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The workforcihas changed
faster than

operating moﬂel.

@ Al agents

Handle customer interactions and

Human agents 9 One customer
+, (A journey

Manage complex, sensitive, and Increasingly depends on both -
complete work independently higher-value interactions ![rr:cludlng the transition between
em

Al agent = Al-to-human handoff =) Human agent 2

Performance is now created across a system - not by one type of agent in isolation
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Why NiCE conducted the survey

We wanted to understand whether performance management is ready for the hybrid workforce.

O

One workforce One customer journey Al-powered performance Coaching at scale
management

Are human and Al agents being Can leaders see performance end to Do current solutions provide the Can Al make coaching more

managed and measured as one end, including Al-to-human insights and recommended actions personalized, effective, and

workforce? handoffs? leaders need? scalable?

We wanted to identify where the operating model is keeping pace and where it is not.

400 CX leaders | USand UK | 150-5,000 agents | May—-June 2026 | Research conducted with Global Surveyz

NiCE



Unified human and Al measurement is becoming the top performance priority

Survey: Which drivers will be most important for operational efficiency over the next 12 months?

Human and Al measurement

Al tool adoption visibility

21% - 65%

Human and Al measurement rises from 21% when
leaders look back to 65% when they look ahead.

22%

Personalized coaching

5%

Desktop activity visibility

4% The priority is moving from optimizing human
performance alone to managing the entire
Individual and team measurement hybrid workforce.
3%

Source: NiCE survey of 400 CX leaders, US and UK, July 2026

NiCE



Holistic performance across the new workforce Human and Al
Manage agents

performance

 Aligned performance measures across human and Al agents

dCross h umans » Comparable performance metrics: Al vs. human agents
and Al

O Export B Subscripon | 32

0s/01/20 5 -
A HT 00:086:20 83.62% 1n.85%
Mg Handlie Time - Al & Human g CSAT - Al & Human Avg Al - A1 & Human
. 2050 AM Abandaoned Al Vs. Human Agant
o 6 - 05720720

T Al Vs. Human Agent © 12050 A CSAT Al V. Human Agant

Abandoned

man Agent

85.09% 82.09% 20.35% 3.35%
[ 85.00% [ a200% | [ 20.35% | [ 335% |

Sentiment score et T p———

Al containment e ———————— — ——

A d Al Agent Avg Intemt Score © 20050 AM Al Agent Faliback Rate Y3050 AM Al Agent Containment... ® 13050 Mt Human Agent - Proguctivity 12050 aM Human Agent - Adharence 2050 AM Human Agent - Al Usage
Yo % Y
0.31 071 40% 33% 67% 40% 40% 70%

' : 75% 75%
19%
10%
0.00 1.00 0% 00% 0% 00% 0% 00% 0% 00% 0% 00%

0.5 43.33% 66.67% 68.33% 80.00% 12.35%

Avg Intent Score (Number) % Fallback Rate (Percent) Containment Rate (Percent) % Productivity (Percent) Adherence % (Percent) Al Usage (Percent)

g
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The largest visibility gaps occur across the hybrid customer journey

Survey: where is the lack of a unified operational view most visible today?

Tracking Al-to-human handoffs and their downstream impact on CX 0
R 13%

Only 13% have full end-to-end visibility across human
Viewing all workforce data — human and Al — in one place and Al workforce performance.

65% 60% lack dedicated handoff metrics: 53% measure
manually or ad hoc, 7% don't measure at all.

Understanding when Al is working well versus when human intervention is needed

The issue is not missing data. It is fragmented
visibility across the journey.

