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Introduction
Artificial Intelligence (AI) is revolutionizing the business-consumer 
relationship in myriad ways across today’s digital landscape, 
fostering brand loyalty and offering increased availability and a 
seamless flow of communication. These transformative technologies, 
such as conversational and generative AI and automation, provide 
personalized, accessible self-service, optimize the customer journey, and 
deliver reliable assistance. 

And NICE Enlighten, the trusted AI for business, is the perfect example of 
utilizing technology to create positive customer experiences.

Enlighten is a cutting-edge AI solution designed for the customer 
experience (CX) industry, uniting immense amounts of consumer 
interaction data with the latest technological developments in Generative 
AI. It offers three powerful solutions: Enlighten Actions, which optimizes 
customer engagement through proactive insights and AI-driven 
automation; Enlighten Copilot, empowering employees with centralized 
AI tools and assistance, personalized coaching, and task automation; 
and Enlighten Autopilot, delivering personalized, business-aligned 
conversational AI experiences to delight customers. 

Enlighten revolutionizes the CX landscape with a groundbreaking, 
enterprise-grade approach, benefiting all stakeholders across an 
organization and creating exceptional experiences for consumers, 
employees, and businesses alike.
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Businesses are able to provide consumers with instant availability and 
customized self-service with Enlighten, allowing access to information 
and support at customers’ convenience, when and where they seek 
resources. By optimizing customer communication and knowledge 
availability, such AI systems ensure a seamless flow across channels and 
touchpoints, minimizing frustration and delivering efficient resolutions. 

Moreover, AI-powered interactions build trust and loyalty through 
reliable, personalized assistance. Businesses embracing AI technologies 
gain a distinct competitive edge as customer interactions improve 
and cultivate lasting brand relationships. This whitepaper explores 
the profound impact of Enlighten on consumers, examining how 
its capabilities enhance convenience and accuracy, streamline 
communication, and build strong patronage.
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Conversational Interactions 
You Can Trust
HUMAN-LEVEL COMPREHENSION

Enlighten Autopilot, powered by advanced language models and generative AI 
technologies, demonstrates an exceptional understanding of human language and 
conversation dynamics. With Autopilot, businesses experience highly accurate 
interpretations of customer inquiries including linguistic nuances, idiomatic expressions, 
sentiment variations, and contextual subtleties. Responses resemble authentic 
human conversation, building customer trust and rapport. Autopilot even adapts to a 
customer’s communication style, providing a personalized experience tailored to their 
formal or casual preferences. 

UTILIZATION OF ADVANCED NLP MODELS AND MACHINE 
LEARNING ALGORITHMS

Enlighten leverages state-of-the-art natural language processing (NLP) models, 
machine learning algorithms, and the most expansive CX conversational data set. This 
is what enables Autopilot to comprehend customer intent, sentiment, and account for 
factors outside of a singular interaction, ensuring a deep understanding of customer 
inquiries to deliver accurate and contextually relevant responses in a human-like way.

LEVERAGING COMPANY KNOWLEDGE BASE

In addition to utilizing a massive set of CX interaction data, Autopilot provides the 
most brand accurate, secure responses to customer queries by integrating with the 
company’s knowledge base and incorporating information from FAQs, product catalogs, 
and support documentation. As information is updated and added, conversations 
reflect these changes seamlessly. These capabilities prevent a risk of generating false 
or misleading information, protecting the business and ensuring customers receive the 
support they require to resolve their issues effectively. 
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MIRRORS YOUR BEST-PERFORMING AGENTS

Autopilot uses self-service AI models to identify and automate the most frequently 
occurring interaction types, constantly improving and iterating based on the most 
effective resolutions and the highest customer sentiment. It understands customer 
intents and the variety of complex ways in which those intents are expressed to deliver 
optimal responses and flows, emulating the actions of your best-performing agents. 

