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Product Code Product Name Product Description Requires

1028-2245-000-XX Enlighten Autopilot SIP Trunk

SIP trunk connectivity between CXone 

and Autopilot. One SIP session required 

per concurrent call ​ Billed monthly per 

SIP session. Session required per 

concurrent call.

Requires:

- 1028-2245-000-XX-N Enlighten 

Autopilot SIP Trunk - Setup

1028-2245-000-XX-N Enlighten Autopilot SIP Trunk – Setup

SIP trunk connectivity between CXone 

and Autopilot. ​ Billed monthly per SIP 

session. Session required per 

concurrent call.

Required setup for SIP Connectivity 

between CXone and Autopilot. Billed as 

a one time charge.

1032-1376-000-XX
CXone Inbound SMS Application Fee 

China (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

customer and agent conversation) SMS 

feature 

- Key product features & components: 

      - 2,000 monthly inbound messages 

included. Messages do not roll over to 

month to month. 

      - Supports sending/receiving of 

messages to China only.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX
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1032-1377-000-XX
CXone Inbound SMS Application Fee 

Hong Kong (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

customer and agent conversation) SMS 

feature 

- Key product features & components: 

      - 2,000 monthly inbound messages 

included. Messages do not roll over to 

month to month. 

      - Supports sending/receiving of 

messages to Hong Kong only.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

1032-1378-000-XX
CXone Inbound SMS Application Fee 

Japan (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

customer and agent conversation) SMS 

feature 

- Key product features & components: 

      - 2,000 monthly inbound messages 

included. Messages do not roll over to 

month to month. 

      - Supports sending/receiving of 

messages to Japan only.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX
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1032-1379-000-XX
CXone Inbound SMS Application Fee 

Malaysia (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

customer and agent conversation) SMS 

feature 

- Key product features & components: 

      - 2,000 monthly inbound messages 

included. Messages do not roll over to 

month to month. 

      - Supports sending/receiving of 

messages to Malaysia only.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 
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1032-1380-000-XX
CXone Outbound SMS Application Fee 

China (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

China only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

optus_cloud_contact_MRC_products_list_description 
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1032-1381-000-XX
CXone Outbound SMS Application Fee 

Hong Kong (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

Hong Kong only. Messages configured 

for any other destination will be 

rejected by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

optus_cloud_contact_MRC_products_list_description 
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1032-1382-000-XX
CXone Outbound SMS Application Fee 

Japan (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

Japan only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1032-1383-000-XX
CXone Outbound SMS Application Fee 

Malaysia (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

Malaysia only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

1032-1384-000-XX CXone SMS Long Code Australia

- Dedicated, randomly assigned 

Australia telephone number used to 

initiate from and send messages to. 

 The volume of traffic may vary 

depending on the country. 

- Billed per code per month

1032-1384-000-XX-N

1032-1384-000-XX-N CXone SMS Long Code Australia - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1385-000-XX CXone SMS Long Code China

- Dedicated, randomly assigned China 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country. 

- Billed per code per month

1032-1385-000-XX-N
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1032-1385-000-XX-N CXone SMS Long Code China - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1386-000-XX CXone SMS Long Code Hong Kong

- Dedicated, randomly assigned Hong 

Kong telephone number used to initiate 

from and send messages to.  The 

volume of traffic may vary depending 

on the country. 

- Billed per code per month

1032-1386-000-XX-N

1032-1386-000-XX-N
CXone SMS Long Code Hong Kong - 

SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1387-000-XX CXone SMS Long Code Malaysia

- Dedicated, randomly assigned 

Malaysia telephone number used to 

initiate from and send messages to. 

 The volume of traffic may vary 

depending on the country. 

- Billed per code per month

1032-1387-000-XX-N

1032-1387-000-XX-N CXone SMS Long Code Malaysia - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1388-000-XX CXone SMS Short Code China

- Premium dedicated China based 

service number, used in large scale 

mobile messaging. A random short code 

is selected by the carrier 

- Used to initiate from and send 

messages to China only 

- Billed per code per month

1032-1388-000-XX-N

1032-1388-000-XX-N CXone SMS Short Code China - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

optus_cloud_contact_MRC_products_list_description 
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1032-1389-000-XX CXone SMS Short Code France

- Premium dedicated France based 

service number, used in large scale 

mobile messaging. A random short code 

is selected by the carrier 

- Used to initiate from and send 

messages to France only 

- Billed per code per month

1032-1389-000-XX-N

1032-1389-000-XX-N CXone SMS Short Code France - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1390-000-XX CXone SMS Short Code Malaysia

- Premium dedicated Malaysia based 

service number, used in large scale 

mobile messaging. A random short code 

is selected by the carrier 

- Used to initiate from and send 

messages to Malaysia only 

- Billed per code per month

1032-1390-000-XX-N

1032-1390-000-XX-N
CXone SMS Short Code Malaysia - 

SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1392-000-XX CXone SMS Long Code France

- Dedicated, randomly assigned France 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country. 

- Billed per code per month

1032-1392-000-XX-N

1032-1392-000-XX-N CXone SMS Long Code France - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

optus_cloud_contact_MRC_products_list_description 
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1032-1393-000-XX CXone SMS Long Code Germany

- Dedicated, randomly assigned 

Germany telephone number used to 

initiate from and send messages to. 

 The volume of traffic may vary 

depending on the country. 

- Billed per code per month

1032-1393-000-XX-N

1032-1393-000-XX-N
CXone SMS Long Code Germany - 

SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1394-000-XX CXone SMS Long Code Norway

- Dedicated, randomly assigned Norway 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country. 

- Billed per code per month

1032-1394-000-XX-N

1032-1394-000-XX-N CXone SMS Long Code Norway - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1395-000-XX CXone SMS Long Code Sweden

- Dedicated, randomly assigned Sweden 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country. 

- Billed per code per month

1032-1395-000-XX-N

1032-1395-000-XX-N CXone SMS Long Code Sweden - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1396-000-XX CXone SMS Long Code UK

- Dedicated, randomly assigned UK 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country. 

- Billed per code per month

1032-1396-000-XX-N
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1032-1396-000-XX-N CXone SMS Long Code UK - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-1397-000-XX CXone SMS Code Japan

- Dedicated, randomly assigned Japan 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country. 

- Billed per code per month

1032-1397-000-XX-N

1032-1397-000-XX-N CXone SMS Code Japan - SETUP

- One-time setup to provision long 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

1032-173-000-XX CXone SMS Long Code

-Dedicated, randomly assigned 10-digit 

telephone number used to initiate from 

and send messages to.  The volume of 

traffic may vary depending on the 

country.  In the US and Canada it is 

intended for custom messages and 

limited to 1 message per second.

-Billed per code per month.

-Carrier Surcharges may apply

1032-173-000-XX-N

1032-173-000-XX-N CXone SMS Long Code - SETUP

-One-time setup to provision long 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.

1032-174-000-XX CXone SMS Short Code

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. A random short code 

is selected by the carrier.

-Used to initiate from and send 

messages to destinations in the US only.

-Billed per code per month.

-Carrier Surcharges may apply

1032-174-000-XX-N
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1032-174-000-XX-N CXone SMS Short Code - SETUP

-One-time setup to provision short 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.