64%

Source: NiCE survey of 400 CX leaders, US and UK, July 2026

NiCE



See where Al delivers,

Handover - Al to Human Agents ~

Handover KPIs - Al Agent to Human Agent

05/01/2026 - 05/20/2026 -

Avg Abandoned - Al & Human

{andie Time - Al & Human

Handover-Positive Al Agent Rating

0S/01/2026 - DS/20/2026 -

Joha &

Anzsasia A

Albert Al

Top Handover to Human Intents

0S/01/2026 - DS/20/2026 ~

NAME +

Order status

Refund processing

Product info

Payments overdue

Account verification

Password reset

Make Al-to-human journeys fully

83.46%

Avg CSAT - Al & Human

258 teams

VOLUME

— 0,486

— 3147

— 5314

— 4 68

- 3,326

- 1,707

05/07/2026 - 05/20/2026 ~

D TF20°50 AM

Handovers to Human Over Time

% Handovers Pr %
26.88% v 23.22% 53.24%

8 Refund Pr eam

e

——

———
—_—
—_——

measurable

‘Avg Handover-Performance KPis ® T:20:50 AM

Interaction Timeline

05/01/2026 - 05/20/2026 ~

WAlagent @ H: hola time) | H agent

1:20:50 AM Handover KPIs - Al Agent

05/01/2026 - 05/20/2026 =

AGENT (TEAMS: ALL)

John Al

Roi Al

Anastasia Al

Albert Al

Eric Al

Total

Handover - Genesys

05/01/2026 - 05/20/2026 ~

% FALLBACK RATE

8.4%

2%

14.8%

260%

w1%

where people add value, and where the journey needs to improve.

O Export

Handover - Salesforce

05/01/2026 - 05/20/2026 -

Al AGENT - CUSTO

TIMENT

72

60.8

B Subscription ::

AVG INTENT

08

03

05

05

CE



The next generation of performance management must move from data to action

Survey: Which Al capabilities are most missing from your current performance management solution?

Al-powered performance insights

Al support for measuring human and Al performance together

68%

Al-based recommendations and next best actions

40%

Al support for coaching personalization

37%

Al support for identifying workflow friction

33%

Source: NiCE survey of 400 CX leaders, US and UK, July 2026

9%

Only 9% say their current performance management
solution fully provides the Al capabilities they need.

Leaders are not asking for more dashboards.
They want Al to interpret performance,
diagnose issues, and recommend action.

NiCE



Coaching recommendations.

Performance data doesn't change behavior.
Coaching does.

/a Search ¥ Filters Focused view -\

SKILLS ~ AGENTS  CONTACTS

Al tells supervisors who needs coaching B

Average Handie Time + Quality Score + Gamification Recommendation +
» . . Emma Davis Care Rose Mira J - @ Hold Time Bulseye Challenge
4.30 uin - so% 76.5 «10% CSAT - 15
) Fab 2025 (2:15 M) = Mar 2025 (4.30 MIn) Feb 2025 (83.9) — Mar 2025 (76.5) Last 30 Days
>
Knowledge gaps noted in 510 interactions, closing summary issuss In 5/10. Agent resived 5 Qualiy-related gaps appeared in 6 of 10 interactions over the last 30 days. Tho agent received Mira J's GSAT has declined by 15% over the last 30 days, with Interactions showing longer hoid
coaching sessions, but only 1 targeted the identified gaps. New focused coaching is needed. 4.coaching sessions, but only 1 focused on quality improvement and resolution consistency: and handiing times that may be impacting customer experience.

* Flags real needs, not one-off mistakes :

* Explains the why behind each flag

Hide Metrics ~

>
F
AGENT (40) AGENT STATE UP NEXT CONTACTS DURATION E‘
. .
* Scales across teams, sites, and shifts @ N o '
’ ’ © Maryland Winkles Available (9:22) Working 0 1:87
© Freida Vames Unavailable: Break (12:46) Mandatory 4
© Hamnah Burress Available (2:54) Meeting 1:1 4
© Abert Flores Available (8:01) Coaching 3 222
@ Johnsie Jock Outbound (2:47) Working 1 2:46
@ Tynisha Obey Outbound (1:39) Working 4 3:06
() Hannah Burress Working (6:38) Unavailable: Break 0 2:57

\. P Ui b 12-ABL Proncbinn . 10n )
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Al-supported coaching is becoming the next performance opportunity

Survey: what priority does your organization place on adopting

personalized coaching solutions?

