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Deliver the differentiated, personalized 
experience your customers expect
The Genesys Multicloud CX™ solution is the contact center 
software of choice for the largest, most prestigious global brands 
with complex requirements.

Genesys Multicloud CX is a full-featured omnichannel solution 
that unifies voice and digital channels, self-service and work 
items. Our multicloud approach offers the choice of private cloud, 
public cloud or on-premises deployment. And when you add 
Genesys AI capabilities, the sky’s the limit on how you engage 
with your customers. 
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Deliver great customer experiences 

Whether it’s a voice call, digital interaction or 
artificial intelligence (AI) self-service with bots, 
you can offer more personalized experiences 
and build stronger relationships. 

Help your employees soar

Give your employees the information they need 
in a tool they’ll love using. Get an all-in-one 
solution built to engage employees and boost 
your team’s performance, even when they’re 
working remotely.

Achieve your business outcomes

Real-time dashboards and analytics provide the 
insights you need to run your business — and 
gain deeper clarity with advanced business 
analytics and actionable insights.

“Since implementing Genesys Multicloud CX, our 
average speed-to-answer and abandonment 
rates are 90% better and we’ve seen a 50% 
decrease in our transfer rate. It usually 
takes months to see efficiencies like these. 
We saw them starting within two days.” 
Jamie Gladson

Whirlpool
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• Inbound voice

• Outbound voice

• Callback

• Email

• Chat

• Text/SMS

• Messaging apps

• Social

• Video

Go omnichannel

As an all-in-one omnichannel solution, Genesys Multicloud CX gives your 

customers great experiences and seamless journeys across all channels.

It turns calls, emails, chats, messages and social comments into one 

uninterrupted conversation across channels without losing context. Integrate 

your CRM and other applications to elevate your ability to personalize every 

interaction.

Single, powerful routing engine
A common routing engine lets you easily create and orchestrate customer 

journeys across channels, geographies and business lines. And if your 

business model includes outsourced contact centers, Genesys Multicloud CX 

provides control and visibility using a single point of administration and real-

time and historical data regarding volume and performance.

Unified agent desktop
Genesys Multicloud CX software gives agents the ability to handle any 

channel or even blend real-time conversations (such as voice calls and chats) 

with asynchronous conversations (such as text messages, email and social 

media). No matter where they’re working, agents enjoy all the benefits of a 

single unified desktop, reducing the number and complexity of applications 

they use. A 360-degree view of the customer, including complete interaction 

history, lets agents understand each customer. With personalized dynamic 

scripts and responses, every employee stays on-message and compliant for 

consistently positive, personalized experiences.
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Personalized self-service 
available 24/7
Your customers expect to self-serve across voice, 

web or mobile at a time that’s most convenient for 

them. Combine your self-service applications with 

personalization to build customer relationships 24/7.

Provide customer self-service and agent-assisted 

service with IVR flows you can administer, while 

leveraging speech recognition, speech-to-text and 

text-to-speech capabilities. And if an agent is needed, 

seamlessly transition the customer and all relevant 

information to the right agent. You’ll deliver a better 

experience, reduce call volumes and improve FCR.

Choose from directed dialog and natural language 

applications. Configure prompts, data dips, submenus 

and transfers to fit your business needs. Benefit from the 

personalization power of AI by integrating voicebot and 

chatbot interactions using third-party options from your 

favorite cloud vendors. We’re no longer offering native 

bots; instead, we rely on customer preferred AI vendors 

(Google, Microsoft, Nuance, Amazon).
Simply drag and drop to update menus and build new flows on the fly.
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Proactive customer 
outreach with outbound
Optimize your outbound campaigns and keep agents 

productive, costs low and contact rates high in a global 

regulatory environment. The built-in Genesys Multicloud 

CX automated outbound dialer has the cutting-edge 

features, power, scale and flexibility you need to increase 

campaign effectiveness. Align customer demand 

with agent utilization by blending inbound queues and 

outbound campaigns, with agents moving seamlessly 

between the two. 

