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INTRODUCTION

“Leading CIOs foster the application of composability design 
principles to operational assets – physical, virtual and digital – to 
improve business resilience, adaptability and operational agility.”3 
Further Gartner states, “Composable thinking in customer services 
will enable organizations to break away from rigid team structures 
toward agile, cross-functional groups of employees to more readily 
respond to changing customer demand.”2

This new level of adaptability and assurance is critical for the continuous 
delivery of empathetic experiences for customers and employees.

CTOs and CIOs often find it difficult to keep their customer experience 
architecture flowing toward the future while balancing value creation with 
keeping the lights on. This is especially difficult with the increasing pace of 
change and uncertainty. Security and reliability are always job one, so complex 
and brittle architectures leave the business holding undifferentiated customer 
experiences — and waiting for what they need as the world changes around 
them. It’s ironic that the lights start to flicker until change is inevitable and far 
more uncomfortable than it needs to be.

¹Gartner, “The Collective Governance for Composable ERP Deployment”, Duy Nguyen, Tim Faith, September 30, 2021.

²Gartner, ”Predicts 2022: Customer Service and Support – Paving the Way for Greater Ambition and Responsibility for the 
Customer Experience”, Jim Davies, David Norrie, Pri Rathnayake, Steve Blood, November 19, 2021.

3Gartner, “Predicts 2022: Composable Applications Accelerate Digital Business”, Yefim Natis, Sid Nag, Rajesh Kandaswamy, Jo 
Liversidge, Dennis Gaughan , Janelle Hill, Gene Alvarez, Partha Iyengar, December 1, 2021.

GARTNER is registered trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and internationally and is used 
herein with permission. All rights reserved.

Genesys Cloud CXTM is an all-in-one composable customer experience (CX) 
platform that helps companies differentiate faster, adapt easier and architect 
better. The purpose of this paper is to provide a high-level, in-depth technical 
description of the Genesys Cloud CX platform to illustrate how it delivers these 
benefits and, ultimately, meets our Experience as a ServiceSM vision. Learn 
more about Experience as a Service here. 

UNDERSTANDING COMPOSABILITY
The future of business is composable. According to Gartner®, “by 2023, 60% of 
organizations will seek composability in new application investments”¹ and “by 
2027, 60% of organizations will adopt composable thinking in their customer 
experience strategy, enabling cross-functional teams to respond to changing 
customer needs.”2

https://www.genesys.com/experience-as-a-service
https://www.forbes.com/sites/genesyscontactcentercloud/2021/10/05/the-future-of-customer-experience-is-composable/?sh=533d774423a4
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It shouldn’t be so hard to move toward sustainable CX differentiation. Everyone 
should have the level of resiliency and agility they expect — whether amid 
a crisis or during the normal flow of business. That’s where the all-in-one 
composable Genesys Cloud CX platform comes in. 

THE ALL-IN-ONE COMPOSABLE CX PLATFORM
Genesys Cloud CX enables businesses to create customer and employee 
experiences that lead to swift, sustainable differentiation in a way that 
delivers maximum resiliency and agility in the face of increasing change 
and uncertainty. It’s more than just a modern cloud platform built using an 
API-first approach backed with a modern continuous integration/continuous 
deployment (CI/CD) pipeline. 

Genesys Cloud CX offers an unmatched level of composability through 
the real-time assembly, combination and orchestration of individual CX 
and employee experience capabilities from four building blocks: product, 
marketplace, ecosystem and development.

REAL-TIME ASSEMBLY, 
COMBINATION AND 
ORCHESTRATION OF 
INDIVIDUAL CX CAPABILITIES 
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The ability to mix the optimal set of capabilities from our platform and your 
ecosystem makes delivering unique experiences less overwhelming. It also 
makes keeping pace with an always-changing business more doable. And, 
flowing your CX architecture toward the future becomes the primary focus 
rather than just keeping the lights on. 

The following sections provide a detailed overview of the four building blocks 
of composable CX, as well as the orchestration tool and cloud architecture that 
tie it together.

Build functionality that sets 
your organization apart. 
Mix and match the largest 
all-in-one set of innovative 
capabilities with rich 
APIs, integration methods 
and dev tools. Deliver 
experiences customers 
and employees won’t 
find anywhere else using 
rapidly composable data, 
systems and channels. 

Empower every layer 
of the business to 
pivot in real time. Add 
capabilities instantly from 
a continuously expanding 
product set. Use plug-and-
play apps and integrations 
to innovate, connect new 
systems, and synchronize 
data and channels. Use a 
low-code toolset to evolve 
orchestration across 
building blocks with ease.

Seize opportunities and 
fend off threats with agility, 
enterprise-grade resiliency 
and better economics. A 
highly composable modern 
cloud architecture brings 
all four building blocks 
together, including an all-in-
one product set designed 
from the beginning to 
work together, to provide 
maximum flexibility.

DIFFERENTIATE 
FASTER

ADAPT 
EASIER

ARCHITECT 
BETTER
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Genesys Cloud CX offers the most comprehensive set of native all-in-one 
Contact Center as a Service (CCaaS) capabilities on the market. This allows 
you to adapt more easily and differentiate faster — turning features on 
or off, as needed. The powerful set of digital, voice, artificial intelligence 
(AI), workforce engagement management (WEM), analytics, unified 
communications and collaboration (UCC), and voice services are built to 
work together. Simplify your tech stack and get immediate time to value. This 
section provides a brief overview of some of the product capabilities Genesys 
Cloud CX provides right out of the cloud. 

