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Today’s Presenters 

Kleid Gjataj, Principal Consultant
• 15 years of Collaboration and Contact Center 

experience
• Joined Mindsight in 2012 
• Consulted for over 100 corporations
• Passionate about technology and the cloud 

evolution

John Irey, Principal Consultant
• Over 16 years experience as a Contact Center 

technology consultant focused on Cisco Contact 
Centers

• Involved in the full project lifecycle
• Expertise in technical sales, design, 

implementation, and support for enterprise and 
SMB organizations



About Mindsight 
IT Services and Consulting Firm
• Specializing in Contact Center 

Consulting and Services
• Established in 2004
• Client-First Philosophy
• Cisco and Genesys Partner
• Continuous Investment in People, 

Processes and Technology



Partnering with Leading Providers
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Agenda
• What is Driving Cloud Contact Centers
• Evolution of Cisco Platforms 
• Evolution of Genesys Platforms
• Genesys PureCloud Demo
• Questions 
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Age of the Customer
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The Age of Convenience 

“We’re living in the age of convenience, instant 
gratification and absolute modern luxury.”
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Effortless/Frictionless
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The Evolution of 
Cisco’s Platforms
John Irey – Contact Center Principal Consultant
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It Used To Be Simple:
Route, Queue, Report
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The Cisco Portfolio Was Easy to Understand

Mid Market
Up to 400 Seats

UCCX
(Cisco Unified Contact Center Express)

Enterprise
Up to 12,000 Seats

UCCE
(Cisco Unified Contact Center Enterprise)
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Then It Started To Get A Little 
Complicated



13

The Market Continues to Evolve
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Cisco Acquires Broadsoft
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Customer Journey Platform
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Webex CC

Customer Journey Platform
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Cloud First, Not Cloud Only
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Keeping Premise Systems Relevant
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Transforming CX In The Cloud
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Expanding Cloud Features
Customer Journey Analyzer
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Expanding Cloud Features

• Journey Mapping
• Predicative Analytics
• Integrations
• Dashboards
• Actionable Insights
• Text Analytics
• Surveys
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The Best Is Yet To Come
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The Evolution of 
Genesys Platforms
Kleid Gjataj – Contact Center Principal Consultant
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Evolution Of Genesys 
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Why Genesys PureCloud

  

Redundancy 

API/Open Platform

Continuous 
DeliveryVendor 

Reputation

True Cloud

ALL-IN-ONE
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Connect To Consumers, Manage Tasks, See Trends

✔
✔
✔

✔
✔

✔

✔
✔
✔
✔
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Genesys PureCloud Demo
• PBX/Collaboration Features
• Agent Experience (Voice and Chat)
• Supervisory Features
• Reporting and Quality Management
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Contact Center Roadmap
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QUESTIONS?
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THANK YOU!
Kleid: kgjataj@gomindsight.com
John: jirey@gomindsight.com

mailto:kgjataj@gomindsight.com
mailto:jirey@gomindsight.com