1032-175-000-XX CXone SMS Custom Short Code

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. A custom short code 

is selected by the customer and must be 

verified for availability by the carrier.

-Used to initiate from and send 

messages to destinations in the US only.

-Carrier Surcharges may apply

-Billed per code per month.

1032-174-000-XX-N

1032-487-000-XX
CXone Outbound SMS Application Fee 

(Per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature.

- Key product features & components:

      - 10,000 monthly outbound 

messages included (short code, long 

code, and toll free long code carrier 

surcharges still apply). Messages do not 

roll over to month to month.

      - Supports sending of messages to 

US destinations only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX
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1032-487-000-XX-N
CXone Outbound SMS Application Fee 

(Per BU) - SETUP

-A one-time charge to setup a Business 

Unit for Outbound SMS in the carrier's 

system

-Pertains to application fees per country

1032-493-000-XX
CXone Inbound SMS Application Fee 

(Per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(patron and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code, long code, and 

toll free long code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending of messages to 

US destinations only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

1032-493-000-XX-N
CXone Inbound SMS Application Fee 

(Per BU) - SETUP

-A one-time charge to setup a Business 

Unit for Inbound (patron and agent 

conversation) SMS in the carrier's 

system

-Pertains to application fees per country

optus_cloud_contact_MRC_products_list_description 
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1032-494-000-XX CXone SMS Toll Free Long Code

-Provisioning costs for a new or existing 

Toll Free Number to send and receive 

SMS messages.

-Supports receiving and sending of 

messages in the continental US and 

Canada only. Messages configured for 

any other destination will be rejected 

by the carrier.

-Billed per code per month.

-Carrier Surcharges may apply

1032-494-000-XX-N,483-000-XX-000-XX

1032-494-000-XX-N CXone SMS Toll Free Long Code - SETUP

-Setup to provision toll free long code(s) 

in the carrier's system.

-Billed as a one time (non-recurring) 

charge.

1032-572-000-XX CXone SMS Short Code Canada

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. A random short code 

is selected by the carrier.

-Used to initiate from and send 

messages to destinations in Canada 

only.

-Billed per code per month.

-Carrier Surcharges may apply

1032-572-000-XX-N,1032-574-000-XX

1032-572-000-XX-N CXone SMS Short Code Canada - SETUP

-One-time setup to provision short 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.

optus_cloud_contact_MRC_products_list_description 
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1032-573-000-XX
CXone Outbound SMS Application Fee 

Canada (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature.

- Key product features & components:

      - 10,000 monthly outbound 

messages included (short code, long 

code, and toll free long code carrier 

surcharges still apply). Messages do not 

roll over to month to month.

      - Supports sending of messages to 

Canadian destinations only. 

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

optus_cloud_contact_MRC_products_list_description 
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1032-574-000-XX
CXone Inbound SMS Application Fee 

Canada (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

customer and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code, long code, and 

toll free long code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending/receiving of 

messages to Canadian destinations 

only.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 
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1032-628-000-XX
CXone Inbound SMS Application Fee UK 

(per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(customer and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending of messages to 

destinations in the UK only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1032-629-000-XX
CXone Inbound SMS Application Fee 

France (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(customer and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending of messages to 

destinations in France only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 
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1032-630-000-XX
CXone Inbound SMS Application Fee 

Norway (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(customer and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending of messages to 

destinations in Norway only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 
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1032-631-000-XX
CXone Inbound SMS Application Fee 

Sweden (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(customer and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending of messages to 

destinations in Sweden only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 
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1032-632-000-XX
CXone Inbound SMS Application Fee 

Germany (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(customer and agent conversation) SMS 

feature.

- Key product features & components:

      - 2,000 monthly inbound messages 

included (short code carrier surcharges 

still apply). Messages do not roll over to 

month to month.

      - Supports sending of messages to 

destinations in Germany only. Messages 

configured for any other destination 

will be rejected by the carrier.

      - Overage rates will apply for all 

messages over the 2,000 monthly 

messages allotted  

      - Outbound message rates are 

incurred on a per message rate for any 

outbound messages  

1032-493-000-XX-N,610088-486-000-XX

optus_cloud_contact_MRC_products_list_description 
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1032-633-000-XX
CXone Outbound SMS Application Fee 

UK (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

UK only. Messages configured for any 

other destination will be rejected by the 

carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

optus_cloud_contact_MRC_products_list_description 
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1032-634-000-XX
CXone Outbound SMS Application Fee 

France (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

France only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX
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1032-635-000-XX
CXone Outbound SMS Application Fee 

Norway (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

Norway only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX
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1032-636-000-XX
CXone Outbound SMS Application Fee 

Sweden (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

Sweden only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1032-637-000-XX
CXone Outbound SMS Application Fee 

Germany (per BU)

- A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature 

- Key product features & components: 

      - 10,000 monthly outbound 

messages included (short code carrier 

surcharges still apply). Messages do not 

roll over to month to month. 

      - Supports sending of messages to 

Germany only. Messages configured for 

any other destination will be rejected 

by the carrier.

      - Overage rates will apply for all 

messages over the 10,000 monthly 

messages allotted  

      - Inbound message rates are 

incurred on a per message rate for any 

inbound messages including STOP/Do 

No Contact 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

1032-638-000-XX CXone SMS Short Code UK

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. The number is 

selected by the carrier.

-Used to initiate from and send 

messages to destinations in the UK 

only.

-Billed per code per month.

1032-638-000-XX-N,1032-628-000-XX

1032-638-000-XX-N CXone SMS Short Code UK - SETUP

-One-time setup to provision short 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.
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1032-639-000-XX CXone SMS Short Code Norway

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. The number is 

selected by the carrier.

-Used to initiate from and send 

messages to destinations in Norway 

only.

-Billed per code per month.

1032-639-000-XX-N,1032-630-000-XX

1032-639-000-XX-N CXone SMS Short Code Norway - SETUP

-One-time setup to provision short 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.

1032-640-000-XX CXone SMS Short Code Sweden

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. The number is 

selected by the carrier.

-Used to initiate from and send 

messages to destinations in Sweden 

only.

-Billed per code per month.

1032-640-000-XX-N,1032-631-000-XX

1032-640-000-XX-N CXone SMS Short Code Sweden - SETUP

-One-time setup to provision short 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.

1032-641-000-XX CXone SMS Short Code Germany

-Premium dedicated (5 or 6 digit) 

service number, used in large scale 

mobile messaging. The number is 

selected by the carrier.

-Used to initiate from and send 

messages to destinations in Germany 

only.

-Billed per code per month.

1032-641-000-XX-N,1032-632-000-XX

1032-641-000-XX-N
CXone SMS Short Code Germany - 

SETUP

-One-time setup to provision short 

code(s) in the carrier's system.

-Billed as a one time (non-recurring) 

charge.
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1032-710-000-XX
CXone Inbound SMS Application Fee 

Australia (per BU)

-A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the Inbound 

(customer and agent conversation) SMS 

feature.

-Key product features & components:

-2,000 monthly messages included. 

Messages do not roll over to month to 

month.

-Supports sending/receiving of 

messages to Australian destinations 

only. 

