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tracking trends and satisfaction

Gain actionable insights from your customer interactions
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Increase improvement velocity and
grow your revenue faster

Many contact centres are disappointed when their im-
provement efforts seem to fall short or take forever to get
results. CXone Interaction Analytics Pro helps you pinpoint
where the best opportunities for improvement exist across
all channels and help you understand in detail what needs
to change.

e Categorise interactions based on discussion topics and
expressed sentiment to determine where issues are oc-
curring most often and their causes

e Analyse voice and text chan-
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Train more effectively to turn trends
into customer loyalty

Agents perform best when training is tailored to their
needs, but it can be challenging to determine which topics
are the best to focus on. With CXone Interaction Analyt-
ics Pro, you can identify specific training needs and topics
based on agent interactions with customers.

e |dentify the top trends in agent training needs to maxi-
mise training effectiveness

e Review agent interactions based on agent-specific catego-
ries and sentiment to identify training or knowledge gaps

nels, including text interac-
tions from external systems,

Sentiment Trend

to identify cross-channel
dependencies or issues

Manage compliance
proactively

It's crucial to understand quick-
ly when and where you're out
of compliance before damage
is done. CXone Interaction
Analytics Pro examines all of
your recorded interactions to
detect when non-compliance
actions occur.

Top Themes

O retumn request
© broken package
did not order

O refund request
wrong address

© lost merchandise

© wrong item

O wrong size

© unhappy with item

O late arrival
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Top volume items of interest based on company prefile

You'll know about potential

Easily detect and explore trends in sentiment and discussion topics.

issues in near real time so you

can resolve them proactively e Analysis of both voice and text interactions

before problems escalate.

o |dentify when and where
agents are out of compliance
by detecting the occurrence
or absence of key phrases

e Make proactive corrections

to mitigate compliance risk e Sentiment analysis, both overall and at the end of an interaction, reveals
perceptions of both customers and agents, both overall and at the end of an

now and in the future
interaction

About NICE inContact

NICE inContact works with organisations of all sizes to create extraor-
dinary and trustworthy customer experiences that build deeper brand
loyalty and relationships that last. With NICE inContact CXone", the
industry’s most complete cloud customer experience platform, we enable
an exceptional agent and customer experience—every time and on every
channel. uk.niceincontact.com
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e Results updated throughout the day as interactions are analysed

e Search interactions for any word or phrase used by customers or agents

e Filter results by contact type, date/time, duration and other metadata fields
e 100% call transcription of voice interactions

e Replay directly from the CXone Interaction Analytics Pro user interface

e Automatic categorisation of interactions identifies common themes

For more information, visit: uk.niceincontact.com/smb
160 Queen Victoria Street, London, EC4V

uk tel: 0800 404 9727

intl: +44 (0) 207 002 3000

email: info@niceincontact.com

web: uk.niceincontact.com



