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Agent Workspace
Advanced

Empower agents with instant
customer insights to personalize
every conversation

Agent Workspace Advancedis a
contact-center-focused desktop
solution designed to provide agents with
a unified, omnichannel workspace. It
extends the capabilities of CXone Agent
by aggregating all customer interactions

and data into a single, seamless interface.

Agents have access to consolidated
customer profiles and full conversation
histories, ensuring continuity and a
superior customer experience. ECC saves
the agent time by automatically looking
up customer information and streamlining
routine tasks from end to end.
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Ron Duffy
Customer Service
Possible Card Fraud

Evan Mercer
Customer Service

Banking Portal Issues

Lucas Manning
Customer Service

Lost luggage Issues
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Sophie Langston

Customer Service

Banking Portal Issues
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Lucas Manning

I'm so frustrated, | thought my bags
would be here by now. Can you

. help me locate them?
3 minutes ago

1:25 Agent Smith

Yes. Have you reached out to

° customer support previously?

" 2 minutes ago

Lucas Manning

“~
u | talked with an Agent Kapor about
aweek ago and he said that this
2:55 would be taken care of in a couple
of days, but | still haven't seen
anything.

1 minute ago

Agent Smith

Thank you for your patience. I will

check on this for you.

(© a few seconds ago
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Overview v

Customer Information /'
FIRST NAME LAST NAME

Lucas Manning

PRONOUN PREFIX

He/Him M.

CUSTOMER ID

LManning2243

Lates Notes h ©

Jim Smith 03/22/2026 02:12:11 PM "
Docurmnentation has been profided to customer.

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

.
Customer is requesting a 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 them half off
Alex Bogush 01/22/2026 08:12:24 PM i
Talked to them again and | think we are good-to-go. Setting up a time to call them back and re...
Patrick Johnson 03/22/2024 02:12:11 PM 2R

Set up a payment plan, the customer is happy and will not be bothering us anymaore

7/

Benefits

» Consolidates data from various systems into a
single, real-time view.

» Surfaces customer preferences and
history instantly, reducing effort and
expediting resolution.

* Equips agents with tailored insights,
enabling more genuine, relevant, and
effective conversations.

e Maintains conversation continuity and ensures
consistency across voice, digital, and
follow-up communications.

» Provides agents exactly what they need
to resolve issues, precisely when they
need it—including customer history and
prior outcomes.

Capabilities
* Instant view of customer profiles
across channels.

* Unified agent experience: all customer
interaction history in one place.

» Contact management: a centralized customer
profile database.

e Click to Contact: immediate outreach via voice,
email, or SMS directly from the customer profile.

» Seamless integration with CXone and CRMs.




Key features

A centralized database
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customer profiles across all channels and to provide €  EvanMercer o
Ogeﬂts with insig hts into the full customer Journey. It Q E::j::;:r‘i::if;ues 230 CUSTOMER ID FIRST NAME LAST NAME BALANCE DUE LAST CONTACTED
O-”—fers CUStomiZOble ﬁeldS, Gnd empOV\/erS OgeﬂtS to @ _ QA12345 Liam Davis 45,689 01/23/2026 11:32:33 AM
Lucas Manning . . : S
work more StrC}tegiCC}lly and Sto OrgOnized. e HG93839 Ron Duffy $120,000 01/23/2026 11:32:33 AM
Lost Luggage Issues 1:25 UIB73636 Hal Emerson $65,000 01/23/2026 11:32:33 AM
It qlso InCIUdes CUStomer IISt’ O VleW thgt helps Sophie Langston GH56474 Leon Fauntleroy $50,000 01/23/2026 11:32:33 AM
manage Oﬂd prioritize OUtreOCh W|th eqase. It Customer Service o BB37373 Sarah Filipovich $135,000 01/23/2026 11:32:33 AM
enables the creation, updating, ﬁltering, and sorting - QG44334 James Franco $200,000 01/23/2026 11:32:33 AM
Of O” CUStomer records bosed on Urgency, VOlue, or 198789 Jennifer Giardini $110,300 01/23/2026 11:32:33 AM
IOSt IﬂteI’OCtIOI’] QG77763 Harald Henderson $10,230 01/23/2026 11:32:33 AM
. YT63534 Mia Jovovich $50,000 01/23/2026 11:32:33 AM
NB76373 Amy Jurovich $200,000 01/23/2026 11:32:33 AM
NN76353 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
QX32617 Alison Muravich $45,670 01/23/2026 11:32:33 AM
NB56789 Brian Norton $23,400 01/23/2026 11:32:33 AM
Displaving 1-25 of 53.298  Rows ner page: 25 ¥ Page 1 of 15 » »
Unified customer profile & interaction history
e . . . i A o C
touchpoints, and outcomes that equips agents with Interactions v
the full context they need to resolve issues faster. It
6 Records P Exclude non-Agent 4 B

consolidates all types of interactions in one place,
helps agents pick up where the last conversation left s DavisBRLIam342456@Sunsytems.com

Martgage Inquiry 01/15/2026 10:36:12 AM
off, and enhances personalization and continuity.

PEN
#423-INCL-0246 | |Smith =

n Online Mortgage Calculator
Form Submission
#423-INCL-0246 | ]Smith

01/15/2026 08:02:26 PM
CLOSED

o Updated Contact Record
i Martgage application in progress
Automated

01/16/2026 09:32:20 AM
CLOSED

g +1 (404) 332-1939
Rate Inquiry
#423-INCL-0246 | JSmith

01/16/2026 11:36:02 AM
CLOSED

-« Website Chat
onlinerealtor.com

Al Agent

01/16/2026 12:02:03 PM
CLOSED

@ +1 (404) 332-1939
z Troubleshooting request
#423-INCL-0246 | |Smith

01/01/2026 02:32:03 PM
CLOSED
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About NiCE

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.

Click to Contact

A built-in function that enables immediate
outreach via voice, email or SMS directly from Q_ search
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Custorner Service CONTACT ID FIRST NAME LAST NAME BALANCE DUE LAST CONTACTED
2:30
. . Banking Portal Issues
® Ensures ConS|Steﬂt, COH]p“Qﬂt Outre(]Ch L Liam Davis $5,689 01/23/2026 11:32:33 AM
across channels Lucas Manning . | Duffy $120,000 01/23/2026 11:32:33 AM
’ Customer Service PHONE
3:02 " 65,000 R
it Chiggage isiies | i easiaaaais B Emerson $65,00 01/23/2026 11:32:33 AN
| Fauntleroy $50,000 01/23/2026 11:32:33 AM
Sophie Langston CHANNEL
RS AR | | L ok i ‘ Filipovich $135,000 01/23/2026 11:32:33 AM
; 2:55 ,
Banking Portal Issues | Franco $200,000 01/23/2026 11:32:33 AM
Y. Voice
| ' Giardini £110,300 01/23/2026 11:32:33 AM
[ sms
QA2 Hendersan $10,230 01/23/2026 11:32:33 AM
E} Whatsapp
BBE7876 LUIES Jovovich $50,000 01/23/2026 11:32:33 AM
CD43568 Amy Jurovich $200,000 01/23/2026 11:32:33 AM
QH74635 Ralph Kevorkian $32,000 01/23/2026 11:32:33 AM
Q564889 Barry Liamdowski $23,000 01/23/2026 11:32:33 AM
QA12345 Mandy Morton $205,000 01/23/2026 11:32:33 AM
QA33987 Alison Muravich $45,670 01/23/2026 11:32:33 AM

QAZ2198 Brian Norton $23,400 01/23/2026 11:32:33 AM