1032-493-000-XX-N,610088-486-000-XX

1032-711-000-XX
CXone Outbound SMS Application Fee 

Australia (per BU)

-A monthly carrier account 

maintenance fee per Business Unit, 

which is a prerequisite to a short 

and/or long code and the proactive 

Outbound SMS feature.

-Key product features & components:

-10,000 monthly messages included. 

Messages do not roll over to month to 

month.

-Supports sending of messages to 

Australian destinations only. 

1032-487-000-XX-N,610088-485-000-

XX,3613-38-208-XX or 3613-38-88-XX

12619-1398-000-XX CXone Messaging Long Code - SETUP

- One-time setup to provision Long 

Code(s) in the carrier's system 

- Billed as a one-time (non-recurring) 

charge  
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12619-1399-000-XX
CXone Messaging Long Code - 

International - SETUP

One-time setup fee for CXone 

Messaging International Long Codes. 

- Quantity must match CXone 

Messaging Long Code quantity. 

-Supports Australia, Belgium, Denmark, 

Finland, France, Germany, Japan, Hong 

Kong, Indonesia, Ireland, Israel, Italy, 

Mexico, Norway, Philippines, Poland, 

Portugal, Singapore, South Korea, 

Spain, Sweden, Switzerland, Taiwan, 

Thailand, United Kingdom 

Provisioning of  Long Code(s) in the 

carrier's system​

- Supports Australia, Belgium, Denmark, 

Finland, France, Germany, Japan, Hong 

Kong, Indonesia, Ireland, Israel, Italy, 

Mexico, Norway, Philippines, Poland, 

Portugal, Singapore, South Korea, 

Spain, Sweden, Switzerland, Taiwan, 

Thailand, United Kingdom ​

- Billed as a one-time (non-recurring) 

charge per code.

12619-1400-000-XX CXone Messaging Toll Free - SETUP

- One-time setup to provision Long 

Code(s) in the carrier's system 

- Billed as a one-time (non-recurring) 

charge  

12619-1632-000-XX
CXone Messaging Short Code [New 

Zealand] - SETUP

-One-time provisioning charge per Short 

Code 6-9 week time frame to set up in 

carrier's system 

-Billed as a one-time (non-recurring) 

charge

12619-1913-000-XX
CXone Messaging Long Code - US 

Campaign Registration - SETUP

A one-time fee covering brand 

registration of a 10-digit number which 

can be used for mass messaging 

purposes. 

- Included in the brand registration is a 

short description of your business and 

the range of expected use (account 

reminders, promo and marketing 

actions, customer care, PSA, and more)

Required for US Long Codes

Required for 1300-988-000-XX CXone 

Messaging Long Code - US/Canada.

Note:  Can be removed if customer is 

NOT ordering a US code.

12619-992-000-XX
CXone Messaging Short Code 

[US/Canada] - Setup

- One-time provisioning charge per 

Short Code  8-12 week time frame to 

set up in carrier's system 

- Billed as a one-time (non-recurring) 

charge
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12653-1704-000-XX
CXone Mpower Digital Agent (per 

Configured User)

Includes Digital Agent, Digital Channels, 

5 GB Active Storage, displaying Guide 

entry points and CXone Integrated 

Softphone (additional Softphone 

charges will apply for the UAE region). 

NRC varies based on number of 

channels selected

- Enables one configured Digital 

Interactions w/ Channels (no 

Phone/Voice).

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month.

- Users include Agents, Supervisors, 

Managers, Administrators or any other 

users.

- Applies to Live Agents only – no BOTs, 

Surveys, Alerts, or Proactive Outbound 

Campaigns

Unlimited Digital Channels include:

 - Apple Apps Review, Apple Business 

Chat, Facebook, Google Business 

Messenger, Google Places, Google Play, 

Instagram, Line, LinkedIn, MS Teams, 

Slack, Telegram, Twitter, Viber, 

WhatsApp, YouTube, BYO Channel.

SMS Channel:

- The right to use SMS is included in the 

bundle, but SMS Codes (long, short, toll 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

- Applicable Channel Implementation 

package(s)

REQUIRES:

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

-  Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 

Messaging Telegram Implementation

- 610223-1687-000-XX	CXone 

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



12654-1705-000-XX
CXone Mpower Voice Agent (per 

Configured User)

INCLUDES: 

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users. 

- 3 Universal Port - Used for IVR 

- Call Monitoring 

- Virtual queue 

- Agent Scripting 

- Text to Speech 

- Call conferencing (long distance 

charges apply) 

- Monitor, Coach, and Barge 

functionality 

Additional features and services 

included with this contract: 

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. 

- Additional charges may apply for more 

storage 

- Contact Center all-inclusive reporting 

IVR programming toolset 

- Capability for CTI and Connectivity 

(Standard, Encrypted, VPN, FTP, SFTP, 

Web Service, and HTML Connector) 

- 24 x 7 Network Operations Center 

monitoring Redundant servers in 

Software as a Service model 

- Standard technical support 

- Product maintenance and 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1718-000-XX CXone Voice 

Agent Implementation 

- Optional Digital Channel 

Implementation package(s) require 307-

6-603-XX CXone Digital Add-On (per 

Configured User)

Note: 307-6-603-XX CXone Digital Add-

on (per Configured User) quantity 

cannot exceed the Voice Agent 

quantity; for example, a voice only 

agent would have to purchase 12654-

1705-000-XX CXone Voice Agent and 

cannot substitute 307-6-602-XX CXone 

Voice Add-on.
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12654-1706-000-XX
CXone Mpower Voice Agent (per 

Concurrent User)

INCLUDES: 

- 1 User License - Concurrent Users are 

billed based on the highest number of 

users logged into the platform at any 

one time during the month. 

- 3 Universal Port - Used for IVR 

- Call Monitoring 

- Virtual queue 

- Agent Scripting 

- Text to Speech 

- Call conferencing (long distance 

charges apply) 

- Monitor, Coach, and Barge 

functionality 

Additional features and services 

included with this contract: 

- 5 GB of storage per Concurrent User 

for recordings, prompts, scripts, 

messages, and files. 

- Additional charges may apply for more 

storage 

- Contact Center all-inclusive reporting 

- IVR programming toolset Capability for 

CTI and Connectivity (Standard, 

Encrypted, VPN, FTP, SFTP, Web 

Service, and HTML Connector) 

- 24 x 7 Network Operations Center 

monitoring Redundant servers in 

Software as a Service model 

- Standard technical support 

- Product maintenance and 

enhancement releases 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-540-XX CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1718-000-XX CXone Voice 

Agent Implementation 

- Optional Digital Channel 

Implementation package(s) require 307-

6-603-XX CXone Digital Add-On (per 

Configured User)

Note: 307-6-603-XX CXone Digital Add-

on (per Configured User) quantity 

cannot exceed the Voice Agent 

quantity; for example, a voice only 

agent would have to purchase 12654-

1706-000-XX CXone Voice Agent and 

cannot substitute 307-6-602-XX CXone 

Voice Add-on.
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12654-2216-000-XX
CXone Mpower Voice Agent - Enterprise 

(per Configured User)

NOTE: Enterprise bundles are required 

for >1,000 seats orders

INCLUDES:

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users. 

