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CXone Mpower
SmartSpeak: Use case

Revolutionizing multilingual support
IN contact centers

Introduction

Being able to communicate with your customers
is key to contact center success. But in today’s
diverse culture, even domestic companies serve

customers who prefer to speak in other languages.

Language barriers have long been a challenge for
contact centers, but not anymore.

CXone Mpower SmartSpeak is changing the
game when it comes to multilingual support.
Even better, it easily integrates into your existing
communication systems.

The solution

Being able to communicate with your customers
is key to contact center success. But in today’s
diverse culture, even domestic companies serve

customers who prefer to speak in other languages.

Language barriers have long been a challenge for
contact centers, but not anymore.

CXone Mpower SmartSpeak is changing the
game when it comes to multilingual support.
Even better, it easily integrates into your existing
communication systems.

The challenge: Limited language support
in contact centers

Traditional call centers rely on a limited number of
agents that are proficient in specific languages
to handle incoming calls. But relying on just a
small pool of talent means increased hold times,
fluctuating interpretation quality, and recruitment
and retention challenges. It also limits your ability
to scale and even leads to potential revenue loss.

. Customers choose their

preferred language or have

‘* the call seamlessly routed to
the designated language from
NiCE’s extensive database,
encompassing over 96
languages and dialects

SmartSpeak language
translation’s advanced Al
engine swiftly translates the
customer’s language in real time
to match the support agent’s
native language

Empowered with precise
information, the support
agent can deliver tailored
guidance, provide relevant
information, and effectively
troubleshoot issues

To build trust and enhance the
overall experience, customers
receive a confirmation message
in their native language.

The benefits: Global market support,
happier customers

* Expand to more markets: Call centers can
now cater to a diverse global audience,
opening up new customer bases and
revenue streams.

» Save money: Reduced reliance on specialized
agents translates to cost efficiency, boosting
the bottom line.

e Grow smarter: Call centers can rapidly adapt
to changing market dynamics, ensuring they
stay competitive and relevant.

* Help customers feel valued:
SmartSpeak Language Translation enhances
the customer experience, fostering trust
and loyalty.

The results: Superior customer
experiences with SmartSpeak

* The customer receives expert guidance in
their native language, enabling them to
successfully resolve their issues and concerns.

» Support agents have the capacity to offer
pertinent and valuable information and
guidance, ensuring a consistently high-quality
customer experience.

* Overall customer satisfaction is enhanced,
cultivating trust, and establishing the
organization’s reputation for delivering
superior service.

Break down language barriers.

Thrive in a multilingual, global
landscape. That’s NiCE.
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NiCE is transforming the world with Al that
puts people first. Our purpose-built Al-
powered platforms automate engagements
into proactive, safe, intelligent actions,
empowering individuals and organizations
to innovate and act, from interaction

to resolution. Trusted by organizations
throughout 150+ countries worldwide,
NiCE’s platforms are widely adopted across
industries connecting people, systems, and
workflows to work smarter at scale, elevating
performance across the organization,
delivering proven measurable outcomes.
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