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CXone Mpower Orchestrator

Intelligently automate front to back-office
workflow processes across the enterprise.

NICE CXone Mpower Orchestrator is the first
intelligent command center for customer service,
analyzing, unifying, optimizing, and automating
workflows across the entire enterprise. Orchestrator
goes beyond traditional analytics or automation
tools that create silos. Orchestrator provides real-
time visibility, Al-powered insights, and end-to-end
workflow orchestration—empowering organizations
to streamline operations, reduce costs, and deliver
exceptional customer experiences.

Remediating issues and expediting outcomes to
exceed customers’ expectations is difficult,
especially when you're trying to connect the dots
between data, applications, and cross-functional
teams. Let’s face it, if you have a broken process in
shipping or billing, your front office can’'t overcome
that issue and your brand suffers. What if your
customer service workflows connected your front-
office, mid-office and back-office instantly
providing faster resolution?

For any organization, large or small, there are many
systems and data integrations employed to handle
workflows from inception to completion, such as
CCaasS, ERP, logistics, ticketing, ordering, inventory
management, CRM and more. Each of those systems
plays an important role in executing tasks that make
up workflow processes. As aleader ininteraction
management, NICE excels at handling complexities
far beyond the contact center applying the same
intelligence and automation that support seamless
customer engagements to the execution of front,
middle and back-office processes.

The NICE CXone Mpower platform continues to
revolutionize customer experience (CX) by
facilitating end-to-end workflow processing through
Orchestrator. CXone Mpower is the powerhouse of
mastering complex interactions, and Orchestrator is
the command center expanding that proven
expertise into managing workflows; breaking down
silos unifying data and applications and ultimately -
redefining CX.

° Learn more

Talk to a specialist
1-866-965-7227

° Contact us

Increase visibility throughout your organization to
proactively make change to drive cost efficiency.

Gain real-time visibility into key metrics,
including interaction volumes, customer effort
scores, automation success rates, or any
customized metric.

Reduce collaboration gaps that slow workflows
down by removing cross-functional obstacles
and getting a complete view of end-to-end
workflow tasks and processes.

Leverage Al models that are purpose-built for
CX to detect patterns and proactively identify
optimization opportunities.

By understanding when and how to enhance
employee and bot performance, Orchestrator
identifies the right knowledge assets and
automation tools to optimize every

service workflow.


https://www.niceincontact.com/call-center-software/analytics
https://www.niceincontact.com/call-center-software/analytics

As a proven leader in managing complex Orchestrator presents insights and metrics for workflow volumes, automation containment,
interactions, CXone Mpower ensures seamless and more.
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Consolidates data, knowledge, and
integrations in a single place with access
control and automatic

Al-driven optimization.

Automatically builds conversational flows
based on the most successful historical
conversational patterns and tasks.
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Hi Jane, | have analyzed 64,121 interactions from
the past two months and identified potential
automation for the Home Installation Service
workflow.

I estimate that these updates will improve
containment by 22%, eliminating about 4,000
monthly interactions and helping nearly 2,000
customers. This will ensure that customers who
order Home Installation Service are more satisfied
with their overall experience

What are your recommendations?

4 Copilot
Here are my suggestions:

1. Implement proactive notification for
customers who bought TV monitors without
the wall mount home installation add-on.

2. Over 55 agents have recently suggested the
wall mount installation promo to customers
who bought TV monitors from the following
brand series:

+ NeoVision + VisionTech
+ UltraView - PixelPerfect
- ClarityPro - SpectraScreen

I recommend we add a step to the autopilot flow
in which we offer promo to customers who
bought TV monitors from one of the above-
mentioned brands
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About NICE

With NICE (Nasdaq: NICE), it's never been easier
for organizations of all sizes around the globe

to create extraordinary customer experiences
while meeting key business metrics. Featuring
the world’s #1 cloud native customer experience
platform, CXone, NICE is a worldwide leader in
Al-powered self-service and agent-assisted CX
software for the contact center—and beyond.
Over 25,000 organizations in more than 150
countries, including over 85 of the Fortune 100
companies, partner with NICE to transform—
and elevate—every customer interaction.

www.nice.com

Waterfront Corporate Center |l
221River St, 10th & 11th Floors
Hoboken, New Jersey 07030

° Visit nice.com

Contact us
www.nice.com/contact-us
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