DIGITAL

Web messaging
Quickly resolve any customer situation with live messaging. It enables your 
agents to respond immediately or step in proactively if a transaction stalls. 
Easily transition from a self-service bot to a live agent with full interaction and 
context history. Serve customers at their pace and availability, maintaining 
continuous experiences over time.

BUILDING BLOCK 1

PRODUCT
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Email
Integrate email into your consistent omnichannel experience. Deliver intelligent 
responses and route email to the right agents based on content analysis and 
agent workloads, improving the likelihood of quick and effective replies. 

SMS messaging
SMS messaging apps create conversations that don’t expire. Context and 
content are never lost, and conversations can resume right where they stop. 
This gives customers a way to interact with you at their convenience on their 
preferred channel.

Social media and third-party messaging apps
Meet your customers on the platforms they already use. Bring your brand’s 
social media conversations into the same interface agents use to handle calls 
and web messaging, routing messages to the right agents for fast responses. 

Co-browse and screen share
See what your customers see and make interactions simple and painless with 
co-browse and screen share. If customers are having trouble, they can share 
their browser pages with your contact center agents or knowledge experts 
while chatting or speaking with the agent or expert. 

Table of contents →
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VOICE

Inbound voice routing (ACD)
Inbound voice uses your company’s defined business priorities to segment and 
rank interactions. This enhances your ability to meet your SLAs for all voice 
interactions — without creating complex routing strategies or adding resources.

Speech-enabled IVR
Equip your customers to resolve issues faster with multilingual speech-
enabled IVR. Natural language understanding (NLU) technology lets your 
customers interact with your system in a way that feels natural. 

Callback
Use immediate or scheduled callbacks to eliminate long wait times for 
customers. They can keep their spots in the queue or choose a time that works 
best for them, increasing customer satisfaction rates. 

Voicemail
Ensure the continuity of your customer service operation experiences with 
agent and queued voicemail. Queued voicemail messages are pushed to 
agents in real time when the original call would have been delivered, ensuring 
no customers are ignored. 

Multiple phone types
Get agents operational quickly with WebRTC phones — no software required. 
And, if you need hard phones, choose from managed phones configured within 
Genesys Cloud CX, unmanaged SIP-compliant phones or remote phones such 
as cell phones. 
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ARTIFICIAL INTELLIGENCE

AI-powered voicebots and chatbots
Powering your automation strategy, enable bots across all channels. Build your 
own bots using the intuitive Dialog Engine Bot Flows, which combines the power 
of NLU with business logic and context to create personalized, dynamic bots 
that understand customer intent. Genesys bots can answer questions, complete 
transactions and seamlessly transfer interactions to agents as needed — without 
losing context. For those who prefer a blended AI environment, Genesys allows for 
orchestration of bots using Google Dialogflow, Amazon Lex and others.

To accelerate development, leverage the integrated Intent Miner to 
automatically build intent models using actual conversations and 

import directly into your bot.
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Predictive routing
Predictive routing allows your contact center to harness the power of AI to 
match customers with the best agents. Whether your goal is to improve metrics 
such as AHT, transfer rates or customer experiences, AI optimizes call routing by 
discovering patterns and predicting outcomes to match customers with the best 
agent to deliver the best experience. Predictive routing is fully self-serve, allowing 
contact center managers to “discover, try, buy” in hours. Configure and run tests 
easily and optimize for multiple KPIs without the need to wrangle data.

Predictive engagement
Genesys Predictive Engagement uses AI to analyze customer journeys and 
proactively engage customers at just the right moment through automated or 
agent-assisted messaging, chatbots or content offers to drive the next-best 
step in their journeys. By understanding the real-time probability of customers 
achieving a desirable business outcome, you can respond accordingly with 
the right resource or offer — or even direct them to a live agent. With AI-driven 
insights, customer journey and cross-channel historical data, agents can tailor 
conversations and deliver more empathetic experiences.
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WORKFORCE ENGAGEMENT MANAGEMENT

Harness the power of your people
Genesys Cloud CX includes more than traditional workforce optimization 
(WFO) and workforce management (WFM). Genesys Workforce Engagement 
is a complete feature set recognized as leader by industry experts. You can 
set up employees to meet customers in any moment — with a single cloud 
platform, user experience and price.

Customer experience leaders can no longer expect a future where things will 
“go back to the status quo.” Instead, they must embrace paradigm shifts. Build 
a future where empathy and productivity in the workforce go hand in hand. 
Genesys Cloud CX Workforce Engagement Management harnesses the power 
of people, combined with technology.

Employees shape the everyday experience customers have with companies. 
Employees need to feel known and understood to foster levels of engagement. 
Genesys Workforce Engagement Management delivers a complete set of 
employee tools to build a culture your workforce will love. With a single cloud 
platform, leaders move employees beyond efficient and effective to engaged 
and empowered. 

https://www.genesys.com/resources/the-forrester-wave-workforce-optimization-platforms
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Employee performance
Track, manage and boost your service levels with tools to monitor 
performance, support employee development and engage with workers 
in ways that drive results. Empower your managers, increase speed to 
competency for new hires and gamify contact center KPIs.

Gamification

Make work fun while driving meaningful business results by orchestrating 
friendly competition with accessible scorecards and leaderboards. Provide 
accessible, real-time insights and actionable recommendations that 
drive results. 

Learning and development

Provide the documentation your agents need to succeed. Build learning 
modules to train or inform agents. Assign modules based on agent data. 

Coaching

Train your agents with the right knowledge at the right time. Empower 
supervisors to perform reviews and agent training at non-peak hours. This lets 
them focus on employee development without affecting business drivers. 
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Resource management
Improve long- and short-term forecasts and forecasting efficiency based on 
historical performance with AI. Simplify your workforce scheduling with flexible 
rules, manage time off and provide accessibility through a single unified 
employee user interface and the Genesys TempoTM mobile app. 