Seamless Engagement 
Across Touchpoints
MEETING CUSTOMERS ON PREFERRED CHANNELS

Enlighten empowers companies to connect with customers seamlessly, regardless of the 
channel they choose, whether it’s through a web search, email, social media, phone, or 
chat. Customers expect convenience and the personal touch of receiving support and 
assistance through their preferred channels, enhancing their satisfaction and fostering a 
sense of being valued by the business.

CONSISTENT AND UNIFIED EXPERIENCE

Ensuring a consistent and unified customer experience is crucial for businesses. 
Regardless of the chosen communication channel, businesses must provide a seamless 
connection, allowing customers to move between platforms and contact methods 
without losing context or repeating information. This consistency creates a cohesive 
and integrated customer journey, reinforcing a strong brand image and delivering a 
personalized experience that builds customer relationships and loyalty.
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DATA-DRIVEN DECISION-MAKING

By capturing and centralizing customer data, businesses gain a comprehensive view of 
consumer interactions and expectations, enabling effective targeting, segmentation, 
and customization of marketing efforts. By leveraging this data-driven approach, 
businesses can make informed decisions, optimize strategies, and improve customer 
engagement and channel selection. Access to accurate and up-to-date customer 
data empowers businesses to deliver timely and relevant experiences that enhance 
satisfaction and foster loyalty. 

STRENGTHENED BRAND PERCEPTION

Prioritizing customer preferences, individualizing service, and consistent experiences 
favorably impact brand reputation and image. Businesses that meet customers 
on their preferred channels, provide personalized offerings and resources, and 
ensure dependable interactions are viewed as responsive, customer-centric, and 
technologically advanced. This strengthened brand perception builds customer trust, 
fosters long-term loyalty, and encourages positive word-of-mouth recommendations, 
giving businesses a significant competitive edge in the market.

True Conversationalist 
ROBUST INTEGRATIONS

With its vast integration library, Autopilot can access customer accounts for visibility 
into details, like reward points, more quickly and accurately than a human agent. 
The impressive integration capabilities of Autopilot enable it to obtain the whole 
range of customer account information smoothly and use it to enhance interactions. 
Using this information, Autopilot can offer proactive assistance, evaluate a 
greater number of options more quickly than a human agent, and curate unique 
recommendations and solutions.
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CONTEXT SWITCHING

Autopilot can swiftly adapt to a customer’s evolving needs by incorporating context, 
recognizing when a customer is transitioning from one intent to another. For instance, 
a customer can start a conversation with a request to add a day to a reservation and 
then move on to pay for this change using points. This remarkable ability to understand 
and flow between multiple inquiries in the same interaction allows Autopilot to provide a 
seamless, humanized experience.

BACK JUMPING

Autopilot offers interactions that are as natural as a human agent due to its ability to 
pick up where it left off, using new information to move the conversation forward to 
the most effective, relevant resolution. It can also refer back to previous conversations, 
just like a human agent would. If a conversation requires revisiting previous topics or 
information, Autopilot can easily do so while maintaining continuity in the conversation. 
This allows Autopilot to provide accurate and up-to-date assistance to the customer 
based on any new information gathered during the interaction.

Conclusion
Customers are conditioned by their surroundings to expect, even demand, a high level 
of excellence. The CX environment may be the greatest indicator of these heightened 
expectations. With cutting-edge solutions like Enlighten Autopilot, customers have 
begun to experience support interactions in a whole new, positive way. Standing out in 
a saturated market requires deliberate effort and resources. Bluntly stated, it’s vital to 
incorporate AI in your CX strategy to avoid falling behind the competition.

Digital interactions and self-service have become the face of customer service. In fact, 
81% of consumers stated that they want more self-service. With Autopilot, customers 
have access to the best, most trusted virtual agent: AI trained on billions of CX 
interactions and able to constantly learn from vast knowledge bases to deliver timely, 
relevant, and personalized service around the clock.

The next evolution of customer-centric service is here. And Enlighten is ready to take 
your business, and customer satisfaction, to the next level.


