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NiCE Copilot for
Supervisors

Multiply supervisors’ business impact.

NiCE Copilot for Supervisors is
Al-powered assistance that maximizes
business impact by prioritizing real-time,
proactive insights, delivered with context,
making supervisors more strategic. By
enhancing and broadening contextual
data to drive holistic recommendations,
Copilot redefines and elevates the
supervisor’s role from operations
taskmaster to organizational strategist.

ICE

With detailed, up-to-the-minute information,
Copilot levels up monitoring with urgent alerts, and
allows supervisors to engage with and act on data
in a conversational manner. Generative Al uncovers
trends, ensuring supervisors mitigate risks to their
team’s tracked KPIs over time and guide struggling
agents based on an interaction, boosting CX and
team performance.

Empower supervisors for CX success

Deliver both excellent interactions and
operational efficiency

Shift from reactive to proactive leadership
with real-time data and alerts for seamless
customer interactions

Discover insights effortlessly through
conversational Al, making data review more
natural and streamlined

Expand supervisor agency with role-specific
goals alongside teamwide KPlIs

Elevate supervisor capabilities
with precision Al

Innovative technology enables forward-
thinking leadership

Enhance the methods and speed at which
supervisors provide guidance to agents

Detailed, accurate, and personalized
data, immediately

Improved reaction time and time
to resolution

Real-time customer interaction insights

Immediate agent guidance and training

Automation of repetitive,
time-consuming tasks

- Automate insights on trends, patterns,
and risks affecting the team’s tracked
KPIs over time

* Boost performance by offloading time-
consuming and rote tasks, enabling
supervisors to focus on valuable training
and team building

Agile CX for greater
organizational impact

Proactively pair operations and strategy to
meet KPIs and wow customers

« Gain vital context on emerging trends to
swiftly prevent potential issue escalation

+ Connect agent and customer insights with
organizational goals

+ Align strategic goals, KPIs, and operational
tactics with real-time, Al-backed insights

Benefits

* Provide superior CX using contextual,
urgent alerts

* Increase supervisors’ availability to
coach agents

e Improve supervisor retention and
job satisfaction

* Onboard new agents quickly with
generative Al

e Tap into supervisors’ full CX expertise




Copilot for Supervisors surfaces
insights naturally, enabling -
supervisors to interact with Al s | :
through human-like inquiries and - Lo
strategic prompt |
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Al-driven strategic insights and predictions for supervisors.
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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

| Monitoring Frequency 'S

O]

*
You monitored
15% more contacts
compared to the average of your peers in the same period. AGENT'S NAME ACW (MINUTES)
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See below top 5 agents with highest ACW on your team
Jacob Jones’ ACW is 13m 20s which is 26% above team average.

Freida Varnes 11:38 . . o o .
R into proactive, safe, intelligent actions,
wkssesiors | | g, Dgtseons | [ srenmonkre | o : . empowering individuals and organizations
to innovate and act, from interaction
Ch: 10:13

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,

T T e +| > delivering proven measurable outcomes.

Intervention Impact
*
Your intervention success rate to improve sentiment is une 03
5% higher une 02

than the previous period.
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Alerts inform supervisors about
interactions requiring timely,
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D Hide Metrics # "4 Due to not addressing the issue in a timely and efficient manner. 0
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Anne Thurium
AGENT (40) AGENT STATE UP NEXT CONTACTS DURATION ® 05:03 in Negative Sentiment
@ Tina Murray Available (6:38) Waorking 4 2:11 "4 Due to repetitive refund requests.
©@ Maryland Winkles Available (9:22) Warking 0 1:37 Ongoing Summary Ipdated
. . . . . Customer is claiming that they have been over-charged for services in
@ Freida Varnes Unavailable: Break (12:46) Mandatory 4 2:22 June and are inquiring about their refund request.
© Hannah Burress Available (2:54) Meeting 1:1 4 2:46
Last Interactions
@ Albert Flores Available (8:01) Coaching 3 3:06 | Refund Request
e 2 10:42 AM - Payment Processing
Johnsie Jock Qutbound (2:47) Woarking 1 2:57 Customer called about an overcharge on their service.
Explained the billing error, initiated the refund process,
Tynisha Obey Qutbound (1:39) Working 4 1:22 and informed the customer of the expected resolution ti...
Inquiring About Affordable Connectivity Program
Hannah Burress Working (6:38) Unavailable: Break 0 1:01 = g“ 1311111 AM - Package And :\__‘Ihj ¢
Customer inquired about the Affordable Connectivity
Guy Hawkins Inbound (2:46) Coaching 4 117 Program. Provided details on eligibility, benefits, and the
application process. Directed them to the website for furt...
@ Georgette Strobel Unavailable: Break (15:44) Waorking 4 2:57
‘*
@ Maryland Winkles Inbound (7:19) Coaching 3 1:40
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