Partners are independent software or hardware vendors (ISV/IHV), cloud solutions 
providers, or system integrators committed to teaming with Genesys to improve the customer 
experience by adding unique value to the Genesys solutions. Technology Partners’ solutions are 
complementary to the Genesys portfolio and either integrate or interoperate with one or more 
Genesys products through standard APIs (SIP, MRCP, VXML, web services) or Genesys APIs/SDKs 
(when using Genesys APIs/SDKs). Please refer to list of Authorized Integrations. In addition, 
Technology Partner solutions meet Genesys standards for quality and reliability through validation or 
certification.
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OEM Partners embed Genesys products and capabilities in unique, partner-branded solutions where 
the Genesys brand may not be visible to the end user. Their products have been integrated and 
tested with Genesys products to deliver complete, high-quality business solutions.

Contract Resellers hold contract purchasing vehicles with specific buyers such as Government 
agencies and other industries. These resellers do not provide any Genesys-based services themselves.

Global Strategic Alliances are select industry leaders with whom Genesys collaborates to deliver 
unique joint solutions to the market. 

Consultants specify or recommend Genesys-like solutions to end-user customers. These independent 
partners advise their customers on how to build solutions, and structure their business systems and 
processes to provide maximum business value. Many of these individuals and companies rely on 
Genesys to provide insight into best practices, market trends, analyst insights, and product information 
to help provide value to customers. Consultants do not resell or deploy Genesys solutions but rely 
upon other Genesys partners or Genesys directly to support their clients.

Partnership Tiers
Gold is the highest tier for VARs, Specialized Resellers, Cloud Partners, MSPs, and Service Partners 
within the Genesys Partner Network. Partners achieve this tier by successfully completing extensive 
training and certifications, passing customer care and professional/operational services audits, meeting 
or exceeding revenue goals (if applicable), achieving high customer satisfaction survey scores, and 
meeting the other criteria as specified in the Requirements section of this Guide. Gold partners receive 
the program’s premium benefits. 

Silver is the mid-tier level for VARs, Specialized Resellers, Cloud Partners, MSPs, and Service Partners 
and is the top tier for Technology Partners. These partners meet high requirements for training and 
certifications, technical support, revenue (if applicable), and partner business goals as specified in the 
Requirements section of this Guide. Silver partners enjoy benefits that reflect their commitment to the 
Genesys business. 

Bronze tier is appropriate for new, emerging, or smaller VARs, Specialized Resellers, Cloud Partners, 
MSPs, Service Partners, and Technology Partners who meet minimum requirements of trained staff 
and certifications, technical support, revenue (if applicable), and other business goals as specified in 
the Requirements section of this Guide. Partners have access to many Genesys resources to facilitate 
potential growth. New partners start at this level and can annually move to higher tiers over time 
based on performance. 

Authorized tier is the designation for partners who do not fit one of the tiers above. Authorized 
Partners have access to specialized information and benefits specific to their partner category.

Changing Partner Tier Status
Partner tier assignments are based on the annual Scorecard results and remain valid for the entire 
calendar year. Partners will only be moved into a different tier at the beginning of a calendar year. 
During the annual year-end review, if an existing partner has met the incremental requirements for a 
higher tier, the partner may be assigned to the appropriate level. A partner can also be moved to a 
lower tier if requirements are not met as of the annual review.
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Genesys Partner Network Program Requirements Descriptions
Genesys values its partners and offers an industry-leading partner program to help all partners realize 
joint success with Genesys. In order to maintain its partnership tiers and a partnership relationship, a 
Genesys partner must comply with the requirements set forth in this program guide or as otherwise 
specified in the partner program agreement(s). The following sections outline the requirements 
expected of Genesys partners.

1.  All partners are required to sign a Genesys Partner Network Master Program Agreement and all 
appropriate agreements, schedules, and attachments

2.  The Genesys Partner Network Program year runs from January 1 through December 31 of each 
calendar year

3.  Partners will be tiered according to their annual fulfillment of the program requirements

4.  All partners are expected to engage Genesys Professional Services or a qualified Genesys Partner 
on opportunities where the partner does not have the training and/or experience to deploy and/
or maintain and support a Genesys project

Program Compliance
Genesys will evaluate each partner’s compliance with the requirements set forth in this program guide 
to determine whether any changes should be made to each partner’s category, tier assignments, and/
or economic benefits. The annual compliance review is in two parts—the overall annual compliance 
review each January for the previous calendar year and the Genesys Care KPI annual compliance 
review in September of each year. 

When a partner is deemed non-compliant with the Genesys Partner Network Program requirements 
during the annual compliance review, a recovery ‘grace’ period may be granted. If the Genesys 
partner fails to achieve compliance with the program requirements within the recovery period, 
Genesys may either lower the partner’s tier or terminate the Genesys Partner Network Master 
Agreement and other associated agreements, schedules, and attachments.

When a partner fulfills Gold tier requirements, they will be moved to the Gold tier in the calendar 
quarter following their fulfillment of requirements. Partners must continue to meet the Gold tier 
requirements in order to receive the additional benefits earned at the Gold tier.

Requirements Definitions

A. Business Plan
VARs, Specialized Resellers, Cloud Partners, and MSPs at all tiers must develop a business plan to 
meet ongoing market requirements and to undertake joint opportunities in accordance with the 
Genesys Partner Network program. The partner and Genesys will work together to establish an 
agreed upon business plan consisting of license revenue targets, target markets, training and staff 
certification plans, as well as a marketing plan based on the partner’s focus and business goals. 

The business plan is a living document that will help Genesys and the partner evaluate how the 
partner is performing based on goals and objectives that are collaboratively set by both Genesys and 
the partner. The business plan template is available on the Genesys Partner Network portal.

NOTE: Partners who operate in multiple categories should complete a single integrated business plan.

B. Minimum Level of Business (MLB) 
In order to maintain the partnership tier and commercial relationship with Genesys as a VAR, 
Specialized Reseller, Cloud Partner, or MSP, each partner must meet the Minimum Level of Business 
(MLB) revenue target for the appropriate category, tier, and region/sub-region/country. MLB revenue 
attainment is defined as all revenue recognized by Genesys based on partner business. It includes 
license revenue, usage revenue, professional services subcontracted from Genesys, Genesys Care 
revenue (both new and renewal), and Genesys University revenue (partner internal use or sold-to 
partner customers). 
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C. Trained Sales People
VARs, Specialized Resellers, Cloud Partners, and MSPs are required to have a minimum number of 
active trained sales employees. This could be a direct sales force or a Genesys-specific overlay to 
support the direct sales force. Position types include sales, inside sales, business development, 
long-term contractor, consultant, and other customer-facing roles. Genesys alliance managers within 
the partner’s company are not included in this category unless those individuals also have customer-
facing sales responsibilities.

D. Certifications
The Genesys Certification Program offers prestigious professional level qualifications affording industry-
recognized accreditations from Genesys University. The following designations are offered:

• Genesys Certified Pre-Sales (GCPS)

• Genesys Certified Professional – Consultant (GCP)

• Genesys Certified Professional – Developer (GCD)

• Genesys Certified Professional – Support (GCS)

Partners are expected to maintain the defined level of certifications for their category and tier. To meet 
the required number of certifications, a partner must currently employ individuals who hold active 
certifications (an individual may hold multiple certifications) or have completed the required training as 
outlined by the partner category and tier. Individuals must be an active employee or long-term 
contractor of the partner company, and must have a partner company email address.

The required knowledge and skill sets to pass the exam may be obtained from the relevant Genesys 
University training courses, Transfer of Information (TOI) presentations, sales presentations, technical 
documentation or practical knowledge acquired while working with Genesys products. Genesys 
University attendance is not mandatory — just the certification.

If a partner’s certification levels fall below the required amount for a partner’s category and tier due to 
a certified employee leaving the partner company, the partner must complete the required 
replacement certifications within six to nine (6 to 9) months. Each certification is active or valid for a 
specific amount of time from one to three (1 to 3) years. Partners should verify with Genesys 
University the length of time that a specific certification is valid.

For new partners, certifications must be scheduled within three (3) months of signing the Genesys 
Partner Network Master Agreement and all associated agreements, schedules, and attachments. 

• Pre-Sales: Pre-Sales staff (SE or Architect) must complete training and certification testing per 
the partner category and tier requirements as offered or made available by Genesys University. 
Professionals who successfully complete the GCPS (Pre-Sales) certification should have the 
knowledge to architect the Genesys solution to meet the customer’s requirements. NOTE: This 
certification is intended to prepare partners to architect solutions for customers.

• Deployment: Partners providing services to end-users are required to have staff who hold active 
GCP (Professional Services) certifications based on the partner category and tier. Professionals 
who hold a GCP certification should have the knowledge and skills to design, implement, configure, 
administer, and maintain the corresponding Genesys solutions.

• Support: Partners providing Genesys Care (Technical Support) to customers are required to have 
staff certified for Level 1 and Level 2 support. Professionals who successfully complete the GCS 
(Support) certification should have the skills to provide technical support for Genesys solutions.

• Development: Partners who wish to use Genesys SDKs or APIs to meet customer requirements 
to integrate third-party solutions with Genesys environments or create new solutions and products 
(in accordance with the terms of the relevant Partner Agreements) are required to have personnel 
who have passed the Universal SDK training exam. This requirement must be fulfilled prior to 
receiving the Genesys SDK software licenses.

Genesys will display the number of GCPS, GCP, GCS, and GCD in the Partner Directory for each 
partner. The partner should notify Genesys of any inaccuracies or changes. Learn more about the 
Genesys Certification Program.
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E. Minimum Number of Customers
VARs, Specialized Resellers, Cloud Partners, MSPs, and Services Partners have a requirement for a 
minimum number of customers to whom they provide Genesys solutions or services.

