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Key Focus Areas

Agent Experience

Consumer Experience
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Consumer Experience

Research Resolution

Purchase Scheduling

Order
Status

Delivery/
Service




Address the Meet me on

full range of my preferred

my expected channel of
needs : choice

Make my
experience
unique and

personal
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With CXone you can now take the next leap in customer experience to intelligently meet your
customers wherever their journey be , enable resolution through data driven self-service,

and prepare agents to successfully resolve any needs event.

NICE



Example CXi Journey

Elevate to an Agent with
Context & Behavioural
Guidance on CSAT

Q My Boiler is broken.. ¥ Transition to a Virtqal
Assistant agent using
@ Journey Orchestration
Proactively detecting

Google Search Websit_e consumer
utilizing Knowledge frustration & interjecting

to proactively inject with Guidance
Google Snippet




Smart Self-Service based on Insights
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Agent Experience




What do agents want?
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Manage my Time

» Schedule preferences

+ Initiate schedule changes
* Parttime

* Ondemand

* Automatic approvals

Work from Anywhere

Work from home
Office
Hybrid

Be Prepared

* Real-time guidance

* Quick access to information
* Intuitive communication

* Insights

+ Unified experience




Unified personalized and informed agent interactions

Contact History
5Ent t

ries b2 o 23

405-568-

2@hotmail ...

Maggie Winslow
Tweet
Mention

Sophia Angelos
9 Post

Mention

Next-best answer Next-best behavior

Prompt behavioral insights
in real time

Deliver the right content
and context to your agents

Real-Time

S anagement Interaction Guidance
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Suggestion Summary

Be Empathetic 305 ag

o~ Underst

Build Rapport
Be friendly, ask about their day

Interruption
Wait for thern to fi

L

Next—best action

Increase employee potential
with personalized virtual
attendants

Process
Guidance & Automation




Empower Performance with Behavioural Insights
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Manage to customer

satisfaction when it Empowers the agent

Active Listening Superisr Active matters the most — with the tools needed to
_— 0 . _ -~ ) during reach CSAT targets
Be Empathetlc u Cal.Family2002@hotmail ... the interaction

Build Rapport

Reinforces coaching

— %S 253-895-8956 .
; Added W program & reduces elocit Provide relevant
Set Expectations VAL ; #897.0TV0.7455 | Agent Tiwari time spent on post-call smw‘f_r behavior guidance to
Cal.Family2002@hotmail.com i i

Effective Questioning al. Family tmail.com S DavisBRLiam342@sunsys) coaching sessions every agent on every

— ] T . ail Channel interaction
Always teach digital we a R @

1hr 360-253-2975
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-3

&d £c)

INTERRUFTION DEMONSTRATE BUILD RAFPORT
OWNERSHIP

11 NICE



Increase Employee Potential
with Personalized Virtual Attendants

Direct Integration

Process in a box




Anytime, anywhere mobile scheduling
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More flexibility, happier agents — Schedule I3

November 2020

Mobile workforce management product to initiate shift
trades, receive notifications, and access schedules gives
agents more visibility and flexibility to juggle work and
home activities — boosting engagement while ensuring
proper coverage.

Real-time reachability, more accountable

WO rkfo rce 08:00 AM - 10:30 AM VIO Unpaid
Automated notifications streamline communication and 10:30 AM - 10:45 AM
ensure agents know where they need to be, when they 10:45 AM - 1230 PM
need to be there — no matter if they’re in the office or off-

12:30 PM - 0115 PM Mee

shift.

01:15 PM - 02:30 PM WTO Unpaid




Complete CXi platform for every journey
NICE - CXono

Smart
Self-Service Agen

Seamle Self-Service Realtime help
guided that works — for fast,
customer every time personalized experiences

Journeys interactions and operations

ENVLigHTEN B

Open Cloud Platfor™



Thank You

NICE -+,
Make
experiences
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