Genesys Named a Leader in the Gartner 2020 Magic
Quadrant for Contact Centre as a Service
Cloud customer experience provider recognised as a Leader in worldwide report

Genesys®, the global leader in cloud customer experience and contact centre solutions, has been positioned by Gartner, Inc. as a Leader in the 2020
Magic Quadrant for Contact Centre as a Service[1]. The company placed furthest overall for completeness of vision.
“Today, organisations are accelerating their cloud strategies to manage the exceedingly digital nature of business and rising consumer
expectations. Genesys Cloud delivers the agility, ease and the flexibility needed to design their own customer experiences to provide highly
personalised service,” said Olivier Jouve, executive vice president and general manager, Genesys Cloud. “We believe our ability to continuously
innovate and address emerging market needs is the reason we leapt ahead on vision and were named a Leader in the Gartner report.”
As organisations respond to the current landscape and shift their priorities, Genesys is experiencing a surge in Genesys Cloud platform adoption from
businesses across the world. In fact, 60% of its top 50 customers are multinational organisations, and the platform is in use in more than 70 countries,
driven in part by support from the company’s expansive partner ecosystem. In addition, many of the world’s emerging category leaders run on
Genesys Cloud with the top 30 alone handling hundreds of millions of customer interactions annually.
With its relentless focus on cloud-delivered innovation and feature velocity, Genesys will continue to deliver advancements across analytics and
reporting, digital, Genesys Workforce Engagement Management, and artificial intelligence (AI) this year. Market demand for these new innovations is
accelerating. For example, in the first two quarters of 2020 alone, the company’s AI bookings have grown nearly 300% compared with the same period
last year.
The company’s continuous innovation is often cited as a primary driver for businesses standardising on the platform. Genesys Cloud customer,
Western Governor’s University (WGU), is one example. According to Adam Davis, vice president of operations at WGU, “Genesys Cloud has a robust
feature set backed by reliability and a steady cadence of releasing new features without disruption. The features are easy to implement,
well-documented, and fully integrated without breaking any of the existing functionality. The enterprise-level support is very responsive when it comes
to client success, technical support (rarely needed) and road-map engagement.”
In 2015, Genesys first appeared in the North American[2] report as a Visionary and has swiftly shot up and to the right. Genesys believes this forward
trajectory is testament to its ability to anticipate where the market is going and deliver the solutions businesses need to fast-track customer success.
This is the second time this year Genesys has been recognised by Gartner for its vision, also being recognised as a Visionary in the February 2020
Gartner Magic Quadrant for Workforce Engagement Management[3].
A complimentary copy of the Gartner, Inc. 2020 Magic Quadrant for Contact Centre as a Service research report can be viewed here.
In that report, Gartner evaluated 13 different CCaaS vendors on completeness of vision and ability to execute. Gartner then positioned the companies
within one of four quadrants: Visionaries, Niche Players, Challengers, and Leaders. Gartner defines Leaders in this Magic Quadrant as companies that
“are best described as suppliers with strong support for the four pillars of great customer service, and with an ability to serve multinational
organisations with local sales and support organisations. Leaders are more likely to serve customers through channel partners and have strong brand
recognition, which has resulted in a large installed base or above-average market growth as a result of customer demand. Leaders also benefit from
being able to support varying levels of deployment complexity, including integrations with partners through established marketplaces.
[1] Gartner, “Magic Quadrant for Contact Centre as a Service,” by Steve Blood, Drew Kraus, Pri Rathnayake, November 9, 2020.
[2] Gartner, “Magic Quadrant for Contact Centre as a Service, North America,” by Drew Kraus, Steve Blood, Daniel O’Connell, October 15, 2015.
[3] Gartner, “Magic Quadrant for Workforce Engagement Management,” by Jim Davies, Jim Robinson, February 20, 2020.
Gartner Disclaimer:
Gartner does not endorse any vendor, product or service depicted in our research publications, and does not advise technology users to select only
those vendors with the highest ratings or other designation. Gartner research publications consist of the opinions of Gartner's research organisation
and should not be construed as statements of fact. Gartner disclaims all warranties, expressed or implied, with respect to this research, including any
warranties of merchantability or fitness for a particular purpose.
About Genesys
Every year, Genesys® delivers more than 70 billion remarkable customer experiences for organisations in over 100 countries. Through the power of
the cloud and AI, our technology connects every customer moment across marketing, sales and service on any channel, while also improving
employee experiences. Genesys pioneered Experiences as a ServiceSM so organisations of any size can provide true personalisation at scale,
interact with empathy, and foster customer trust and loyalty. This is enabled by Genesys Cloud™, an all-in-one solution and the world’s leading public
cloud contact centre platform, designed for rapid innovation, scalability and flexibility. Visit www.genesys.com/en-sg.
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