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Trends Redefining Customer Experience
A fundamental shift in how brands compete and grow

Predictive and
Rising customer Al becomes the Consolidation over proactive customer
expectations operating system complexity engagement

Customers expect Al moves from tools to Brands are replacing CX shifts from
effortless, connected the engine behind fragmented CX responding to issues
experiences at every decisions, experiences, stacks with unified, to preventing them
moment and across and outcomes. intelligence-driven before they happen.

every channel. platforms.
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Positioned to Win: Our Market Opportunity is

Accelerating and Expanding

Global conversational Al market size Global agentic Al market size
($b) ($b)

88.3

+417% @ +1210%
+123%

+121%

k 2024 2025 2032 / k 2024 2025 2032 /




Key purchasing criteria | Al is the top-ranked strategic priority and KPC for CX

customers, who anticipate significant savings and reinvestment in next 3-5 years

Al tools are the #1KPC ... the #1 strategic ... and expected to deliver a
for customers, ... investment priority, ... flywheel of productivity gains
Key purchasing criteria Score Strategic priority - next 1-3 years Score
Al-related functionality n_ Al-powered self-service m
Pricing 2.7 Real-time agent assist tools 20
average share of human workforce
& Ease of implementation & integration 2.4 Automating workflows across functions 1.6 expected to be reduced due to Al
System reliability 2.3 Customer journey analytics / insights 1.3 augmentation & agent automation
Security & data privacy 2.3 Agent training and enablement 1.3
Scalability 2.2 Omnichannel orchestration 1.0
UX/ease of using platform 1.9 Investing in CRM 0.9
Future product innovation 1.5 Proactive & pre-emptive service 0.8
Digital features & functionality 1.5 Automated QA & compliance 0.8 average share of Al'relat_ed SaVingS
. . o customers expect to reinvest,

Self-service product maturity 1.2 Cloud migration from on-prem 0.7 primarily in technology
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Decision-makers | IT and CX deeply involved in almost all aspects of selecting

and recommending a CX solution, but Al influence is strongest growing

Functions driving Al initiatives Buyer personas
% in % in

Function Ranking top 3 top 5

O «

CX Business Al buyers are bullish on Al’s ability
65% 68% to transform agent workflows and customer
satisfaction, but often less versed on technical

e - 61% 66% aspects (e.g., data pipelines, API requests,
compliance)
e Al 46% 48% O 7he business teams are driving this initiative with great
enthusiasm ... but they don’t have the inherent technical
e Sales/ Mktg 20% 29% i knowledge, so IT needs to be involved, too
e Data 17% 24% .
e IT/Tech Al buyers are governance-centric: they
, o o rigorously vet architecture fit, API robustness,
e Finance 13% 21% security/compliance requirements, and seamless
. . integration to minimize risk and ensure scalable
0 HR 8% 13% deployments
e Legal 6% 9% 0 We required a solution that would provide better
customization experience and seamlessly integrate
with our internal systems

Rank: 1 B2 3 4 75 e M7 M8 ! Unranked /




Al maturity | It is still early days for Al adoption with only 11% having broadly

rolled-out solution, though 95% of customers are at least exploring solutions

Al maturity by contact center size! Commentary
N = 47 o L 90 o 25 30 ] ‘192___ Enterprise and strategic customers
6% | 7% __] 12% 13% 5% are furthest along in Al adoption...
23% 23%
34% Q Even at our scale of tens of thousands
44% 43% of agents, every call is touched by Al,
36% 40% from intent prediction in the IVR to real-time
(o] (o]

agent assist, resulting in only 35—-40% of calls
requiring human intervention

- Head of Al & CX Products,
Strategic customer

, _ _ ...but 95% of customers across size segments
Small Commercial Enterprise Strategic Overall are at least exploring GenAl in CX

(<150 agents) (150-999 agents) (1k-4k agents) (4k+ agents)

