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Introduction
Technology has always been met with equal parts excitement 
and opposition. And the recent advances in artificial intelligence (AI) 
are no different.

The seemingly limitless potential of AI and what it can do can create an 
uneasy situation for those who don’t understand it. And customer service 
agents and supervisors are concerned that AI will replace them and 
render their positions obsolete.

The truth is that AI has the opposite effect.

Instead, it serves as a catalyst to amplify their skills and empower 
them for success. Agents and supervisors are crucial components of 
the business machine and a vital link to customers. And NICE Enlighten, 
the trusted AI for Business, is the fuel that amplifies skilled labor at an 
unprecedented rate. 

Enlighten integrates the latest Generative AI technology with extensive 
CX data to create a cutting-edge tool for CX success. It offers three 
powerful solutions: Enlighten Actions, which optimizes CX business 
through proactive insights and AI-driven automation; Enlighten Copilot, 
empowering employees with centralized conversational AI assistance, 
personalized coaching, and task automation; and Enlighten Autopilot, 
delivering personalized, business-aligned conversational AI experiences 
to delight customers. 

With its trusted, enterprise-grade approach, Enlighten revolutionizes the 
CX landscape to benefit all stakeholders across an organization, creating 
exceptional experiences for consumers, employees, and businesses alike.

This whitepaper aims to educate and showcase how Enlighten empowers 
agents and supervisors to drive skilled labor, productivity, satisfaction, 
and engagement more than ever before.
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Amplifies Skilled Labor
BEHIND THE SCENES

Enlighten operates in the background, providing agents with the most pertinent 
information for each interaction. By utilizing communication analytics and metadata 
from millions of customer interactions, agents gain a deeper understanding of customer 
intent beyond their initial request or query. With the help of 100,000 CX modules, 
Enlighten generates suggestions and next-best-step prompts that agents can utilize in 
real-time to surpass customer expectations.

TRUE OBJECTIVE ANALYSIS

Enlighten automatically tags and summarizes all interactions, eliminating any agent bias 
or subjective opinions. This enables deeper analysis and insights into agent performance, 
facilitating the creation of training packages and routines. Each interaction is also 
accompanied by detailed, objective notes, which saves agents time after each call and 
enables seamless assistance for the consumer during any future interactions as well.

TRAINING ENHANCEMENT

Enlighten can be utilized to augment training programs for customer service agents. AI 
systems can identify patterns and extract valuable insights by analyzing vast amounts 
of data. These insights can be used to develop comprehensive training modules that 
address specific skill gaps and areas of improvement for individual agents. AI-powered 
training platforms can offer personalized learning paths, delivering targeted content 
based on each agent’s strengths and weaknesses.

AUTOMATION

Enlighten amplifies the capabilities of skilled labor by automating repetitive and 
mundane tasks. This allows customer service agents to focus on complex and high-
value interactions with customers. AI-powered chatbots and virtual assistants can 
handle routine inquiries and provide quick responses, freeing agents’ time to handle more 
challenging issues. By automating certain aspects of their workflow, agents can work 
more efficiently and effectively, leading to improved productivity and job satisfaction.
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PERSONALIZED SUPPORT AND OPTIMIZATION

By monitoring interactions and performance data, agents receive real-time feedback, 
suggestions, and coaching to build skills and provide better customer service. 
Supervisors can also utilize AI-powered analytics tools to assess agents’ opportunities 
and obstacles, offering tailored training and support to address specific areas for 
improvement. Enlighten analyzes vast amounts of interaction data to evaluate agent 
performance, measuring metrics such as response time, customer satisfaction ratings, 
and issue resolution rates. This data-driven approach allows supervisors to identify top-
performing agents, recognize individual achievements, and offer additional support or 
training where necessary. 

Takes CSAT to New Heights
TRUSTED INFORMATION FOR MEANINGFUL CUSTOMER SERVICE INTERACTIONS

With Enlighten, agents are equipped with a tool that provides them with trusted 
and accurate real-time information. Agents can quickly access the necessary 
service-related information from the company’s vetted knowledge base using simple 
conversational prompts. This ensures that agents can provide precise and secure 
answers to customers during every interaction. Having access to reliable information 
empowers agents, boosting their confidence and enabling them to deliver the most 
meaningful customer service possible.

