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Drive Operational Efficiency and Deliver 
Better Experiences with WFM Adapter  
for Genesys Cloud

Designed as a cloud-based software product, the WFM Adapter for Genesys 
Cloud aggregates Genesys Cloud interaction data into the historical and RTA 
formats required by a client’s WFM system. The software works with NICE, 
Aspect, Verint, and Calabrio WFM products. 

With comprehensive historical and real-time information about Genesys 
Cloud interactions available in their WFM system, organizations can improve 
service levels, optimize resources and improve agent satisfaction. In turn, 
this will help them drive key metrics such as average handle time, first call 
resolution, and customer and agent satisfaction.

Improve Service Levels: Create effective schedules and ensure agent 
adherence so you can deliver better experiences for both your agents  
and customers.

Optimize Resources: Avoid over or understaffing, create accurate and timely 
forecasts, and make schedule adjustments.

Improve Agent Satisfaction: Create schedules that meet your agents’  
needs and empower them to work efficiently, ultimately driving higher  
agent satisfaction.

Drive Key Business Metrics: Reduce average handle time, improve customer 
and agent satisfaction, and lower operating expenses.

Leverage the 
power of your WFM 
system for Genesys 
Cloud interactions
Agents are the number one asset 
to any contact center. Workforce 
Management (WFM) ensures that the 
right agents, with the right skills, are 
staffed at the right time, resulting in 
improved service levels, higher agent 
satisfaction, operational efficiency, 
and better customer experiences. The 
WFM Adapter for Genesys Cloud 
allows contact centers to leverage 
the power of their WFM system for 
Genesys Cloud interactions.

WFM Adapter for Genesys Cloud

Fueling Exceptional Customer Experiences
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About Avtex
Avtex, A TTEC Digital company, is a full-service Customer Experience (CX) consulting and solution provider focused on helping 
organizations create better experiences for their customers. With an unparalleled breadth of knowledge and experience, and 
partnerships with leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any CX challenge.
 
Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two key phases 
to achieving CX Transformation. 

• Our CX Design solutions and services aid in the process of defining and improving CX. From journey mapping  
to CX design thinking, we provide the support you need to set the foundation for CX success. 

• Our CX Orchestration solutions and services enable the realization of your CX strategy through people, processes and 
technology. From technology implementation to training, we ensure you have the capabilities to execute your CX strategy. 

Product Features
• Supports Genesys Cloud voice, callback, email, chat, 

direct dial, outbound campaigns, SMS and digital 
messaging media types

• Managers can easily access agent and queue reports 
at regular intervals to produce accurate schedules and 
make necessary adjustments

• Ensure agents are working as planned with RTA data that 
is sent every 3 seconds

• An easy-to-use web interface allows an administrator to 
choose which agents and queues to report on, service 
level thresholds, report intervals, and much more

• Off-the-shelf software design allows you to easily plug-
and-play and is installed in the cloud in less than 1 hour

• No client data is stored in the product, only aggregate 
information is kept for reporting purposes