__J 1= Not using or exploring GenAl ® We're still in the testing phase of Al,
2 = Exploring GenAl but no pilots but haven't gotten anything out to production
just yet

3= Piloting selected GenAl use cases but not deployed widely
- Head of Technology Operations,

I 4 = Human-in-the-loop use cases/Agent Augmentation, but no fully automated use-cases .
Commercial customer

I 5 = Broader roll-out of fully automated/Agent Automation use-cases
N
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Al value realization | Vendors must consider objectives

and overcome barriers, particularly perceived data challenges

Objective Type % of responses Barrier Type % of responses

Reduce cost to serve
and improve operational efficiency

Data challenges Data & Tech
or fragmentation

Improve agent productivity and
resolution accuracy (Al assist)

Funding challenges
or ROI not yet proven

Enable Al-powered self-service
for lower cost and faster resolution

Budget constraints
or lack of sustained funding

Deliver more consistent, seamless

service across channels Poor technology integration Data & Tech

Automate backend resolution
and reduce manual workload

Limited internal capabilities
or expertise

Capabilities




Automation
Challenges

We see key challenges when it comes to
automation in CX: “Gartner’ predicts that by 2029

Agentic Al will autonomously resolve

. . 80% of common customer service
Lack of task completion in g o) :
issues without human intervention

n self—serwce, S0 Custpmers leading to a 30% reduction in
must still do something operational costs.”

High ongoing overhead costs

n preventing scaled adoption of
automation

Gartner

Automating the wrong flows,
leading to wasted time, effort &
investment




NiCE Agentic LoB

Agentic Experience Automation Portfolio
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Al agents for agentic
automation

Accelerate Al-driven
automation to scale customer
satisfaction—dramatically
reducing time-to-resolution
through intelligent
containment across agentic
voice and chat.

NICE CX@iDd
The Complete CX Al Solution on One Platform.

The only platform that automates customer experience, empowers the workforce,
and orchestrates end-to-end customer engagement.

*a o
ibAi
Human agents elevated
with Al

Blend real-time Copilot
guidance, automated insights,
auto summarization and
sentiment intelligence to
deliver more confident agents
and more human customer
experiences.

P
900
[ I

From interactions to
outcomes

Bring every customer
interaction togetherinto a
connected journey.
Proactively prevent issues,
guide experiences inreal time,
and unlock insights that
improve satisfaction,
efficiency, and loyalty.

Secure end-to-end
platform

A single, sovereign-grade
platform that brings together
customer engagement,
workforce engagement, and
knowledge management—
delivering seamless
experiences from first
interaction to final resolution.

NiCE



How we differentiate

Why thousands of

customers trust us

Fastest Path
to Value in CX

NICE Cognigy is built for where CX
happens, natively connected to
voice, contact centers, and real-
world operations.

Built for
Enterprise Scale

NICE Cognigy is trusted to run
real, mission-critical CX at
global scale proven every day in

production, not pilots.

Flexibility &
Orchestration

NICE Cognigy keeps customers in
control of their Al strategy with
vendor-agnostic orchestration

and full Al observability,

Controlled Power
of Hybrid Agents

NICE Cognigy unleashes the
power of LLM-driven agentic Al
without sacrificing control,
trust or governance.

Trust, Security
& Partnership

NICE Cognigy operates secure,
compliant, and scalable by design
with access to a wide friendly
customer and partner network.



Two Leaders. One Al Platform.

2025 Gartner Magic Quadrant for 2025 Gartner® Magic Quadrant™ for
Contact Center as a Service (CCaaS) Conversational Al
: [ LEADERS |
- L ) @ Cognigy
L ] Yellow.ai @@
Tk @ Boostal
:mrniw 8 ou @ DRUDA L]
e @ SoundHound Al
[ ] @ Omilia
Avaamo @) @
LivePerson
" '-'o:g-;m 4 PolyAl @
]
Sprinklr @
i 2
E . | visioNARES |
| hacHE PuavERs | " COMPLETENESSOFVISION —» AsofJune2025 O Gartmerinc

