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NICE Engage
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One platform, unified approach
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Aligned with Current IT standards & Fully integrated with all

major CCI vendors

Pure 64bit
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Omnichannel Recording

1-click to Value
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Advanced Interaction Recorder (AIR)

All-In-One
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Voice Screen Video Text Chat Facebook
messenger

HIGH CAPACITY ONE SERVER HIGHLY FLEXIBLE
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oundation for Real Time Apps
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management Management Analytics speech analytics Authentication
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High-scale real-time streaming
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Engage Search - Prompt query and retrieval
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My Universe

L

Business Analyzer | Reporter | Monitor

| |

l.ﬁ.ttinns |‘F| I I

EI-- Organization

{:5;] Active Directory

-k Agent Center

& Customer Center

fg; Distributed Cache

g? Import/Export

,El, License Manager

-- Storage
: Master Site
(-5l Applications
]éj Content Analysis
]% CTI Integrations
]ﬁ Crata Marts
]ﬁ Database Servers
i Gk External Sources
;|-- Insight to Impact
]é@ Interactions Centers
]ﬁ Logger Channel Mapping
]@ Logger Servers
;|--- Media Library Servers
;|--- Flayback
f-| ¥ Recarders
]@ Resiliency
]& Security

System Mapping
@ 1. Recorder Pools
Ej 2. Source Pools
JE 3. Recording Profiles
Ej--@ Text Capture Servers
Eﬂ--{ﬁl Video Logger Servers
Eg--@ WoIP Recording Gateway
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Insight Manager | ClearSight | PBEO Requests

o Audio 0
lnteracu%n Centers

4+ Recorder Pool

‘Banking *
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Banking
(screen)

1 Administrator

@ Encryption 0 ® Redundancy 0

Let's move licenses

| | Ciards "
o (audio)




IY approachC = H| =LA @ AAE S5

E@ Sentinel AIR utilization 2| X E&
Al=istod O|& 32l AIR license
Benefits  Aldg

YNICE AIR Resource Utilization

Sentinel

Report Summary

Monitored System: ibelievesicanfly
Data Hub: Data Hub - Master Site
Trend By: ‘Wesklu

Report Period [in Weeks): &

Mortgage Audio Profile - Weekly

Resource Utilization - Mortgage Audio Profile - Weekly

Week 1 Week 2 Week 3 Week 4 Week 5 Week & Week 7 Week B

B Allocated M Utilized
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ecording Mapping

Available licenses

Audio

Screen _
\ideo Basic
Encryption

UDIs/
DNs

Redundancy

Switch

ID Chain

Recording Recording

Frofile resources

Dual
Recording

GWIP

Screen Profile Attributes:

Agent - Recording type: Teaming
IPs - Interactions-based
* Total

Capture type:
* Passive
* Active

Compression & summation
Encryption
Number of licenses
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* BENEFITS
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ecorder Maintenance Mode

Recorder pool

)

v A
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QIES:

Reco

E
w Recorder Pool 1

Search:[ Search | Filter: I All

Fecorder_1 1.9.65.45 WMaintenance mode: m Fecorder Status: Formal @I
Fecorder 2 1.9.68.45 Maintenance mode: m Fecorder Status: Spare @
Recorder_3 1.9.68.45 Maintenance mode: m Recorder Status: Processing.. =5 (@@ '

b
Recorder_4 1.9.68.45 Maintenance mode: m Recorder Status: Maintenance D ~
» Recorder Pool 2 nce
» REecorder Pool 3

» REecorder Pool 4

X2 £ Hot HO|o|E & 2|8l Recorder Pool Ol A

oheistA BElg + A - o L1 2

Recorder= BA

O%o]
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ONNECT API

- EFel AP| umbrella
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» Multiple use cases
. 2 B A(Call Discovery)
. AtE Xt | O|E] BfM(User Data discovery)
. AISK 22
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Z| ™ ©t Business Continuity

O ok tolSes BEviN @5 State-of-the-Art
Business
Continuity

@ Next generation resiliency 2! MDC & 5 44

% 217 ZHE# ool

25



Never Lose a Single Call

Dual recording with “Best Call” feature
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Advanced alarms notifications

Recording Alarms Archiving Alarms

- HEQZ 4 F « ZA| AKX Almf
- Local DB 27 - AED|K| x| 44 Al
- &S HA 27 - AEE|X| B2 BEF &3

- Local storage &7 &

& st 8ol AIR(Advance Interaction Recorder)odl 2|35l A4 E
Role B4 2|5l spare loggertl| Al & &
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Advanced alarms notifications

/_h\ nicevm-16-197 - nicevm-16-197

Recaorder 1085 reported a critical emar. This Recorder has started recording in the failed Recorder's place