High priority

Medium priority
20%

Low priority

4%

No priority at all

0%

76% say personalized coaching is a high
priority

Source: NiCE survey of 400 CX leaders, US and UK, July 2026

Survey: how valuable would an Al-based coaching tool be for

personalization and effectiveness?

Very valuable

Somewhat valuable

28%

Not valuable at all

1%

99% see value in Al-based coaching, with 71%
rating it very valuable

Coaching is becoming a major area
for Al adoption. Leaders want Al to
help personalize coaching, identify
development opportunities, and
scale performance improvement
across the workforce.

Capability gap

37% say Al support for coaching

personalization is missing from their current
performance management solution.

NiCE



Coaching that scales with the team.

The hardest part of coaching at scale
has always been time.

Al-driven role-play coaching simulation

lets agents practice real scenarios - with - . -
actionable feedback - before they're in e e
front of a real customer.

s 55l not working.

1 Oliia, thank you for reaching out — and Im truly sormy for what you've been through
Being told three b that id be fised n 24 hours, and stil the same

Every agent gets one-on-one P rrerwr—
practice without ever leaving the Sre
floor.

tomorrow, 10 AM with a concrete update - not & “we're working on it.* but an actual status
with next steps. If anything changes before then, I reach out proactively. | hear you, Ofivia -«
and | understand why trust is hard 1o give right now after 9 days of this. All I can do is show
you through action. and that starts today.




Three best practices for workforce optimization in the Al era

1 2 3

Manage one workforce, not two Measure the full journey, especially Turn performance signals into
silos the handoffs coordinated action

Apply shared goals and business outcomes Evaluate the transition between Al and people, Use Al to identify issues and recommend
across human and Al agents. Avoid separate not only each in isolation. Connect handoff action, then connect insights to coaching,
measurement systems that hide total performance with quality, CX, human effort, gamification, process improvement, planning,
operational performance. capacity, and cost. and intraday decisions.

Workforce Management | Quality Management | Performance Management | Recording | Copilots

NiCE connects planning, quality, performance, trusted interaction data, and Al assistance so you can optimize the entire workforce from interaction to resolution.

NiCE



Capacity Planning
Best Practices

Ric Kosiba
Real Numbers

[R REALNUMBERS"



Today’s chat: Contact center plan basics

e The difference between WFM and capacity planning
e The steps to build a plan
e Quick best practices

e Alin planning

[R REALNUMBERS"



What is Capacity/Strategic/Long-Term Planning?

Determine the contact center resource plan(s)
that maintain the (appropriate) service
standards, at least cost, over time.

“Required”
Staff (FTEs)

Planned

WEM systems manage the number of agents that you already have
— strategic planning is where you determine how many agents you
need and how to get them on the floor!

Required

Time (weekly over 18 months or so)

[R REALNUMBERS"



What does a good capacity planning process do?

Simulates and Develops

Forecasts develops ramp plans Produces a

everything accurate staffing (hiring & budget
requirements OT/UT)

Key features of a good capacity planning tool:

* |t does the four things above quickly!

Automates both development of plans and what-if analyses

Is fast, optimal, and accurate

Is locked down: the system makes it harder to make costly mistakes

Understands local efficiencies and skills

[R REALNUMBERS"



Just the facts

Some tips:

Al A

N o

8.
9.
10. Regularly share sensitivity analyses

11. When you want to bend someone’s ear on this, call Ric (ric@realnumbers.com)?

Everything is seasonal: don’t flatline shrinkage, forecast everything

Stretch goals are evil, (you’ll need to keep 2 sets of books)

Validate and show the world that you are accurate

Weekly, not monthly or daily

You should check the plan weekly, and publish monthly (unless you note some
change, Tip 8)

Always hitting service is likely not optimal

Long term guestions deserve long term analyses. Each plan should be a8 moths
long-ish

Be the canary in the coalmine: you will see shifts in the business first

Use your strategic plans to quantify & manage risk

[R REALNUMBERS"



A new class of contact center Al: Strategic Analytics

» Contact center planning LLMs (Mackey!)