COMPLETENESS OF VISION r As of September 2025 © Gartne, Inc



NiCE ‘Go To Market’

“Al Integrated” “Al-first”

Agentic Experience Agentic Experience
Automation Automation

+ +

CXone Platform 3 Party ACD/IVR
Platform




Buying Committee

CCO: CSAT, Efficiency & Compliance

Digital & Transformation: Consolidation & Modernisation

IT: Platform Decisions (Security, Architecture and Integrations)
Operational Owners: Living the daily pain (KPIs, Realtime, Speed)
Al & Risk: Governance, Regulatory, Accuracy, Company Strategy,

CFO: Savings, Consolidation, ROI, Predictability



Happier customers at a lower cost

Risk, Accuracy, Implementation &
Control TTV

Integration Buyer Organisational
Complexity Concerns Impact

Data Privacy & Cost & Scalability
Compliance

NiCE
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chnology

>entre visits to uncover operational pain

-elating to incremental value



Why Enterprises Choose NiCE

One platform to automate and
orchestrate CX end to end.

One intelligence layer that compounds
value with every interaction

One system with humans and Al
delivering better outcomes together

One partner proven across industries
and the world’s largest enterprises




Thank You




Create a

NICE
From Strategy to Success -
Blueprint for Growth through

Al and CX Innovation

Mark Harington
VP, Portfolio Solutions, International
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What do
our customers

need?

<

They need
to automate

K
They need

to provide
superior CX

An FAQ s not
enough anymore.
Users are expecting
fully-automated
experiences

In a world where
goods and services
are commoditized,
CXis the ultimate
differentiator

The digital front door to their brand




CX Automation REVOLUTION

HUMAN ITL b .4 o o Autonomous

Care, Compliance & Py e -._.::jé Rich Data, Compute,
Complexity ... 10 ' Interoperability




NLP
Framewarks

COGNIGY
Founded

Conversational
Al Platform

NiCE Cognigy

Al Agent
Orchestration
Platform

GenAl-enhanced
Conversational Al
Platform

® Better CX
® Higher resolution rate
® Higher automationrate




Cognigy Agentic Al

Cognigy Agentic Al is a platform that lets
enterprises create highly-flexible, adaptive Al
agents, and orchestrate them at scale.

Cognigy-powered Al Agents:

Multi-modal, using chat, voice
and device capabilities

Connected with the broader
enterprise ecosystem

e Built using low-code components,
forincredible fast time to market

nt v 0.WebRTC

Save up to
30%!

Get it now.

[0 Phanes

Latest Releases




The Anatomy
of an Al Agent

Workflow

Al Agents are LLM-powered
constructs that have the ability to
reason and use tools.

They have “agency” over their tool-
use and can autonomously decide Al A
which tool to use when. gent
Cognigy.Al allows you to design, train
and run Al Agents at scale using
industry-leading low-code tooling.

Search
Knowledge Base

Dynamic

Start
Checkout

Find
Products



Hybrid Al Agents - Combining Rule-based Al & LLMs

J—X—J

NiCE Cognigy

l
D
o CO

Bank transactions Engaging conversations
Reporting medication side effects Unpredictable journeys



Hybrid Al Agents - Combining Rule-based Al & LLMs




Al Agent Studio

Extremely flexible low code/no-code
interface for conversation design and Al go s
Agent lifecycle management. Collaborate in
real-time with other Al trainers.

Why it matters:

v Much faster time-to-market

v Easier toimprove and iterate
leading to significantly lower __ _,
development costs | B B © sevostan

@Nhu Ho, can you please review
the instructions?

¥ Business user-friendly, |
decreasing reliance | e ptmdo ettt o o w
on data scientists & developer ' ) _.
resources




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

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

Pick your seat

A B C

Great! | have reserved seat
6A for you

| can see the damage to the
rear of the car. The license
plate is WOB ZK 295

Multi-Modal
Experiences

Multimodal experience layer, allowing for
graphical interactions on voice and text
channels

Why it matters:

¥ Overcoming channel limitations
and increase successful resolution

v More engaging & intuitive
interactions

v Ability to leverage mobile device
capabilities (e.g., camera, face ID,
GPS...)