Launch sophisticated strategies and configurations 

without IT help. The advanced user interface empowers 

you to operate campaigns effectively in an agile 

environment. Accurately detect and filter out answering 

machines, busy signals, unanswered calls, disconnected 

numbers and fax machines. Configure campaigns with 

a variety of dialing modes. Your agents will spend less 

time waiting and more time connecting to customers. 

From the ground up, the Genesys Multicloud CX solution 

is deeply rooted in compliance. Your data is enriched 

as it’s uploaded and a full suite of tools lets you operate 

effectively in the modern global regulatory ecosystem.

The CX Contact analytics dashboard in the Genesys Multicloud CX solution.
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Out-of-the box dashboards 
and reports
CX Insights lets you view historical data to create scheduling and 

contact-routing strategies by using statistics collected on agents, agent 

groups, queues, routing points and more. A collection of more than 30 

voice and digital reports based on industry best practices are available 

out-of-the-box.

This user-friendly platform has drag-and-drop functionality that enables 

you to build dashboards and visualizations in minutes. And, when you 

want to customize further, you have the power to view, modify and 

easily configure an unlimited number of reports tailored to your team 

and organization.

CX Insights reports are role-based, so contact center managers can 

choose who can see what information and how much each person can 

interact with different reports. You can also tie in third-party data with 

the tight integration of CX Insights to GCXI data structures.

Genesys Pulse facilitates real-time analysis and monitoring of critical 

contact center activities and data. With the dashboard tool, you 

can empower users to meet their reporting needs via self-service 

capabilities, including creating visualizations, combining multiple 

reports into one view and creating unique reporting stories.

The CX Insights supervisor dashboard in the Genesys Multicloud CX solution.
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Improving customer experiences with AI

When it comes to AI, you can add as much automation as possible and focus 

on adding the human touch where it really matters.

With AI, you can improve your self-service containment by rapidly automating 

common interaction types on any channel. Use predictive routing to leverage 

customer and agent data to optimize KPIs like FCR and revenue metrics. With 

the power of Genesys Predictive Engagement, you can reduce lead costs and 

improve close rates, while letting Agent Assist reduce handle time, improve 

compliance and lower agent training costs.

When every facet of your AI ecosystem works together, each one becomes 

stronger and smarter. Chatbots, for example, can use the information they’ve 

obtained during previous interactions to improve predictions about which 

agent is best prepared to serve the next customer. 

The power of AI depends on using the technology consistently across 

your entire environment. In the Genesys Multicloud CX solution, all your AI 

elements work together and understand each other, making it an unbeatable, 

holistic solution.
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Customer journey

Business intelligence 
with interaction analytics

Predictive engagement 
with customers online

Self-service with 
chatbots and voicebots

Understand the Voice 
of the Customer

Optimize agent skills Accurate forecasting
and scheduling

Predictive routing 
for best agent match

Assist employees 
in real time

Employee journey



Driving efficiency with AI

AI not only improves customer and agent experiences,  
it also reduces the complexity of managing your contact  
center — helping achieve more adherence, efficiency  
and consistency. 

Predictive routing
Harness your customer experience data to drive business outcomes with 

predictive routing. It uses the power of machine learning and AI for every 

interaction. Whether your goal is to improve customer satisfaction, increase 

efficiency or drive revenue, you can customize the model that determines 

that best agent-to-customer match.

Predictive engagement
Proactively observe and analyze customers’ attributes and behaviors when 

they’re on your website or interacting with your contact center. Predict what 

they’re trying to achieve with Genesys Predictive Engagement. This software 

also lets you personalize customers’ experiences as you engage with them 

in real time.

Agent Assist
Empower your agents to make better decisions. Genesys Agent Assist 

monitors customer-agent conversations to provide agents with real-time 

recommendations and next-best actions.

Bots
Complement your self-service strategy with bots that connect customers 

to the right self-service process or agent skill. AI can dramatically improve 

the quality and quantity of bot self-service interactions, driving business 

outcomes and customer satisfaction.

Design a bot once and automatically render it across all channels: web, IVR, 

SMS and messaging channels like Facebook Messenger, Apple Business 

Chat, WhatsApp and WeChat. Third-party bots are unified and orchestrated 

across channels for control and visibility. Our bot designer interface includes 

bot performance reports and management tools for a complete view of how 

your decisions affect customers, operations and costs.