- 2 Universal Port - Used for IVR 

- Call Monitoring 

- Virtual queue 

- Agent Scripting 

- Text to Speech 

- Call conferencing (long distance 

charges apply) 

- Monitor, Coach, and Barge 

functionality 

Additional features and services 

included with this contract: 

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. 

- Additional charges may apply for more 

storage 

- Contact Center all-inclusive reporting 

- IVR programming toolset Capability for 

CTI and Connectivity (Standard, 

Encrypted, VPN, FTP, SFTP, Web 

Service, and HTML Connector) 

- 24 x 7 Network Operations Center 

monitoring Redundant servers in 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1718-000-XX CXone Voice 

Agent Implementation 

- Optional Digital Channel 

Implementation package(s) require 307-

6-603-XX CXone Digital Add-On (per 

Configured User)

Note: 307-6-603-XX CXone Digital Add-

on (per Configured User) quantity 

cannot exceed the Voice Agent 

quantity; for example, a voice only 

agent would have to purchase 12654-

1705-000-XX CXone Voice Agent and 

cannot substitute 307-6-602-XX CXone 

Voice Add-on.
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12654-2217-000-XX
CXone Mpower Voice Agent - Enterprise 

(per Concurrent User)

NOTE: Enterprise bundles are required 

for >1,000 seats orders

INCLUDES:

- 1 User License - Concurrent Users are 

billed based on the highest number of 

users logged into the platform at any 

one time during the month. 

- 2 Universal Port - Used for IVR 

- Call Monitoring 

- Virtual queue 

- Agent Scripting 

- Text to Speech  

- Call conferencing (long distance 

charges apply) 

- Monitor, Coach, and Barge 

functionality 

Additional features and services 

included with this contract: 

- 5 GB of storage per Concurrent User 

for recordings, prompts, scripts, 

messages, and files. 

- Additional charges may apply for more 

storage 

- Contact Center all-inclusive reporting 

- IVR programming toolset Capability for 

CTI and Connectivity (Standard, 

Encrypted, VPN, FTP, SFTP, Web 

Service, and HTML Connector) 

- 24 x 7 Network Operations Center 

monitoring Redundant servers in 

Software as a Service model 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-540-XX CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1718-000-XX CXone Voice 

Agent Implementation 

- Optional Digital Channel 

Implementation package(s) require 307-

6-603-XX CXone Digital Add-On (per 

Configured User)

Note: 307-6-603-XX CXone Digital Add-

on (per Configured User) quantity 

cannot exceed the Voice Agent 

quantity; for example, a voice only 

agent would have to purchase 12654-

1706-000-XX CXone Voice Agent and 

cannot substitute 307-6-602-XX CXone 

Voice Add-on.
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12656-1723-000-XX
CXone Mpower Omnichannel Agent 

(per Configured User)

Only available for 1-999 seats. Includes 

ACD Configured Agent, 3 Universal 

Ports, 5 GB Active Storage, displaying 

Guide entry points, Audio Recording 

and CXone Integrated Softphone 

(additional Softphone charges will apply 

for the UAE region) and Digital 

Channels.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Ports – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. Additional charges 

may apply for more storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

(Standard, Encrypted, VPN, FTP, SFTP, 

Web Service, and HTML Connector)

- 24 x 7 Network Operations Center 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1719-000-XX CXone 

Omnichannel Agent Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation
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12656-1724-000-XX
CXone Mpower Omnichannel Agent 

(per Concurrent User)

Only available for 1-999 seats. Includes 

ACD Concurrent Agent, 3 Universal 

Ports, 5 GB Active Storage, displaying 

Guide entry points, Audio Recording 

and CXone Integrated Softphone 

(additional Softphone charges will apply 

for the UAE region) and Digital 

Channels.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Ports – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. Additional charges 

may apply for more storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

(Standard, Encrypted, VPN, FTP, SFTP, 

Web Service, and HTML Connector)

- 24 x 7 Network Operations Center 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-540-XX  CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1719-000-XX CXone 

Omnichannel Agent Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation
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12656-2218-000-XX
CXone Mpower Omnichannel Agent - 

Enterprise (per Configured User)

For >1,000 seats. Includes ACD 

Configured Agent, 2 Universal Ports, 5 

GB Active Storage, displaying Guide 

entry points, Audio Recording and 

CXone Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region) and Digital Channels.

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1719-000-XX CXone 

Omnichannel Agent Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation
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12656-2219-000-XX
CXone Mpower Omnichannel Agent - 

Enterprise (per Concurrent User)

For >1,000 seats. Includes ACD 

Concurrent Agent, 2 Universal Ports, 5 

GB Active Storage, displaying Guide 

entry points, Audio Recording and 

CXone Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region) and Digital Channels.

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-540-XX  CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1719-000-XX CXone 

Omnichannel Agent Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation
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12657-1725-000-XX
CXone Mpower Essentials Suite (per 

Configured User)

Only available for 1-999 seats. Includes 

ACD Configured Agent, 3 Universal 

Ports, 5 GB Active Storage, displaying 

Guide entry points, CXone Audio 

Recording Advanced and CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, CXone 

Screen Recording and CXone Quality 

Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port – Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

- Contact Center all-inclusive reporting

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 1892-466-000-XX Service Support - 

Configured Agent

- 610203-1720-000-XX CXone Essentials 

Suite Implementation

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation
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12657-1726-000-XX
CXone Mpower Essentials Suite (per 

Concurrent User)

Only available for 1-999 seats. Includes 

ACD Concurrent Agent, 3 Universal 

Ports, 5 GB Active Storage, displaying 

Guide entry points, CXone Audio 

Recording Advanced and CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, CXone 

Screen Recording and CXone Quality 

Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port – Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

- Contact Center all-inclusive reporting

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-540-XX  CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 1892-271-000-XX Service Support - 

Concurrent License

- 610203-1720-000-XX CXone Essentials 

Suite Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation
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12657-2220-000-XX
CXone Mpower Essentials Suite - 

Enterprise (per Configured User)

For >1,000 seats. Includes ACD 

Concurrent Agent, 2 Universal Ports, 

5GB Active Storage, displaying Guide 

entry points, Audio Recording, CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording and Quality Management

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port – Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 1892-466-000-XX Service Support - 

Configured Agent

- 610203-1720-000-XX CXone Essentials 

Suite Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation
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12657-2221-000-XX
CXone Mpower Essentials Suite - 

Enterprise (per Concurrent User)

For >1,000 seats. Includes ACD 

Concurrent Agent, 2 Universal Ports, 

5GB Active Storage, displaying Guide 

entry points, Audio Recording, CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording and Quality Management

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port – Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-540-XX  CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 1892-271-000-XX Service Support - 

Concurrent License

- 610203-1720-000-XX CXone Essentials 

Suite Implementation

- Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation
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12663-3289-XXX
CXone Mpower Complete Suite (per 

Configured User)

Only available for 1-999 seats. Includes 

ACD Configured Agent, 3 Universal 

Ports, 5GB Active Storage, displaying 

Guide entry points, CXone Audio 

Recording Advanced, CXone Integrated 

Softphone (additional Softphone 

charges will apply for the UAE region), 

Digital Channels, CXone Screen 

Recording, CXone Quality Management, 

CXone Workforce Management and 

CXone Performance Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port - Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1721-000-XX CXone Core Suite 