Plug and Play Contact
Center Connectivity

Cognigy.Al offers pre-built connectors for
seamless contact center integration, while

NiCE | CXeS

S GENESYS

X @ Q0 ¢ 0 O % O

Agent Copilot gives service agents the RingCentral
knowledge and tools they need to deliver AVAVA
Smooth, ConSiStent Customer experiences Sa‘," “Yes, pets in cal inscnun‘ asonf:any-unitem-basedunthe y
GCrOSS ChqnneIS. above. Note: Pet requires valid passport.”

- 8x8

Why it matters:

v No lengthy contact center connectivity
implementations on both voice and digital

v Guaranteed feature richness (typing
indicators, handover parameters, etc)

On-prem Voice

v Oftenready to go with just a few clicks o




Large Language Models

Primary Model °
1.0

> Nova Lite

Fallback Model

Gemini 2.0 Flash

[><] send email notification

New LLM

Advanced
LLM-Orchestration

Vendor-agnostic approach to
GenAl with a broad range of LLMs,
out of the box.

Why it matters:

v No vendor lock-in. Always stay
up-to-date in GenAl
developments

v Optimize cost & performance
with granular model selection

v Make LLM production-ready &

ensure service continuity with
fallback



Al Ops Center

Always-on Service. Happy Customers.
Operational Peace-of-Mind.

Al Ops Center is purpose-built for
teams who keep Al running in
production and ensure customer
service excellence:

Operations Center

Why it matters:

¥ Real-Time Oversight over all - —
relevant Al Agent system metrics ’

v Drill-Down Analysis to

ldentify the Weakest Links

¥ Proactive Alerting enabling you to
Act Before Issues Escalation




Automation Beyond the
Contact Center

Cognigy comes with over 100 built-in
integrations and supports unlimited
extensibility with our Extension Framework

Extensions

Why it matters:

Accelerate development of
transaction-ready Al Agents & reduce
deployment time & costs

88
54
£3
=8
8
Q@
@

Allow enterprises to add custom
functionalities & tailor automation

Benefit from an open ecosystem with
a growing library of reusable
components




Al Agent Evaluation

Create Scenario

Use Simulator to test your Al Agents.
Synthesize thousands of
sk e conversations to understand your
Al Agent’s performance

@ Simulator Test  ~

Automated Scenario Generation:
s Select an existing Al Agent or real -
—— world transcript and let Cognigy

‘ handle the rest

Ao, Scalable Testing: Run hundreds of
synthetic conversations and set
automated schedules to test as
often as you need - no manual
effort

Simulation Runs (Stotus Foiled @) Cleor Al Run

el s 30 i Measure & Optimize: Instantly
visualize agent performance,
uncover weak spots, and drive
targeted optimizations




End-to-end Secure Cloud Proven
Encryption Hosting Scalability

1ISO 27001 SOC 2 Type |l @ PCI DSS - SAQ D,

Merchant




Al Agents for Proactive
Engagement

Intelligently initiates and conducts customer
conversations at scale, dynamically adapting
each journey to help you grow your revenue and
reduce costs.

Why it matters:

v' Expands Al agent value, use cases, &
possibilities—no longer just for reactive
containment.

s > Proactive Al Agent Demos > Telco Proactive Repair > Te

v Achieves your targeted business goals
(reducing costs, maximizing operational
efficiency, driving new business) by reaching
customers proactively.

v Uses all available data across sources to
understand exactly when and how to initiate a
conversation with each customer, and what
to say.

