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With NICE (Nasdaq: NICE), it’s never been easier for organizations of all 
sizes around the globe to create extraordinary customer experiences while 
meeting key business metrics. Featuring the world’s #1 cloud native customer 
experience platform, CXone, NICE is a worldwide leader in AI-powered 
self-service and agent-assisted CX software for the contact center—and 
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elevate—every customer interaction. 
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Make every customer interaction with 
your contact center extraordinary with 
Enlighten AI for Customer Satisfaction. 
The first Artificial Intelligence (AI) 
framework for customer engagement, 
Enlighten AI is a complete out-of-the-
box solution that scores agents’ soft- 
skills on every interaction—objectively 
and consistently—eliminating the need 
for manual interpretation.

It provides agents with the opportunity 
to positively impact their customer 
satisfaction outcome, highlighting 
the behaviors needed for achieving 
their goals. The pre-built customer 
satisfaction behavioral models 
are derived from 20+ years of 
industry experience, using the most 
comprehensive and expansive 
interaction database in the world.

Tap inTo a new 
Dimension of
UnDersTanDing 
The CUsTomer 
experienCe

Key Benefits
Improve customer  
satisfaction

Reduce costs for  
manual listening  
and surveys

Improve coaching  
effectiveness and  
performance

Realize Immediate Value
Agents are often evaluated based on a small, random sample 
of interactions. This practice leads to job dissatisfaction, a 
high number of quality score disputes, and insufficient insight 
into customer satisfaction trends. Surveys have low response 
rates and do not represent all customers, making it difficult to 
use these scores.

Make data-driven decisions to improve customer experience 
with Enlighten AI for Customer Satisfaction. The out-of-
the-box solution includes analytics and AI-driven quality 
management to deliver immediate insights. It automates the 
objective scoring of sentiment and behaviors that impact 
customer satisfaction metrics across 100% of interactions.

Increase employee  
engagement

Eliminate agent  
quality score  
disputes



enlighten ai pre-Built
Behavior models

Sentiment scoring is a proven predictive indicator of customer 
satisfaction such as NPS, transactional NPS and CSAT surveys. 
Enlighten AI for Customer Satisfaction provides the next level of 
understanding by scoring agent behaviors that directly impact 
the sentiment score. Gain immediate visibility into who has the 
best—or the lowest—scores with pre-built models. Behaviors 
are calculated (based on an index) and presented in an easy to 
understand 100% grading scale so you don’t need to guess what 
a score means.

Focus your supervisors and agents  
on the behaviors that matter most to  
your organization with Enlighten AI’s 
behavior models:

•	Agents are scored on all of 
their work and feel they are 
being judged fairly. They 
also can self-correct with 
immediate and accurate 
feedback on the behaviors 
that directly impact their 
customer satisfaction 
performance.

•	 Supervisors spend 
less time hunting for 
information and more 
time leveraging the 
data insights to deliver 
personalized coaching 
to agents, reducing both 
effort and cost.

•	 Quality	Teams deliver 
more consistent and 
timely evaluations and 
performance metrics with 
no more disputes over 
quality scores.

Empower Employees with Data They Can Trust
Enlighten AI enables everyone in the organization to focus on the same customer satisfaction 
initiatives with unique insight into how to leverage the data for a competitive advantage:

•	Managers immediately 
identify trends in customer 
satisfaction and agent 
behaviors before they 
negatively impact 
customers — or the  
bottom line.

Enlighten AI Behavior Models and Sentiment Scoring



OPERATIONALIZE
YoUr resULTs

Enlighten AI for Customer Satisfaction is a complete out-of-the-box solution which allows you 
to quickly operationalize your results with pre-built dashboards, workflows and reports from 
a single user interface. Included with the Enlighten AI agent behavior models are Interaction 
Analytics and Quality Management, which provide:

Real-time prompts empower agents to understand how to 
alter their behavior to improve the customer satisfaction 
outcome during an interaction and reinforce the skills they 
have learned in a coaching session.

Real-Time
 Interaction

Guidance

AI Routing Optimize call routing to immediately improve customer 
satisfaction metrics using Enlighten AI to identify the best 
attributes to match customers with agents.

 Performance
Management

Boost agent performance using Enlighten AI behavioral 
models to drive gamification and coaching opportunities.

Take your customer engagement program  
to the next level with these added options:

Enlighten AI for Customer Satisfaction Sample Supervisor Dashboard,  
sorted by top performers and bottom performers.

Access to full-spectrum 
omnichannel interaction 
contact center analytics 
and next generation quality 
management with heat  
maps of sentiment and 
agents’ behavioral scores  
by site, location and 
supervisor or agent.

Pre-built supervisor and 
agent scorecards that 
aggregate KPIs, identify 
coaching opportunities 
and link to evaluation and 
feedback workflows.