Implementation

-Applicable Digital Channel 

Implementations

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 

optus_cloud_contact_MRC_products_list_description 
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12663-3290-XXX
CXone Mpower Complete Suite (per 

Concurrent User)

Only available for 1-999 seats. Includes 

ACD Concurrent Agent, 3 Universal 

Ports, 5GB Active Storage, displaying 

Guide entry points, CXone Audio 

Recording Advanced, CXone Integrated 

Softphone (additional Softphone 

charges will apply for the UAE region), 

Digital Channels, CXone Screen 

Recording, CXone Quality Management, 

CXone Workforce Management and 

CXone Performance Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port - Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

REQUIRES:

- 308-8-540-XX CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1721-000-XX CXone Core Suite 

Implementation

- Applicable Digital Channel 

Implementation

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 
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12663-3291-XXX
CXone Mpower Complete Suite - 

Enterprise (per Configured User)

For >1,000 seats. Includes ACD 

Configured Agent, 3 Universal Ports, 

5GB Active Storage, displaying Guide 

entry points, Audio Recording, CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording, Quality Management, 

Workforce Management and 

Performance Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port - Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

- Contact Center all-inclusive reporting

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-792-XX CXone Additional 

Configured Universal Port (Beyond 2 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1721-000-XX CXone Core Suite 

Implementation

- Applicable Digital Channel 

Implementation

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



12663-3292-XXX
CXone Mpower Complete Suite - 

Enterprise (per Concurrent User)

For >1,000 seats. Includes ACD 

Concurrent Agent, 3 Universal Ports, 

5GB Active Storage, displaying Guide 

entry points, Audio Recording, CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording, Quality Management, 

Workforce Management and 

Performance Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port - Used for IVR Call 

Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files.

- Additional charges may apply for more 

storage

- Contact Center all-inclusive reporting

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-793-XX CXone Additional 

Concurrent Universal Port (Beyond 2 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1721-000-XX CXone Core Suite 

Implementation

- Applicable Digital Channel 

Implementation

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 
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12668-3293-XXX
CXone Mpower Core Suite (per 

Configured User)

Only available for 1-999 seats. Includes 

ACD Configured Agent, 3 Universal 

Ports, 5GB Active Storage, displaying 

Guide entry points, Audio Recording, 

CXone Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording, Quality Management, 

Workforce Management, Performance 

Management, Interaction Analytics, and 

Feedback Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Ports – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. Additional charges 

may apply for more storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-169-XX CXone Additional 

Configured Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1722-000-XX CXone Complete 

Suite Implementation

- Applicable Digital Channel 

Implementations

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 
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12668-3294-XXX
CXone Mpower Core Suite (per 

Concurrent User)

Only available for 1-999 seats. Includes 

ACD Concurrent Agent, 3 Universal 

Ports, 5GB Active Storage, displaying 

Guide entry points, Audio Recording, 

CXone Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording, Quality Management, 

Workforce Management, Performance 

Management, Interaction Analytics, and 

Feedback Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Ports – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. Additional charges 

may apply for more storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-540-XX CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1722-000-XX CXone Complete 

Suite Implementation

- Applicable Digital Channel 

Implementations

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



12668-3295-XXX
CXone Mpower Core Suite - Enterprise 

(per Configured User)

For >1,000 seats. Includes ACD 

Configured Agent, 2 Universal Ports, 

5GB Active Storage, displaying Guide 

entry points, Audio Recording, CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording, Quality Management, 

Workforce Management, Performance 

Management, Interaction Analytics, and 

Feedback Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Ports – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. Additional charges 

may apply for more storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-792-XX CXone Additional 

Configured Universal Port (Beyond 2 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1722-000-XX CXone Complete 

Suite Implementation

- Applicable Digital Channel 

Implementations

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 
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12668-3296-XXX
CXone Mpower Core Suite - Enterprise 

(per Concurrent User)

For >1,000 seats. Includes ACD 

Concurrent Agent, 2 Universal Ports, 

5GB Active Storage, displaying Guide 

entry points, Audio Recording, CXone 

Integrated Softphone (additional 

Softphone charges will apply for the 

UAE region), Digital Channels, Screen 

Recording, Quality Management, 

Workforce Management, Performance 

Management, Interaction Analytics, and 

Feedback Management.

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Ports – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- 5 GB of storage per Configured User 

for recordings, prompts, scripts, 

messages, and files. Additional charges 

may apply for more storage

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-793-XX CXone Additional 

Concurrent Universal Port (Beyond 2 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-1722-000-XX CXone Complete 

Suite Implementation

- Applicable Digital Channel 

Implementations

Optional NRCs for digital channels:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 
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12681-3297-XXX
CXone Mpower Ultimate Suite (Per 

Configured User)

CXone Mpower suite includes CXone 

Omnichannel routing (with Enlighten AI 

Routing), advance audio, digital and 

screen recording, quality-based 

analytics, workforce management with 

AI forecasting, scheduling and agent 

mobile app, voice of the customer, 

interaction analytics and Enlighten AI 

for CSAT.

1 User License – Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- Configuration and Setup

- Low code/No code Contact Workflow 

Tools

- Text-to-speech

- Virtual callback

- Custom queueing experience

- Robust administration tools

- Integration tools for third party data

- Agent & Supervisor

- Agent Storage 5GB each

- Monitor, Coach, Join

- Dashboards & Alerting

- Data & Reporting

- Real Time Dashboards

- Historical Reporting

- Modern Cloud Monitoring

- 24 X 7 Network Monitoring Center

- Redundant Infrastructure

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-540-XX CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-2899-XXX CXone Mpower 

Suite Implementation

- Feedback Management Channels

Optional Digital Channel NRCs

optus_cloud_contact_MRC_products_list_description 
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12681-3298-XXX
CXone Mpower Ultimate Enterprise 

Suite (Per Configured User)

CXone Mpower suite includes CXone 

Omnichannel routing (with Enlighten AI 

Routing), advance audio, digital and 

screen recording, quality-based 

analytics, workforce management with 

AI forecasting, scheduling and agent 

mobile app, voice of the customer, 

interaction analytics and Enlighten AI 

for CSAT.

1 User License – Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- Configuration and Setup

- Low code/No code Contact Workflow 

Tools

- Text-to-speech

- Virtual callback

- Custom queueing experience

- Robust administration tools

- Integration tools for third party data

- Agent & Supervisor

- Agent Storage 5GB each

- Monitor, Coach, Join

- Dashboards & Alerting

- Data & Reporting

- Real Time Dashboards

- Historical Reporting

- Modern Cloud Monitoring

- 24 X 7 Network Monitoring Center

- Redundant Infrastructure

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise). 

REQUIRES:

- 308-8-540-XX CXone Additional 

Concurrent Universal Port (Beyond 3 

ports included)

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)

- 4125-0000-000-XX CXone Recording 

Export (per Interaction)

- 610203-2899-XXX CXone Mpower 

Suite Implementation

- Feedback Management Channels

Optional Digital Channel NRCs
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1300-1631-000-XX
CXone Messaging Short Code - New 

Zealand

-Randomly generated 3-digit or 4-digit 

text-enabled number used to send and 

receive SMS messages in New Zealand. 

