
ontact Center as a Service
udy Session June 10, 2026
gan Davis, Sr. Technology Manager



Business Need



Project Overview

Future-State Customer Engagement 
Platform
• Cloud-based Genesys Cloud CCaaS platform
• Modern IVR and intelligent routing
• Remote and hybrid agent support
• Call recording and quality management
• Enhanced analytics and reporting
• Integration with OMS, SAP and enterprise systems
• Improved resiliency and scalability
• Foundation for future AI-enabled engagement

Customer Experience
• Faster and more consistent interactions
• Improved call routing and resolution
• Better operational visibility
• Support future digital channels

What This Modernization Is NOT
• Not replacing Microsoft Teams
• Not a full enterprise telephony replacement
• Focused primarily on contact center 
modernization



Vendor Selection Process

2024
• Use case 

development with 
trusted advisor

• Requirements 
identification

• Draft RFP

2025
• Published RFP
• RFP scoring, demos 

and reference checks

2026
• Contract negotiations 

in progress
• MSA, SOW & 

Software agreement 



Vendor Qualifications

Contract total: $ 2,370,936 



Questions
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