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L
Al-First Experiences are Now

the Standard

Al has permanently reset expectations for speed,
intelligence, and personalisation

Consumer Al Adoption in pe
WAU (weekly active users) x
=
2023 2025
100M 800M
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70% of customer service journeys will begin
—and be resolved — in conversational,
third-party assistants built into their mobile devices by 2028.

Gartner
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The reality in 2026

Human Agents and Al Agents,
using separate systems, fragmented data.
Leading to duplication and lack of control.

Knowledge Base

Human Analytics I\
Agents Agents

Knowledge Base Workflows

Workflows Observability
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Enterprises need to orchestrate Al
Agents, Human Agents, Workflows,
Knowledge, Channels

and Data at scale
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NiCE CXED

Al platform built for CX transformation

=

Orchestrate end-to-end
customer engagement

@ i3

c)( A‘ mOdeIs

Automate

. . Empower

experiences with

workforce

Al Agents
performance
Customer v
Engagement Data
Seamless Engagement Connected Intelligence Open Ecosystem Trust and Observability
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Knowledge Management

Transform scattered knowledge into dynamic, Al-ready NiCE | CXEID
intelligence that powers agents, Al systems, and self- @ rowcanwe ey )
service.

Clear all filters Q How are credit card points redeemed? % ExpertAl @O

. ( v
Location -J ‘.';2} Generating from: Banking » Personal Banking
Personal Banking (8) b's To redeem credit card points, start by logging in to your online account. Navigate to the rewards section where you can
Advisors (4) choose how to use your points. Options typically include travel, gift cards, merchandise, cash back, loyalty programs,
- - — third-party sites, and charitable donations. The value of your points can vary depending on the issuer and the
Financial Institutions (3) redemption option chosen. Some cards may offer better value for travel or cash back, while others might have lower

value for certain redemptions. It's important to understand the value of your points before redeeming to maximize

0 D e | ive r‘ a CC u r‘a te’ SO u rce_ b a C ke d a n SWe r‘S a C ro S S h u m a n Classification E their worth. If you're unsure about the process, contacting your issuer’s customer service can provide additional

guidance.

Include attachments

agents, Copilot, Al Agents, and self-service > Source rticies: © Helptul  ® Not helptl

Searching in: All results » Banking
About 15 results

Connect to existing enterprise knowledge—or easily
. Earning Rewards With Your Credit Card
0 u p I O a d ) C re ate ) a n d C u rate p ro p rl eta ry CO n te nt hﬂps"//eXP‘?r"demo:R ing/Personal_Banking/Credit_Cards/Earning_Rewards_ With_ Your_Credit_Card

Turn real interaction signals into insight revealing what
works, what doesn’t, and where to improve—so your
Q knowledge keeps getting smarter at scale

What's the interest rate for a
12-month savings account?

We offer a fixed annual interest
rate of 4.0% for balances of $1000
or more on a 12-month term.
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Bitng nquey Bot

TechsupportAgenc

A Contacs Requirig Attention

& wagenTs

Retums s

Retums & Refns

TechsupportAgent

Bing inquries

oy Mcknney

Workforce Empowerment

Optimise a Hybrid Workforce

Inbox

Paul smith
Customer Service
Insurance Inquiry

o,

Liam Davis
Customer Senvce
Applcaton status

Amara Kapadia
Customer Senvice
Customer service

Maggie Winsiow
Customer Senvce
Insurance il

Performance
Coaching
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Voien Cat
Report Claim

P-1094-29810  High Pririty

Accon  Roltonshios  Polcies  ActonPans  Claime

Summary  Insurable Assets.

Claims

e £3 vrenom
? e B 2o smense &

B 0-25300300

Claim ool Clam Typo.
Property Damage. Hameowners

polcy Etective Do
H26326

This has

esutte in significant damage to th oot of the propety.