Forecasting

Allow managers to work with short- and long-term forecasts, navigate 
forecasted volumes with an editor, understand forecasted metrics and adjust 
forecasts for shrinkage. Managers can also improve forecasting efficiency by 
leveraging automation and AI to select the algorithm that produces the most 
accurate forecast. 

Scheduling

Simplify workforce scheduling through flexible work rules, automate shift 
allocation based upon defined business goals, edit and navigate multiple 
what-if scenarios, manage time off and exceptions, and provide immediate 
accessibility through a single unified employee user interface. 

Intraday monitoring

Let workforce managers easily manage and take immediate actions by 
viewing and monitoring the differences between what was originally planned 
and what occurs in real time. Compare employee status against scheduled 
work time. See how well employees have followed their schedules through a 
single administration view. 

Genesys Tempo

Genesys Tempo, a mobile app for Genesys Cloud CX, empowers your 
workforce to achieve a work-life balance with the ability to self-manage their 
working hours from their mobile devices. Through this app, employees can 
view their schedules, put in time-off requests and monitor their statuses, and 
keep track of their working hours quickly and efficiently. 
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Recording

Record both voice and digital interactions to understand agent skills and areas 
for improvement. Go a step beyond and record their screens to see a full view 
of activity. Keep every recorded interaction on hand for compliance and legal 
efforts. It makes monitoring agent productivity easier, too. 

Quality management

Track interactions across channels with automated quality assurance 
processes. Use a single interface to study the data and identify key insights. 
Apply what you learn to improve agent performance evaluations, coaching 
and training. 

Speech and text analytics

Gain valuable insights with native speech and text analytics. Use transcription, 
sentiment analysis and topic spotting to pinpoint key events. Immediately act 
on insights to improve interactions in real time. 

Voice of the Customer

Invite customers to provide feedback about their interactions with your 
employees using web-based surveys. Survey responses are integrated to 
quality management capabilities to add the Voice of the Customer (VoC) to 
evaluations. 

Quality assurance and compliance
Follow your customer experience interactions closely to maintain quality and 
adhere to corporate policies. With interaction recording and screen recording, 
you can record all interactions, including voice calls and employee screens. 
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Table of contents →
OUTBOUND
Outbound campaigns
Create long-lasting opportunities and decrease the volume of inbound calls 
to your contact center with outbound campaigns. Send highly personalized, 
timely and relevant notifications on your customers’ preferred channels. 

Inbound/outbound blending
Genesys outbound software supports blended agents. By blending inbound 
and outbound calls to a specific agent group or all your agents, you can 
increase agent utilization, reduce overall call wait times and smooth overall 
call volume. 

Proactive notifications
Reach out proactively in a timely, personalized and contextual way. Target 
the right customers — at the right moment — with the predictive engagement 
capabilities of Genesys AI. And send automated, agentless SMS notifications 
to save time and keep customers informed. 

ANALYTICS AND REPORTING
Performance and dashboards
Up-to-the-second analytics and real-time dashboards provide the information 
you need to manage your contact center across multiple teams and channels. 
Customize dashboards to match your unique needs to respond in the moment. 

Historical reporting
Preserve historical context across your contact center and generate reports 
so you can track and analyze service levels, interaction times, resolution rates, 
customer satisfaction and other critical KPIs. 

Real-time and historical views
Unite real-time and historical data. Organize and search by customer or 
interaction. Gain clarity with customized, consistent reporting that gives you 
true insight into your data. 
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UNIFIED COMMUNICATIONS AND COLLABORATION

Anywhere access
Give your employees a modern, integrated communications solution. With 
Genesys Cloud CX, your teams aren’t bound by location or hardware. This web-
based unified communications solution, softphone and native mobile app keep 
your workforce united, equipped and engaged — no matter where they are.

Business communications
Seamlessly connect contact center users, business users, vendors, partners 
and customers. Unifying communications across your company drives faster 
response times and improves business outcomes.  

Employee collaboration
Collaboration tools give teams access to multiple communication channels 
from a single application — on any device. Colleagues can use video, 
softphone, screen sharing, persistent chat channels, rich employee profiles 
and document management — all in one integrated solution. 
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VOICE SERVICES

Genesys Cloud CX Voice
This cloud telephony service provides public telephony access to any of your 
Genesys Cloud CX service subscriptions. Straightforward administration lets 
you scale your cloud communications with ease for a 100% cloud-based call 
center solution. Purchase, provision and manage Genesys Cloud CX Voice 
services anytime, anywhere with a simple web interface. 

Bring Your Own Carrier (BYOC)
Leverage your preferred cloud carrier with Genesys Cloud CX. Maintain an 
existing relationship with your carriers or establish new ones. Choose the best 
telephony infrastructure to fit your needs. 

https://help.mypurecloud.com/articles/about-genesys-cloud-voice/
https://help.mypurecloud.com/articles/about-byoc-cloud/
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ALL-IN-ONE INTERFACE
Get a single do-it-all interface to enable every layer of the business. From 
system configuration and customization to engaging employees and 
customers, make it easy for your teams to do their jobs with a single role and 
permissions web-based interface.  

Agent experience
Your agents can manage both on-queue and off-
queue tasks using the same interface. Get instant 
access to omnichannel interactions — tools that 
speed effective response, learning, coaching, schedule 
management and more. 

Supervisor experience
Tackle both employee management and business KPIs 
from the same interface. Use AI-powered capabilities 
to automate scheduling, forecasting and more. Get 
actionable insights across the customer journey to make 
informed decisions and improve results.

