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Better 
together



Today’s presenters:

What We’ll Cover

2

Jennifer Wilson
Director, Product Marketing
NiCE

Sabra Richardson
Senior Product Marketing Manager
NiCE

• Intro to agentic AI
• How it works in CX
• How it impacts the workforce
• Benefits and examples of success



Seamless, connected, personal

That's NiCE!

How familiar are 
you with Agentic 
AI in customer 
experience?



The evolution of AI agents in 
customer service

ML-powered 
assistants

Conversational 
AI

Agentic 
AI

Intent-driven

Rule-based 
chatbots

2010s 2015-2020 2020-2023 2024+

Autonomous

• Listen
• Reason 
• Act
• Respond



The AI agent landscape

Agentic AI Agents

AgentTool

Tool

Tool

Tool

Routine, repeatable work Complex, dynamic workflows

Intent-Driven AI Agents

NLU

Intent Intent



Human-Led Contact Center
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Fully Autonomous Customer Experience Engine

AI Agent
KPIs & Insights

Human-to-human 
Engagement

AI 
Agents

Human 
Agents
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AI is your teammate

In a NiCE world

What’s your top 
priority when 
adopting AI for 
CX?



Agentic AI in action
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Common requests & proactive engagement
• Predicts customer needs and proactively engages
• Handles routine inquiries autonomously
• Resolves issues without human intervention

9

Automation





Agentic automation

Identify 
next steps

Collect 
required infoPredict intent Schedule 

follow-up

Sam
AI Agent
Insurance Support 
Specialist

Voice Bio 
Authentication



Agentic AI in action
Common requests & proactive engagement
• Predicts customer needs and proactively engages
• Handles routine inquiries autonomously
• Resolves issues without human intervention

AI as a teammate
• Suggests responses to human agents
• Provides real-time customer insights
• Handles data retrieval while agents focus on empathy
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Augmentation

Automation





3-5 Days
Front Office

Channels

Mid Office

Case

Applications

Back Office

Applications



1-2 Mins
Intent

Channels

Resolution

Real-time 
Resolution Hyper PersonalAI and Humans 

Working Together Remove Silos      
   



Agentic AI in action
Common requests & proactive engagement
• Predicts customer needs and proactively engages
• Handles routine inquiries autonomously
• Resolves issues without human intervention

AI as a teammate
• Suggests responses to human agents
• Provides real-time customer insights
• Handles data retrieval while agents focus on empathy

Cross-silo task execution
• Integrates with multiple systems seamlessly
• Orchestrates complex, multi-step workflows
• Breaks down departmental barriers 
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Augmentation

Automation

Connectivity



Today’s 
Landscape



Evolving with 
Agentic



Workforce impact: Empowering teams at every level

Customer / Agent 
Experience

Supervisor / Management 
Experience

Predictive & personalized automation

AI as a teammate to agents Workforce development

Blended workforce





21



22



Agentic AI in action
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Common requests & proactive engagement

AI as a teammate

Cross-silo task execution
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Augmentation

Automation

Connectivity



That's NiCE!

Which of these 
uses of AI agents 
can you see 
benefiting your 
organization?

Seamless, connected, personal



Benefits

Empowerment

• Employee efficiency & 
engagement 

• Data-driven decisions
• Maximized human skills

Efficiency

• 24/7 availability 
• Immediate answers
• Continuous optimization

Satisfaction

• Personalized experiences
• Service consistency
• Faster resolutions



Leading brands transforming CX with AI agents

Lufthansa 
Group

Toyota



Leading brands transforming CX with AI agents

• Unpredictable 
peak times

• Deployed mix of 
AI agents

16M+
AI Agent Interactions per year 
with peaks up to 375,000 per 

day.

Lufthansa Group

Toyota



Leading brands transforming CX with AI agents

• AI Agents for FAQs 
on phone and chat

• Voicebot “E-Care” 
proactively calls 
vehicle owners

98%
User Satisfaction for AI Outbound 

Agent Integrated into Car 
Onboard Electronics

Toyota

16M+
AI Agent Interactions per year 
with peaks up to 375,000 per 

day.

Lufthansa Group



Seamless, connected, personal

That's NiCE!

How do you see AI 
impacting your 
contact center 
workforce in the 
next 12 months?



Key takeaways

Agentic AI and AI agents are 
transforming CX

AI agents optimize employee 
experience

Agentic AI enables continuous 
optimization

AI agents need a solid knowledge 
foundation





Q&A



Thank You
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