F. Customer Churn for Cloud Partners 
Customer churn is a key indicator of customer satisfaction of Cloud Partners. Cloud Partners have a 
requirement for a maximum customer churn percentage based on the calendar year.

G. New Customer Acquisition for Cloud Partners 
New customer contracts are an important indicator to the future success of Cloud Partners. Cloud 
Partners have a requirement for a minimum number of new customers to be acquired in the calendar 
year.

H. Operational Support Methodology Assessment for Cloud Partners and MSPs
Cloud Partners and MSPs need to have a solid operational support methodology for their Genesys-
based offerings, addressing customer provisioning, platform administration, and ongoing customer 
solution support. Genesys will conduct an annual operational support methodology assessment, 
including architecture validation and direction, for each Cloud Partner and MSP.

I. Minimum Year-over-Year Usage Revenue Growth Target for Cloud Partners
In addition to the Minimum Level of Business (MLB), Cloud Partners must meet a minimum Year-
over-Year (YoY) usage revenue growth target for the appropriate tier. 

J. Net Promoter Score
Genesys is using the Net Promoter System (described in the Genesys Partner Network Benefit 
Descriptions section of the Program Guide) to measure each customer’s experience with Genesys and 
its partners. Each partner will be measured using the average raw score for all surveys received from 
each partner’s customers.

K. Professional Services Methodology Assessment — Gold Tier Only
Genesys evaluates a Gold tier partner’s professional services methodology to ensure the partner 
demonstrates success in implementation, platform administration, maintenance, support, and 
development of customer solutions using Genesys products. The Assessment Team works closely 
with the partner to make recommendations on areas to be addressed.

L. Support Performance (Genesys Care KPI #1)
Genesys Customer Care places high value on reducing time to resolution and solving issues on first 
contact. We believe our interactions with our partners are critical to meeting these key customer 
success requirements and have created a set of measurements to reward our top performing partners 
and improve overall customer satisfaction.

The Genesys Customer Care partner KPI (KPI #1) measurement has been redesigned for the 2014 
partner year to align with the Genesys tier-less support model and customer success goals. Genesys 
no longer measures partners based on the percentage of issues closed at Level 2 support. The 2014 
KPI measurement began on January 1, 2014 and focuses on the following three areas: 

• Quality Assessment (40%) – ensuring detailed cases are logged including the supporting 
information to allow the Genesys team to begin our investigation.

• Closure Assessment (40%) – reviewing case closure to determine if the designated contact 
should have resolved the issue with publically available information (documentation, release notes, 
knowledge base (KB) articles, wiki, etc.).

• Training Assessment (20%) – Genesys University Certified Designated Contacts –measuring the 
percentage of cases that were logged by a Genesys University certified Designated Contact versus 
a non-certified Designated Contact. 
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Total KPI Score: 100%

KPI Targets Maintenance Rate Impact

Meets Expectations KPI ≥70% 0%

Needs Improvement KPI <70% 1%

Below Expectations KPI <50% 2%

Sample KPI

Quality Assessment (/40) 34%

Closure Assessment (/40) 36% 

GU Certified Contacts (/20) 16% 

Total KPI Score 86%

The Customer Care partner measurement criteria is in place not only to provide the highest 
level of service to Genesys end customers, but also to motivate Genesys partners to be aligned 
with the Genesys objectives of providing quality customer care and performing at a level to 
achieve and maintain high standards.

Cases of the following types will be excluded from the Partner KPI: 

• Admin type cases

• Feature Requests

• PS Custom Application Products

• Partners with less than 20 Cases closed over the 12 month reporting period will be 
excluded from the Partner KPI

• Maintenance Rates for new partners (less than one year) will not be affected by  
the Partner KPI. 

The reporting periods are quarterly (September-November, December-February, March-May, 
and June-August) and are provided to each partner in the month following the completion of 
the reporting period. Each report documents the previous twelve months’ performance. 

The 2015 maintenance rates will be determined based on the partner’s overall KPI score from 
the September 2014 report. This report will include Jan-Feb (Q1), March-April-May (Q2), 
June-July-August (Q3). Note: September-December 2013 will not be included due to the 
January commencement date of the new KPI measurement methodology. 

NOTE: Any Genesys Care rate change based on a partner’s Genesys Care KPI performance will 
be in effect for the entire calendar year and will not be changed (up or down) until the next 
calendar year. Rate changes based on KPI 1 performance are not cumulative year-over-year; for 
example, if a partner is below expectations in 2014, the partner’s 2015 rate will be increased 
by two percentage points. If the partner is again below expectations in 2015, the partner’s rate 
will not be increased an additional two percentage points but the partner’s relationship with 
Genesys could be subject to evaluation as to whether they should continue to provide Genesys 
Care to customers. 
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M. Genesys Care (Maintenance Agreement) Renewal Timeliness  
 (Genesys Care KPI #2)
VARs, Specialized Resellers, Services Partners, MSPs, and OEM Partners must renew customer 
maintenance agreements prior to the expiration date of the current maintenance term for each 
customer in order for Genesys Care to continue uninterrupted support. The maintenance renewal 
purchase order or termination notice must be received by Genesys prior to the maintenance renewal 
start date in order for it to be classified as an on-time renewal. 

KPI #2 is based on the on-time renewal number divided by the eligible renewal contracts. Partners 
are expected to be at 100% for KPI #2. If a partner fails to meet KPI #2, the partner’s Genesys Care 
rate for 2015 may result in an increase in its Genesys Care rate by one-half percentage point at 
Genesys sole discretion.

Further information for Genesys Care (Technical Support) Renewal is provided in the Genesys Care 
Policy Guidelines available on the Genesys Partner Network portal and in the Genesys Care Appendix 
Section in this Guide.

NOTE: Any Genesys Care rate change based on a partner’s Genesys Care KPI performance will be in 
effect for the entire calendar year and will not be changed (up or down) until the next calendar year. 
Rate changes based on KPI 2 performance are cumulative year-over-year.

N. Usage Revenue Reporting for Cloud Partners
Cloud Partners must provide monthly reports that include per minute usage reporting, peak per seat 
per customer usage reporting, and/or peak per port per customer usage reporting, as applicable. The 
reporting should include details by named customer and Genesys product. 

O. Usage Revenue Reporting and Purchase Order Timeliness (Cloud Partner) 
Cloud Partners must submit usage revenue reports within ten (10) days of the end of each month 
and must maintain a valid open purchase order to enable Genesys to invoice the partner for the 
volume of business reported. 

P. Participation Fee (Technology Partner) 
Technology Partners are required to pay an annual participation fee in order to be included in the 
Technology Partner program, which includes Genesys review of partner’s interoperability/integration 
test plans, use of the GValidated/GCertified logo, and access to Genesys Technical Support. The annual 
participation fees are determined by the partner’s participation level.

Q. Technology Development Plan
Technology Partners are responsible for drafting a development plan outlining their solution and 
proposed validation/certification approach. This must be completed prior to partners obtaining access 
to Genesys SDKs (if required) and Genesys validation/certification processes.

R. Genesys Solutions Guide
Following completion of development but prior to GValidated/GCertified approval, Genesys Technology 
Partners are responsible for drafting a Genesys Solutions Guide, documenting the solution operability 
or integration with sufficient evidence that the solution has been adequately tested (including 
scalability and performance testing).

S. Customer and Product Reporting (Technology Partner)
Technology Partners must provide quarterly reports that include details about offerings being 
developed with Genesys software and a list of customers using the developed assets. Quarterly 
reports must be sent to partners@genesys.com.

mailto:partners%40genesys.com?subject=
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T. Genesys Solutions Catalog Entry (Technology Partner)
Technology Partners must provide a description of the partner offerings developed for inclusion  
in the Genesys Solutions Catalog.

U. Connector License Training
All partners who use Genesys SDKs for either custom development or asset development are 
required to attend Genesys Connector License training (when available). 

V. Customer and Product Reporting (OEM)
OEM Partners must provide monthly reports that include detail of the customers sold the OEM 
Genesys-based solution, dates customers procured the OEM Genesys-based solution, quantities of 
Genesys product sold, and the net license royalties owed to Genesys. Monthly reports must be sent 
to partners@genesys.com.

W. Code of Business Ethics
Partners are an essential part of the Genesys business model. Genesys relies on its partners to sell 
Genesys products and provide services to Genesys customers. It is equally essential that Genesys 
establish and retain relationships with partners who share similar ethical principles. Under anti-
corruption laws, Genesys can be held responsible for the actions of Genesys partners. Genesys is  
as concerned about how its partners do business as Genesys is about its own business methods.

All partners must annually complete and submit the Genesys Partner Profile Form as part of the 
Genesys Partner Network requirements for third party screening.

Each Genesys partner is expected to know and act consistently with the laws in the territories in 
which they do business for Genesys, as well as this policy. Partners must not do anything on behalf  
of Genesys that Genesys is not permitted to do directly. In addition, Genesys will conduct due 
diligence on new and existing partners to help ensure that Genesys selects and retains partners who 
have the required business qualifications, experience, and ethical reputation. The due diligence process 
is maintained and updated as needed by the Genesys Global Partners Team in cooperation with the 
Genesys Legal Department.

Genesys expects each partner and its employees to be acquainted with the Electronic Industry Code 
of Conduct (which may be updated from time to time) and to agree to apply the principles set forth 
therein with respect to performance of the Genesys Partner Network Master Agreement and all 
associated agreements, schedules and attachments, and all purchase orders. Genesys partners should 
recognize that violation of this principle and any law will be considered a material breach of the 
Genesys Partner Network Master Agreement and associated agreements, schedules, and 
attachments, and may result in termination of the Genesys Partner Network Master Agreement,  
and all associated agreements, schedules, and attachments, at which time all free lab licenses will be 
suspended. 