 Mackey understands contact center analyses, and
qgueries custom simulation models to accurately
_ answer significant big-picture business and
Al Algorithm : :
»— ys , operational questions

2

* Benefits of this approach:

* Mackey can’t hallucinate; it’s the validated
simulation and optimization models that develops
the what-if results

Simulation

Mackey * Mackey can guide analysts through each what-if
\ / * Mackey can do many tedious planning tasks

User Interface |
(U1

[R REALNUMBERS"



[R reaLnumeers [ Mackey Video oK ¢ -o Alpha ® @ x

MACKEY
. Strategies ® < + Real Numbers Core Metrics Outhound Financial and Sales Results Financial and Sales Calculations Staff Ef v
O Current Context Queve Seiscted v
2% Compare
INBOUND DENTAL X X INBOUND DENTAL X X COLORADO X Yotal (Forscast Sum) $3,084,008
0 Views ® <
Weakly Average $70,093
pO Channels ® Inbound Phone
EE Metrics Periods Covered 44 weeks
— 03/01/25 03/08/25 03/15/25 03/22)25 03/29/25 04/05/25 0412/25 04)1¢
== Grouped Metrics v Staff s The total forecasted people cost across the strategy is approximately
Top Line Agents (FTE) 70.0 ’ . . P a as $3.08 million, averaging about $70,093 per week. Let me know if you'd
@ Optimizer like a weekly breakdown or want to explore ways to reduce this cost!
Required Staff Top Line (FTE) 67 69 6 1 69 7 69 7
a1 M
@ Training Attrition (%) 10 10 1.0 1.0 1.0 10 10 1.0
Attrition (FTE) 0.7 0.7 0.7 07 0.7 0.7 0.7 0.

W Sensitivity Terminations (FTE) 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.

| need a way to reduce my people costs to be 2.8 million. How would | go
Effective Agents (FTE) after turnover ¢ {

about doing that while keeping my service as consistent as possible?

€ Data Manager
v Staff Additions

B Reports New Hires (FTE) 0.0 0.0 0.0 0.0 0.0 0.0 0.0 ot
Agents in New Hire Training (FTE)
Q@ Settings 7
Agents In Learning Curve (FTE)
Overtime (%) 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.
Let me pull the current data across the key cost and service drivers to
Overtime ‘FT.E) ° 0.0 0.0 0.0 0.0 0.0 0.0 0. give you a well-grounded answer.Great question — you need to cut
ers In BT 0.0 0.0 0.0 0.0 0.0 o $284,098 (~9.2%) from your current $3.08M forecast. Here's a
L breakdown of the key levers available to you, ranked by impact and
Toffhsters O ( : 0.0 0.0 0.0 0.0 0.0 Ol sarvice.rlsk:
Undertime (%) 0.0 0.0 0.0 0.0 0.0 0.0 0.0 ot

o

@' Goal: Reduce Total People Costs from $3.08M

ever strategic® © © ¢ ¢ ¢ ¢ ¢

v Off-prem Shrink 6.2 f

5.2 o
®  wop (% 00 @ 0.0 0.0 0.0 0.0 0.0 ol $2.8M
planning Al assistant © © & & 0.
SchedWd Absent (%) 0.0 0.0 0.0 0.0 0.0 0.0 0.0 Y

20

Scheduled Absent (FTE) 0.0 0.0 0.0 0.0 0.0 0.0 0.0 ot



Benefits of doing strategic planning well

Hugging the requirements curve means:
* Lower costs
* More consistent service delivery

* Appropriate abandons and customer experience

Consistent occupancy and workload = lower attrition

An easier WFM process
Plus!
* More business intelligence and what-if analytics

* Better, more accurate, and quicker decision-making. It’s
the canary in the coal mine!