NiCE | CX228



The Agentic CX Platfc

Channels
+ Assistants

System

Connectors
(Systems of Record)

N\
Engagement Shared Assets _
N\ Orchestration @ BT 0 office 365
Tools &

/N
B kd
@ @b Workflows @ =oic "o

salesforce now

Self Improving Cycle

Understand

. Unified o)
Digital Workforce % Knowledge
‘ & Context

Agent

@ : Connectors

CX Data 31 Party

@ & Models Al Agents

3rd Party
Tools

3rd Party

Experience Memory CCaa$S

- ipe Ad d A .
Observability + Al Ops Unified Data Layer An\clu?;t(i:ce:s Security & Compliance




The Agentic CX Platform

Channels .
+ Assistants Self Improving Cycle C()Srz,rf;?::?)rs
(Systems of Record)

N\
Engagement Shared Assets _
N\ Orchestration @ BT 0 office 365
Tools &

7\
- z kd
% Workfiows @ =

Unified 2
@ Workforce % Knowledge

Understand
salesforce now

Digital
& Context
Agent

2 Connectors

CX Data 31 Party

@ & Models Al Agents

3rd Party
Tools

3rd Party
Experience Memory CCaa$S

Advanced
Analytics

Observability + Al Ops Unified Data Layer

Security & Compliance



Hybrid Al
Agents

Al autonomy

How we Differentiate

Al Ops &
Orchestration

Native CC
Connectivity

Voice-native
| agents with full-
. stack telephony
~ integration and
- Agent Copilot

Multi-Modal
experiences

]

Rich & engaging
customer
journeys

2nding voice,
~ text, rich mediaq,

and mobile device
capabilitiesin a
fluid interaction

©

Enterprise
Readiness

»y
Ea

Scalable with
any enterprise
demand

ards. Elastic
scaling, robust
RBAC and
security
architecture >,




HILT

Human Augmentation

Proven

Reliable




State of the Market

r \5 Calls Not Contained Additional Pressures Negative Results

More Informed Customer 6 to 10 Different

“IHave a Complex Issue that a Desktop Systems
Bot Cannot Solve”

Lower CSAT

Manage Across
Increased Complexity Chanr?els Lower ESAT

Navigate Al &
Agent Knowledge Gaps Future Tech Lower FCR
Stack

KPI Scoreboard Higher Operating

Longer Handle Times Pressures Costs




Copilot - Al Assistant

u Agent @ L\ — Unavailable
Real-Time Summary G’ (00:21)

Immediately understand context of the conversation ol (o = @ webchat App space =
3 private messages | # 22073579 | Open 5 - —
C =
Julie Gerver i) & 4 G Q s (7))
Customer Support 15 min

Transfer Summary
Understand previous agent interaction and why

Agent Smith Julie recently purchased a OneTread 1000x Bike and %
.

would like to have it installed.
[e] @ Hello, thank for you contacting OneTread, this is Maya, how can
> | help you today? '

&8 0 ® B

transferred
s ‘4 Journey Summary

vggiewison @ e B e,
Customer Sentiment Customer Support 15 min Hello, I'd like to make an appointment to get my bike installed. | to schedule online but were unsuccessful.
Identify int fi tisfacti . I i tried scheduling an install but there were no available times.

entify interaction satisfaction in real time
eee " @
Feter Brier tis now \,; Customer Sentiment
Sales Support 2hr Julie has been trying to navigate the install
process online.

Automated Summary
Post Call overview embedded within Copilot panel
Knowledge Response
Context driven, conversation ready response based on
customer’s knowledge base
Task & Process Automation
Al Agents automate tasks and processes across the Chatwithjulie B
business.
Custom Prompts 6B I=== i vees | [ search Copilot

