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Guide Key features
•	 Nudge customers along with relevant 

content and guided assistance 
•	 Display proactive, contextual, 

personalized self-service on your website
•	 Continuously monitor struggle points to 

proactively address in the online journey
•	 Serve up contextually relevant knowledge 

with CXone Mpower Expert
•	 Connect customers for webchat with an 

agent (live or virtual)
•	 Offer live chat assistance or a 

personalized bot experience bsaed on 
customer details

•	 No code solution for business users. No IT 
or website changes.

Benefits
•	 Help customers successfully self-serveon 

your website
•	 Reduce abandonment rates with 

proactive assistance
•	 Drive customer engagement for sales and 

and service
•	 Free up agents to focus on high value 

value tasks
•	 Rapid time to value, results in minutes

Offer customers a helping hand right 
there on your website
•	 Eliminate friction from the digital journey by 

engaging customers on your website
•	 Anticipate and resolve issues before they arise 

by delivering the right answer at the right time
•	 Increase self-service success up to 89% 

by proactively delivering contextually 
relevant content.

Elevate engagement to ensure 
customer success
•	 Increase conversion rates and transaction 

value: Help customers get what they need, like 
assistance with website check-out or filling 
in a form

•	 Engage customers with contextually relevant 
assistance, such as knowledge content from 
CXone Mpower Expert or an invitation to chat with 
an agent

•	 Convert anonymous website visitors into 
customers: Pop-up sales and promotion offers 
that let customers choose their preferred 
digital messaging channel (such as Messenger, 
WhatsApp, iMessage, etc.)

Self-service success gives your 
business a win
•	 Serve more for less cost by helping customers 

be successful on web and mobile journeys
•	 Reduce contact volume by 30% by proactively 

delivering answers to customers before they 
need to call or chat with customer service

•	 Promote content at the point of need with zero 
customer effort

Make web changes on the fly
•	 Provide intelligent responses and assistance 

when customers need guidance based on rules 
and triggers that you set up yourself

•	 Offer the same guidance and engagement 
offers whether it’s on desktop, mobile web, or 
mobile app

•	 Save effort and money with low-code tools 
and faster time to deploy

Removes friction along the digital 
customer journey
Guide removes friction along the digital 
customer journey providing in the moment 
resolution by proactively delivering 
the right guidance at the right time—
eliminating unnecessary calls to the 
contact center. Lead website visitors 
through their digital journey with the 
most relevant and appropriate offer of 
assistance on their channel of choice.
Complete the picture with the complete
CXone Mpower platform or services such 
as knowledge management and digital 
channels or implement your existing 
ecosystem to expand and enhance your 
digital CX. The no code solution allows 
business users to easily implement Guide 
without the need for IT or website changes.
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About NiCE
NiCE is transforming the world with AI that 
puts people first.  Our purpose-built AI-
powered platforms automate engagements 
into proactive, safe, intelligent actions, 
empowering individuals and organizations 
to innovate and act, from interaction 
to resolution. Trusted by organizations 
throughout 150+ countries worldwide, 
NiCE’s platforms are widely adopted across 
industries connecting people, systems, and 
workflows to work smarter at scale, elevating 
performance across the organization, 
delivering proven measurable outcomes. 
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