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e According to areport by Qualtrics, consumers are:
*2.6x more likely to purchase again if wait times are
“satisfactory”, and
*3x more likely to recommend a brand when first-call
resolution happens

*The same report found:
*53% of bad experiences result in customers cutting
their spend

*Research from MaxContact found:
* 42% of consumers have switched providers because
of poor contact-centre experience, and
*55% abandon calls when wait-times get too long
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Let Albe apart of your
customer experience
transformation

Customers are always changing and that
means your contact center willhave to as
well. Alcan not only help you keep pace with
this change, it can help youstay ahead of the
curve.Byusingit to tightenup back-end
processes, you'llimprove quality, boost
performance, and keep agents engaged —
and give your customers the experience they
deserve.
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Copilot in Action — Sentiment & Knowledge

ii App Space

Customer had questions about their first bill being
higher than expected. They wanted to enroll in autopay

az Real-Time Summary
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v;‘ Customer Sentiment

+ .
. Customer Sentiment Customer is frustrated and overwhelmed
f\ - about overages on her bill and upgrading.
/ Overages on Your Bill
Your first bill includes a prorated amount
@ Next Best Response from your activation date to your bill pay

date, a charge for the next month of service
and any activation, installation, or one-time
fees.

Check your bill for these charges to
understand the discrepancy.
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Journey Summary Process Steps

How can | help?

>E Custom Prompts

ﬁ Transfer Summary g Task Assist Helper
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Automate agent notetaking

Quickly understand the interaction context without
reading the transcript or listening to a call

Capture summary intents, actions, and outcomes
(with sentiment) available in seconds for next agent
including transfers

Summaries available along with behavioral and next
best action guidance in the same screen with RTIG

Interaction Analytics
AutoSummary view

INTENTS
Report Channel Outage

Request Technician Visit
ACTIONS
Account Number Confirmed
Ticket Issued Technician Scheduled
Phone Number Confirmed
OUTCOMES
Ticket Case Created Appointment Scheduled
Contact Reason Resolved Sentiment Positive

SUMMARY

Customer, Nick, reports TV s | interruptions for three
days, affecting half the chan ccount Number was
confirmed. Requests a techn ent schedules
Sunday appointment, 8-10 am. Asks preferred contact
number. Customer Sentiment was positive.

Agent browser-based summary
that they can edit (option)
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Ownership Sentiment Complaint

OUTCOMES

&) Non Resolved >

) Sentiment Negative >

SUMMARY

Customer contacted about recurring
TV freezing and black screen with
channels 10 minutes ago. Customer
Sentiment was Negative and the issue
was Not Resolved. Agent recommended
dispatching the technician and
apologized for the recent visit. Offered
appointment slots for the next day,

and was given a Promised Callback.

AutoSummary with Real-time
Interaction Guidance (option)







@ Thank You
¥



NiCE | COGNIGY



https://www.nice.com/lps/nice-cognigy-launch-event?utm_source=cch&utm_medium=event&utm_content=0522834&utm_campaign=NL_Q425_EN_PLT_GLOB_252346_WBN_NiCE-Cognigy-Virtual-Launch-Event&utm_detail=call-centre-helper-webinar
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