Utilize LLM to tailored for client’s defined experience




Process Automation
Execute Al Agent Workflows from Copilot

° o . . o .. Agent cx@ ©) Ly %‘ (L(J)rg;:a;;a)ilable
Simplify workflow automation into a single,
. 0 ler] (o = ® webchat e
guided interface R —f 7P =
private messages | # 22073579 | Open 4 @ ¢ G} Q =; Q
Emery Wilson 19 .
et BT amery wison e le e o e e
Monitors conversation to identify actionable s ©@ e LT
intents, errors, or opportunities now '*J°"f"ey5“’"'“a'y ‘
. ) Maggie Rosen 10 Agent Smith fErzeezr.yn; t:; l:rt\; ZQSL%ET! ebalidn:iLogO?ezl:(ithZ:: T
Capture customer tailored info to present to Agent CustomerSupport | 15 min tried o troubleshoot online with no uck.
covered
Execute automated workflows with multi-turn " PeterBrier e now « Customer Sentiment
reasoning, branching forms, and dynamic prompts e o Emryhas een gt vt h
Automate tedious time wastes to reduce Agent
load while improving CSAT, FCR, & AHT
Improve Agent efficiency while ensuring
predictable & error-free execution
Chat with Emery E
Select powerful Al Agent (Cognigy) 6BI=== e | B S— Y e

defined workflows from Copilot Profile for
accelerated GTM




Copilot Proactive Cues for Agents

Automate Agent actions via customized triggers

Improve human agent conversations with
context-initiated rules & triggers

Q Admin
mployees Rul } . .
8 i C:zaet:rulesthatactivateoutsideintegrations ] Trlgger tdllored Ggent qnnouncements based
¥& WEM skills | on context
4ltems Q 7

o
oo Groups

Create new rules & elements to enforce
business logic

S0 Teams NAME DESCRIPTION NOTES STATUS

[8 Scheduling Unit

Customize triggers to initiate workflows or

LOCATIONS ~

downstream activities

@ Location Definitions

Define new elements to trigger based on the

90 Views .
conversation
(} Locked Employees [ J
R — bt | Present interview questions to enhance
_rh Hierarchies ‘L CSAT, FCR, & AHT

No Rules Created Yet
g Access Key Manager

TN SUATEN ¥ Automatically capture & fill in answers to
predefined questions or forms

Al MANAGER w

@ GenAl Prompt Editor

@ Al Profiles

Y Rules Configure within Al Agent (Copilot) Profile
& Eements to accelerate & simplify GTM




Copilot Decision Tree

Increase Agent efficiency & build relationships

Accelerate initiatives and decision tree to
display topics to complete a form to initiate a
task or capture info into CRM

Guide human agents through decision tree
interview process

Accelerate human agent intake &
processing

Auto-capture responses & edit for accuracy

Interview or form-fill with conversation
element

Present interview questions to enhance
CSAT, FCR,& AHT

Automatically capture & fill in answers to
predefined questions or forms

(&) (one

. Webchat

3 private messages | # 22073579 | Open

Agent Smith

Hello, thank for you contacting OneTravel this is Maya, how can
| help you today?

now

Chat with Monica E]

@ B I = =T = 4y Replies >

@ L) @ (L(J)r;lef)ilable

App space

¢ 4 © Q & B B *

Monica would like to book a trip to New York City for
Spring Break.

w‘ Customer Sentiment

Monica has been trying to navigate the travel
booking process online.

Search Copilot ,O




Copilot for Workforce Managers Saving time

with automation

& Copilot

| View Agent Schedule Details |

2:06 PM

Sean Allen

Get schedules for 70005, 70002, 70001, 70004,
70015 for today.

€ Copilot

Here are the schedules you requested. Click on schedule to expand.

Schedules for 10/28/25 America/Chicago

Clark Merrick 12:00 AM - 10:00 AM
70002 12:00 AM - 10:00 AM
70004 12:00 AM - 10:00 AM
70005 12:00 AM - 10:00 AM