Alarm ID 753 Status Undcked

Alarm Type High Risk Of Recording Loss AckedBy

Timeacked

sentinel Server NICEYM-4-191 Time First 12/5/2014 4:19:17 PM

Trouble Ticket Time Last 12/5/2014 4:19:17 PM

Count: 1 MNew Count: 1

Server Name niceyvm-16-197 hardening.ua Location oleksii - Master Site (ID:1)

http /A NICEWM-4-
191 /dopplerVUE/GettingStarted,/getting started CSH.htm#&larm ID

IP 17217161597 Link to Help

Component Advanced Interaction Recorder | Additional Info
Trigger SHMP Trap
Traps 25053
Yalue
Boards

Metric
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advanced alarms2 = g4 IS5



NICE Watch
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Next-gen recorder resiliency

Pool of overcapacity active servers

Pool of
AIRs

1:1
Dual
recording

Active A0 & of7}

Active AH{0] ZOH7}
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N+1 Recorder Redundancy

Active AB{0]| 2 & (failure

Active A{HHZ C} A

Active

)7t
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Active Fotitieg Active

Spare

4 M3, floating spare MEH=
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AIR - Recording Directly to Storage

‘:q = O] / ] ‘(H E‘H recorcling journeg% %%
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Session ID (file(s))
Interactions y.
Center Of7O| 4! *
“ Recorder
Archiving — Audlo n}cg I |
Decision
ok _I -
I virtual S A
ot x5t OlE{2l| A
= = = = ! O 5 o E”
HIEFE| O[] &+ 5 t710|=” NMF
Database External Storage
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Protect your centralized data center

100% &
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-HEHE
29

9| local &!

I geo resiliency

2= 5|’='I|iL:|Eb

—_—

Local 2! Geo clustering & 7

HEZ 2F(failure)E X|&d35t7| I8
Z7| M& MAEHEREE e
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Data Center

Data Center
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Data Center 1
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PROTECT YOUR DATA CENTER

Multi Datacenter &5 Mo 2 KIEE] A8+ AS

. High Availability Manager

Unconfigured Compon...

[l ] Summary of Datacenters

Failover Status

mdcl

umsauamm Name: Dcl Name: D2 ’iaelmlsalstofs:erpswbo“
ww 0 ) A -
Configuration Wizard, click the Location: NY Location: London FWMMW alover
CG‘WChml Status:  Active Status: Passive
7o Configure | ™ [ | ™ ' !Biﬂ Simulate Fadover #» | Falover @ |[| ¥ Faiback | € Simulate Faiback "':.‘ Events: Emor3 ‘Waming 0
, T |- - L. N , | :
- Components [__ Component * | Server ] Component * | Server ] [ Name ]
(I vokcejVoIP Logger (P mdcaasql mdcd3sql mdcaasql mdc2 o Stop NICE Components on Dcl
" MDCLOGGER2 &b mdedsic mdct &b mdeddic mdc2  Change Repiication Direction
. Q,ISCW‘LW J MDCD3IC server MOC1 g MOCO3IC server MDC2
| o O [@ MDC Connection Mana... MDC1 * Update DB on Dc2
IR Sentinel [@ MDC Connection Mana... MDC2 * Update DNS Servers
:'"' : E mwwm .+ mdcstreami . MMCEWS&WO...
3 e P glstorcgeoentu ﬁ * Start NICE Components on Dc2
[J] MDCLOGGERL MDCLOGGER 1
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Multiple Data Centers - MDC

sSYEUsE

(Centralization)

. TAFAFRAO| EH

- =
AMAEAS

. Cl|o|E{ME] Ztol

AMEX =52

ot =2 Recorder
Teaming

3rd Party HI
247|(alignment)

« T E Major HIH{ 2

resiliency
HZHLI & 237

o ZOIE
A7

- HAEXHEE SANE

ZI2 10| ol O|E{ ME
ko] AR
0|3 &l(Redundancy)

N+1

Cllo|E{ Ml E{Zt
N+1

« Z[XM9]| resiliencyE

2|35H spare recorder
HH %|

CHel ESHE S 2 7|o] MHIAE NBE22M 5L EIS Sl (centralization) O|L|ME|E x|

NN

End to End
Disaster
Recovery

- NICE High

Avalilability
Manager0i| A stHo
22|02 failover
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Playback Portal - Fast & Painless Upgrades
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A g 42 HF.