View Surveitnce images

status Aduster
Undec Review sim Adoms

Real-time
Assistance

+ AddCownage  SunCim  Change Address

i App Space

G =

B o

Paul was identified as a policyholder who was likely to be
impacted by Hurricane Stan.

Costomer s frustrated tht ther home vas

P e storm and wantingto gt the
property repaired quickly,

/' NiCE Al Agent: Claim Report
Customer has reviewed and accepted the caim
review package. NICE Al Agent completed this ask,

5 Salesforce Acton: Claim Creation
ol H0-22364346 has been cesed n Salstorc

View Claim
NICE Al Agent: Dispatch Contractor
and Ik totrackthe contractor

*4 Suggested Response
ve scheduied a contractor with Ramsey Roofing (o
arrve this aternoon between 2:00-300pm. They
Wil assess the damage and potentialy take next

ke arping the oof, 1o revent any further
damage untithe fullrepaic can be completed,

O
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Feedback
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Copilot for Agents

Guide agents in real time with answers,
recommendations, and automated workflows to
accelerate resolution and ensure consistent quality

Q Recommend the next best action to drive faster,
more accurate solutions

Deliver context-aware, conversation-ready
responses grounded in your knowledge

Automatically generate concise, accurate
summaries to keep communication seamless

Start fast with an out-of-the-box experience or tailor
it to your exact needs with a fully customisable,
@ adaptive workspace
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dfw_forward_email_... 2.5hr
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BAC OB Phone
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® o
-
Call Time - 5:36
— @)
Julie Gerver 11]
skill 25h

NiCE CXE&iDd
18, Voice & sms +
#22073579 Open &
As Agent Smith 9:10 AM
Okay, I've looked into your installation request. It looks like the system wasn't letting you
schedule because the date you wanted was a bit too far out.
Lp Liam Davis 9:10 AM
Yeah, that makes sense, | wanted it for a birthday gift and her birthday still isn't for another few
weeks. Ideally | would like it to be installed the day before. Does this work or do | have to call
back later?
As AgentSmith 9:10 AM
No worries at all — | can take care of the booking for you. What day is her birthday?
Lp Liam Davis 9:10 AM
That's so good to hear! Her birthday is March 2nd.
As AgentSmith 9:10 AM
Give me a minute, I'm going to put you on hold and pull up the more detailed version of our

calendar.

@ Callon hold 9:11 AM

@ Call resumed 9:12 AM

AS

LD

Agent Smith 9:12 AM
Thanks for your patience, Liam. | do have some openings on March 1st, earliest would be
9:00am, would that work for you?

Liam Davis 9:12 AM
Yes, that date works perfectly.

Agent Smith 9:12 AM
Great! I've gone ahead and secured that installation appointment for March 1st.

— Unavailable
(00:21)

App space =
¢ 4 G Q & 1C

Liam is a OneTread customer and would like to schedule an
installation of a spin bike as a surprise birthday gift.

=
\,: Customer Sentiment
Liam has been trying to navigate the @
installation process online.
Customer Ticket History F:"l.
Click “open” to view their history from the CRM.
6

[_ov=n IFY

\/ Schedule an Install Completed
We will see you at 9:00am on Saturday, March 01,
2026. Make sure to have the pathway clear for your
spin bike install.

Y= AutoSummary
The customer called in about scheduling his bike
installation. He was unable to schedule because he
was booking too far out in advance. Agent was able
to book his install for March 1, 2026.

7z

Search Copilot




Copilot for Supervisors

Manage human and Al agents together, powered by real-

[\ [(¢] (& (one]

time visibility, proactive alerts and automated workflows. = : -
ﬁ LS AGEN' GIAIAGENTS  CONTACTS .J
oyl [ — I
@ Get continuous real time visibility into Al and human w o I
performance, including containment rate, sentiment,
and risk signals, with the ability to intervene or escalate . . - — =
i N St a nt | Y' iling nquiry Bot o 222 725 a - 7% Heaithy © ositve
° Use Al-driven alerts that surface emerging issues, with
clear explanations of context and recommended e T S e e e .
a ct i O n s 78734 ©  Returns &Refunds Guy Mckinn ey 642 % Ciitical ® Negative Repeated clarification requests ®

Q Interact with operational and performance data using
natural language, to gain clarity and visual insights
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H T |
“With Expert and Copilot, our agents

are confident, consistent, and
supported every step of the way.”