Administrator experience
Access everything you need to configure the contact 
center your business needs. Set up users, queues, flows 
and routing rules that meet business KPIs. And manage 
your integrations, bots and customer data.

Now that you have a feel for the native all-in-one product capabilities of 
Genesys Cloud CX, let’s move on to the AppFoundry® Marketplace.
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AppFoundry is a curated marketplace of apps (including integrations), 
templates and blueprints that allow easy and accelerated extension of 
Genesys Cloud CX.

Browse AppFoundry to discover, research, trial and purchase a broad range of 
solutions – CRM systems, UCC, WEM, business intelligence, voice, automation 
and more — to address change quickly and easily. AppFoundry solutions are 
built by trusted partners, customers and Genesys developers. Solutions are 
subjected to a thorough review process to ensure quality.

BUILDING BLOCK 2

APPFOUNDRY 
MARKETPLACE

APPS
Easily discover apps developed by partners, customers and Genesys 
development teams on the AppFoundry based on what you need.

Premium apps
Apps are developed by partners and Genesys, made available for purchase 
directly from Genesys, and run inside Genesys Cloud CX for seamless operation 
and user experiences. All charges for premium apps appear on the regular 
Genesys Cloud CX bill, and many offer an automated free trial.

Community apps
Apps are developed by customers, partners or developers and are available to 
the public at no cost. 

https://appfoundry.genesys.com/filter/genesyscloud
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Genesys-built apps
Apps are developed by Genesys and made available to the public either for free 
or at an additional cost. This includes Genesys pre-built integrations to popular 
CRM systems, UCC, and AI platforms, as well as innovative Genesys-developed 
solutions like Genesys Dialog Engine Bot Flows, Genesys Predictive Routing 
and Genesys Voice Transcription. 

TEMPLATES
Templates are ready-to-use, reusable digital assets to quickly expand the reach 
and/or capability of Genesys Cloud CX organizations. Templates are ready-to-
import configurations such as: 

• Data actions: Integrations that exchange data with external systems, unlocking personalization 
and CX automation.

• Call flows: Workflows satisfying common CX requirements across channels and 
customer journeys.

• Bots: Prebuilt Genesys Cloud Dialog Engine Bots ready to customize so they fit each 
organization’s unique requirements.

BLUEPRINTS
Blueprints provide detailed instructions, everything-included toolkits and open-
source code repositories to assist developers in crafting custom integrations 
with third-party products and complex solutions within Genesys Cloud CX.

Genesys and its partners provide the broadest set of productized capabilities 
for you to use. And a large part of delivering empathetic experiences is being 
able to combine those with data and features from your existing systems. 
Next, we’ll explore the CX ecosystem.
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Table of contents →
BUILDING BLOCK 3

ECOSYSTEM
It takes an entire organization to provide great customer experiences. And that 
starts by connecting your contact center to other business-critical systems. 
Foundational to elevating the customer experience is drawing on historical, 
third-party and behavioral data across a company’s CX ecosystem. 

Genesys Cloud CX makes it easy to integrate and exchange data with other 
systems by providing a rich set of open APIs, simple integration methods, and 
an expansive ecosystem of pre-built solutions and applications. Leveraging 
your unique library of services, Genesys Cloud CX unlocks reliably consistent 
customer experiences across your customers’ journeys — inside and outside 
the contact center. This allows you to innovate faster across all customer 
touchpoints to your organization. 

While Genesys Cloud CX can integrate with just about any system, this section 
details how to connect with some of today’s more popular solutions.
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ADOBE
Adobe and Genesys unify data across marketing, commerce, sales and service 
to power world-class customer experiences at scale. With integration between 
Genesys Cloud CX and Adobe Experience Cloud, brands use insights across 
every touchpoint to enable more intelligent, continuous and personalized 
customer engagement.

Adobe Experience Platform – The integration between Genesys Cloud CX and 
Adobe Experience Platform helps brands enrich customer profiles by linking 
an individual’s marketing and contact center history with their real-time intent. 
This gives agents more customer insights, which are accessible from a single 
desktop. It enables more highly personalized experiences, especially when 
paired with Genesys Predictive Engagement, so organizations can optimize 
customer interactions, resulting in improved customer loyalty and retention, 
sales conversions and ROI.

Adobe data actions – Create custom actions that you can then use 
throughout Genesys Cloud CX to act on data in Adobe. You can use these 
custom actions to make routing decisions within your interaction flow in 
Architect, to present information to your agents in scripts or to act on data in 
other ways. 
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AMAZON WEB SERVICES
Amazon Web Services (AWS) and Genesys provide complementary 
technologies to companies of all sizes with a powerful platform to create 
extraordinary customer experiences with speed, scale and resiliency. For 
example, as more consumers use automated methods to interact with brands, 
the AWS and Genesys Cloud CX integration makes it easier for businesses to 
use conversational AI to provide more effective self-service experiences.

AWS – A certified, well-architected AWS solution, Genesys Cloud CX services 
are deployed in AWS regions and availability zones around the world.

Amazon Polly – Amazon Polly is a text-to-speech (TTS) service that uses 
advanced deep-learning technologies to synthesize speech that sounds like a 
human voice. Genesys Cloud CX includes a native TTS engine; however, you 
can add third-party TTS engine integrations that expand language options and 
voices (e.g., Arabic, Korean). 

Amazon Lex – The Genesys Cloud CX integration with Amazon Lex allows 
bots to interact conversationally with customers. Use the Amazon Lex 
integration to call Lex chatbot actions in Architect flows.

Amazon Lex V2 – Companies use Amazon Lex V2 in AWS to design 
conversational bots, like the bots that power Amazon Alexa. This integration 
allows Genesys Cloud CX to call Lex V2 chatbot actions in Architect flows.