* Fewer terrible meetings with the boss!

[R REALNUMBERS"



We’'d love to chat!

Let’s connect!

Live in 5

Contact info:
Ric@RealNumbers.com
(410) 562-1217

We’d truly would like to learn about your center and
problems— we are happy to be a sounding board!

Also, if you want to improve your cap planning
process, call us!

[R REALNUMBERS"
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Impact of the Hybrid Workforce on
WEM Forecasting




Growth in IVA/Chat Bot “Containment”

2022

20%-30%

of routine customer
Interactions handled

autonomously by
IVAs/chatbots

Azumo

\\ © 2026 Verint Parent, LP. All Rights Reserved Worldwide.

2025 2029

65%-75% 80%
Of common customer

of total routine call and <ervice issues will be

chat volumes handled o handled autonomously
autonomously by by Agentic Al
IVAs/chatbots
NextPhone € Gartner

Vi



Impact of Al and Agent-Assist Tools

14% to 60%

Reduction in Average Handle Time (AHT)
depending on complexity of the interaction

McKinsey & Company

© 2026 Verint Parent, LP. All Rights Reserved Worldwide.




Long-Term Capacity Planning

Factor in self-serve and channel shift trends

« Factor in changes to handle times — both from Al efficiencies and
growing complexity of interactions.

« Validate hiring requests align with future workload and channel
demands.

* Model and test scenarios before enacting them

« Analyze trade-offs, budget implications, and productivity outcomes

\\\I © 2026 Verint Parent, LP. All Rights Reserved Worldwide.
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Integrated Performance Scorecards
and Dashboards




Expanded View of Performance

Agent Scorecards

* Immediate
Performance
overview

e KPI Thresholds

 Easy to read
dashboards

\\ © 2026 Verint Parent, LP. All Rights Reserved Worldwide.

Performance Overview > Performance Overview > KPI View > KPIView > KPIView > Performance Overview > KPIView > Performance Overview

EXPLORE PERFORMANCE

Week to Date: 08/02/2026 - 08/08/2026 4 p

EMPLOYEE = PERFORMANCE EHEO%-
Murdock, Matt =
e Performance Overview Sort by: | KPI Name -
Organization: CS Team 3 - TX
Na Filter - g
Coaching | eleaming | o, % Hold Time % Idle Time of Staffed % Time in Adherence
v @ Biometrics T
F 14
0,
Gg AHT of Risk Calls /o

. o 15%

IMPROVEMENT OPPORTUNITIES @

View by: (® Score () Trend
Customer Authentication

Average KM Ratlng Applied

(matches Adherence...

24, 62

B c.10% s .. 85%

Actual p
75 " | 4 Q Target IDs % Wrap-up time Average Hold Time Average Wrap Time

» (51} Call Handling Behaviors
AHT of Risk Calls a ¢ 24 o 1 8 34
Actual Goal ]
324% | 100% » Capability

NE—— coa % i M coa 20 [ EHEE—— coat 15
Conformance 1 » Complaints
Actual Goal
37% | 95% Calls per Staffed Hour Employee AHT Occupanc
—— > @ DHL - Challenge P ploy pancy

Emmugloyee AHTGW, » Interaction Quality 9 O 3 0 1 1 4 0 %
301 | o4

> (@) Knowecge anagement S o35 s 94 | w80
4.Do the agents inform the...
Actual Goal M " Account
1M11.4% | 50.0% g eraing Accoun

» Performarnice

Advised before placmg

Actual

160.5% | 500%

v (Ou'l Productivity

Advised before » () Employee AHT

Actual Goal
104.9% | 50.0% ~
Average Hold Time




Expanded View of Performance
Team/Department Dashboards

KPI View = Periormance Overview > Performance Overview » Performance Overview = KPPl View = Performance Overview = KPIView = Performance Overview

 Consolidate by
Team/Org

e Team
Gamification

* Org Dashboards

\\ © 2026 Verint Parent, LP. All Rights Reserved Worldwide.