Voicebots

Elevate existing IVR applications. AI-powered conversational IVRs use 

automatic speech recognition to determine what the customer really wants 

and help the agent understand and respond effectively.

Chatbots
Drive desired customer behaviors on your website. Offer live chat on pages 

where customers may need support or proactively pop chat windows to 

facilitate a customer’s web journey.

11
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Workforce optimization

Digital interactions continue to replace in-person experiences, with the use 

of messaging apps up 33% and live chat growing 19% since the start of the 

COVID-19 pandemic, according to “The connected customer experience” 

report. However, the more channels you offer to customers, the more 

challenging it becomes to deliver consistent omnichannel service.

Traditional workforce management solutions were built in the “voice-only 

era” and often manage each digital channel in isolation. Genesys Multicloud 

CX Workforce Management supports all communication channels and work 

items within a single application, allowing easy and efficient management 

of the entire employee journey — from recruiting and scheduling to 

development.

The Genesys Multicloud CX solution uses historical data and numerous 

forecasting methodologies to accurately predict volume. It automatically 

chooses the best results and generates a corresponding staffing plan — all in 

a single click.

Intraday monitoring and real-time adherence views help you track outliers 

and react. The built-in suite of quality management tools ensures you can 

evaluate digital and voice interactions to provide agents with great coaching 

and customers with great service. Smart features give agents deep context 

to help them offer exceptional experiences and bring your business into the 

next generation of knowledge management.

13
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“You can have the most 
advanced and sophisticated 
routing strategies, but 
without an integrated WFM 
tool you will not be able to 
fully take advantage of it.” 
Grethe Smith-Meyer

Head of Resource Management

Den norske Bank, Norway

Workforce management
Meet all your forecasting and scheduling 

goals with a single solution. AI-powered 

forecasting keeps operations nimble and 

efficient. Accurately track and manage 

your employees’ schedule adherence and 

shrinkage. Offer employees more flexibility 

with tools that allow them to bid on and 

trade shifts, view and request time off, get 

schedule notifications, and more — all from 

their mobile device. 

Quality assurance 
and compliance
Ensure your contact center interactions are 

handled with speed, efficiency and excellence 

with a consolidated platform for quality 

management and recording. Enhance agent 

evaluations by implementing a balanced 

scoring model using scoring features within 

the evaluation form. Meet the requirements 

of compliance regulators across the globe. 

Agent development 
and coaching
Manage and improve performance with 

better communication between supervisors 

and agents. Empower your supervisors and 

coaches to set ad hoc training sessions 

faster and easier. The Employee Performance 

suite integrates with the quality assurance 

and workforce management features, making 

it easy to include documentation that informs 

your coaching sessions. 

Gamification
Motivate your contact center agents 

to deliver the best possible customer 

experience with help from our AppFoundry® 

Marketplace partners. Using game 

mechanics, recognition and social media 

concepts, the platform influences agents’ 

behaviors by leveraging people’s natural 

desire for competition, achievement, status 

and recognition, building intrinsic motivation 

and improving employee engagement.
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Security and reliability

You need contact center software that’s reliable and highly available. The Genesys Multicloud CX solution was built to deliver on those 
promises. Architected to support thousands of customers and their users at the same time, Genesys Multicloud CX offers unparalleled 
reliability. And with disaster recovery and business continuity plans that are tested regularly, you’ll benefit from maximum uptime. 

Proactive security and compliance 
A comprehensive approach to security safeguards your critical data and 

protects your assets from threats. Genesys Multicloud CX maintains strong 

encryption, logical isolation, stringent multitenant security standards, multi-

factor authentication and key industry certifications. This all enables you to 

comply with critical regulations regardless of your industry or location. And 

the right tools and processes make sure our security experts proactively find 

issues long before they affect you. 

Comprehensive risk management
We take a multifaceted approach to mitigating risk, ensuring that the 

entire Genesys ecosystem is monitored and evaluated. We also use the 

following methods:

• Security awareness. Our employees and contractors must 

pass security training, and our employees are required to 

recertify for security and compliance training every year.

