
Transform CX with 
Contact Center Insights
Get holistic, integrated VoC from the 
front lines and beyond



Still Guessing What’s in Between All of 
Those Disconnected Data Points?
Different types of data tell a different part of the whole customer 
story. When experience management is built to work with your 
contact center software, your customer feedback collection is 
seamless and ominchannel from the start. 

NICE Satmetrix is the only Customer Experience Management 
(CEM) solution purposefully integrated with contact center 
software, to give enterprises the unique ability to both consume 
holistic feedback, and operationalize comprehensive insights across 
the complete customer journey.

Close the loop, and drive change when you get the whole CX story  
NICE Satmetrix CEM empowers CX and contact center leaders to 
collaborate and compete to win in the experience economy. Unlock 
the value of customer experience data and insights – across the 
holistic customer journey, and transform experiences to proactively 
enrich relationships.

Role-specific insights, real-time alerts, and go-anywhere views 
enable and encourage a customer-centric culture.

Beyond surveys - integrated, unified views of direct and indirect 
feedback along with operational data empower a complete picture of 
what customers think, feel, and do.

Holistic listening, comprehensive analysis, and outcome-oriented action 
guides help to close the loop on customer issues and drive change.

Break down feedback silos

Get the whole CX story

Turn feedback into action

Customer experience, service and support come together 
like never before with NICE Satmetrix integrated with contact 
center software. 

• Measure and impact the areas of cross-channel CX that 
drive loyalty, advocacy and growth.

• Automate action with comprehensive data and outcome-
oriented insights to prove the value of CX investments.

• Align stakeholders to a CX-centric culture that dissolves 
operational barriers with trusted insights.

• Prioritize experience transformation strategies, aligned to 
the most impactful, holistic customer data.

CUSTOMER 
EXPERIENCE

CONTACT 
CENTER

EXPERIENCE 
TRANSFORMATION

Increase satisfaction, loyalty, and advocacy while 
reducing churn.
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• Direct Feedback – Hear what your 
customers think and feel. In the age of 
artificial intelligence and text analytics, 
you still need direct input that helps 
you understand your actual customer 
experiences and identify trends.

• Indirect Feedback – Listen and learn 
from details not measured in traditional 
survey questions. With NICE Satmerix, 
you can extract insights from ANY stream 
of recorded speech or text.

• Inferred Feedback – Capture operational 
and behavioral feedback to understand 
your customers’ behavior and nonverbal 
experiences to gain additional insight. 
With NICE Satmerix, you can group and 
sort by customer value, call handling. 
time, and more.

Break Down Silos to Unify Your Enterprise With a Focus on Customer Centricity
Connect the dots with insights and analysis, correlated across channels

Direct Feedback

WHAT CUSTOMERS SAY 
WHEN YOU ASK

Surveys sent in any channel:
• Email
• IVR
• SMS
• Website
• In-app

Conversations in any format:
• Service call recordings
• Chat transcripts
• Agent notes
• Social media feeds

Operational data of any type:
• Wait times
• Paths through the contact center
• Customer profile
• Financial data

WHAT CUSTOMERS SAY TO 
OR ABOUT YOU

WHAT CUSTOMERS BEHAVIOR  
SAYS ABOUT EXPERIENCE

Indirect Feedback Inferred Feedback

Cross-channel insights and analysis

Use the Power of the Contact Center to Improve the Holistic Customer Journey 
Integrate insights to transform experiences and drive growth
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With NICE Satmetrix CEM integrated with the contact center,  
you get more data, more accuracy, and greater impact. CEM 
programs are elevated in value with the confidence to take the 
right actions, faster - because all channels feed each other 
without operational and analytics bottlenecks. Gain operational 
and strategic improvements based on wider, higher quality, 
holistic insights.

• Play a recording of a service interaction right from the survey 
results for a more complete view.

• Automatically transcribe comments from IVR surveys for 
analysis, tuned to short comment and sentiment, to deliver 
accurate action and routing.

• Seamlessly blend all channels with insights that enable a 
consistent, progressive customer experience.

Understand holistic feedback with built-in 
omnichannel surveys

Consolidate feedback to maximize potential

More Channels     More Responses     More Opportunities to Act
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Unlock Customer Feedback  
to Drive Customer Loyalty
Leverage the power of the contact 
center to connect the dots, and get a 
360 degree view of every interaction

• Break down silos that limit your CX success,  
with call recordings connected to feedback data.

• Resolve issues, and reduce customer  
churn with categorized alerts, triggered on 
feedback analysis.

• Quickly identify improvement levers with the 
right actions aligned to the right roles, closing 
the customer feedback loop.

• Improve operational efficiency with role-specific 
correlation analysis, not just reporting. 
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Connect ALL of Your CX Data 
Boost relationships, and inspire the most 
meaningful feedback from connected experiences

• Improve response rates with personalized connections and 
agent pictures embedded with surveys.

• Customize follow-up to match your unique brand experience. 

• Ask the right questions with templated surveys, made for the 
contact center.

Activate Transformation, With CX as  
a Value Driver
Go beyond surveys with outcome-oriented actions 
from comprehensive analysis, along the complete 
customer journey

• Be omnipresent with real-time alerts from direct, indirect, and 
operational, cross-channel feedback. 

• Boost CSAT and NPS with contextual correlation to key 
drivers, so you know exactly where to focus your efforts. 
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Know your customer

Every click, swipe, conversation, and download along the customer’s 
journey can either break down or improve customer loyalty. These 
moments of truth represent an opportunity for a better understanding of 
your customer’s experience, and when paired with direct feedback can 
offer unique insights upon which businesses can take action. CXone 
brings the ability to analyze both unstructured and structured data 
streaming into the contact center.

Stay one step ahead

Reduce friction before it impacts customer churn, and deliver a unified 
brand experience across all channels. With CEM software integrated 
with your contact center software, you are empowered to directly 
impact key business outcomes, such as CSAT, NPS, and  customer 
lifetime value.

Turn insights and alerts into action

With a holistic view that provides real-time actionable insights, you can 
proactively respond to customer with hyper-personalized service. NICE 
Satmetrix with CXone gives you centralized customer feedback from 
direct, indirect, and inferred data, so your CEM program can become an 
essential value driver. 

Omnichannel Customer Experience Management

NICE Satmetrix CEM 
software with CXone can 
go further, and do more. 

“With NICE Satmetrix, we can now
understand customer satisfaction 
throughout different points in
their journey.” 
Janine Vesper, Operations Manager, Miracle-Ear
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Increase Customer Satisfaction, 
Loyalty, Advocacy, And Reduce 
Customer Churn 
Unlock the value of customer experience data and insights – across the holistic 
customer journey from the contact center and beyond. It all starts with integrated 
feedback management.

Request a Demo

http://www.satmetrix.com/request-a-demo/
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