EXPLORE PERFORMANCE

ORGANIZATION =2

Week to Date: 08/02/2026 - 08/08/2026 4 P

ENFO %

Journals - AMER

IMPROVEMENT OPPORTUNITIES

@

(® Score () Trend

Conformance 1
Actual Goal

0% | 95%

Team - Throughput KPI

Actual Goal

100% | 50%

Team - Gross FTE

Actual Goal

2% | 50%

Team Efficiency
Actual Goal

48% | 50%

Conformance Rating
Actual Goal

0% | 50%

Team - Next Day Processing
Actual Goal

0 | 50

Team - Utilisation %
Actual Goal

59% | 50%

Team Effectiveness (Actual)

Actual Goal

Ne Filter - %7
» Robot Performance

v Team Capability KPI

.%. Team - Utilisation %

v Team Performance KP1

Team Effectiveness (Actual)

-:—- Team Effectiveness(Eamed)
-:—- Team Effectiveness (Standar|

o Team Efficiency

» Team Quality KPI

v ( I Team Service KPI

Team - Task Service

@ Team - Process Service

3 ‘@ul Team Throughput KPI

» WestPac

> (Oml No Objective

Performance Overview

Team Effectiveness
(Actual)

100

Goal 5 0 %

Sort by: | KPI Name -

Team @ Team Efficiency

Effectiveness(Earned)
48,

88¢
.

-|- Goal 50 o Goal 50%



Expanded View of Performance
omparative Dashboards by Role, Skill, KP!

Compare Performance * Compare Performance * Compare Performance > Compare Performance * Compare Performance * Compare Performance * Compare Performance * Compare Performance

EXPLORE PERFORMANCE Week to Date: 08/02/2026 - 08/08/2026 4 P
IMPROVEMENT OPPORTUNITIES ©)] PERFORMANCE EfE %-
. | P f ®Score (O Trend E Compare Performance
rue er Orl I lance Fisher, Olivia )
Average KM Rating Applied No Filter )% Actual Valug ~
Actual Goal
6 | 4 )
Rand, Danny

Average KM Rating Applied

Actual Goal Used Professional Tone?_QI
6 | 4 Rand, Danny
Used Empathy When Approj
° Cage, Luke pathy pprof
Average KM Rating Applisd Fisher, Olivia
. Aol Goal Used customers name durin:
7 | 4
Cage, Luke
Murdock, Matt Thanked the customer for ca g
L4 Average KM Rating Applied
Actual Goal
O a ‘ I I I g S 7 | 4 Took Ownership of Custome Murdock, Matt
Jones, Jessica
Average KM Rating Applied Thanked the caller for holdi Hodges, |_||y
Actual Goal
° 8 | 4
Obtain permission to place . ) o - N .
e Drill Down or ‘- |
Auerage KM Rating Applied Did the Agent Promote Self-
9 | 4

Confirmed resolution or nex
Murdock, Matt

AHT of Risk Calls

-—
=

@

=

o

=

;2"::!% | ;51% Confirmed no outstanding is:
Fisher, Olivia Built Rapport with customer?
AHT of Risk Calls
Actual Goal
323% | 100% Greeled Customer at start ol
Rand, Danny )
AHT of Rigk Calls Average Quality Score_QBD
Actual Goal
323% | 100%

Authenticate Customer_QBL
Jones, Jessica —

\\ © 2026 Verint Parent, LP. All Rights Reserved Worldwide.



