
NICE SmartCenter for Virtual Expert Management

Company Overview

NICE Systems (NASDAQ: NICE) is the leading provider of Insight from Interactions solutions 
and value-added services, powered by advanced analytics of unstructured multi-media 
content—from telephony, web, radio and video communications. NICE’s solutions address 
the needs of the enterprise and security markets, enabling organizations to operate in 
an insightful and proactive manner, and take immediate action to improve business and 
operational performance and ensure safety and security. NICE has over 24,000 customers 
in more than 150 countries, including more than 80 of the Fortune 100 companies.

Partner Solution Description

NICE SmartCenter is an integrated suite of targeted, best-in-class applications that 
enable organizations to harness Customer Dynamics by:

	 •  Capturing customer and business intent through NICE’s multichannel capture platform 

		 •  Analyzing interactions to reveal insights using the NICE analytics platform

	 •  �Taking action to create positive business impact with help from NICE business 
applications and packaged business solutions 

NICE SmartCenter provides interaction recording and analytics applications for the Cisco® 
Virtual Expert Management solution. Virtual Expert Management enables face-to-face 
consultation with an appropriate subject matter expert through video, voice, and online 
screen sharing. It automatically locates and transparently connects customers with experts, 
wherever they are located, using skill-based routing and presence availability tracking. 

Data captured through NICE Smart Center Interaction Recording in Virtual Expert 
Management can be analyzed to increase cross-selling and up-selling, identify high-
value customers for premium offers, and improve agents’ selling and service skills. NICE 
SmartCenter also helps provide a unified view of customers across online and in-person 
touchpoints. NICE SmartCenter helps address:

Partner Designation:
•	 Cisco Solution Developer

Associated Cisco Solution:
•	 Cisco Virtual Expert Management

Customer Benefits for Retail:
• 	Leverage remote expert resources to  

improve customer service
• 	Provide insight into customer interactions  

for improving customer satisfaction
• 	Optimize store associate effectiveness
• 	Improve training or coaching effectiveness 

and provide agents with real-time “next-best 
action” guidance

• 	Analyze cross-channel interactions and 
identify opportunities for improvement

Customer Benefits for Financial Services:
•	 Meet regulatory compliance requirements
•	 Mitigate risks and potential liabilities 
•	 Improve dispute resolution
•	 Ensure safe transactions with real-time  

monitoring
•	 Leverage remote expert resources to 

improve service across all customer touch 
points

•	 Reduce costs 
•	 Improve productivity and sales and marketing 

effectiveness
• 	Increase customer satisfaction and loyalty 

Targeted Industries for  
Virtual Expert Management:
•	 Retail
•	 Financial services

Geographical Regions Served:
•	 Americas
•	 EMEA
•	 APAC

EXECUTIVE SUMMARY

Cisco Partner Solution Profile

NICE SmartCenter and NICE Perform Recording Server Release 3.2, Version 9.10.6.356 have tested compatible with Cisco 
CallManager Release 7.1(2a), Cisco Unified Contact Center Enterprise  Release 7.5(5), Cisco CC – Web Interaction Manager 
Release 4.2(5), Cisco CC – Web Collaboration Server Release 5.0(0)_SR6, Cisco Customer Voice Portal Call Server 
Release 7.0(2), Cisco Expert Advisor Runtime Servers Release 7.6(1), Cisco Expert Advisor Reporting Server Release 7.6(1), 
Cisco Unified Video Advantage Release 2.1(2), Cisco Unified Presence Server Release 7.0(4), Cisco Unified Personal 
Communicator Client Release 7.0(2), Cisco TelePresence 500 systems Release 1.5.3(2115), Cisco Media Conferencing 
Unit (MCU) Release 5.7(0), Cisco MCU, IOS XML Gateway, Windows Workstation (Expert & Customers), Windows 7 and 
XP w/sp, and the current Cisco WebEx. The Cisco Compatible logo signifies that NICE Systems’ product has undergone 
interoperability testing by NICE Systems together with Cisco and a third-party test house based on testing criteria set by 
Cisco. NICE Systems is solely responsible for the support and warranty of its product. Cisco makes no warranties, express 
or implied, with respect to NICE Systems’ product or its interoperation with the listed Cisco product(s) and disclaims any 
implied warranties of merchantability, fitness for a particular use, or against infringement.
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•	Compliance Recording: Contact Center Compliance Recording, 
Branch Compliance Recording, SMCC Compliance Recording 