-Supports receiving and sending of 

messages in New Zealand only. 

-Messages configured for any other 

destination will be rejected by the 

carrier 

-Billed per code per month

12619-1632-000-XX NICE inContact 

CXone Messaging Short Code [New 

Zealand] - SETUP

1300-1910-000-XX CXone Messaging Long Code - Japan

Randomly generated 10-digit text-

enabled number used to send and 

receive SMS messages in Japan.

Following SKU are prerequisites per BU:

- 1301-994-000-XX  CXone Messaging 

Application (per BU) 

- 610200-995-000-XX  CXone Messaging 

Application Implementation 

**CXone Messaging SMS Rate Sheet 

based on opportunity currency must be 

attached to each quote.

Required NRC:- 12619-1399-000-XX  

CXone Messaging Long Code - 

International - SETUP

1300-1911-000-XX
CXone Messaging Long Code - 

Philippines

Randomly generated 10-digit text-

enabled number used to send and 

receive SMS messages in Philippines.

Following SKU are prerequisites per BU:

- 1301-994-000-XX  CXone Messaging 

Application (per BU) 

- 610200-995-000-XX  CXone Messaging 

Application Implementation 

**CXone Messaging SMS Rate Sheet 

based on opportunity currency must be 

attached to each quote.

Required NRC:- 12619-1399-000-XX  

CXone Messaging Long Code - 

International - SETUP
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1300-1912-000-XX
CXone Messaging Long Code - US 

Campaign Registration

A recurring fee covering brand 

registration of a 10-digit number, which 

can be used for mass messaging 

purposes.

- This is required due to regulatory 

requirements for long code use in the 

USA.

- Included in the brand registration is a 

short description of your business and 

the range of expected use (account 

reminders, promo and marketing 

actions, customer care, PSA, and more)

- Billed per code per month

Required for 1300-988-000-XX CXone 

Messaging Long Code - US/Canada.​

​Note:  Can be removed if customer is 

NOT ordering a US code.

1300-988-000-XX
CXone Messaging Long Code - 

US/Canada

- Randomly generated 10-digit text-

enabled number used to send and 

receive SMS messages in the United 

States and Canada. 

- Supports receiving and sending of 

messages in the continental US and 

Canada only. 

- Messages configured for any other 

destination will be rejected by the 

carrier Limited to 1 message per second 

- Billed per code per month

Pre-Requisite:

- 1301-994-000-XX  CXone Messaging 

Application (per BU) 

- 610200-995-000-XX  CXone Messaging 

Application Implementation 

Requires:

- 12619-1398-000-XX  CXone Messaging 

Long Code - SETUP

- 1300-1912-000-XX CXone Messaging 

Long Code - US Campaign Registration

1300-989-000-XX
CXone Messaging Toll Free Long Code - 

US/Canada

- Randomly generated 10-digit text-

enabled number used to send and 

receive SMS messages in the United 

States and Canada. 

- Supports receiving and sending of 

messages in the continental US and 

Canada only. 

- Messages configured for any other 

destination will be rejected by the 

carrier 

- Billed per code per month

12619-1400-000-XX NICE inContact 

CXone Messaging Toll Free - SETUP
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1300-990-000-XX
CXone Messaging Short Code - 

US/Canada

- Randomly generated 5-digit or 6-digit 

text-enabled number used to send and 

receive SMS messages in the United 

States or Canada. 

- Short Codes are country specific. 

Supports receiving and sending of 

messages in the continental US and 

Canada only. 

- Messages configured for any other 

destination will be rejected by the 

carrier 

- Billed per code per month

12619-992-000-XX NICE inContact 

CXone Messaging Short Code 

[US/Canada] Setup

1300-991-000-XX
CXone Messaging Long Code - 

International

- Randomly generated 10-digit text-

enabled number used to send and 

receive SMS messages in specific 

countries.

- Supports Australia, Austria, Belgium, 

Brazil, Chile, Croatia, Czech Republic, 

Denmark, Finland, France, Germany, 

Hong Kong, Indonesia, Ireland, Israel, 

Italy, Latvia, Lithuania, Luxembourg, 

Malaysia, Mexico, Netherlands, 

Norway, Poland, Portugal, Romania, 

Russian Federation, Singapore, 

Slovakia, South Korea, Spain, Sweden, 

Switzerland, Taiwan, Thailand, United 

Kingdom 

- Billed monthly per code

12619-1399-000-XX NICE inContact 

CXone Messaging Long Code [National] - 

SETUP
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1301-1617-000-XX
CXone Messaging - SMS Personal 

Connection Application Fee (Per BU)

-A monthly account maintenance fee 

per Business Unit, which is a 

prerequisite to a short and/or long code 

and the proactive CXone SMS feature. 

-Pertains to application fees per country

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite:

- 3613-38-208-XX CXone Personal 

Connection (per Configured User)

OR

-3613-38-88-XX CXone Personal 

Connection (per Concurrent User)

Requires:

- 1301-1617-000-XX-N CXone 

Messaging - SMS Personal Connection 

Application Fee (per BU) - SETUP

- 610200-1618-000-XX CXone 

Messaging - SMS Personal Connection 

Campaign Implementation

- 1302-3030-XXX CXone Personal 

Connection SMS Overage (per 100 

messages)

One of the CXone Messaging Long, 

Short or Toll Free Codes is required:

- 1300-991-000-XX NICE inContact 

CXone Messaging Long Code [National]

- 1300-988-000-XX NICE inContact 

CXone Messaging Long Code 

[US/Canada]

- 1300-989-000-XX NICE inContact 

1301-1617-000-XX-N

CXone Messaging - SMS Personal 

Connection Application Fee (Per BU) - 

SETUP

-A monthly account maintenance fee 

per Business Unit, which is a 

prerequisite to a short and/or long code 

and the proactive CXone SMS feature.   

  

-Pertains to application fees per country

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.”
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1301-3064-XXX
CXone Messaging - MMS Personal 

Connection Application Fee (Per BU)

Monthly maintenance fee to send MMS 

messaging, using either short or long 

code options, designed for businesses 

looking to engage customers through 

automated, unattended MMS 

communication. Includes 8,000 

messages per Business Unit each 

month, with additional messages billed 

on a per-message basis once the 

threshold is exceeded.

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Requires one of the following:

- 3613-38-208-XX CXone Personal 

Connection (per Configured User)

OR

- 3613-38-88-XX CXone Personal 

Connection (per Concurrent User)

Required overage:

- 1302-3031-XXX CXone Personal 

Connection MMS Overage (per 100 

messages)

1301-994-000-XX CXone Messaging Application (per BU)

- A monthly application license fee (per 

Business Unit) for CXone Messaging 

Inbound SMS. 

- Must be packaged with Long Codes, 

Toll Free Long Codes, or Short Codes. 

- Billed as a monthly recurring charge

610200-995-000-XX NICE inContact 

CXone Messaging Application 

Implementation

1302-3029-XXX
CXone Personal Connection Voice 

Overage (per 100 minutes)

Overage fee applied to usage exceeding 

the standard Personal Connection 

minutes included per agent license.  