AWS Lambda data actions – Create custom actions that you can then use 
throughout Genesys Cloud CX to invoke AWS Lambda functions in your AWS 
account directly. You can use these custom actions to make routing decisions 
within your interaction flow in Architect, to present information to your agents 
in scripts or to act on data in other ways. 

AWS Simple Storage Service (S3) – Enable quality managers to create a 
policy to automatically export recordings, screen recordings, attachments and 
metadata in bulk — and store them in a configured AWS S3 bucket.  

Amazon EventBridge – Amazon EventBridge delivers a stream of real-time 
data from event sources, such as Genesys Cloud CX, to targets like AWS 
Lambda and other Software as a Service applications. 

As an added benefit, customers who participate in the AWS Enterprise 
Discount Program (EDP) can receive consumption credit for Genesys Cloud CX 
against their annual AWS EDP commitment.

https://docs.aws.amazon.com/wellarchitected/latest/framework/welcome.html
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GOOGLE CLOUD
Google Cloud and Genesys offer a joint contact center AI solution for more 
personalized and meaningful engagements — with higher efficiency at 
lower cost. Its seamless integration combines NLU and speech analytics 
from Google Cloud with industry-leading cloud contact center software 
from Genesys. 

Real-time assistance empowers agents to answer even complex queries 
quickly and efficiently. Genesys customers can use the simple, secure and 
flexible Google Cloud Contact Center AI to quickly implement, train, configure 
and use bots — then act on them across any channel.

Google Dialogflow ES – The Google Dialogflow integration enables customers 
to use Google NLU as an alternative to native Genesys bots within Genesys 
Cloud CX inbound call, chat and message flows.

Google Text-to-Speech – Engage with high-quality synthesized voices 
that give callers a sense of familiarity and personalization. Choose from an 
extensive selection of over 220 voices across more than 40 languages and 
variants. Pick the voice that works best for your customers and application. 
Genesys Cloud CX includes a default TTS engine; however, you can add third-
party TTS engine integrations that expand language options and voices.

Google data actions – Genesys Cloud CX Google data actions allow you 
to create custom actions that can retrieve, update or create data in Google 
applications. You can use data actions to make routing decisions within your 
interaction flow in Architect, to present information to your agents in scripts or 
to act on data in other ways.

Google CCAI - Agent Assist (coming soon) – Genesys Cloud CX uses Google 
transcription and knowledge to deliver real-time recommendations to agents 
during calls.

Google G Suite for Single Sign-on (SSO) – Customers can leverage Google G 
Suite as an identity provider for SSO to Genesys Cloud CX.
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MICROSOFT
Microsoft technology and expertise in productivity applications combines 
with Genesys technology and expertise in omnichannel customer experience. 
Our expanding alliance includes integration of Microsoft Teams with 
Genesys Cloud CX. The alliance also unlocks new value, personalization and 
insights via Microsoft Dynamics 365 and future integration with Microsoft 
Cognitive Services.  

Microsoft Teams – With the integration between Genesys Cloud CX and 
Microsoft Teams, contact center agents can collaborate with subject matter 
experts across the company to provide smoother customer resolution and 
deliver memorable customer experiences. Genesys Cloud CX agents can use 
the integrated directory, search and presence features to find the Microsoft 
Teams subject matter expert and collaborate in real time with a single click.

Microsoft Dynamics 365 data actions – The integration includes pre-built 
static actions (e.g., Get Case by Case ID) and allows you to create custom 
actions that can retrieve, update or create data in Microsoft Dynamics 365. You 
can use data actions to make routing decisions within your interaction flow in 
Architect, to present information to your agents in scripts or to act on data in 
other ways. Other Dynamics 365 integrations, including client integration and 
data sync, are available via AppFoundry.  

Microsoft Active Directory – Customers can leverage Microsoft Active 
Directory Federation Services (ADFS) as an identity provider for Single Sign-On 
(SSO) to Genesys Cloud CX. The Genesys Cloud for Azure app on the Microsoft 
marketplace automates user provisioning from Azure Active Directory into 
Genesys Cloud CX for centralized, consistent user management.

https://appfoundry.genesys.com/filter/genesyscloud/customerEngagement/crmAndCaseManagement
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NUANCE
Nuance is a leader in conversational AI. The Nuance and Genesys Cloud CX 
integration makes it easy for businesses to use conversational AI to provide 
more effective self-service experiences.  

Nuance Text-to-Speech – Deliver human-sounding voices capable of 
producing a customized voice experience and boosting customer service. 
Nuance TTS uses advanced text-to-speech technology based on recurrent 
neural networks, delivering a far more human-sounding voice. It’s available in 
over 120 voices in 30-plus languages. Genesys Cloud CX includes a default 
TTS engine; however, you can add third-party TTS engine integrations that 
expand language options and voices.

Nuance Mix – This integration allows Genesys Cloud CX to call Nuance Mix 
bots in Architect flows (call, email, message). By handling multiple intents, 
offering contextual awareness and supporting external data, Nuance provides 
a more intelligent and efficient way to improve self-service options. 
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SALESFORCE
Salesforce and Genesys bring together the leader in CRM systems with 
the leader in CCaaS solutions to build a truly differentiated customer and 
employee experience. Combine rich omnichannel orchestration — and a 
proven commitment to the free flow of data — with the broadest and deepest 
set of all-in-one cloud contact center capabilities available. Built to handle 
any channel, Genesys Cloud CX for Salesforce follows the conversation 
everywhere — turning calls, email messages, chats and other messages into a 
seamless conversation. 