Enhancing guest experiences
with real-time copilots and

.. Elisha Wright
expert insight e

Global Director of Learning Design
and Delivery
Hyatt Hotels Corporation

Knowledge
Hundreds usage

increasing across
tenured and new staff

‘ ‘-‘ ’ A

__,__
| <
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|

of legacy articles
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u"'/
e
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Steady '. =
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Y
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agents using Copilot
across the Americas




NiCE CXa@®

Q How can we help you?

Clear allfilters

IQ how to get cl

Location

Personal Banking (14)

Shared Content (10)

Advisors (&)

Financial Institutions (5)

Tax Professionals (1)

Classification
Page fype

Include attachments
Conter

%> Generating from: Per:
To earn and redeem credi

1.**Choose the Right Carc
You frequently spend in.

2.*Use Your Card Regula
categories that offer high

3, **Meet Initial Bonuses*
specified timeframe o ec

4. **Track Your Rewards™:

5.**Redeem Rewards™": Lc
redeem your points (trave

6. *Consider Transfer Opt
sites like Amazon or Uber.

7."Explore Additional Op.
card issuer.

8.**Customer Service*: It
redemption.

> Source articles:

Knowledge
Management
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Agentic Experience Automation

Automate Customer Engagement

Hi, my car has broken
down and | need some|
help

I'm sorry to hear that. Can
you please share with me
your location?

Share location

Your location
1-287 5, Edison, N) 0887, USA-

Multimodal
Experiences

@ Nexoraparcel -

Al Agent - Robin

Jobs

Yourelp cstomers g e parce You
ore et mock apace P
s

e

Customer Service

-

Tolkto AlAgent  Advanced Edtor

would be the best.

o s ot O

- Always present yourself os on expert in your job.
= o

4 wock sl it s e i

4l

4 completecon

Setings

PRR——

Agentic Al
Agents

oted t yourjob, even ifyou know the.

A Tool

843ms »

Al Ops
Center

Lot Upacred 264540 oto: I

NA o

Top 15 Actons 8y Voume

e escios om0 3,253 s e
et e s b ot o oo
ingo,

tonton gy 130011360 08)

ncuing sbout payment

ncuing shout paying ot

Automation
Opportunities

CE



Al

Agentic Al Agents

<
)
Goal-driven, context-aware Al agents that automate - i
a n d e I evate eve ry C u Sto m e r i nte ra Ctio n S ; V;f: ;‘:‘SWT“ B t\:,:urdslge(tfetzt:tri e e pareel Yo ore chie 2 reck  perce Furharmers, you el i Sending pacels reun he v and corsul the e har resut
A nsucions and Contest ©
Plans, decides, and executes multi-step actions .
to complete tasks on its own 3 o
Adapts in real time to every customer’s input, ;
history, and business context
) @ ecome v rsowcniner

Build with enterprise-grade controls and e
safeguards you can trust

Save up to
30%!

Getitnow.

Scales effortlessly across workloads, channels,
and use cases as your business grows

0 Phones

Latest Releases

iPhone 15 Pro + iPhone
12BGB  Space Blac 256GE » [
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Multimodal Experiences

Deliver seamless, multimodal experiences that
blend voice, digital, and interactive moments into
one continuous conversation.
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Blend natural conversation with guided visuals to
resolve issues faster and smarter

Capture accurate, structured information through
intuitive, interactive experiences

Unlock richer interactions using native mobile
capabilities—from camera to Face ID to GPS

Deliver consistent, seamless experiences across
every channel

To protect your privacy, please
choose a verification method

Face ID Touch ID

v Hi, my car has broken
! down and | need some

hel
RNexora -

o Weleame back Thys! How ean | help?