Electronic Industry Code of Conduct

Genesys Anti-Corruption Policy

http://www.eicc.info/eicc_code.shtml
https://c.na12.content.force.com/servlet/servlet.FileDownload?file=015U0000002Ob2p
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Genesys Partner Network Program Requirements

Market-based Requirements
Genesys recognizes that there are different economic conditions in the variety of markets its partners 
serve, and that the requirements Genesys expects its partners to meet should to reflect those 
conditions while ensuring partners are still able to uphold the high standards of quality sales and 
service support for Genesys customers. To that end, Genesys has defined five major market types: 

1.  North America (NA) is defined as USA and Canada (treated as a single country group)

2.  Major Markets (MAJ) are defined as the following list of countries or country groups: Australia/
New Zealand (treated as a single country group), Belgium, Brazil, China (including Hong Kong 
and Taiwan—treated as a single country group), France, Germany, India, Indonesia, Italy, Japan, 
Netherlands, South Korea, Spain, United Kingdom (including Ireland – treated as a single country 
group)

3.  Large Markets (LG) are defined as countries with Gross National Product (GNP) greater than 
$200B unless otherwise noted. The list includes: Argentina, Austria, Chile, Colombia, Denmark, 
Greece, Israel, Malaysia, Mexico, Norway, Peru, Philippines, Poland, Portugal, Russia, Singapore, 
South Africa, Sweden, Switzerland, Thailand, Turkey

4.  Mid-sized Markets (MID) are defined as countries with GNP greater than $100B but less than 
$200B unless otherwise noted. The list includes: Bangladesh, Czech Republic, Egypt, Finland, 
Hungary, Iraq, Jordan, Kazakhstan, Kuwait, Latvia, Lebanon, Libya, Oman, Qatar, Slovakia, Ukraine, 
United Arab Emirates, Vietnam

5.  Small Markets (SM) are defined as countries with GNP less than $100B unless otherwise 
noted. The list includes: Afghanistan, Angola, Armenia, Azerbaijan, Bangladesh, Belarus, Benin, 
Bhutan, Bulgaria, Burkina Faso, Burma, Burundi, Cambodia, Cameroon, Central African Republic, 
Chad, Comoros, Congo Republic, Ivory Coast, Djibouti, Equatorial Guinea, Eritrea, Estonia, Ethiopia, 
Gambia, Georgia, Grenada, Guinea, Haiti, Kenya, Kiribati, Kyrgyzstan, Laos, Lesotho, Liberia, 
Lithuania, Madagascar, Mali, Mauritania, Moldova, Mozambique, Nepal, Nicaragua, Niger, Nigeria, 
Niue, Papua New Guinea, Romania, Rwanda, São Tomé, Saudi Arabia, Senegal, Sierra Leone, 
Solomon Islands, Somalia, Tajikistan, Timor-Leste, Togo, Turkmenistan, Tuvalu, Uganda, Uzbekistan, 
Vanuatu, Venezuela, Vietnam, Yemen, Zambia, Zimbabwe

Multiple Country Requirements 
The VAR, Specialized Reseller, Cloud, MSP, and Services Partner requirements tables below are 
intended as single country/country group requirements. Because a number of current and potential 
Genesys partners operate in multiple countries or geographies, the following guidelines are established 
to govern multi-country operations: 

Tier
Partners who operate in multiple countries will be recognized across all countries at the highest tier 
level they have attained, provided that they meet the certification/training, number of customers, and 
MLB requirements, within each country.

Certification/Training
• Trained Sales People: Each country must have 50% of the required quantity of trained sales 

people. The total quantity across all countries must exceed the quantity required for the largest 
country where the partner operates.

• GCPS: Each country must meet 50% of the required quantity of certifications. The total quantity 
across all countries must exceed the quantity of certifications required for the largest country where 
the partner operates.
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• GCP: Each country must meet 50% of the required quantity of certifications. The total quantity 
across all countries must exceed the quantity of certifications required for the largest country where 
the partner operates.

• GCS: Each country must meet 50% of the required quantity of certifications. The total quantity 
across all countries must exceed the quantity of certifications required for the largest country where 
the partner operates. Genesys can make exceptions to this requirement when a partner operates a 
centralized customer care facility.

• GCD: One per partner per major geographic region (North America, Latin America, Japan, Asia 
Pacific, Australia/New Zealand, Europe, Middle East, Africa).

Number of Customers
Partners must have 50% of the required customers in each country/country group where they 
operate. The total quantity of customers must meet at a minimum the requirements of the largest 
country where the partner operates.

Minimum Level of Business
Partners are expected to meet the MLB per country in order to maintain tier benefits in each country.

Multiple Category Requirements 
The requirements tables below are intended as single category requirements. Because a number of 
current and potential Genesys partners operate as multiple category partners, the following guidelines 
are established to govern multi-category partners: 

Tier: Partners who operate in multiple categories will be recognized at the tier level for their primary 
category. However, their benefits by category will be based on the actual tier (based on performance 
against requirements) for each category. 

Certification/Training: The partner must meet the requirements for their primary category plus any 
unique requirements for the other categories (that aren’t already met by the primary category). 

Number of Customers: The partner must meet the required number of customers per category.

Minimum Level of Business: The partner must meet the required minimum level of business per 
category.

All Other Requirements: All unique requirements/category must be met. All other requirements must 
simply be met for the primary category.
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VAR Requirements

Tier Gold Silver Bronze

NA MAJ LG MID SM NA MAJ LG MID SM NA MAJ LG MID SM

Business Plan Yes Yes Yes

Minimum Level  
of Business

Set at country/country  
group level

Set at country/country  
group level

Set at country/country  
group level

Trained Sales People 6 5 4 3 2 4 3 2 2 1 2 2 2 1 1

GCPS - Genesys 
Certified Pre-Sales1

4 4 3 3 2 2 2 2 1 1 1 1 1 1 1

GCP - Genesys 
Certified Professional2 

14 12 8 6 4 6 5 4 4 3 2 2 2 2 2

GCS - Genesys 
Certified Support3

3 3 3 2 2 2 2 2 1 1 1 1 1 1 1

GCD - Genesys 
Certified Developer 4 

1 1 1 1 1 1 1 1 1 1 1 1 1 1 1

Minimum Number  
of Customers

8 5 3 3 3 4 4 2 2 2 2 2 1 1 1

Net Promoter Score 
Result

8 8 8

PS Methodology 
Assessment

Yes No No

Support Performance 
(KPI #1)

80%6 70% 70%

Genesys Care 
Renewal Timeliness 
(KPI #2)

100% 100% 100%

Connector License 
Training (when 
available)5

2 2 1

Code of Business 
Ethics

Yes Yes Yes

 
Footnotes:

1  GCPS requirements: There are four certifications: GCPS8-CORE, GCPS8-WFO, GCPS8-IP, GCPS8-IWD. All tiers are required to have at least one 
GCPS8-CORE certification as part of their requirement. The remainder of the requirement can be met with CORE, WFO, IWD, or IP. 

2  GCP requirements: Possible certifications include: GCP8-CIV, GCP8-CSIP, GCP8-CVP, GCP8-CWFM, GCP8-CGIM, GCP8-CIWD, GCP8-COV, GCP8-BEP, 
GCP8-CESV, GCP8-DIV, GCP8-DCV, GCP8-CGAX.
• Gold: NA—6 CIV, 2 CSIP, remainder from rest of list (no more than two per certification); MAJ—4 CIV, 2 CSIP, remainder from rest of list (no more 

than two per certification); LG—2 CIV, 2 CSIP, remainder from rest of list (no more than two per certification); MID—2 CIV, 1 CSIP, remainder from 
rest of list (no more than one per certification); SM—1 CIV, 1 CSIP, remainder from rest of list (no more than one per certification)

• Silver: 1 CIV, 1 CSIP, remainder from rest of list (no more than two per certification)
• Bronze: 1 CIV, remainder from rest of list

3  GCS requirements: Certification required is GCS8-CCTS.
4  GCD requirements: Certification required is GCD8-PSDK. This is required if the partner desires access to Genesys SDKs either for custom development 

or asset development.
5 Connector License Training requirement: Required if using Genesys SDKs either for custom development or asset development.
6 KPI #1 requirement for Gold Partners: Gold Partners are required to meet a KPI #1 requirement of 80%. However, partners will only be subject to rate 

increases if the KPI #1 performance is less than 70%.



Genesys Partner Network Program Guide 2014  /  page 15

Specialized Reseller Requirements

Tier Gold Silver Bronze

NA MAJ LG MID SM NA MAJ LG MID SM NA MAJ LG MID SM

Business Plan Yes Yes Yes

Minimum Level of 
Business

Set at country/country  
group level

Set at country/country  
group level

Set at country/country  
group level

Trained Sales People 6 5 4 3 2 4 3 2 2 1 2 2 2 1 1

GCPS - Genesys 
Certified Pre-Sales1

4 4 3 3 2 2 2 2 1 1 1 1 1 1 1

GCP - Genesys 
Certified Professional2 

8 8 6 6 4 6 5 4 4 3 2 2 2 2 2

GCS - Genesys 
Certified Support3

3 3 3 2 2 2 2 2 1 1 1 1 1 1 1

GCD - Genesys 
Certified Developer 4 

1 1 1 1 1 1 1 1 1 1 1 1 1 1 1

Minimum Number  
of Customers

8 5 3 3 3 4 4 2 2 2 2 2 1 1 1

Net Promoter Score 
Result

8 8 8

PS Methodology 
Assessment

Yes No No

Support Performance 
(KPI #1)

80%6 70% 70%

Genesys Care 
Renewal Timeliness 
(KPI #2)

100% 100% 100%

Connector License 
Training (when 
available)5

2 2 1

Code of Business 
Ethics

Yes Yes Yes

Footnotes:

1  GCPS requirements: There are four certifications: GCPS8-CORE, 
GCPS8-WFO, GCPS8-IP, GCPS8-IWD. All tiers are required to have at 
least one GCPS8-CORE certification as part of their requirement and one 
certification related to their specialization (if applicable). The remainder of 
the requirement can be met with CORE, WFO, IWD, or IP.