Genesys Cloud CX for Salesforce – Manage, track and queue omnichannel 
interactions within a single Salesforce agent interface. Agents get access 
to SSO, presence, interaction controls, click-to-dial, screen pops, recordings, 
wrap-up codes, customer journey data, notes, queue stats, agent scripts 
and work schedule views. Additional configuration options exist so you can 
customize, as needed. Genesys Cloud CX for Salesforce works with Service 
Cloud, Lightning Experience, Salesforce Omni-Channel and High Velocity 
Sales. Learn more.

Salesforce email routing - Route Salesforce email interactions through 
Genesys Cloud CX the same way you would other interaction types. This 
provides more sophisticated routing options while still allowing agents to 
respond to Salesforce email messages on the case within Salesforce.  

https://www.genesys.com/capabilities/cloud-and-salesforce
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Salesforce Omni-Channel routing – Route Salesforce Omni-Channel chats 
and cases using Genesys Cloud CX routing. 

Campaign Management – Create and configure outreach campaigns, 
connect them with your marketing activities and automate connections to 
your leads and customers — without leaving Salesforce. Put the power of 
proactive experiences at the fingertips of your marketing teams in their most 
comfortable environment.

The Campaign Management integration uses campaigns, campaign members, 
campaign settings, and campaign schedules in Salesforce and syncs 
campaign data between your Salesforce and Genesys Cloud CX organizations. 

External Contact Sync –The Salesforce External Contact Sync integration 
keeps your Genesys Cloud CX contacts, associations, notes and relationships 
up to date by syncing changes from Salesforce to Genesys Cloud CX. 

Salesforce data actions – The integration provides pre-built static actions 
(e.g., Get Contact By Phone Number) and allows you to create custom actions 
that can retrieve, update or create data in Salesforce. Valuable use cases 
include personalized menus, granting access to information like case status, 
precise routing to opportunity owners, and logging meaningful customer 
journey milestones. 
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ZENDESK
Zendesk is a leading CRM company that supports sales and service 
organizations. Integrated with Genesys Cloud CX, customers can manage, 
track and queue omnichannel interactions within a single Zendesk 
user interface.

Genesys Cloud CX for Zendesk – The integration puts lightweight agent 
call controls directly in Zendesk, enabling your team to make and manage 
omnichannel interactions, leveraging Genesys Cloud CX functionality, such as 
screen pop, response management and agent scripts. 

Zendesk data actions – The integration provides pre-built static actions (e.g., 
Get Ticket by Ticket ID) and allows you to create custom actions that can 
retrieve, update or create data in Zendesk. Use these data actions to make 
routing decisions within your interaction flow in Architect, present information 
to your agents in scripts or act on data in other ways. 

ZOOM
Our alliance with Zoom makes it easier for teams to work together 
more efficiently. Genesys Cloud CX integration with Zoom Phone and 
Zoom Meetings enables organizations to power their entire enterprise 
communications strategies and improve collaboration across the business.  

Zoom Phone – The integration allows contact center agents on Genesys 
Cloud CX to view directories, search contacts and make calls to colleagues 
who are Zoom Phone users.   

Zoom Meetings – The integration allows Genesys Cloud CX users to quickly 
create ad hoc Zoom Meetings and view Zoom Meeting schedules within the 
chat interface.

Hundreds more pre-built technology integrations are available via the 
AppFoundry Marketplace. In addition, your organization might have custom 
applications that require integration. That’s where building block four — 
development — can extend existing capabilities and develop new ones. 

https://appfoundry.genesys.com/filter/genesyscloud
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With the Genesys Cloud CX platform’s rich public APIs, integration methods 
and developer tools, you have the flexibility to build truly differentiated 
experiences. And, because you already have access to the broadest and 
deepest set of native all-in-one product capabilities, and a comprehensive 
marketplace, you don’t have to waste time building what’s available on the 
market. This section provides an overview of integration methods, tools and 
resources available to build differentiation. 

INTEGRATION METHODS
Genesys Cloud CX has a broad and deep set of methods for integrating 
applications and data. These integration methods can be grouped into 
three categories:

API integrations
API integrations are used to invoke general Genesys Cloud CX functions. 
They’re REST-based and mostly use a synchronous request-response approach 
for API invocations. For example, an API integration could use the Genesys 
Cloud CX user and telephony APIs to build a provisioning workflow that adds a 
user and a WebRTC phone every time a new employee is provisioned within an 
organization’s employee directory. 

Data integrations
Data integrations consist of APIs used to retrieve or synchronize data (e.g. 
conversation data) from Genesys Cloud CX to your internal applications or 
data stores. These integration approaches include event-based messaging 
and REST-based services that can perform a variety of tasks, including ad hoc 
queries, near-time data synchronization and asynchronous data exports.

User interface (UI) integrations
These integrations consist of Javascript-based components and REST APIs 
for embedding and building Genesys Cloud CX functionality directly within 
your applications. This integration category also includes a WebRTC SDK to 
integrate WebRTC call controls directly in your UI and a web messaging API to 
integrate messaging from your web applications with Genesys Cloud CX. 

BUILDING BLOCK 4

DEVELOPMENT
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Table of contents →
DEV TOOLS
Software development kits (SDKs)
To simplify application integration to Genesys Cloud CX, we provide client 
libraries that wrap REST API calls in an intuitive interface called an SDK. Our 
SDKs are available in six different languages — Javascript, Java, .NET, Python, 
iOS and Go. 

Embeddable Framework
The Embeddable Framework is a toolkit designed to make developing 
integrations easy, using the common framework shared by our integrations for 
CRM systems and browser extensions. The Genesys Cloud CX Embeddable 
Framework manages the entire interaction lifecycle, making API calls for the 
most common agent functions. Innovating quickly in the cloud, the Embeddable 
Framework regularly delivers user access to the latest Genesys Cloud CX 
capabilities across omnichannel interaction management and WEM feature sets. 