Required with a Personal Connection 

license.

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.”

1302-3030-XXX
CXone Personal Connection SMS 

Overage (per 100 messages)

Overage fee applied to usage exceeding 

the allocated number of Personal 

Connection SMS for the BU.  Required 

with SMS Personal Connection 

Application Fee (per BU) license.

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.”
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1302-3031-XXX
CXone Personal Connection MMS 

Overage (per 100 messages)

Overage fee applied to usage exceeding 

the allocated number of Personal 

Connection MMS for the BU.  Required 

with MMS Personal Connection 

Application Fee (per BU) license.

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.”

1303-2545-000-XX

CXone Messaging - Proactive Digital 

Personal Connection Application Fee 

(per BU)

A monthly account maintenance fee per 

Business Unit, which is a prerequisite to 

the Proactive Digital feature. This is 

independent of fees applied by Meta 

and pertains to application fees per 

country.

- Billed as monthly recurring charge

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite: 

- 3613-38-208-XX CXone Personal 

Connection (per Configured User)

OR

- 3613-38-88-XX CXone Personal 

Connection (per Concurrent User) 

Requires:

- 610313-000-000-XX CXone Messaging - 

Proactive Digital Personal Connection 

Application Fee (per BU) - SETUP
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1303-2545-000-XX​

CXone Messaging – Proactive Digital 

Personal Connection Application Fee 

(Per BU) ​

A monthly account maintenance fee per 

Business Unit, which is a prerequisite to 

the Proactive Digital feature. This is 

independent of fees applied by Meta 

and pertains to application fees per 

country. 

- This solution is not available for U. S. 

and Canadian non-Fedramp customers.

- Billed as a monthly recurring charge 

per BU

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite: 

- 3613-38-208-XX CXone Personal 

Connection (per Configured User)

OR

- 3613-38-88-XX CXone Personal 

Connection (per Concurrent User)

Requires:

- 610313-000-000-XX CXone Messaging - 

Proactive Digital Personal Connection 

Application Fee (per BU) - SETUP

1304-2626-XXX​

CXone Mpower Performance 

Management INSIGHTS (per Configured 

user)​​

CXone Mpower Performance INSIGHTS 

is a performance management 

analytical tool designed for monitoring 

and managing agent performance and 

behavior

Requires:

 - 610321-2600-XXX CXone Mpower 

Performance Management INSIGHTS 

Implementation

1304-2627-XXX​
CXone Mpower Performance 

Management ACT(per configured user)​​

CXone Mpower Performance ACT is a 

performance management analytical 

tool designed for monitoring and 

managing agent performance and 

behavior​

It includes gamification that uses a 

behavior-based approach to encourage 

desired behaviors without supervisor 

involvement. It also enhances employee 

engagement

Requires: 

- 610321-2601-XXX CXone Mpower 

Performance Management ACT 

Implementation
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1304-2628-XXX​

CXone Mpower Performance 

Management ACT -Level up​​ (per 

Configured User)

Level up from CXone Mpower 

Performance Management INSIGHTS to 

CXone Mpower Performance 

Management ACT. CXone Performance 

ACT is a performance management 

analytical tool designed for monitoring 

and managing agent performance and 

behavior​

- Includes gamification that uses a 

behavior-based approach to encourage 

desired behaviors without supervisor 

involvement. It also enhances employee 

engagement

Requires:

- 610347-3377-XXX CXone Mpower 

Performance Management - Level Up - 

Implementation

1304-2629-XXX​

CXone 

Mpower Performance Management Pre

mium​ (per configured user)​​

CXone Performance premium is a 

performance management suite, with 

analytical tools designed for monitoring 

and managing agent performance and 

behavior, gamification that uses a 

behavior-based approach to encourage 

desired behaviors without supervisor 

involvement and Desktop Discovery tool 

that user actions collected from 

desktops and uploaded to CXone Data 

lake

Requires:

- 610321-2601-XXX CXone Mpower 

Performance Management ACT - 

Implementation

- 610310-2418-XXX Desktop Discovery 

Implementation
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1304-3269-XXX

CXone Mpower Performance 

Management ACT -level up​ (per 

Concurrent User)

Level up from CXone Mpower 

Performance Management INSIGHTS to 

CXone Mpower Performance 

Management ACT. CXone Performance 

ACT is a performance management 

analytical tool designed for monitoring 

and managing agent performance and 

behavior​

- Includes gamification that uses a 

behavior-based approach to encourage 

desired behaviors without supervisor 

involvement. It also enhances employee 

engagement

Requires:

- 610347-3377-XXX CXone Mpower 

Performance Management - Level Up - 

Implementation

1421-3231-XXX
CXone Data Streams (IVR 100M 

Messages)

Usage fee for the streaming of IVR 

messages.

Required for:

- 1441-3230-XXX CXone Data Streams - 

Connection Fee

1429-2850-XXX
Condado MediaVault Standard - Up to 

250GB

MediaVault Plus is a secure storage 

solution with robust search capabilities 

and retrieval of interactions for 

coaching, training, legal and 

compliance. MediaVault provides long 

term hot storage for all types of media 

and their respective metadata at an 

affordable cost. Some benefits include 

customizable storage duration, 

integration with leading cloud-based 

call center solutions, securely stored on 

Amazon S3 or Microsoft Azure Cloud, 

quality management capabilities, only 

pay for the storage used and 24/7 

support.

- For up to 1TB of storage.

Requires:

- 610333-2849-XXX Condado 

MediaVault Plus Implementation
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1429-2851-XXX Condado MediaVault Overage

MediaVault Plus is a secure storage 

solution with robust search capabilities 

and retrieval of interactions for 

coaching, training, legal and 

compliance. MediaVault provides long 

term hot storage for all types of media 

and their respective metadata at an 

affordable cost. Some benefits include 

customizable storage duration, 

integration with leading cloud-based 

call center solutions, securely stored on 

Amazon S3 or Microsoft Azure Cloud, 

quality management capabilities, only 

pay for the storage used and 24/7 

support.

- For 1TB + $180 each additional TB of 

storage.

Requires:

- 610333-2849-XXX Condado 

MediaVault Plus Implementation

1430-2809-XXX
CXone Integration Hub Overage Fee 

(per 100 requests)

The overage charge when exceeding an 

average of the allotted 1M requests 

over the course of a month

- Billed at a per-request rate

Required for:

- 610326-2806-XXX Cxone Integration 

Hub Activation
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1434-2572-XXX
CXone Interactions Hub - Data Policies 

(Per Interaction)

CXone Interactions Hub (per 

Interaction) is the CXone application 

designed for managing compliance and 

risk interactions across both audio and 

digital channels. It offers valuable data 

insights, predictive capabilities, and 

customized actions.

- Billed based on the total number of 

interactions in the month

Key Product Features: 

- Ad-hoc bulk actions to minimize risk 

(e.g., interaction deletion, litigation 

hold, Playback lock, etc.)

- Policies approval workflow with 

actions like interaction deletion, 

litigation hold, Playback lock, etc.