2  GCP requirements: These are customized based on the specific solution 
the specialized reseller is representing.

 GVP: There are four certifications—GCP8-CVP, GCP8-CIV, GCP8-CSIP, 
GCP8-DCV. Partners are also recommended to obtain speech recognition 
technology training via third-party speech vendor training.
• Gold: One each of CIV, CSIP, DCV, remainder should be CVP
• Silver: One each for CIV, CSIP, DCV, remainder should be CVP. No DCV 

required for small countries
• Bronze: One each for CVP and CIV

 iWD: There are three certifications—GCP8-CIWD, GCP8-CIV, GCP8-CSIP.
• Gold: One each of CIV and CSIP, remainder should be CIWD
• Silver: One each of CIV and CSIP, remainder should be CIWD
• Bronze: One each of CIV and CIWD

 WFO: There are four certifications—GCP8-CGIM, GCP8-CIV, GCP8-
CWFM, GCP8-CSIP.
• Gold: One each of CIV and CSIP, remainder equally split between CGIM 

and CWFM

• Silver: One each of CSIP, CIV, remainder equally split between CGIM 
and CWFM

• Bronze: One each CGIM and CWFM
 eServices/Digital Channels: There are three certifications: GCP8-CESV, 

GCP8-CIV, and GCP8-CSIP.
• Gold: One CSIP, remainder split between CESV and CIV
• Silver: One CSIP, remainder split between CESV and CIV
• Bronze: One each for CIV and CESV

 Genesys Business Edition Premise: There are three certifications—
GCP8-BEP, GCP8-CIV, GCP8-CSIP.
• Gold: Two-three BEP, One-three CSIP, one-two CIV
• Silver: One-two BEP, one-two CSIP, one CIV
• Bronze: One each of BEP and CSIP

3  GCS requirements: See Footnote 3 under VAR Requirements.
4  GCD requirements: See Footnote 4 under VAR Requirements.
5 Connector License Training requirement: See Footnote 5 under VAR 

Requirements.
6 KPI #1 requirement for Gold Partners: Gold Partners are required 

to meet a KPI #1 requirement of 80%. However, partners will only be 
subject to rate increases if the KPI #1 performance is less than 70%.
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Cloud Partner Requirements 

Tier Gold Silver Bronze

NA MAJ LG MID SM NA MAJ LG MID SM NA MAJ LG MID SM

Business Plan Yes Yes Yes

Minimum Level  
of Business

Set at country/country  
group level

Set at country/country  
group level

Set at country/country  
group level

Trained Sales People 6 5 4 3 2 4 3 2 2 1 2 2 2 1 1

GCPS - Genesys 
Certified Pre-Sales1

TBA TBA TBA TBA TBA TBA TBA TBA TBA TBA TBA TBA TBA TBA TBA

GCP - Genesys 
Certified Professional2 

14 12 8 6 4 6 5 4 4 3 2 2 2 2 2

GCS - Genesys 
Certified Support3

3 3 3 2 2 2 2 2 1 1 1 1 1 1 1

GCD - Genesys 
Certified Developer 4 

1 1 1 1 1 1 1 1 1 1 1 1 1 1 1

Minimum Number  
of Customers

8 5 3 3 3 4 4 2 2 2 2 2 1 1 1

Customer Churn 3% or less 3% or less 3% or less

New Customer 
Acquisition

Set at country/country group 
level

Set at country/country group 
level

Set at country/country group 
level

Operational Support 
Methodology 
Assessment

Yes Yes Yes

Minimum Year-
over-Year Revenue 
Growth

Set at country/country  
group level

Set at country/country  
group level

Set at country/country  
group level

Net Promoter Score 
Result

8 8 8

PS Methodology 
Assessment

Yes No No

Support Performance 
(KPI #1)

80%6 70% 70%

Genesys Care 
Renewal Timeliness 
(KPI #2)

100% 100% 100%

Connector License 
Training (when 
available)5

2 2 1

Code of Business Ethics Yes Yes Yes

Footnotes:

1  GCPS requirements: Currently, GCPS certification does not address 
Cloud Partner pre-sales needs. 

2  GCP requirements: Possible certifications include: GCP8-CIV, GCP8-
CSIP, GCP8-CVP, GCP8-CWFM, GCP8-CGIM, GCP8-CIWD, GCP8-COV, 
GCP8-BEP, GCP8-CESV, GCP8-DIV, GCP8-DCV, GCP8-CGAX.
• Gold: NA—6 CIV, 2 CSIP, remainder from rest of list (no more than 

two per certification); MAJ—4 CIV, 2 CSIP, remainder from rest of list 
(no more than two per certification); LG—2 CIV, 2 CSIP, remainder 
from rest of list (no more than two per certification); MID—2 CIV, 1 
CSIP, remainder from rest of list (no more than one per certification); 
SM—1 CIV, 1 CSIP, remainder from rest of list (no more than one per 
certification)

• Silver: 1 CIV, 1 CSIP, remainder from rest of list (no more than two 
per certification)

• Bronze: 1 CIV, remainder from rest of list
3  GCS requirements: See Footnote 3 under VAR Requirements.
4  GCD requirements: See Footnote 4 under VAR Requirements.
5 Connector License Training requirement: See Footnote 5 under VAR 

Requirements.
6 KPI #1 requirement for Gold Partners: Gold Partners are required 

to meet a KPI #1 requirement of 80%. However, partners will only be 
subject to rate increases if the KPI #1 performance is less than 70%.
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MSP Requirements 

Tier Gold Silver Bronze

NA MAJ LG MID SM NA MAJ LG MID SM NA MAJ LG MID SM

Business Plan Yes Yes Yes

Minimum Level of 
Business

Set at country/country  
group level

Set at country/country  
group level

Set at country/country  
group level

Trained Sales People 6 5 4 3 2 4 3 2 2 1 2 2 2 1 1

GCPS - Genesys 
Certified Pre-Sales1

4 4 3 3 2 2 2 2 1 1 1 1 1 1 1

GCP - Genesys 
Certified Professional2 

14 12 8 6 4 6 5 4 4 3 2 2 2 2 2

GCS - Genesys 
Certified Support3

3 3 3 2 2 2 2 2 1 1 1 1 1 1 1

GCD - Genesys 
Certified Developer 4 

1 1 1 1 1 1 1 1 1 1 1 1 1 1 1

Minimum Number  
of Customers

8 5 3 3 3 4 4 2 2 2 2 2 1 1 1

Operational Support 
Methodology 
Assessment

Yes Yes Yes

Net Promoter Score 
Result

8 8 8

PS Methodology 
Assessment

Yes No No

Support Performance 
(KPI #1)

80%6 70% 70%

Genesys Care 
Renewal Timeliness 
(KPI #2)

100% 100% 100%

Connector License 
Training (when 
available)5

2 2 1

Code of Business 
Ethics

Yes Yes Yes

Footnotes:

1  GCPS requirements: See Footnote 1 under VAR requirements. 
2  GCP requirements: Possible courses include: GCP8-CIV, GCP8-CSIP, GCP8-CVP, GCP8-CWFM, GCP8-CGIM, GCP8-CIWD, GCP8-COV, GCP8-BEP, 

GCP8-CESV, GCP8-DIV, GCP8-DCV, GCP8-CGAX.
• Gold: NA—6 CIV, 2 CSIP, remainder from rest of list (no more than two per certification); MAJ—4 CIV, 2 CSIP, remainder from rest of list (no more 

than two per certification); LG—2 CIV, 2 CSIP, remainder from rest of list (no more than two per certification); MID—2 CIV, 1 CSIP, remainder from 
rest of list (no more than one per certification); SM—1 CIV, 1 CSIP, remainder from rest of list (no more than one per certification)

• Silver: 1 CIV, 1 CSIP, remainder from rest of list
• Bronze: 1 CIV, remainder from rest of list

3  GCS requirements: See Footnote 3 under VAR Requirements.
4  GCD requirements: See Footnote 4 under VAR Requirements.
5 Connector License Training requirement: See Footnote 5 under VAR Requirements.
6 KPI #1 requirement for Gold Partners: Gold Partners are required to meet a KPI #1 requirement of 80%. However, partners will only be subject to rate 

increases if the KPI #1 performance is less than 70%.
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Services Partner Requirements 

Tier Gold Silver Bronze

NA MAJ LG MID SM NA MAJ LG MID SM NA MAJ LG MID SM

Business Plan N/A N/A N/A

GCP - Genesys 
Certified Professional1 

14 12 8 6 4 6 5 4 4 3 2 2 2 2 2

GCS - Genesys 
Certified Support2

3 3 3 2 2 2 2 2 1 1 1 1 1 1 1

GCD - Genesys 
Certified Developer 3 

1 1 1 1 1 1 1 1 1 1 1 1 1 1 1

Minimum Number  
of Customers

8 5 3 3 3 4 4 2 2 2 2 2 1 1 1

Net Promoter Score 
Result

8 8 8

PS Methodology 
Assessment

Yes No No

Support Performance 
(KPI #1)