Webhooks
Genesys Cloud CX webhooks post a notification about an external event into 
a group chat room. The platform includes several preconfigured integrations, 
including Jenkins, JIRA, Bitbucket, GitHub and Salesforce. Once you configure 
a webhook, you can send an event using a REST POST command with 
event details.  

Client Apps
The Client Apps framework lets you embed custom web-based applications 
in the Genesys Cloud CX web or desktop client. Apps can be displayed in the 
sidebar, main stage or interaction widget panels so they fit neatly alongside 
primary user applications. This helps employees address customer needs faster. 
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DEVELOPER CENTER
The Developer Center provides a focused lens on Genesys Cloud CX 
development topics and resources. In the Developer Center, you’ll find 
technical content specifically for developers like new release announcements, 
blogs, tutorials, how-to guides, access to dev tools and more.

CX as Code
CX as Code is a configuration management tool that allows you to define 
Genesys Cloud CX configuration objects (e.g., queues, skills, users, etc.) in 
plain text files and then apply that configuration across multiple Genesys 
Cloud CX organizations — ideally suited for use in a CI/CD deployment pipeline.  

Command-line interface (CLI)
The Genesys Cloud CX CLI allows you to perform administrative tasks against 
your Genesys Cloud CX organization, without having to constantly access UI 
and perform ad hoc data extracts of common Genesys Cloud CX objects. You 
can even connect to systems automation scripts for a DevOps approach to CX 
administration. 

https://developer.genesys.cloud/announcements
https://developer.genesys.cloud/blog/
https://developer.genesys.cloud/api/tutorials/
https://developer.genesys.cloud/guides/
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Customer experience orchestration is all about delivering better outcomes — 
for the customer and the business. And it shouldn’t be difficult. The Genesys 
Cloud CX orchestration toolset makes it easy to bring all four building blocks 
together, which shows the true power of the platform.

With Architect, the simple yet powerful low-code tool in Genesys Cloud CX, 
both technical and non-technical users can quickly and easily combine and 
orchestrate individual CX capabilities across our four building blocks. 

Predefined operations are assembled to author simple-to-sophisticated 
interaction flows designed to optimize the customer journey to be more 
natural, conversational and connected using all available channels, events, 
data and AI services — in real time.

Event-driven orchestration adds powerful “if-this-then-that” logic to infuse 
a greater understanding of customer intent, enhance journey management 
and enable workflows to react to just about any situation — across all four 
building blocks.

Here’s an example of how simple it is for an administrator or developer to drag 
and drop a bot action into an Architect flow so an existing bot can be called, 
when needed.

CX 
ORCHESTRATION 
TOOLSET

https://help.mypurecloud.com/articles/about-architect/
https://aws.amazon.com/blogs/machine-learning/customization-automation-and-scalability-in-customer-service-integrating-genesys-cloud-and-aws-contact-center-intelligence/
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This is just one illustration to show you how you can use Architect to 
orchestrate sophisticated experiences across channels, at scale, by 
systematically invoking data and services spread across your entire 
organization. This includes our all-in-one product, apps and integrations from 
the AppFoundry Marketplace, existing CX systems you use, and differentiated 
capabilities built by developers on the platform.

Genesys Cloud CX allows you to orchestrate customer and employee 
experiences to deliver empathy at scale. This happens through the following 
continuous orchestration framework: Listen > understand > predict > act > 
learn. Outcomes are better predicted, and highly personal actions are taken to 
deliver exponential results.
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Genesys Cloud CX is truly open and built to take full advantage of modern 
cloud strategies and technologies, some of which are highlighted below. 
This allows IT leadership — CIOs, CTOs, VPs of IT — to keep their customer 
experience architecture flowing toward the future and, ultimately, be seen as a 
more valued, strategic partner to the business.

The following architectural diagram illustrates how Genesys Cloud CX services 
are connected and how data is passed between them.

MODERN 
CLOUD 
ARCHITECTURE



GENESYS CLOUD CX PLATFORM OVERVIEW 37

API-FIRST
The same set of APIs Genesys developers use to build product capabilities 
(see Building block 1) is used by customers and partners to build 
differentiated solutions. This API-first approach empowers developers to build 
new functionality faster. 

MICROSERVICES-BASED
Simple, stateless and secure components called microservices provide a level 
of resiliency, agility and innovation that make it easier to adapt to change. 
Genesys Cloud CX comprises hundreds of these microservices — each of 
which provides specialized functionality grouped into major services.

The Genesys Cloud CX platform’s use of microservices enables:

On-demand scaling
Most services use elastic load balancing and network load balancers with 
auto-scaling groups. Genesys Cloud CX distributes load and monitors groups 
according to service-specific policies. When a threshold is exceeded, the group 
adds or removes additional resources automatically, as needed. Many newer 
services leverage serverless technologies, instantly responding to changes in 
load without the need to manage servers. 

Reliability through recovery
When an individual server fails, the associated application load balancer/
auto-scaling group health check detects and detaches the unhealthy instance 
from the load balancer. If this error isn’t transient, additional policies trigger 



GENESYS CLOUD CX PLATFORM OVERVIEW 38

self-healing behavior. This means the errant node stops and a completely new 
server is created to take its place. Your traffic continues unabated and Genesys 
Cloud CX recovers before you notice a service gap. 

