Customers increasingly expect, and prefer, self-directed omnichannel journeys
that put them in charge of their own experiences. By adopting a holistic, informed,
action-oriented approach to customer feedback, you can influence and impact

those journeys to deliver memorable digital experiences that drive customer loyalty.

CXone Feedback Management supports these efforts by helping you:

Connect journey touchpoints
Unify feedback across moments in the customer journey to gain deeper
insights and uncover opportunities to improve CX.

Eliminate blind spots

Use advanced analytics and journey-based insights to discover CX

blind spots.

Uncover opportunities to improve service
(@ Use rich, multi-level views to reveal which improvements will matter
most—from enterprise wide to individual customer journeys.

CUSTOMER JOURNEY BASED DESIGN

CXone Feedback Management unifies disparate data with a customer
journey based program framework and services.

Our Experience Consulting experts can advise you on best practices
for using our validated survey questions, journey-based analytics,
role-based dashboards, and role-based closed-loop action
workflows to deliver exceptional customer journeys, accelerate your
time to value, and maximize ROI.

What success looks like

“CXone Feedback Management has been a huge win for us—being able
to really figure out and track not just that people weren’t satisfied, but
why, and being able to look at it in a meaningful way.”

“We’re not just getting a bunch of data, we're using that data to build a
better organization.”

Janie Dellinger
Global Quality Supervisor
HireRight



UNDERSTAND AND ACT ON DIVERSE
CUSTOMER EXPERIENCES

To be effective, your digital transformation effort must deliver intertwined, non-linear
customer journeys across channels, including various digital touchpoints. It also needs
to leverage insights into customer experiences, preferences, and expectations to create
self-enabled, informed, and personalized digital experiences.

This is where the right omnichannel feedback approach can help you build customer loyalty,

increase retention, and realize business value.

CXone Feedback Management collects digital feedback via any channel, including:

«  Email

* Live chat :
Is there anything else | can

« Chat bot do for you?
+ SMS
*  Messaging

+  Website intercept
* Mobile app intercept

...and more.

Gain actionable insights in real time
with omnichannel analytics at the
journey level, interaction level, and
behavioral level.

Drill down and conduct easy searches
to identify which interaction methods
customers have used, their intent, and
the quality of their journeys.

Understand pain points and moments
of truth by connecting interactions
across voice, digital, and operational
feedback data.

About NICE

With 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 Al-
powered self-service and agent-assisted
CX software for the contact center—and
beyond. Over 25,000 organizations in
more than 150 countries, including over
85 of the Fortune 100 companies, partner
with NICE to transform—and elevate—
every customer interaction.

https://www.nice.com/products/cx-
analytics/feedback-management
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