80%5 70% 70%

Genesys Care 
Renewal Timeliness 
(KPI #2)

100% 100% 100%

Connector License 
Training (when 
available)4

2 2 1

Code of Business 
Ethics

Yes Yes Yes

Footnotes:
1  GCP requirements: Possible courses include: GCP8-CIV, GCP8-CSIP, GCP8-CVP, GCP8-CWFM, GCP8-CGIM, GCP8-CIWD, GCP8-COV, GCP8-BEP, 

GCP8-CESV, GCP8-DIV, GCP8-DCV, GCP8-CGAX.
• Gold: NA—6 CIV, 2 CSIP, remainder from rest of list (no more than two per certification); MAJ—4 CIV, 2 CSIP, remainder from rest of list (no more 

than two per certification); LG—2 CIV, 2 CSIP, remainder from rest of list (no more than two per certification); MID—2 CIV, 1 CSIP, remainder from 
rest of list (no more than one per certification); SM—1 CIV, 1 CSIP, remainder from rest of list (no more than one per certification)

• Silver: 1 CIV, 1 CSIP, remainder from rest of list
• Bronze: 1 CIV, remainder from rest of list

2  GCS requirements: See Footnote 3 under VAR Requirements.
3  GCD requirements: See Footnote 4 under VAR Requirements.
4 Connector License Training requirement: See Footnote 5 under VAR Requirements.
5 KPI #1 requirement for Gold Partners: Gold Partners are required to meet a KPI #1 requirement of 80%. However, partners will only be subject to 

rate increases if the KPI #1 performance is less than 70%.
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Technology Partner Requirements

Tier Silver Bronze

Participation Fee $3,000/year $1,500/year

Technology Development Plan Yes Yes

Customer and Product Reporting – Quarterly Yes Yes

Genesys Solutions Catalog Entry on Genesys 
Partner Network Portal

Yes Yes

Genesys Certified Support Professional1 1 1

Genesys Certified Developer2 2 1

Connector License Training (when available)3 2 1

Code of Business Ethics Yes Yes

Footnotes:
1  GCS requirements: Certification required is GCS8-CCTS. Must be completed prior to contacting Genesys Customer Care.
2  GCD requirements: Certification required is GCD8-PSDK. Must be completed prior to receiving Genesys SDKs.
3 Connector License Training requirement: See Footnote 5 under VAR Requirements.

OEM Partner Requirements 

Business Plan Yes

Customer and Product Reporting – Monthly Yes

GCS - Genesys Certified Support Yes

GCD - Genesys Certified Developer Yes

Support Performance (KPI #1) 70%

Genesys Care Renewal Timeliness (KPI #2) 100%

Code of Business Ethics Yes
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Genesys Partner Network Program Benefit Descriptions

A. Financial Rewards 

1. Baseline Pricing
VARs’, Specialized Resellers’, and MSPs’ baseline pricing for licenses are granted based on the partner 
tier and region/sub-region/country level. Cloud Partners’ baseline pricing for usage pricing is granted 
based on the partner tier and region/sub-region/country. Baseline pricing is effective on an annual 
basis at the start of program year (calendar year). Partner tiers are based on the annual compliance 
review with each partner that takes into account each partner’s fulfillment of the Genesys Partner 
Network requirements. 

2. Opportunity Discount
VARs, Specialized Resellers, Cloud Partners, and MSPs may earn additional discounts for individual 
opportunities based on the partner’s investment in development of the opportunity. Criteria that could 
contribute to additional discount include new customer logos or opportunities sourced by the partner, 
exclusive Genesys proposals, competitive displacements, etc. Volume and term commitments will be 
required for Cloud partners in order to receive opportunity discounts.

3. Genesys Care Rate
VARs, Specialized Resellers, MSPs, and Services Partners are provided Genesys Care rate to 
compensate them for providing L1/L2 support to end user customers. This rate, for both new and 
renewal maintenance business, is established annually based on market conditions and partner 
performance against the Genesys Care KPIs. 

4. License/SaaS Revenue Rebate
VARs, Specialized Resellers, Cloud Partners, and MSPs are eligible to participate in the License/SaaS 
Rebate program provided they meet partner tier level requirements for the year in which the rebate  
is earned and are in good financial standing with Genesys. The details of the rebate are as follows:

License/SaaS Revenue 
Rebate Criteria

Partner Exceeds 
Annual License/SaaS 
Target

Partner Exceeds 
110% of Annual 
License/SaaS Target 

Partner Exceeds 
120% of Annual 
License/SaaS Target

Rebate Amount 2% 3%1 4%2

Footnotes:
1 Rebate is calculated as 2% of license/SaaS revenue (excluding first year maintenance) up to 110% of target and 3% of all 

revenue in excess of 110% of target.
2 Rebate is calculated as 2% of license/SaaS revenue (excluding first year maintenance) up to 110% of target, 3% of 

revenue between 110%-120% of target, and 4% of all revenue in excess of 120% of target.

License/SaaS Revenue Rebate Eligibility:

a. VARs, Specialized Resellers, Managed Services Partners, and Cloud Partners are eligible to 
participate in the license rebate program.

b. License revenue must be recognized by Genesys within 2014. 

c. Partner must meet partner tier level requirements by end of calendar year.

d. Partner must be in good financial standing. 

Eligible partners will receive a letter with their License/SaaS Revenue Rebate target. When partners 
earn a License/SaaS Revenue rebate, Genesys will issue a credit memo for the partner to apply to 
future eligible purchases/invoices. Eligible purchases and invoices are Genesys University training, 
Genesys Professional Services, joint marketing expenses (where Genesys funds the marketing activity 
and the partner wishes to participate in the activity), G-Force sponsorships, and G-Force passes. The 
partner must notify Genesys when applying the credit memo to a purchase or invoice. Additionally, 
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the partner must use the credit memo by December 31 of the next calendar year. For example, 
rebates earned in 2014 must be used by December 31, 2015.

5. Genesys Care Rebate
VARs, Specialized Resellers, MSPs, and Services Partners are eligible to participate in the Genesys 
Care Rebate program. Genesys will work with each partner to determine whether the rebate target 
will be measured and calculated on a region/sub-region/country basis.

Genesys Care Rebate 
Criteria

>100% of Genesys 
Care revenue target

>110% of Genesys 
Care revenue target

>120% of Genesys 
Care revenue target

Rebate Amount 2% 4%1 6%2

Footnotes:
1  Rebate is calculated as 2% of revenue up to 110% of target and 4% of all revenue in excess of 110% of target.
2 Rebate is calculated as 2% of revenue up to 110% of target, 4% of revenue between 110%-120% of target, and 6% of 

all revenue in excess of 120% of target.

Genesys Care Rebate Eligibility:

a. VARs, Specialized Resellers, Managed Services Partners, and Services Partners who are Genesys 
Care providers are eligible to participate in the license rebate program.

b. All Genesys Care revenue must be at established regional Genesys Care rates unless partner 
Genesys Care rate was previously negotiated with Genesys and expressly approved in writing by 
SVP Global Partners for rebate eligibility. 

c. Genesys Care revenue that is simply a transfer between partners is not eligible for rebate credit 
unless expressly approved in writing in advance by SVP Global Partners.

d. Partners must meet partner tier level requirements for the year in which the rebate is earned 
(including but not limited to meeting/exceeding Genesys Care KPI performance requirements).

e. Partners must be in good financial standing with Genesys.

f. Partners must exceed the minimum annual maintenance revenue threshold in the relevant region/
sub-region/country in which they are providing Genesys Care. The minimum annual maintenance 
revenue threshold is defined as the amount of maintenance revenue received from the partner, as 
noted above, that was recognized by Genesys during the calendar year.

Eligible partners will receive a letter with their Genesys Care Rebate target. When Genesys partners 
earn a Genesys Care rebate, Genesys will issue a credit memo for the partner to apply to future 
eligible purchases/invoices. Eligible purchases and invoices are Genesys University training, Genesys 
Professional Services, joint marketing expenses (where Genesys funds the marketing activity and the 
partner wishes to participate in the activity), G-Force sponsorships, and G-Force passes. The partner 
must notify Genesys when applying the credit memo to a purchase or invoice. Additionally, the 
partner must use the credit memo by December 31 of the next calendar year.

6. Genesys Cloud Care Rebate
Cloud Partners are eligible to participate in the Genesys Cloud Care Rebate program. This is a rebate 
credit that partners can earn for providing exceptional customer care. The rebate is calculated as a 
percentage of the total usage revenue received from the partner and recognized by Genesys during 
the calendar year. Genesys will work with each partner to determine whether the rebate will be 
measured and calculated on a region/sub-region/country basis.

Cloud Partners must meet a Minimum Annual Usage (MAU) revenue threshold in the relevant 
region/sub-region/country in which they are providing cloud offerings in order to be eligible for the 
rebate benefit. The Minimum Annual Usage (MAU) revenue threshold is the greater of the partner 
tier Minimum Level of Business (MLB) or a revenue target established by Genesys based on 
projected usage revenue and new customer signing targets. 
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Each year eligible Cloud Partners will receive a letter with their Genesys Cloud Care Rebate target. For 
partners who earn a Genesys Care rebate, Genesys will issue a credit memo for the partner to apply 
to future eligible purchases/invoices. Eligible purchases and invoices are Genesys University training, 
Genesys Professional Services, joint marketing expenses (where Genesys funds the marketing activity 
and the partner wishes to participate in the activity), G-Force sponsorships, and G-Force passes. The 
partner must notify Genesys when applying the credit memo to a purchase and have no undisputed 
invoices over fifteen (15) days past due with Genesys Finance. Additionally, the partner must use the 
credit memo by December 31 of the next calendar year.