70015 70015 2:30 AM - 1:30 PM

Please choose one of the options above or type here




Performance Monitoring

a Helen Parr

EVALUATION SUMMARY BULK EVALUATION SUMMARY & Helen weekly Evaluation x
n o AVERAGE SCORE Agent Helen Parr | Evaluations 3
g% 1team oo 2 Eroups ?
i 58.21
Short Summary W
3Evaluations Search Q
+ Demonstrates exceptional consistency and high-performance across
EVALUATION... DURATION  DATE SCORE  PLANN.. CRITE..  LASTMODI.  LASTMODIL.  STATUS multiple evaluations
+ Achieves near-perfect scores in customer interaction sections
#A  Helen Week... - 30 Oct, 2022 12.34 - 4 250ct, 2. 250ct, 2... @ Completed % @- « Exhibits remarkable skills in problem solving, trust building, and
01:45:00  250ct, 2022 5678  Stand.. 250¢ct,2..  250ct,2.  (¥) Completed = communication
— + Shows steady excellence in recent evaluations
00:30:15 22 Oct, 2042 9012 Fremi... 25 0ct, 2. 250ct, 2. @ Completed “+
+ |dentifies subtle opportunities for strategic growth
03:05:45 20 Oct, 2022 34.56 Famil... 25 Oct, 2... 25 0ct, 2... (©) completed == . Displays potential for leadership development
¥  Helen Weekl.. - 300ct, 2022 1234 - 3 250ct, 2. 250ct,2..  (¥) Completed & T
Evolving Criteria A
% Helen Weekl.. - 30 0ct, 2022 1234 - 2 250¢ct,2..  250ct,2.. () Completed & 1
Strengths & Improvements ¥
¥  Helen Weekl.. - 300ct, 2022 1234 - 5 250ct,2..  250ct,2..  (¥) Completed & T
Iﬂl Strengths m Improvements
+ Clear solutions provided + Process Accuracy
+ Proper closing protocol + Politeness
followed + Informing appeintment
+ Solid call flow adherence details
Suggestions

+ To maintain politeness include small breaks

+ Improve processing skills with the company knowledge base



e Supervisor

Q_ search by name, number, ID, text, or s Y/ Filters Clear All Focused View ~
SKILLS AGENTS G3 Al AGENTS CONTACTS
)
v A & " .
= Live Summary Hide Section =

@ Active Al Agents Al Contacts Requiring Attention Current Customer Sentiment Today's Containment Rate Today's Average Quality Score Today's Human Agent Escalations
28 8 i 82% 78% 156
3,080 Neutral 1271
+12% from avg. + Qut of Total 3,080 ® Negative 588 +3% from yesterday # 2% from yesterday ¥ -11% from yesterday ¥
Al Agents Hide Section =
AGEMT TYPE (28) ABANDONED RATE AVG TIME TO ESCALATION AVG DURATION Al CONTACTS AVG CONTAINMENT AVG QUALITY SCORE AVG SENTIMENT ESCALATION ACTION
Billing Inquiry Bot 9% 2:22 7:25 847 89% 87%  Healthy @ Positive 1% (=
Tech Support Agent 89% 1:36 9:52 523 76% 71% Warning @ Positive 24% 2
Order Status Bot 8% 516 546 32 94% 92%  Healthy ) Positive 8% =
Al Contacts requiring attention Hide Section &
Al CONTACT ID {36) CHANNEL Al AGENT TYPE ot CUSTOMER DURATION QUALITY SCORE v CUSTOMER SENTIMENT ~ ISSUE DETECTED ACTION

C-78234 © Returns & Refunds Guy McKinney 6:42 42%  Critical @ Negative Repeated clarification requests @



< Back
Live Monitoring * C-78234
L

Return An Item

Returns & Refunds

Payments Account Isst

Guy McKinney

G:D Returns & Refunds Agent

Thank you for calling. I'm here to help with orders and delivery,
returns and refunds, payments, or account issues. Please tell
me what you're calling about today.

v~/ 3 minutes ago

I'm calling about a return. | sent back the router and | still
haven't received my refund. I've already called about this before.