Expanded View of Performance
ntegrated with CRM, VOC, and other legacy systems

KPI View > Performance Overview > KPIView > Compare Performance > Compare Performance > Compare Performance > Performance Overview > KPI View

EXPLORE PERFORMANCE Week to Date: 08/02/2026 - 08/08/2026 4 P
EMPLOYEE & PERFORMANCE @ %~
° . Q Murdock, Matt = KPI View
a e S Organization: CS Team 3 - TX
° & No Filter -4z
Coaching | elearning | v
volume or upsells == L]
p IMPROVEMENT OPPORTUNITIES @ .
> Quality Bot (Chat) Catching up
View by: (® Score () Trend _ _
VS q l I Ota » @ Quality Bot (Voice)
° Average KM Rating Applied -, i) B o
-;c‘”a' | j”‘ » Quality Bot (Voice) v2 (Testing) Iﬁ “m 6 a H —
» Quality Bot Compliance KFI Trend
AHT of Risk Calls
o L4 Actual Goal Actual Value Show
. 324%, | 100% > Quality Bot Voice (Testing)
. . Conformance 1 ) R 02082026 |~ | oslosizozs |||
Aciual Goal
r I r \ " o
I e ra C I O 7% I 95% » Robot Performance
3m &m Al
° ° I_E’r_ﬂployee AHT - v Sales Metrics 55
Actual Goal
satisfaction scores oo
Conversion Rate
4.Do the agents inform the... 50
Actual Goal Revenue Attainment
111.1% | 50.0%
. » Service 45
a Sy O a Advised before placing...
Actual Goal
160.5% | 50.0% > WestPac
40
Advi bef: > WFM Scorecard l l l l ‘ l l l l
eX e rl I a a a qf_‘u“’a‘ls‘ad etore 02/21/2026  03/14/2026  04/04/2026  04/25/2026  05/16/2026  06/06/2026  06/27/2026  07/18/2026  0B/0B/2
5 - - — e - - - . =
104.9% | 50.0% N No Objeciive A ﬁﬂ\ AN /N // N .-'r N N aaN JlTll
I / =il N )

\\ © 2026 Verint Parent, LP. All Rights Reserved Worldwide.




WVERINT.

Create Synergies Across
Old School Silos




Old School Method

Analytics
WFM Manager QM Manager Manager
|
| | | |

]
Scheduling Real-Time _

Forecasting
Analyst

Analyst

\\\I © 2026 Verint Parent, LP. All Rights Reserved Worldwide.



Semi New School Method
Everyone on the same team

|

WF

\\\I © 2026 Verint Parent, LP. All Rights Reserved Worldwide.

M Manager

Forecasting
Analyst

Scheduling
Analyst

Real-Time

Analyst

|
QM Manager

ma QM Analyst

s Trainer/Coach

Analytics
Manager




Next Level Method

|
| | | |
Analyst/CoachjAnalyst/Coach

Real-Time

Analyst

| |
Forecasting Scheduling
Analyst Analyst

\\\I © 2026 Verint Parent, LP. All Rights Reserved Worldwide.



Integrated Platform

Across QM, WEM, Analytics, VOC, CRM and more

100% Interaction

Coverage

Provide self-serve,
autonomous controls,
performance visibility,
and gamification

Agent-first tools and

CX Automation

Su ort
- Platform

Enable intelligent
routing based on
agent skills and
strengths

Scheduling based on

skills / proficiency

\\\I © 2026 Verint Parent, LP. All Rights Reserved Worldwide.

Personalized,

in-the-moment
coaching

Capture and score interactions
across all channels: voice and
digital, human and bots

Uncover trends and
sentiment at scale
with QM analytics
and conversational
intelligence

Insights that matter

Deliver targeted,
in-flow coaching with
Al role play



Key Takeaways

Hybrid Agent Workforces Performance Management Removing traditional silos
and strong LTCP lead to and Scorecards are the by combining legacy teams
efficiencies we never kickstarter to strong agents will lead to synergy and
thought possible and teams removes firewalls

\\\I © 2026 Verint Parent, LP. All Rights Reserved Worldwide.
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