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Delivering innovative,  
customer-centric call center solutions 
built on Genesys
How Teleperformance relies on the flexibility of the Genesys platform to improve customer 
experience and proactively prevent agent fraud

Teleperformance has 182,000 employees across 
62 countries and serves 35% of the global 
population annually. A leader in multi-channel 
customer experience, Teleperformance has 
been providing top brands around the world 
with outsourced customer care for nearly four 
decades. They have been recognized as leaders 
in the industry and have garnered several awards, 
including the 2015 Frost & Sullivan Competitive 
Strategy Innovation and Leadership in Europe 
Award, the 2015 Asia Outsourcing Congress 
Award for Leadership Strategy and the CRM 
Magazine 2015 Service Leader Winner in  
Contact Center Outsourcing.

What is their secret to success? Focusing  
on delivering the most innovative,  
customer-centric solutions. 

One of the ways Teleperformance is able  
to innovate is through the use of Genesys.  
The openness of the Genesys solution  
allows Teleperformance to integrate with  
any telephony platform and easily adapt  
to various infrastructures. 

The foundation for innovative 
call center solutions
For more than a decade, Teleperformance has 
relied on the Genesys Customer Experience 
Platform to deliver comprehensive contact 
center solutions, including inbound and outbound 
engagement and self-service interactive voice 
response. The platform is agile, scalable and 
affords Teleperformance unlimited potential to 
innovate and create custom solutions for  
a wide range of clients.

“The Genesys platform is powerful,” said 
Evan Davis, Vice President of Engineering 
at Teleperformance. “It has allowed us to 
remove proprietary software and simplify 
our infrastructure, giving us a consistent set 
of results.”

Teleperformance uses Genesys to power their 
Contact Center on Demand solution, which 
includes multi-channel agent management, 
intelligent routing and queuing, and robust  
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reporting and analytics. And there is no better 
example of the company’s ability to innovate 
than Teleperformance Observer, a real-time 
agent desktop observation and call center floor 
management module built on the Genesys 
platform. An interactive contact center blueprint, 
Teleperformance Observer remotely monitors live 
audio, video and desktop feeds from employee 
workstations in contact centers around the world 
and reports on call statuses and temperaments. 
Clients can access all components of agent 
interactions and view contact floor activity from 
controllable, aerial cameras while analyzing real-
time call activity, capacity and emotion states.

Proactive response to fraud 
Teleperformance Observer was initially developed 
for clients who needed to interact with at-risk 
employees at remote locations but were unable 
to because of strict corporate travel policies.

“Customers can go to a central location that has 
a specialized area set up and sit with an agent—
watching their screen, listening to the call—all 
on camera,” said Davis. “It is just like being at the 
contact center.”  

Over time, as data breaches continued to make 
headlines and agent fraud became a risk that all 
companies face, the team realized the potential 
for Teleperformance Observer to aid in fraud 
prevention. Davis explained, “We kept all the 
benefits of the virtual nature of the contact center, 
in real time and from anywhere in the world, and 
we added a rules-based engine to define what is 
and is not appropriate from a security standpoint.”  

When Teleperformance began looking for ways 
to develop Teleperformance Observer, Genesys 
quickly proved to be the only vendor with an 
off-the-shelf solution that works with every 
call center environment. Genesys has vast 
experience with almost every automatic call 
distributor platform on the planet, which allows 
easy deployment of Teleperformance Observer to 
any of their 230 global call centers. 

As a global outsourcer, Teleperformance is 
always looking for ways to give their customers 
more visibility and insight into contact center 
operations. With Teleperformance Observer, 
they have provided insight and transparency 
into agent activity, while also delivering a level of 
security and fraud protection that is unparalleled 
in the market. 

Powering fraud prevention 
solution with real-time data
The foundation of Teleperformance Observer 
is Genesys, which powers the telephony 
component of the technology. Genesys tracks 
every real-time event that happens at the 
agent level, such as agent identification and 
telephony state, and feeds it through. That data 
is then paired with other data, such as photos 
from the HR management system, to create a 
comprehensive, live view of what’s happening 
inside the contact center. For example, from a 
single web interface, Teleperformance Observer 
can confirm if the person logging in at his or her 
station is in fact that agent by matching login 
credentials to the photo from HR. 

“The ability to connect these data points to  
identify and log what was on the screen, who 
was on-camera and what was happening is 
essential to our security operations,” said Davis.

If Genesys data indicates that an agent regularly 
has excessive hold times and has passed 
the threshold for looking up customer data, 
Teleperformance Observer connects those 
data points and raises an alert. Armed with 
this information, Teleperformance can then 
immediately correct the issue.

Compared to existing tools that show details 
of agent activities—which do not allow 
integration with disparate data sources and are 
limited to a historical view—Genesys enables 
Teleperformance Observer to easily integrate 
with other systems and identify potential areas 
of concern in real time. In addition, while typical 
quality assurance efforts randomly monitor a 
small percentage of calls per agent, per day, 
Genesys enables continuous viewing and 
analyzing of behavioral patterns across the  
contact center.

This bird’s-eye view is important for driving both 
security and efficiency. The combined power 
of Teleperformance Observer and Genesys 
places key data in a visual context and shows 
information that traditional reports often 
miss—such as an agent seated away from a 
supervisor or the team. Armed with this insight, 
Teleperformance can move the agent closer to 
the team, boosting performance and averting 
potential security vulnerabilities that would be far 
more difficult to catch if the agent were isolated 
from others.  

Solutions:
• Genesys Customer Experience 

Platform (which powers 
Teleperformance Observer)

• Inbound Engagement
• Outbound Engagement
• Self-Service IVR
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and cloud solutions are built to be fluid, instinctive and profoundly empowering. Combining the best of technology 
and human ingenuity, we work the way you think.

Visit us at genesys.com or call us at +1.888.436.3797
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Improved call 
center efficiency 
and customber experience

Provided 
a proactive 
response
to fraud by tailoring to each client’s  
unique infrastructure

Flexibility to create one 
interface for any 
telephony platform
Thanks to the flexibility of Genesys, 
Teleperformance can develop an application 
once and use it across any platform to meet 
their clients’ unique telephony needs. Genesys 
empowers Teleperformance by providing 
application programming interfaces, which 
standardize events and data from a wide variety 
of telephony platforms and allows them to 
build a single, platform-agnostic interface for 
Teleperformance Observer. This translates to 
thousands of hours saved in development  
and support time.

“Genesys provides a standardized, unified 
information source so we don’t have to modify 
or adapt the application in any way, shape or 
form. That’s the key and something we stand fast 
on,” said Davis. “We now have the greatest level 
of flexibility when we work with a new company, 
knowing we can put in the Genesys solution 
without having to make any modifications.”

Improving agent performance 
to enhance overall  
customer experience
By innovating with the Genesys platform, 
Teleperformance delivers improved efficiency  
and proactive fraud response—both of  
which are key to providing a best-in-class 
customer experience.

“Our customers are blown away by 
Teleperformance Observer and see it is a  
key differentiator. By identifying and fixing  
issues on the spot, we’re saving everyone 
time, money and a lot of frustration,” said Davis. 

“Genesys provided us with great cost and  
time-savings in creating this solution that is  
now a must-have for so many of our customers.”

Teleperformance will keep innovating, and 
Genesys will continue to power that innovation. 
Teleperformance is confident that with Genesys, 
they are prepared to move into the future with 
sustainable solutions that best serve their clients. 

“Genesys provided us with great cost- and time-savings in creating this 
solution that is now a must-have for so many of our customers.”
Evan Davis, Vice President of Engineering, Teleperformance