Genesys Cloud Care 
Rebate Criteria

Greater than 80% of 
the total Genesys Care 
KPI #1 score1

Partner usage reports 
and purchase orders 
provided on time2

Maximum Rebate

Rebate Amount 0.75% 0.25% 1.0%

Footnotes:
1  This is measured the same way as Genesys Care KPI #1. The measurement in September each year will determine 

partner eligibility for this part of the rebate. 
2  This is defined as all orders and reports being provided in accordance with the partner’s contract. 

Genesys Cloud Care Rebate Eligibility:

a. Cloud Partners (traditional Genesys hosted partners) are eligible to participate in the license rebate 
program.

b. Partner must meet partner tier level requirements by end of calendar year.

c. Partner must be in good financial standing.

d.  Cloud Partners must meet a Minimum Annual Usage (MAU) revenue threshold in the relevant 
region/sub-region/country in which they are providing cloud offerings in order to be eligible for the 
rebate benefit. The Minimum Annual Usage (MAU) revenue threshold is the greater of the partner 
tier Minimum Level of Business (MLB) or a target established by Genesys based on projected 
usage revenue and new customer signing targets.

7. Opportunity Registration
Opportunity Registration is available to Reselling partners who include VARs, Specialized Resellers, 
Cloud Partners, and MSPs. This program is not available to all other partner categories. It provides 
additional protection for partners who have made an investment in opportunity development.

The guidelines provide a framework for collaborating with partners on new opportunities. Opportunity 
Registration is designed to:

• Identify new incremental and new-logo business sourced by the partner that will close within 18 
months 

• Drive increased communication and trust between Genesys and its partners 

• Reward partners for early identification of incremental opportunities sourced by the partner 

• Provide a global tracking mechanism for all parties

An Incremental Opportunity, or lead, is defined as a specific unique deal rather than being defined by 
the company or division purchasing the solution. The Opportunity Registration On-line form is available 
to partners via the Partner Portal.

Opportunity Registration for Referral Program 

The Referral Program is available to all Genesys Partners who are in good standing with a valid 
Referral Agreement Referrals are submitted via the Genesys Opportunity Registration On-line Form 
available via the Partner Portal. Referrals can be cloud referrals, on-premises referrals, or both. 



Genesys Partner Network Program Guide 2014  /  page 23

The referral should provide Genesys with qualified business leads. The partner who provides a referral 
is required to engage in the initial stage of the sales process and to actively transfer the relationship 
over to Genesys. 

This program is designed to reward companies who provide leads that result in recognizable Cloud or 
on-premises revenue to Genesys.

• Opportunities must be affirmatively accepted by Genesys in writing

• Only accepted registered opportunities that result in closed Genesys Cloud or Genesys on premise 
business will be eligible for the referral fee

• The referral fee (or credit) is available to Genesys Partners in good standing

The following specific and required value-added activities must be met:

• Lead must be for an opportunity that was previously unknown to Genesys

• The referring partner will arrange executive introductions if requested by Genesys

• The referring partner will participate in joint presentations to the customer if requested by Genesys

• The referring partner will recommend Genesys exclusively

8. Professional Services Discount
VARs, Specialized Resellers, Cloud Partners, MSPs, and Services Partners are entitled to discounts off 
the list price of Genesys Professional Services based on category and tier level. Genesys Professional 
Services discounts are set at the region/sub-region/country level. Partners can contact their Genesys 
Channel Manager for Genesys Professional Services rates. These discounts are not cumulative and 
cannot be combined with any special offers. 

9. Genesys University Training Discount
All Genesys partners are entitled to discounts off the list price of Genesys University courses based on 
their category and tier level. These discounts are not cumulative and cannot be combined with any 
special offers. Reference the Financial Benefits section of the appropriate Partnership Benefits matrix 
section. 

10. Cloud Lead Referral Fee
Genesys will provide referral fees for valid Cloud leads that result in Cloud/SaaS revenue opportunities 
closed by Genesys directly. These fees are defined in the partner’s Referral contract with Genesys.

11. On-Premises Lead Referral Credit
Genesys will provide referral credits for valid on-premises leads that result in on premise revenue 
opportunities closed by Genesys directly or through partners. These credits are defined in the 
partner’s Referral contract with Genesys.

B. Relationship Benefits

1. Channel Manager
VARs, Specialized Resellers, Cloud Partners, MSPs, and Services Partners are assigned a named 
Channel Manager at the Gold and Silver tier levels. Other partners can send inquiries to  
partners@genesys.com.

2. Welcome Kit and On-Boarding Tools
Genesys provides all partners a Welcome Kit and On-Boarding Tools once the partner agreement(s) 
has been signed and fully executed by both companies. The Welcome Kit and On-Boarding Tools are 
designed to give new Genesys partners information to quickly gain access to the various portals and 
tools that are allowed for their partner category and tier. New partners who have questions about 
getting started with Genesys can submit questions to partners@genesys.com.

mailto:partners%40genesys.com?subject=
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3. Partner Network Plaque or Certificate
Genesys provides VARs, Specialized Partners, Cloud Partners, MSPs, and Services Partners with a 
Genesys Partner Network plaque to proudly share their status as a Genesys partner. Genesys 
provides Technology Partners and OEM Partners with a PDF Certificate.

Questions about the Genesys Partner Network Membership Plaque or Certificate can be sent to 
partners@genesys.com.

4. Principles of Engagement 
The Principles of Engagement explain how Genesys and partners are expected to interact with one 
another. It is not an exhaustive set of rules, rather a set of guidelines to produce consistent and 
predictable outcomes in the relationship between Genesys and the partners. These principles are 
designed to facilitate and foster collaboration between Genesys and partner teams for strategy and 
planning with opportunities and accounts.

5. Net Promoter System
Net Promoter Systems help companies understand customers’ needs and desires. By seeing any 
interaction with their brand through their customers’ eyes, companies have the information necessary 
to improve by using “high-velocity learning loops”. Genesys, via the “high-velocity learning loop”, will 
train Genesys and partner employees to improve individual performance and create memorable 
customer experiences by showing every individual, whether he talked to the customer directly or not, 
what the customer saw and felt after any interaction with the Genesys brand.

The NPS is a powerful measurement tool to get a pulse of Genesys customers’ loyalty. The tool is 
based on a single question (the Net Promoter question): “How likely would you recommend Genesys 
to a friend or colleague, on a scale from 0 to 10?” (0 – not at all likely; 10 – extremely likely)

Customers are then categorized into three groups: Promoters (answered 9 or 10), Passives 
(answered 7 or 8) and Detractors (answered 6 and below). 

All Genesys customers (both Genesys direct and partner customers) will be surveyed using the Net 
Promoter question via three types of surveys. The three surveys which will be used towards 
calculating the Genesys Net Promoter Score are:

• Relationship: These surveys are generated on semi-annual basis to a set of different 
stakeholders within all Genesys customers. These surveys evaluate the sentiment of Genesys 
customers and how that sentiment changes over time. 

• Transactional: As the name suggests, these surveys are generated after some discrete 
transaction has occurred. They allow Genesys to capture a snapshot of how a customer is 
feeling at the end of the transaction based on how well or not so well Genesys and Genesys 
partners fulfilled the transaction. Within Genesys, examples of transactions include: License 
purchase or maintenance renewal, closing a technical support case, finishing a Genesys 
University course, or completing a professional services project.

1 2 3 4 5 6 7 8 9 100

Detractors Passive Promoters

Not at 
all likely Neutral

Extremely 
likely

NPS  = % of Promoters
(9s and 10s)

- % of Detractors
(0 through 6)
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• Touchpoint: These surveys are intended to build an understanding of the journey Genesys 
customers go through during their life cycle with their Genesys solutions. Each significant 
milestone within the life cycle represents an opportunity to reach out to our customers and 
gauge their sentiment, allowing Genesys to engage appropriately.

All responses will be reviewed upon receipt, and Genesys is committed to the closed-loop process by 
following up with all detractors within twenty-four hours (or the next business day) to resolve the 
underlying issue. Any action coming from the call with the customer will be analyzed, categorized, 
prioritized and assigned to a functional lead that will be responsible to deliver a promised outcome. For 
partner customers, the follow-up and action plan will be coordinated with the partner. Working closely 
with partners will help identify issues and take immediate actions to improve the customer experience 
and ensure both Genesys and partners provide successful outcomes to our mutual customers. 

6. Genesys Partner Conference
Partners will be invited to participate in global and/or regional Genesys Partner Conferences. These 
conferences will provide partners access to the latest information around Genesys solutions and 
partnership opportunities, as well as networking opportunities with Genesys executives and other 
partners. 

C. Technical Enablement Benefits

1. Genesys University Technical Training
Genesys University (GU) is the training arm of Genesys. It offers a wide variety of training choices to 
accommodate many unique needs, including recommended learning paths based on a resource’s role 
and/or the Genesys solution. 

Visit Genesys University for complete information about Genesys learning solutions.

2. Access to Ongoing Training
Genesys University does not treat a certification as a one-time event; instead it sees this achievement 
as the beginning of an ongoing process of building the partner’s knowledge of Genesys products and 
solutions. Genesys University offers numerous ways to continue learning throughout the lifetime of a 
certification.

3. Developer Documentation Website
Genesys provides partners who have completed the appropriate SDK certifications access to 
developer documentation via the Genesys Partner Network Portal. Documentation available includes 
the Genesys APIs (Application Programming Interfaces), Developer Guides and API References.

4. New Product/Release Transfer of Information (TOI) Webinars
Transfer of Information (TOI) webinars are hosted by the Genesys product management team to 
discuss features of newly released Genesys products. Recordings are available to partners via the 
Genesys Partner Network portal.