CONSISTENCY ACROSS CHANNELS

Enlighten ensures consistency across multiple communication channels, including 
phone, email, chat, and social media, and maintains context and continuity throughout 
conversations, regardless of whether the interaction utilizes one channel or takes place 
across several. This consistency creates a seamless experience for customers and 
eliminates any frustration caused by inconsistent responses. Agents and supervisors 
benefit from this feature as it simplifies their workflow, allowing them to provide 
consistent and high-quality support across all channels.
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PROACTIVE INTELLIGENT DECISION SUPPORT

Enlighten offers proactive, real-time insights and recommendations to customer service 
agents by leveraging AI-powered analytics and machine learning algorithms. It analyzes 
customer sentiment and identifies areas where agents can strengthen their soft skills. 
Additionally, it suggests relevant solutions based on historical data and customer 
preferences, enabling agents to make informed, personalized decisions and resolve 
problems more efficiently. This intelligent decision support empowers agents, enabling 
them to enhance their performance and job satisfaction.

A UNIFIED APPLICATION SUITE

When paired with the NICE CXone cloud platform, Enlighten becomes even more 
advantageous. The integration with CXone combines over 45 essential CX applications 
into a single interface. This unified application suite eliminates the need for agents to 
switch between multiple systems, saving time and promoting efficiency. As agents and 
their supervisors need to only learn one software, training time is reduced, allowing 
them to adapt to the platform and onboard quickly. This streamlined workflow improves 
agent satisfaction and job fulfillment by providing them with a user-friendly and efficient 
toolset.

OPTIMIZING RESOURCE ALLOCATION

Enlighten contributes to optimizing resource allocation within customer service 
operations by automating routine tasks and accelerating response times. The tool 
ensures that supervisors can allocate agents to tasks that require a specialized skill 
set and expertise, while routine and repetitive activities are efficiently handled by AI 
bots. This allocation of resources helps maximize the customer service team’s overall 
efficiency and productivity.
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Drives Superior Engagement
CONTINUOUS IMPROVEMENT

Enlighten continuously learns from successful and unsuccessful interactions, analyzing 
patterns, customer feedback, and agent behavior. By identifying high customer 
satisfaction and areas for improvement, the system iterates to enhance performance 
over time. This constant learning process provides valuable insights to customer service 
agents, empowering them to improve their skills and deliver better service.

COLLABORATIVE REAL-TIME PROBLEM-SOLVING

Enlighten leverages AI models and data intelligence to identify routine occurrences and 
create order within the data. It forms a neural net that enables real-time problem solving 
by utilizing interaction events and metadata. This collaborative approach allows agents to 
work alongside AI models, enhancing agents’ problem-solving capabilities and enabling 
the creation of repeatable and identifiable functions. This engagement in collaborative 
problem-solving keeps agents motivated and actively involved in finding solutions.

IMPROVED CUSTOMER EXPERIENCE

Enlighten utilizes advanced natural language processing (NLP) capabilities to accurately 
understand and interpret customer inquiries. It provides relevant and personalized 
responses, promptly addressing customer concerns. By enabling agents to assist 
customers efficiently and resolve issues, Enlighten enhances the overall customer 
experience. This positive impact on customer satisfaction, loyalty, and brand perception 
benefits customers and motivates and engages agents.

DATA-DRIVEN INSIGHTS

Enlighten generates valuable data and analytics on customer interactions, agent 
performance, customer sentiment, and more. This information can be leveraged to 
identify trends, gain actionable insights, and make well-informed decisions. By providing 
agents and supervisors access to an increased level of understanding based on metrics, 
Enlighten empowers them to objectively understand customer preferences, identify 
areas for improvement, and refine their customer service strategies. This data-driven 
approach helps keep agents engaged by providing them with the necessary information 
to deliver a more effective and personalized service.
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Conclusion
AI is not a threat that customer service agents and supervisors should fear; it’s the 
ultimate ally in achieving CX success. This whitepaper explored how Enlighten, the 
trusted AI for business, empowers agents and supervisors to drive skilled labor, 
productivity, satisfaction, and engagement.

Enlighten enhances training, automates tasks, and provides personalized support to 
boost productivity, optimize resource allocation, and improve customer service. Agents 
gain insights and tailored training to excel in their roles, while AI handles routine inquiries 
and accelerates response times for supervisors to assist their teams and, in turn, 
customers. 

It’s time to transform customer service operations by empowering agents and 
supervisors with Enlighten, forming an unbeatable partnership by combining human 
expertise with AI capabilities. The result is outstanding customer experiences, agent 
fulfillment, and a future proof CX strategy. Embrace the art of empowering your 
workforce with Enlighten and revolutionize your CX success!