•	Contact Center Operational Efficiency: Handle Time Optimiza-
tion, Quality Optimization, Collections Optimization, Workforce 
Management 

•	Customer Experience: First Contact Resolution, Customer Satis-
faction, Channel Optimization

•	Sales & Marketing Effectiveness: Predictive Churn Reduction, 
Sales Effectiveness, Marketing Effectiveness

•	Financial Crime, Risk and Compliance: Trading Surveillance, 
Anti-Money Laundering, Fraud Prevention, Brokerage Compli-
ance, Enterprise Case Management

Core Solution Components

NICE SmartCenter for Virtual Expert Management includes: 

•	 Interaction Recording: Capture Virtual Expert Management 
interactions with scalable and flexible recording, storage, and 
replay features for customer interactions.

•	 Quality Management: Offers integrated performance man-
agement, agent coaching driven by quality management, and 
interaction analytics-driven QM.

•	 Interaction Analytics: Provides integrated transaction-interaction 
and cross-channel analytics for voice, chat, email, and fax.

•	 Workforce Management: Provides forecasting and scheduling, 
integrated agent performance management, and automated 
agent coaching scheduling solutions. 

•	 Customer Feedback: Offers drill down to/from surveys to inter-
actions, evaluation, interaction analytics, coaching, and score-
card and analysis of external and internal views of quality. 

Related Cisco Products

•	 Unified Communication Manager

•	 Unified Expert Advisor

•	 Unified Customer Voice Portal 7 with Full Video (Radvision)

•	 Unified Contact Center Enterprise

•	 Unified Intelligent Call Management

•	 Unified Presence

•	 Unified Video Advantage

•	 Video Media Server

Related Partner Information

http://enterprise.nice.com

NICE

Cisco has more than 200 offices worldwide. Addresses, phone numbers, and fax numbers are listed on the Cisco Website at www.cisco.com/go/offices.

CCDE, CCENT, CCSI, Cisco Eos, Cisco Explorer, Cisco HealthPresence, Cisco IronPort, the Cisco logo, Cisco Nurse Connect, Cisco Pulse, Cisco SensorBase, Cisco StackPower, Cisco StadiumVision, Cisco TelePresence, 
Cisco TrustSec, Cisco Unified Computing System, Cisco WebEx, DCE, Flip Channels, Flip for Good, Flip Mino, Flipshare (Design), Flip Ultra, Flip Video, Flip Video (Design), Instant Broadband, and Welcome to the Human 
Network are trademarks; Changing the Way We Work, Live, Play, and Learn, Cisco Capital, Cisco Capital (Design), Cisco:Financed (Stylized), Cisco Store, Flip Gift Card, and One Million Acts of Green are service marks; and 
Access Registrar, Aironet, AllTouch, AsyncOS, Bringing the Meeting To You, Catalyst, CCDA, CCDP, CCIE, CCIP, CCNA, CCNP, CCSP, CCVP, Cisco, the Cisco Certified Internetwork Expert logo, Cisco IOS, Cisco Lumin, 
Cisco Nexus, Cisco Press, Cisco Systems, Cisco Systems Capital, the Cisco Systems logo, Cisco Unity, Collaboration Without Limitation, Continuum, EtherFast, EtherSwitch, Event Center, Explorer, Follow Me Browsing, 
GainMaker, iLYNX, IOS, iPhone, IronPort, the IronPort logo, Laser Link, LightStream, Linksys, MeetingPlace, MeetingPlace Chime Sound, MGX, Networkers, Networking Academy, PCNow, PIX, PowerKEY, PowerPanels, PowerTV, 
PowerTV (Design), PowerVu, Prisma, ProConnect, ROSA, SenderBase, SMARTnet, Spectrum Expert, StackWise, WebEx, and the WebEx logo are registered trademarks of Cisco and/or its affiliates in the United States and 
certain other countries.  

All other trademarks mentioned in this document or website are the property of their respective owners. The use of the word partner does not imply a partnership relationship between Cisco and any other company. (1002R)
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