5. End User License Agreement (Master Software License and Services Agreement 
(MSLSA)) 
Genesys provides an End User License Agreement (MSLSA) template to partners who sell licenses 
and maintenance services to customers. This agreement template ensures that partners are offering 
license and maintenance terms consistent with the Genesys terms offered to the partner. This 
template can be obtained on the Genesys Partner Network portal.

6. Genesys Software for Partner Lab
The Genesys Partner Network program offers Genesys lab software free of charge (except for third-
party products) to all VAR, Specialized Resellers, Cloud, and MSP partners. The partner is entitled to 
software that aligns with the nature of their relationship with Genesys. Free limited technical support is 
provided with lab software (see description below). Partners must notify Genesys prior to January 15 
of each calendar year of their desire to renew the free partner lab software licenses. Free lab software 
licenses issued to partners expire on January 31 of each calendar year.

http://www.genesys.com/services/genesys-university
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Genesys VAR, Specialized Resellers, Cloud, and MSP partners are entitled for free lab software for up 
to two labs. VAR and Specialized Resellers can request up to 10 seats. Cloud and MSP partners can 
request up to 25 seats.

The partner’s free lab software can only be used on partner-owned hardware in the partner’s lab. 
Partner free lab software cannot be on the same lab platform as purchased Genesys software and 
cannot be used at a customer or potential customer site.

Initial Free Lab Software Order includes standard Genesys products. Specialty products that are 
relevant to a partner’s business needs can be requested. Free lab software never includes third-
party software. 

Free Limited Technical Support with Genesys Lab Software for a Partner Lab

Eligible partners are entitled to free limited technical support for the Genesys lab software, provided 
the partner is compliant with the Genesys University requirements.

• Limited technical support is included on the lab software supplied

• Technical support tickets should be logged by partner personnel who have attained a valid 
Genesys Certified Services (CCTS) certification

• Genesys reserves the right to terminate technical support if the number of tickets raised by the 
partner becomes too high. The partner will be given a warning, and training will be suggested to 
help address the situation

• Critical tickets cannot be submitted

Other Restrictions on Free Genesys Lab Software

The following restrictions apply to Genesys Lab Software for Partners:

• Third-party software is not included in any of the partner lab software

• Software can only be issued for partner labs located in countries in which the partner is 
contractually approved to do business with Genesys

• Genesys reserves the right to audit and inspect the partner’s lab(s) for compliance at any time

• Any partner whose contract is terminated or ends will lose all benefits associated with the Genesys 
Partner Lab Software. The partner must destroy or return all software, media and licenses received, 
as directed by Genesys

• Genesys Partner Lab Software cannot be used to provide training for profit or as a revenue source 
to the partner, it is for internal use only

• Genesys Partner Lab Software cannot be used in production, sold or provided to any third-party. 
Additionally, the partner lab software can’t be used for customer-specific lab environments

• Use of the Software is permitted in accordance with the terms and conditions of the Genesys 
Partner Network Master Agreement and associated agreements, schedules, and attachments

• Genesys reserves the right to withdraw all benefits associated with the Genesys Partner Lab 
Software at any time

• The partner must hold an active GCS8-CCTS – Genesys Support certification

Services Partners, Technology Partners, and OEM partners are provided lab software for a fee unless 
waived by Genesys.

7. Demo Tools
VARs, Specialized Resellers, Cloud Partners, MSPs, and Services Partners have access to sales 
demonstration tools that enable them to show customers and prospect the comprehensive capabilities 
of Genesys solutions. There are two types of demo tools available: 

• DEMOSRV: The Genesys DEMOSRV is a VMware-based virtual machine that contains the 
majority of Genesys software pre-installed and configured for use as a demonstration tool. It is 
available to VARs, Specialized Resellers, Cloud Partners, MSPs, Services Partners, and Technology 
Partners by request to partners@genesys.com or via the Partner Portal (when available). 
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• G-DEMO: G-DEMO is a cloud-based portal that allows users to act as contact center agents and 
easily demonstrate Genesys products in action, including the Genesys Mobile solution – directly 
from their mobile device. No other machine is required to perform the demos since everything is 
powered from the cloud. It is available to VARs, Specialized Resellers, Cloud Partners, MSPs, and 
Services Partners. Access can be requested via email request to partners@genesys.com or via the 
Partner Portal (when available)

D. Sales Enablement Benefits

1. Genesys Partner Network Portal
The Genesys Partner Network Portal is intended to be the single source for all partners, whether it is 
access to Customer Care, Genesys University, online sales training, technical documentation, or sales 
tools, you can get where you need from this log-in. Each partner company will have a unique home 
page where the partner’s business results and status will be published. Additionally, over time, this 
portal will become the repository of all information related to our partnership…business plans, 
opportunity registrations, quotes, forecasts, contracts, partner scorecards, etc. Furthermore, as key 
information and messages from Genesys are available, it will be published on the portal.

Access is granted to partners based on partner category and tier level. Send a request via email to 
partners@genesys.com or complete the Partner Portal registration.

2. Partner Relationship Management (PRM) System
The PRM system is integrated into and accessed through the Genesys Partner Network portal will 
provide a streamlined process for collaboration between Genesys partners and the Genesys sales and 
marketing teams, including areas such as opportunity/forecast management, lead distribution, 
opportunity registration, pricing/quoting, and reporting. Access is granted to partners based on partner 
category and tier level. 

3. Online Sales Training
Genesys offers a series of free online partner sales training modules designed to provide full 
understanding and relevant knowledge of Genesys solutions. These courses are accessible through 
the Genesys Partner Network portal. 

4. Partner Webinars and Communications
Genesys believes in keeping its partners informed with the latest product, competitive and program 
information via regular live partner webinars. These sessions are also recorded so that partners can 
view them at any time from the Genesys Partner Network portal.

Partners can subscribe to receive the monthly partner newsletter, “Genesys Partner Network Insider”, 
that provides timely updates on company initiatives, product news, events, sales and marketing tools, 
training updates, partner success stories, among others.

To receive invitations to the webinars and to subscribe to the monthly newsletter, write to  
partners@genesys.com with “Subscribe” in the subject line.

5. Genesys Briefing Centers
Partners may utilize the Genesys Briefing Centers to bring their customers and prospects for live 
Genesys product demonstrations and meetings with resident product experts. The Briefing Centers 
provide a comfortable environment focused on learning and exploring Genesys solutions that will 
hopefully facilitate successful business deals. Locations include: Executive Briefing Center – Daly City, 
California, US; Customer Experience Center – Frimley, UK; and Demo Center – Melbourne, Australia. 
Partners may contact their Genesys Channel Manager to schedule a visit to one of these facilities.

6. Partner Recorded Videos in Genesys Briefing Centers
Gold Partners and select other partners (by invitation only) are able to work with Genesys to create a 
video demonstration of the partner’s value proposition and capabilities. This video will be shown in 
public areas of the Genesys Briefing Centers on a regular basis to provide Genesys customers and 

mailto:partners%40genesys.com?subject=
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prospects more exposure to Genesys partners. Partners will be invited to work with Genesys 
Technical Marketing to develop an appropriate high quality video for display in the Briefing Centers. 
This is an annual benefit and partners may be required to provide funding in the future to maintain 
their videos in the Briefing Centers. 

7. Genesys Pricing and RFP Tools 
Genesys provides pricing guides, quote tools, and RFP tools to enable ordering of Genesys products. 
These tools are available via each partner’s channel manager. 

All information obtained via these tools, from Genesys employees, other Genesys sources and on the 
Genesys Partner Network portal are confidential and proprietary information of Genesys, subject to 
confidentiality obligations set forth in the Genesys Partner Network Master Agreement and associated 
agreements, schedules, and attachments. Email questions via email to partners@genesys.com.

E. Marketing Benefits

1. Genesys Partner Network Logo
Genesys expects partners to promote their relationship with Genesys by displaying their designated 
Genesys Partner Network logo as follows:

• On the partner’s website

• On proposals containing Genesys products and services

• On other optional marketing media, such as business cards, joint collateral, trade show displays, 
advertising, press releases, etc.

Use of the Genesys Partner Network Logo

• Partners are only able to display the relevant Genesys Partner Network logo upon attainment of 
the appropriate certifications

• Partners must only use the approved Genesys Partner Network logo file provided by Genesys 
Marketing

• When used on a partner’s web site, the Genesys Partner Network logo must, when clicked on, 
take the user to the Genesys Partner Directory entry relevant to the partner. The directory entry 
will give details of the partner relationship and the partner category and tier level

• Usage of the Genesys logo should be the same size as the partner’s logo and used in an equally 
favorable position

• Genesys reserves the right to remove this benefit at any time

Gold Partner Logo

Gold tier partners are accorded use of the Genesys Gold Partner logo that signifies their achievements 
of a high number of certified employees, successful implementations and support, and satisfied 
customers. The Gold Partner logo may be used as long as the partner maintains Gold tier status.

2. Genesys Online Partner Directory
The Genesys Online Partner Directory is available to the general public so that customers and 
prospects have the ability to locate a recognized Genesys partner in their region or country by specific 
market focus and the service offering. 

Partner information is populated via partner records within the Genesys Partner Network portal and 
partners can update their information via the portal. Specific elements of the directory include: 

• Gold Partners receive special designation in the Online Partner Directory

• VARs, Specialized Resellers, Cloud Partners, MSPs, Service Partners, Technology Partners, and 
OEM Partners will be included in the partner directory

• Partners are required to provide a short description of their offering and how Genesys fits into their 
overall company offerings. This information can be updated via the Genesys Partner Network portal.
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• Partners are expected to provide their logo to be posted with the directory listing 

• Genesys is not responsible for errors or omissions and will make all reasonable efforts to correct 
information at the partner’s request

3. G-Force Sponsorship
The Genesys G-Force User Conference is an annual event that attracts global customers and 
prospects to learn more about customer service trends and innovations. Eligible partners are 
encouraged to sponsor the conference to showcase their solutions and services while engaging in 
networking activities. Partners may contact their Genesys Channel Manager or partners@genesys.com 
for more information.