Fail-safe processing and testing
Occasional failures are inevitable; good software development practices 
are designed to account for them. A microservices architecture means one 
microservice failure won’t affect another. We actively test and validate failure 
and recovery paths through automated chaos testing and fire drills. On 
average, 500 automated chaos experiments are conducted daily to anticipate 
and, ultimately, prevent failures so they don’t impact you. 

CONTINUOUS DEPLOYMENT
By combining microservices with DevOps, we continually push new code into 
production. If a small defect is detected, we fix it and push out new versions of 
the affected services. Our distributed architecture allows the release of rolling 
updates without having to take down the entire system for maintenance. Load 
balancing and techniques such as “canary deployments” are used to ensure 
that updates don’t adversely affect your system. 

AI THROUGHOUT
Native AI services, as well pre-built integrations with third-party AI services, 
are intrinsically used to deliver more empathetic experiences. They listen as 
customers engage across channels, understand and predict needs, act by 
connecting customers to the right agent or self-service resource, and learn 
from all interaction results to continuously improve.

GLOBAL FABRIC
Maximum geographical coverage is provided through 10 core regions and two 
satellite regions. And at least three AWS Availability Zones are used in each 
region for high availability. This global fabric powers customers across more 
than 80 countries with support for 20 different languages. 

https://www.genesys.com/capabilities/genesys-ai
https://www.genesys.com/cloud-platform/global-availability
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HIGHLY SECURE
Security is job one at Genesys. The platform meets and exceeds modern 
security standards and includes built-in compliance and adherence to the 
following:  

SOC 2 — Controls over security, availability and confidentiality 

GDPR — Support for complying with EU data protection laws 

ISO 27001 — Managing information risks 

ISO 27018 — Code of practice for protecting personal data in the cloud 

PCI — Protecting customers’ card information 

HIPAA — Protecting health information 

CCPA — Support for complying with California Privacy law through GDPR API

IRAP — Provides a framework for assessing the implementation and 
effectiveness of an organization’s security controls against the Australian 
government’s security requirements.

HITRUST — A certifiable framework that provides organizations with a 
comprehensive, flexible and efficient approach to regulatory compliance and 
risk management. 

Visit the security and compliance page on the resource center for more 
information.

GUARANTEED TO BE OPERATIONAL
Availability is also a top priority at Genesys. We’ve invested heavily in both 
security and availability so that, rather than being in self-protection mode, you 
can spend more time delivering value to the business — no matter what comes 
your way. The Genesys Cloud CX service-level agreement (SLA) backs this. 
If service uptime falls below the thresholds in the table below, customers are 
entitled to the following credits.

Below 99.99% 10%

Below 99.0% 30%

Below 97.0% 100%

UPTIME CREDIT

https://help.mypurecloud.com/articles/about-security-and-compliance/
https://help.mypurecloud.com/articles/service-level-agreements/
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And, with transparency as a core value of Genesys Cloud CX, you can visit 
the real-time status page to check out current system status, platform 
availability and a list of past incidents. 

Put it all together and you have a future-proof architecture that lets you 
shift the focus of your team from keeping the lights on, and data safe, to co-
creating unique and differentiated value with the business. The economics get 
better, too. 

SUPPORTING SERVICES AND RESOURCES
Genesys and our partners strive to become an extended, strategic part of your 
business as you drive toward sustainable differentiation in the cloud. You get 
the deepest level of CX experience and expertise available and proven best 
practices and resources to lean on throughout the lifetime of our relationship. 
This includes your account team, customer success manager, skills and 
development training, experts to augment your development team, technical 
support professionals, and online resources to help answer questions. 
And you can always access our robust and easy-to-navigate resource 
center, community and Developer Center. 

https://status.mypurecloud.com/
https://help.mypurecloud.com/
https://help.mypurecloud.com/
https://community.genesys.com/communities/purecloud?CommunityKey=bab95e9c-6bbe-4a13-8ade-8ec0faf733d4
https://developer.genesys.cloud/
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The future of business is composable. CIOs and CTOs increasingly rely 
on Genesys Cloud CX as they architect their digital business for real-time 
adaptability and resilience in the face of uncertainty. They’re building 
differentiation faster to deliver more empathetic customer and employee 
experiences and better results — putting empathy into action. Their customers 
feel listened to, understood, well-served and confident that experiences will 
only improve through continual learning. 

Think big. Challenge your team to create experiences others have yet to 
imagine. Leave customers feeling surprised and grateful they’ve connected 
with your brand. Make employees feel lucky to work for a modern company 
that appreciates them. And keep the business protected every step of the way. 

Start your journey to sustainable differentiation.

CONCLUSION
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CUSTOMIZING IN THE CLOUD FOR 
BETTER EXPERIENCE AND ROI
Company Nurse anticipated the need for multiple digital channels for 
a changing workforce and knew they needed to utilize a new contact 
center solution. They also wanted to more efficiently manage their agents 
and systems.

Company Nurse turned to the all-in-one composable Genesys Cloud CX 
platform to accelerate digital transformation, deliver better outcomes and 
simplify their tech stack. 

They now meet customers where they are, orchestrating experiences across 
web messaging, email, SMS, social and voice channels. New workforce 
tools and insights are activated to enhance the employee and customer 
experience. And developers are creating differentiation faster and connecting 
mission-critical systems more meaningfully, with greater ease. 

Case study

“Built-in omnichannel and workforce engagement capabilities, plus an 
open API architecture for simple integration and development opened up 
possibilities we couldn’t get with another vendor, but what set Genesys 
Cloud CX apart was the configuration and orchestration across these 
components, creating an effortless experience for everyone.”  

HENRY SVENDBLAD, CTO AT COMPANY NURSE

11-13% decrease  
in handle times

269% ROI  
with 4.8 month payback

$50,000 saved 
annually with reduced 

overflow calls
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