• Vendor risk management. Genesys requires third-party 

vendors to follow industry security best practices.

Learn more about our approach to security.

https://www.genesys.com/company/trust
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Open platform philosophy

From straightforward to sophisticated, there’s virtually no end to the ways 

you can deploy and use Genesys Multicloud CX. It’s flexible enough to meet 

your business needs because it provides native omnichannel engagement 

and contact center capabilities within a single integrated suite. And it can be 

extended through a complete set of APIs and SDKs.

• Use any or all capabilities out-of-the-box or even customize 

across any function — IVR, routing, recording, dashboards and 

more. The Genesys Multicloud CX desktop is flexible and feature-

rich. Take advantage of robust features like select performance 

metrics, team communicator, work item handling, and Agent 

Assist to design the agent desktop that best fits your needs.

• Add on a pre-built integration. Discover hundreds of out-of-the-

box integrations to your CRM and other IT systems. Browse the 

Genesys AppFoundry Marketplace to see all that’s available. 

• Build on our product to create your own customer service 

ecosystem. For more specialized customizations, leverage a 

full set of open REST APIs, documentation and our engaged 

community of Genesys Multicloud CX developers.

The Genesys Multicloud CX solution easily fits into your technology 

ecosystem with numerous pre-built integrations and open APIs.

https://appfoundry.genesys.com/
https://all.docs.genesys.com/GenesysEngageMulticloud
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CRM integrations
Pre-built CRM integrations are available for Salesforce and 
Microsoft Dynamics 365. These out-of-the-box integrations 
deploy quickly, configure easily and provide intelligent routing for 
all interaction types, automated logging and screen pops. 

App marketplace
Our growing Genesys AppFoundry Marketplace has pre-built 
customer experience applications and integrations from  
industry-leading vendors and technology partners. Whether 
you want to integrate with an existing workforce management 
or business intelligence system or introduce capabilities 
like gamification, the marketplace has a solution that meets 
your needs. The Genesys Multicloud CX solution also offers 
native availability to integrate with third-party workforce 
management systems.

APIs and SDKs
Genesys Multicloud CX enables you to build what you envision, 
in any programming language, using the same fully secured and 
versioned public REST API that Genesys developers use. Our 
APIs, SDKs and open-source projects are continually updated, 
and our Developer Community is eager to help.

Strategic alliances
Genesys has key strategic alliances with world-class companies. 
We combine our expertise, building tightly integrated solutions 
where our customers experience the best of both companies.
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Bringing tomorrow’s technologies to today’s organizations

of Fortune 100 use Genesys

interactions 
per day

 per second outbound
new features last year

over 50% 3.4m

1,200120+ 
calls



Genesys Multicloud CX: 
Available on Azure and AWS 

Innovate faster with a true multicloud approach. Genesys 
Multicloud CX is the only cloud-native Contact Center as a 
Service solution available on more than one public cloud 
platform — Microsoft Azure and Amazon Web Services.

Highlights

• Maintain complete control over your applications and tech stack

• Provide highly tailored CX

• Gain flexibility with control over procurement, infrastructure 

setup, and hardware/software configuration

• Extend availability to local geographies and business sites

• Enjoy the tightest level of control over security and 

regulatory compliance requirements 

Next Steps

Learn more

ABOUT GENESYS

Every year, Genesys® orchestrates more 

than 70 billion remarkable customer 

experiences for organizations in more 

than 100 countries. Through the power 

of our cloud, digital and AI technologies, 

organizations can realize Experience as 

a Service SM, our vision for empathetic 

customer experiences at scale. With 

Genesys, organizations have the power 

to deliver proactive, predictive and hyper-

personalized experiences to deepen 

their customer connection across every 

marketing, sales and service moment 

on any channel, while also improving 

employee productivity and engagement. 

By transforming back-office technology 

to a modern revenue velocity engine, 

Genesys enables true intimacy at scale to 

foster customer trust and loyalty.

Visit us at genesys.com or call us at 

+1.888.436.3797.
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