4. G-Force Special Recognition
Gold partners are afforded special recognition at each G-Force event every year. This is to ensure 
Genesys customers and prospects are aware of the significant level of investment these partners have 
made in skill and business development.

5. Awareness and Lead Generation Initiatives
Partners and Genesys will collaborate on awareness and lead generation initiatives based on an 
agreed marketing plan as an integral part of the overall Genesys business plan required of partners. 
Go-to-market planning, co-funding opportunities, seminars, G-Force, webcasts and more will be part 
of this joint exercise.

6. Joint Collateral and Success Stories
Genesys develops joint collateral with partners such as customer success stories and solution 
brochures. Designed to highlight business benefits and ROI realized as a result of the successful 
implementation of Genesys/Partner products and solutions, these joint collateral pieces are important 
sales tools meant to generate interest and drive prospects to action. Genesys must provide prior 
written approval of any collateral related to Genesys solutions and services that are published by 
Genesys partners. Please contact the partners@genesys.com for more information.

7. Press Releases
Genesys requires prior written approval of any press release created by partners regarding their 
relationship with Genesys. Partners may issue press releases according to Genesys external 
communications guidelines available in the Genesys Partner Network portal. Any press release or 
other marketing materials issued by partners regarding joint customers must mention that Genesys 
products are included in the solution. These should be made according to Genesys external 
communications guidelines available in the Genesys Partner Network portal. Please contact the Global 
Partner team at partners@genesys.com for more information.

8. Gold Partner Executive Council Membership
Gold Partners designate two executives to represent their company on the Gold Partner Council. The 
Council convenes each October to participate in roundtable discussions with Genesys senior 
management on issues that affect the general Genesys partner community. This annual Summit 
provides Gold Partners a unique opportunity to influence Genesys strategy. The Gold Partner Council 
participates in workshops with Genesys Executives to provide the partner perspective on issues that 
affect all partners.

9. Technology Partner Solutions Catalog
Technology Partners are given access to publish information about assets they develop that are value-
added offers around Genesys products. The Asset Catalog is an integrated solution catalog listing 
available on the Genesys Partner Network portal and on the external Genesys website. Technology 
Partners are required to maintain the information on a regular basis or the content will be removed 
from the Asset Catalog. Technology Partners can only enter information in this catalog upon 
completion of the relevant requirements.

mailto:partners%40genesys.com?subject=
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Genesys Partner Network Program Benefits
VAR, Specialized Reseller, Cloud Partner, MSP, 
Services Partner

Technology Partner OEM

Tier Gold Silver Bronze Silver Bronze

Financial Benefits

Baseline Pricing1 Set at the 
Country Level

Set at the 
Country Level

Set at the 
Country Level

N/A N/A Custom1A

Opportunity Discount1 Yes Yes Yes N/A N/A N/A

Genesys Care Rate2 Yes Yes Yes N/A N/A Yes

License/SaaS Revenue 
Rebate1 

Yes Yes Yes N/A N/A N/A

Genesys Care/
Genesys Cloud Care 
Rebate2

Yes Yes Yes N/A N/A N/A

Opportunity 
Registration

Yes Yes Yes N/A N/A N/A

Professional Services 
Discount

Set at the 
Country Level

Set at the 
Country Level

Set at the 
Country Level

N/A N/A N/A

Genesys University 
Training Discount

25% 15% 10% 15% 10% 10%

Cloud Lead Referral 
Fee

Yes Yes Yes Yes Yes Yes

On Premise Lead 
Referral Credit

Yes Yes Yes Yes Yes Yes

Relationship Benefits

Channel Manager Yes Yes Partner Alias Partner Alias Partner Alias Partner Alias

Welcome Kit and  
On-Boarding Tools

Yes Yes Yes Yes Yes Yes

Partner Network 
Membership Plaque/
Certificate

Gold Partner 
Plaque

Partner 
Plaque

Partner 
Plaque

Certificate Certificate Certificate

Principles of 
Engagement

Yes Yes Yes N/A N/A N/A

Net Promoter System Yes Yes Yes No No Yes

Genesys Partner 
Conference

Yes Yes Yes Yes Yes Yes
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VAR, Specialized Reseller, Cloud Partner, MSP, 
Services Partner

Technology Partner OEM

Tier Gold Silver Bronze Silver Bronze

Technical Enablement Benefits

Genesys University 
technical training

Yes Yes Yes Yes Yes Yes

Access to Ongoing 
Training 

Yes Yes Yes Yes Yes Yes

Developer 
Documentation 
Website

Yes Yes Yes Yes Yes Yes

New Product/Release 
Transfer of Information 
(TOI) Webinars

Yes Yes Yes Yes No No

End User License 
Agreement template

Yes Yes Yes No No No

Genesys Software for 
Partner Lab 

Yes Yes Yes Yes Yes Yes

Demo Tools Yes Yes Yes Yes Yes No

Sales Enablement Benefits

Genesys Partner 
Network Portal Access

Highest Level 
of Access

Standard 
Partner 
Access

Standard 
Partner 
Access

Technology 
Partner 
Access

Technology 
Partner 
Access

OEM Partner 
Access

Partner Relationship 
Management (PRM) 
System

Yes Yes Yes Limited Limited Limited

Online Sales Training1 Yes Yes Yes No No No

Partner Webinars and 
Communications

Yes Yes Yes Yes Yes Yes

Genesys Briefing 
Centers

Yes Yes Yes No No No

Partner Recorded 
Videos in Genesys 
Briefing Centers

Yes By invitation 
only

By invitation 
only

By invitation 
only

No No

Genesys Pricing and 
RFP Tools1

Yes Yes Yes No No No
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VAR, Specialized Reseller, Cloud Partner, MSP, 
Services Partner

Technology Partner OEM

Tier Gold Silver Bronze Silver Bronze

Marketing Benefits    

Genesys Partner 
Network Logo 

Genesys 
Partner 
Category Gold 
Logo

Genesys 
Partner 
Category 
Logo

Genesys 
Partner 
Category 
Logo

Genesys 
Technology 
Partner Logo

Genesys 
Technology 
Partner Logo

No

Technology Solution-
specific Logo

N/A N/A N/A GCertified GValidated N/A

Genesys Online 
Partner Directory 

Special 
designation

Yes Yes Yes Yes No

G-Force Sponsorship Yes Yes Yes Yes Global 
Partners 
team 
approval 
required

Global 
Partners 
team 
approval 
required

G-Force Special 
Recognition

Yes No No No No No

Awareness and Lead 
Generation Initiatives

Yes Yes Yes No No No

Joint Collateral and 
Success Stories

Yes Yes Yes Yes No No

Press Releases Yes Yes Yes Yes No No

Gold Partner Executive 
Council Membership

Yes No No No No No

Technology Partner 
Solutions Catalog

No No No Yes Yes No

Footnotes:
1    Not applicable for Services Partners.
1A   Due to the custom nature of each OEM relationship, OEM baseline pricing is defined for each OEM partner in their OEM contract.
2     Applicable for Services Partners only if they are providing customer care services and reselling Genesys Care to customers. 



Corporate Headquarters  
2001 Junipero Serra Blvd., 
Daly City, CA 94014 USA

Tel: +1 650 466 1100  
Fax: +1 650 466 1260  
www.genesys.com

About Genesys

Genesys is the market leader in multi-channel customer experience (CX) and contact center solutions in the 
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Genesys Partner Network Application Process
To become a member of the Genesys Partner Network, interested companies should review this 
guide in detail and determine which category best fits the proposed business strategy and model. 
Applicants can apply online via the Genesys website at https://genesyspartner.force.com/partner/partn
erNewUserRegistration?pageType=as (User must submit a request to obtain a login to the Partner 
Network Portal in order to access the online application) 

Candidates will be contacted to confirm receipt of the application. Qualified candidates will be 
contacted by a Genesys representative associated with the requested partner category and region/
sub-region/country. If approved for partnership, the applying company will receive the appropriate 
partner agreement(s) and all relevant schedules and attachments, and other important information to 
review. Once the general requirements are met and the agreement(s) are executed, partners can 
start receiving the benefits appropriate for the category of partnership.

Gold Partner Eligibility 
Existing partners who desire to become a Gold Partner should consult with their Channel Manager 
and contact partners@genesys.com for consideration.

Disclaimer: The content in this Partner Network Program Guide and associated documents 
referenced in this Guide are subject to change at any time without notice. Material program 
changes will be only effective in January at the start of each partner program year.

Acronyms
GCS  Genesys Certified Support

GCD  Genesys Certified Developer

GCP Genesys Certified Professional

GCPS Genesys Certified Pre-Sales

GVP  Genesys Voice Platform

iWD Intelligent Workload Distribution

MAU Minimum Annual Usage

MLB Minimum Level of Business

MSLS  Master Software License &  
            Services Agreement 

NPS Net Promoter Score (Survey)

pNPS Partners’ Net Promoter Score

OEM  Original Equipment Manufacturer

PPU Pay-Per-Use

SDK Software Development Kit

SE  Sales Engineer

TOI Transfer of Information

VAR VARs

WFO  Workforce Optimization

YoY Year-over-Year

https://genesyspartner.force.com/partner/partnerNewUserRegistration?pageType=as
https://genesyspartner.force.com/partner/partnerNewUserRegistration?pageType=as