I'm sorry to hear that. Can
you please share with me
your location?

Pick your seat

A B C D E F

Save up to 6806 66 Share location

30%! Add - [ ]

Get it now. . . 7
as -
. . . 9 . . . i l:::-u i'-)a ':'/";.,' 2_-.4.4
- - -_ -

[ Phanes B SIMOnly
Seat 0BA Total Price: $0.00
Latest Releases
€999 f'm Your location

1-287 S, Edison, N] 0887, USA

WBZK 295

iPhene 15 Pro , N N p——
12BGB » Space Black 256GE - =
i \ :
ﬁ' \f (8

| can see the damage to the
rear of the car. The license

plate is WOB ZK 295



~© Lufthansa

16M automated
conversations per year for
rebookings, refunds and
more.

16M

Conversations Automation rate for
automated in refunds &
2025 rebookings

80%

12K 16+

messages / min
peak loading

Al agents live with
real-time Al translation
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Lufthansa Chat Assistant i

X

-

‘ 1:29 AM

Okay. I'll get information on flight
LH400 on 22 September 2025.

22 5ep 2025

FRA ¥ JFK

= LH400

Operatad by Lufthansa

Frankfurt Mew York J F Kennedy
Durstion 8h 25m

Departed On Time

mis 13119
Scheduled 10:55 Scheduled 13:20

Termina Terminal
1 1
Gat Gat

Z20 . oos

How would you like to continue?

That's all, thank you

Please type here...™.

“We believe Cognigy.Al to be
the most comprehensive,
user-friendly Al Agent
platform on the market.”

Nick Allgaier

Product Manager
\ "Digital Assistants”
Lufthansa Group



How we measure impact

The anatomy of a service call: An average customer service call can be divided into
various sections that yield potential for automation

60 sec ) | 90 sec ) ( 240 sec

Greeting & Verification & Understanding Problem Solving & Closing &

After Call

Intro Authentication the Issue Resolution Work

240 seconds
Wrap-up
240 seconds AHT
Al-driven Al-driven Al-driven Al-driven
Identification Routing Problem Resolution 3 Wrap-Up )
95% automation rate 70% automation rate 80% automation rate

—81% automation rate (390 seconds of 480 automated)
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Al Agents Rollout Roadmap

Strategic progression

FAQ Automation (MVP) ID & V extended FAQ Transactional Self- Outbound Notifications
Automation Service and Reminders
A CSAT A Agent efficiency A 24/7 Availability A Show-up rates
Agent Load A Verification speed A Self-Service Rate A Engagement rates
Call Volume AHT, Call Volume Manual Workload Missed actions
Requirements Requirements Requirements Requirements
* Structured FAQs / Knowledge * Contact Center Integration * Backend access via API * Contact data access
base * LLM API Key * Business Process Logic Trigger logic (event- or rule-
* Channel Embedding * Access to CRM/customer DB based)
(Web/Phone) - Authentication logic defined * Omnichannel delivery setup

Impact with Al )
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The Agentic CX Platform

Channels .
+ Assistants Self Improving Cycle System

Connectors

(Systems of Record)

D\
\ Engagement Shared Assets
D . ) offi
Orchestration @ ESY 0 office 365
Tools &

‘% Workflows
L

Unified >
@ Workforce % Knowledge
4

Understand

salesforce

Digital
& Context
Agent

2 Connectors

CX Data 31 party

@ & Models Al Agents

3rd Party Tools

3rd Party
Experience Memory CCaa$

5
&
0
<J
[ +more

Observability + Al Ops Unified Data Layer Advanced Analytics Security & Compliance
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