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Agent Workspace Premium centralizes Improves agent s | ey
customer data and interactions in a and customer experience S st A
single, customizable workspace—right . . - .
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icketi ; lead ” - seamlessly brings together all their essential

ticketing, lead management, scripting, tools—boosted by smart automation and Al-driven ¢BI=== fropies | >

and workflow COpOb'l't'eS- By connecting  gssistance—so they can deliver outstanding
front- and back-office operations, it service effortlessly.

empowers agents, boosts efficiency, and
elevates the customer experience.

Ready to integrate

Centralize data management with seamless Capabilities
access to CRMs and other systems of record to Faster resolution: Unified tools, workflows, » Unified agent desktop: All tools in one place
enable streamlined workflows, facilitate stronger and scripts help agents resolve customer - Ticketing and case monitoring: Automate,
collaboration, and create a more personalized issues quickly and accurately track, and resolve
customer experience. Higher productivity: Streamlined desktops - Contact management: Centralized
and intelligent automation make every agent customer profile database

Make better decisions more efficient and effective _ « Agent scripting: Guided, dynamic

. . Personalized experiences: Centralized data agent scripts
Combine your contact center data with your CRM and omnichannel history enable tailored e T P ey T T Nl
for a holistic customer view that empowers you to customer interactions N o%tomotion .
make truly informed business decisions. Flexible integration: Open APIs and

* CRM integration and open APls: Seamless,
flexible system integration

no-code customization ensure Desk can
adapt to any environment




Key features

Ticketing

Agents can create tickets and manage customer
inquiries in a unified interface. Tickets are linked
with customer interactions, both voice and
digital, and can be easily prioritized, routed to the
appropriate team, and tracked from assignment
through resolution. Al-generated summaries and
resolutions are available directly within the ticket,
enabling agents to review, edit, or accept

Al suggestions to speed up handling and

improve productivity.

Lead management

Contact centers can organize, prioritize, and act
on prospect data through a centralized database.
Agents can review and update lead profiles while
the system automatically records interactions and
preferences, enabling targeted engagement.

Dynamic segmentation and automated workflows
guide follow-ups and best actions, while
unconverted leads are intelligently recycled.
Integration with SmartReach ensures that every
outreach initiative is high-impact and

regulation compliant.
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Overview Details Links Attachments
Ticket Information
PRIORITY
Medium
AGENT
Jim Smith
ACCOUNT
CRMA
SLA DUE DATE
02/02/2026 04:12 PM

Lates Notes

Jim Smith 03/22/2026 02:12:11 PM
Dacumentation has been profided to customer,

Patrick Johnson 02/13/2026 12:12:11 BEM

Accounts

AM

Notes

STATUS
Open

AGENT TEAM
Avengers

REPORTER
Bob Andretti

CONTACT
Liam Davis

HBRS-1239

Tasks

Customer is requesting & mortgage but having issues with the online sign-up portal.

Bob Andretti 02/1/2026 04:07:00 PM

| have to say this customer is really angry - | think we should offer thermn half off

Alex Bogush 01/22/2026 08:12:24 PM
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Liam Davis + 0 =

LiamDavis74 | Last Updated 01/12/2026 3:38:32 PM

< Overview Directory Interactions

€+ (253) 895-9889
1/25/2026, 2:24pm | # 22073581
Closed

THREAD START (-]

START
08:01:00 am

AGENT
John Smith

CAMPAIGN
LCID_A

AUTO SUMMARY

Tasks Notes
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External Data Accounts Tickets >
Lead is hopeful we can beat the other
Agency quote of 6.5% on the interest %
rate - follow-up pending.
END
09:43:12am
SKILL
Virtual_Agent_QC
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Resolution Summary Generate

Doc tion compiled and forwarded to customer at email provided. Customer to review the provided
documentation regarding system configuration and attempt setting changes themselves. If there are any
questions after the changes, customer will reopen the ticket.

Ticket Summary [@  Generate

Customer contacted support with questions about how to configure various settings within their system.

Customer stated that they were unsure of which settings controlled each aspect of the product. Customer

asked for training or additional documentation that could be reviewed.

DISPOSITION
AGENT - CUST RPC 30

Lead is interested in purchasing a mortgage at an interest rate below 6% - they have looked at other agencies and will make a decision soon.

Agent ———

Customer
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Transcription

Agentsmith =
00:03

Hello? Is this Mr. Davis?

Liam Davis =

00:15/02:10
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provides a customizable, low-code interface that R B Ay © B = @
Q Home Contacts Script Tickets Leads Connect

guides agents through interactions using dynamic, WM % Lambavis © o = S e
branching scripts. It enables real-time data # oo @ e [ e About NiCE
capture, ensures compliance, and reduces agent e ONEQ) roommne NiCE is transforming the world with Al that
training time by embedding logic, forms, and best -~ = - puts people first. Our purpose-built Al-
actions directly into the desktop experience—all " || 1B Bobjones | powered platforms automate engagements

without requiring IT support. o necwtamson < T into proactive, safe, intelligent actions,
empowering individuals and organizations

Cusiomas Prufrred Mehocts o Corace to innovate and act, from interaction

Oves Oo to resolution. Trusted by organizations

Oves Oo throughout 150+ countries worldwide,

Please confirmyour emal adcfess O ves O No | lamdavis@gmal.con NiCE’s platforms are widely adopted across
e hebestay focontactyouin the e industries connecting people, systems, and
workflows to work smarter at scale, elevating
performance across the organization,
delivering proven measurable outcomes.

(in

B ®

&

O Email O Mobile call O SMS () WhatsApp Message

CRM Search Email Validation Call Disconnected

The Agent Workspace Premium database The Agent 2, e o | @ e
The Agent Workspace Premium database includes Workspace ® " o a |
. . r- . . 1 9 0~
Contact Manager, which unifies information Premium
. . Q
from disparate data sources to create consistent database "] 53298 Records v
customer profiles across all channels and provide T (e (e TR
Ogents With |nSig htS |nto the fU” Customer journey. CUSTOMER ID FIRST NAME LAST NAME BALANCE DUE LAST CONTACTED
@ QA12345 Liam Davis $5,689 01/23/2026 11:32:33 AM

HG93839 Ron Duff;.r %$120,000 01/23/2026 11:32:33 AM

UIBT3636 Hal Emerson $65,000 01/23/2026 11:32:33 AM

GH56474 Leon Fauntleroy $50,000 01/23/2026 11:32:33 AM

BB37373 Sarah Filipovich $135,000 01/23/2026 11:32:33 AM

QG44334 James Franco $200,000 01/23/2026 11:32:33 AM

198789 Jennifer Giardini $110,300 01/23/2026 11:32:33 AM

QG77763 Harold Henderson $10,230 01/23/2026 11:32:33 AM

YT63534 Mia Jovovich $50,000 01/23/2026 11:32:33 AM

NBE76373 Amy Jurovich $200,000 01/23/2026 11:32:33 AM

NMN76353 Ralph Kevorkian $32,000 01/23/2026 11:32:33 AM

BN76543 Barry Liamdowski %$23,000 01/23/2026 11:32:33 AM

QA32451 Mandy Morton $205,000 01/23/2026 11:32:33 AM
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