7|& HIo|EH|o|&E
Oro|1cio|Mde ER 7t
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HA 53
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State of the art compliance
recording = xH= 04| A
7He ZTE X
Ao B4
HECIO|HAE

&7{ E#E€ L7 5t= 7’8 (regulation)

£ H9o|5l= T ™(regulation) #H4Z40]

@ elsEES HE 29 3T
T ™(regulation) &+

@ & compliance center
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Advanced compliance solution
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B 2E Ao EReE ZE QIE=EM ZHA
B +’Y(regulation)& &3
B ZAL ZAF S B SHAR
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» HECIO|HA QTAE O 7|8t =2 A|EH UAA| FA|, RAIE
® TrustwaveE 5 E PCI DSS & HIPAA Q15 &5
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Smarter recording compliance to gain time & value

Holistic Compliance Center

Q% Policy & media management

(@) Actionable insights

5}'@ Proactive identification of violations

Compliance Recording

Y X >l )

0
Extraction Deletion Pause & Resume/ tag Advanced Connectivity

=== Based On Engage & AIR ﬁﬂ_ﬁﬁ Leveraging Analytics* Q Real Time Alerts & Notifications

NICE




Looking beyond
operational concerns

D

QLC|2 F& X{stof CHet & AlZH(Real-time) =&

agent alerts

=2 C0|E] & HIEEIO[E{0I A QIAOIEE &7

PCI, EHOf 50|, ZHA| AFR|, F7{ 2+ 2luHoll CHE
A AN

NICE



e A 2C|Q &4l Ay

@ AEF 0] A Al AlZH(Real time) & Bl(notification)
. QLC|IRE FAIME M — =& E Al(recording indication)
- QL7 &4E[URE M

.- Support for Total & IB

A X|(threshold) Z=1tof| 7|8HsH od| 2l(Exception) 284
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ompliance Act
DIY Policy & Media Management

al ZF

RETENTION HUB

Policy Manager

POLICY NAME

ortages - Consents

Credit cards- out bound sales
Credit Cards - collections
Mortgages - summer camp...
Business Credit - Cales

Auto finance - collections

Home Loans - 2015 promotions

small business -2015 collections

Home Loans - Collections Aug..

Private banking - accounts open..

INT

214

11-

06+

18-

234

284

16-

03+

17

12-

1.12M

90%

1T8GE Corzumed

G0GB Ceonsumes
% 1

T2GB Consured
+3% §

2BGB Corsured

Start typing to find employee

nge

change

r|

@

(15}

vl | |

@

— =

Duplicate

B

[y

5 J
)

Bl

=)

[y

[y

Lll

Bulk interactions management activities



mproved PCI-DSS Z =20 A WDSS

A

24 A|ztotch O|c|oq Trrustwave 2 £ E PCl QSA0] 2|5} Engage 7l 9|
e} = 8l 7|(encryption PCI-DSS3 =& EAE &A| Qlgto 2 A S35l E
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Cl DSS3

NICE Engage= 7|€=0| /&1 PCIDSS 2 TFAEE §FF =+ e 71 2T XL

EMMEE B85 1 U&LiCt.

o

End-to-End O|C|o{ &= 3}

- D E MX{El O|C|o{7} & & 3t (encrypted) - MY & AN
ClE &2 st 2AM BHAE video & _
TS E- S8 RAE, « SM(voice) & 23 2l(screen) QIE{Z A 0|

screen recording Al & X|(Pause) & X AlZH(resume)
+ PCI-DSS 3.10 Z L3 TLS 1.2
2 o SEHAOAH AAIZEHZE 045 EA

et & SH(Encryption

e

ﬁ

* Proactive deletion of any interaction
(voice, screen, etc.) from any location
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nsure Your PCI Compliance

NICE Engage Platform2 £ PCI(Payment Card Industry) £ 2F @ T Al

L Privacy control P Access Control

‘4—» End-to-End 2 E|0O|C|04 A4 Multi-tiered
23 “< &RMMA
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NICE Engage & Advanced Interaction Recorder (AIR)

Business Applications

K - o ] 5

Interaction management Quality Interaction Real-Time speech Real-time
Management Analytics analytics Authentication

Robust
Simple
Real Time

NICE AIR & Engage

Omni-channel 1-click to Value & DIY State-of-the-Art Comprehensive
Recording approach Business Continuity Compliance




NICE A& XtE &

NICE S _
Elo] =53 =55t &4 AIR A H 500021 €
. NICEE TCOB E7|m0o = wa7| i3 nlolkl 748 2 SE A2 A2

Differentiators

9 = A =8 of| A latency 7} S A A 7F A~ E 2] 7
T -

7]

«  &A[ZF 215 (Authentication), At7| & X|(Fraud Prevention) & Speech
Analytics& Z et LYt Al EF M XS

A A A A 742 ZEA Q1 PCIDSS A Zefo] A 2= &F4
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