Returns & Refunds

3 minutes ago

_|_

Refund status update

Ask for Order Number

Order Number provided

Fetch Order Details

Acknowledge Concern

|Additiona| step required|

Refund Amount Incorrect

Guy McKinney

G:D Returns & Refunds Agent

I'm sorry to hear that. I'll connect you with our returns and
refunds assistant who can help check the status of your refund.

vV 2 minutes ago
G:D Returns & Refunds Agent

Hi, you've reached returns and refunds. My name is Lisa. Il help
you check what's happening with your refund today. Just to
confirm, are you calling to get an update on a refund?

v~/ 2 minutes ago

Yes. | returned a router almost a month ago, and there’s been
no refund and no clear answer.

1 minute ago

G:D Returns & Refunds Agent

Thank you for explaining. | understand how frustrating that can
be. To look into this for you, Il need your order number. You
can say it now.

@© afew seconds ago

Returns & Refunds
Guy McKinney

* Live Summary

The customer returned a 5G Home Router
(ORD-784512) almost a month ago. The device was
received at the warehouse, but the refund is still
pending, awaiting final verification of the device and
confirmation with the original order. The customer
has previously called several times over the past
weeks and is frustrated by the repeated delays.

2|

2% SKILLS

Technical Support Chat
Customer Service Refunds
Claims & Legal

2 AGENTS

Hank Medhurst
Jean Hickle

Krista Cooks
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Returns & Refunds

Payments Account Isst

Lisa

Al Agent

Returns & Refunds

p
Return An Item Refund status update
|
) |}
Ask for Order Number
|
) A
Order Number provided
|
) L
Fetch Order Details
|
) A
Show Status
|
1
Acknowledge Concern

Refund Amount Incorrect

G:D Returns & Refunds Agent

Thank you for calling. 'm here to help with orders and delivery,
returns and refunds, payments, or account issues. Please tell
me what you're calling about today.
v~/ 3 minutes ago
Guy McKinney
I'm calling about a return. | sent back the router and | still
haven't received my refund. I've already called about this before.
3 minutes ago
G:D Returns & Refunds Agent
I'm sorry to hear that. I'll connect you with our returns and
refunds assistant who can help check the status of your refund.
vV 2 minutes ago
G:D Returns & Refunds Agent
Hi, you've reached returns and refunds. My name is Lisa. I'll help
you check what's happening with your refund today. Just to
confirm, are you calling to get an update on a refund?
v~/ 2 minutes ago
Guy McKinney
Yes. | returned a router almost a month ago, and there’s been
no refund and no clear answer.
1 minute ago

G:D Returns & Refunds Agent

Thank you for explaining. | understand how frustrating that can
be. To look into this for you, Il need your order number. You
can say it now.

@© afew seconds ago

Monitor

C-78234
Returns & Refunds
Guy McKinney

* Live Summary

The customer returned a 5G Home Router
(ORD-784512) almost a month ago. The device was
received at the warehouse, but the refund is still
pending, awaiting final verification of the device and
confirmation with the original order. The customer
has previously called several times over the past
weeks and is frustrated by the repeated delays.

SREFNREY

You are about to takeover

ERE]

Are sure?

6:42




The Complete CX Al Solution on One Platform.

The only platform that automates customer experience, empowers the workforce,
and orchestrates end-to-end customer engagement.

D

Al agents for agentic
automation

Accelerate Al-driven
automation to scale customer
satisfaction—dramatically
reducing time-to-resolution
through intelligent
containment across agentic
voice and chat.

bA;
Human agents elevated
with Al

Blend real-time Copilot
guidance, automated insights,
auto summarization and
sentiment intelligence to
deliver more confident agents
and more human customer
experiences.

>
000
7

From interactions to
outcomes

Bring every customer
interaction togetherinto a
connected journey.
Proactively prevent issues,
guide experiences inreal time,
and unlock insights that
improve satisfaction,
efficiency, and loyalty.

Secure end-to-end
platform

A single, sovereign-grade
platform that brings together
customer engagement,
workforce engagement, and
knowledge management—
delivering seamless
experiences from first
interaction to final resolution.



Create a world
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