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NICE inContact CXone™ Agent for Salesforce®

Consolidated agent desktop for fast, personalized service

Driving business results in your contact center is no easy task in today’s highly
competitive environment. Customers expect a consistent omnichannel experience,
with personalized interactions regardless of how they reach out to you. At the
same time, you are asked to optimize efficiency and to do more with less. The
NICE inContact CXone Agent for Salesforce® provides you with all the tools you
need to meset your customers’ expectations and achieve your business goals.

Consolidated Agent Interface for Salesforce Classic and Lightning

CXone Agent for Salesforce adds a global carrier-grade voice channel and intelligent routing
engine to Salesforce digital customer interaction channels —including omnichannel elevation/
combination across channels.

Adding CXone intelligent routing of digital channels improves the customer experience
through skills-based routing—that combines agent proficiency with customer attributes from
Salesforce—to find the best customer service resource for each interaction, enabling faster
resolution of customer requests, fewer transfers, and options to provide higher levels of
service to premium customers.

In addition, CXone Agent for Salesforce extends the Salesforce Service Console with
embedded workforce optimization (WFO) capabilities for agent scheduling, coaching and
quality management.

OPTIMIZE AGENT AND CUSTOMER EXPERIENCE
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customer interactions with customer
data at the agents’ fingertips

agent efficiency with unified agent
desktop that includes WFO

customers to the right resource, on
the right channel, right away

Agents have customer data in Salesforce at their fingertips, synchronized with each
interaction. Customers are identified based on data such as caller ID or input from the IVR,
email address, customer number or other identifying information. This enables the handling
agent to personalize each interaction. At the same time, NICE inContact CXone helps
enrich the data in Salesforce with automated contact record creation, and the ability to add
information to the Salesforce customer record.

Personal reports for agent performance and productivity, as well as current contact center
status allow the agent to pace contact handling based on real-time insight and the ability to
view their team’s statistics fosters competition.

KEY FEATURES

« Intuitive voice and
digital contact handling,
agent scheduling,
and performance
management embedded
into Salesforce Sales
Cloud, Service Cloud,
Health Cloud and
Government Cloud

« Global carrier-grade voice
channel and intelligent
routing engine added to
Salesforce digital: chat,
email, SMS, cases

o Customer data
synchronized with
every assigned contact,
including activity timeline
and contextual hovers

» Access to personal and
team statistics on perfor-
mance and productivity
from within the agent
interface

 Skills-based routing
directs Salesforce
channels to the best-
suited agent

« WFO integration
enables agents to
manage schedules and
performance without
leaving Salesforce

« Salesforce omnichannel
presence integration
prevents interruption of
voice interactions
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NICE inContact CXone Agent for Salesforce

With access to Dynamic Address Books, agents can
reach out to contact center and Enterprise resources

CXone Agent for Salesforce Agent Desktop
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CXone Packages for Salesforce
CXone Agent for Salesforce provides: .

- An easy-to-use, intuitive interface with Salesforce Simple and affordable. Choose the package that's just right
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Automated contact record creation in Salesforce
including the ability to write to any field in Salesforce.

Salesforce omnichannel presence integration with

a consolidated state based on both Salesforce and
CXone interaction status. This can be used to prevent
Salesforce Live Agent chats being assigned to an
agent on top of a routed CXone interaction (or vice-
versa), for example.

About NICE inContact

Performance Management
Interaction Analytics Pro

Feedback Management

Want to learn more? Visit www.niceincontact.com
Want to talk to a specialists? Call 1-866-965-7227

Want a quote? Go to get.niceincontact.com/get-quote

NICE inContact is the cloud contact center software leader, empowering organizations to provide exceptional customer experiences with the world’s #1
cloud customer experience platform, NICE inContact CXone™. CXone combines best-in-class Omnichannel Routing, Workforce Optimization, Analytics,

Automation and Atrtificial Intelligence on an Open Cloud Foundation.

For more information, visit: www.NICEinContact.com
75 West Towne Ridge Parkway, Tower 1, Salt Lake City, UT 84070
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