- Available for digital, voice, assisted 

and non-assisted interactions 

- Adherence dashboard with risk 

insights 

- Actionable insights to allow 

mitigations 

Requires: 

- 610318-2884-XXX Interactions Hub - 

Implementation Package
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1434-3309-XXX
CXone Interaction Hub - Advanced Data 

Policies (per Interaction)

The Advanced Data Policies package 

utilizes analytics to offer enhanced 

redaction, compliance, and risk 

management across interactions. 

Policies can be based on AI-driven 

insights, allowing users to create 

custom rules, such as litigation holds 

triggered by analytics categories.

- Billed based on the total number of 

new interactions in the month analyzed 

by IA.

Requires:

- 1434-2572-XXX CXone Interactions 

Hub - Data Policies (per Interaction)

1437-2836-XXX
CXone ACD / IVR for Engage Connect 

(per Configured User)

Used for CXone ACD when proposed 

with Engage Connect (aka Trusted 

advisor) per configured user.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month. This includes Admin 

users.

Includes:

-  1 universal port and 1 GB of storage 

per seat.

- Used when Engage is the recording 

platform

Requires:

- 610159-000-000-XX CXone Integration 

to On-Premise Engage -CXone Engage 

Connect - Setup

- 610332-2839-XXX Engage Integration 

with CXone ACD Implementation
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1437-2837-XXX
CXone ACD / IVR for Engage Connect 

(per Concurrent User)

Used for CXone ACD when proposed 

with Engage Connect (fka Trusted 

advisor) per concurrent user.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month. This includes Admin 

users.

Includes:

- 1 universal port and 1 GB of storage 

per seat.

- Used when Engage is the recording 

platform

Requires:

- 610159-000-000-XX CXone Integration 

to On-Premise Engage -CXone Engage 

Connect - Setup

- 610332-2839-XXX Engage Integration 

with CXone ACD Implementation

1438-2842-XXX
Managed Operations Services Monthly 

Rate

Managed Operations Services per 

month

- Billed as a recurring monthly charge​

NICE VRS handles configuration and/or 

ongoing management of NICE 

Integrated products.
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1439-2844-XXX Condado MediaVault Plus Transcription

Condado 'MediaVault Plus offers 

Transcription and Redaction services of 

recordings based on defined criteria. 

Clients can configure the system to 

transcribe and/or redact all or some 

recordings with customizable criteria. 

-MediaVault Plus offers Transcription 

and Redaction services of recordings 

based on defined criteria. Clients can 

configure the system to transcribe 

and/or redact all or some recordings 

with customizable criteria. MediaVault' 

s speech to text features include near 

real-time transcription of calls, multi-

language transcription, searchable 

archive of all transcripts and auto-

detection of pre-defined words or 

phrases.

Requires:

- 610333-2849-XXX Condado 

MediaVault Plus Implementation

*Cannot be quoted with:

- 1439-2845-XXX Condado MediaVault 

Plus Transcription with Redaction

1439-2845-XXX
Condado MediaVault Plus Transcription 

with Redaction

Condado MediaVault Plus offers 

Transcription and Redaction services of 

recordings based on defined criteria. 

-Clients can configure the system to 

transcribe and/or redact all or some 

recordings with customizable criteria.

Requires:

- 610333-2849-XXX Condado 

MediaVault Plus Implementation

*Cannot be quoted with:

- 1439-2846-XXX Condado MediaVault 

Plus Audio Redaction

- 1439-2847-XXX Condado MediaVault 

Plus Audio Redaction and Transcription 

Redaction
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1439-2846-XXX
Condado MediaVault Plus Audio 

Redaction

Condado MediaVault Plus offers 

Transcription and Redaction services of 

recordings based on defined criteria. 

- Clients can configure the system to 

transcribe and/or redact all or some 

recordings with customizable criteria.

Requires:

- 610333-2849-XXX Condado 

MediaVault Plus Implementation

*Cannot be quoted with:

- 1439-2847-XXX Condado MediaVault 

Plus Audio Redaction and Transcription 

Redaction

1439-2847-XXX
Condado MediaVault Plus Audio 

Redaction and Transcript Redaction

Condado MediaVault Plus offers 

Transcription and Redaction services of 

recordings based on defined criteria.

- Clients can configure the system to 

transcribe and/or redact all or some 

recordings with customizable criteria.

Requires:

- 610333-2849-XXX Condado 

MediaVault Plus Implementation

*Cannot be quoted with:

- 1439-2845-XXX Condado MediaVault 

Plus Transcription with Redaction

1439-2848-XXX Condado Mass Export

Condado MediaVault Plus offers Mass 

Export services and provides access to a 

secure location upon request.
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1440-1340-000-XX CXone Attendant (per User)

CXone Attendant enables an 

organization to connect callers to a 

designated individual (agent or business 

user) without the need for human 

intervention. 

Key product features and components 

include:

- Native administration experience with 

a seamless integration with the ACD

- Dial by name, extension, DNIS, or 

company directory

- Enhanced website access security with 

password policy enforcement

- Automatic extension assignment

- Out-of-office/unavailable call routing

- Missed call notifications 

Requires:

- 610226-1342-000-XX CXone Attendant 

Implementation

Optional: 

- 610145-1343-000-XX  CXone 

Attendant - Training
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1440-1341-000-XX CXone Attendant Plus (per User)

CXone Attendant Plus enables an 

organization to connect callers to a 

designated individual (agent or business 

user) without the need for human 

intervention as well as personal 

voicemail boxes when unavailable. 

Key product features and components 

include:

- Native administration experience with 

a seamless integration with the ACD

- Dial by name, extension, DNIS, or 

company directory

- Enhanced website access security with 

password policy enforcement

- Automatic extension assignment

- Out-of-office/unavailable call routing

- Missed call notifications 

- Voicemail management with multiple 

options for voicemail access (phone, 

web, agent interface, email)

- Restrict voicemail 

downloads/forwards for enhanced 

privacy

- Maximum of 90-day retention of 

voicemail files

Requires:

- 610226-1342-000-XX CXone Attendant 

Implementation

Optional: 

- 610145-1343-000-XX  CXone 

Attendant - Training

1441-3230-XXX CXone Data Streams - Connection Fee
Connection Fee for enabling the CXone 

data streaming service.

Requires:

- 1421-3231-XXX CXone Data Streams 

(IVR 100M Messages)
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1442-1751-000-XX
CXone Virtual Agent Hub (per 1,000 

Sessions)

CXone Virtual Agent Hub support 

license​

- Billed per 1,000 sessions (chat or 

voice) counts​

- A session is defined as a conversation 

between bot and end consumer 

identified with unique conversation ID. 

A session ends when two consumer 

messages inside of the single 

conversation have bigger gap than 24 

hours. Even if the conversation 

continues and has same ID, in terms of 

billing it is consider as 2 sessions.​

- This licensing is for usage of the 

Virtual Agent Hub supporting pre-

integrated BYO Bot offerings and 

custom endpoints to one off Bot 

integrations.​

- This does not include the Bot usage or 

development but usage of the Virtual 

Agent Hub when supporting different AI 

Bot offerings both pre-integrated & 

integrated to the VAH custom endpoint.

Requires: 

- 610263-1879-000-XX CXone Virtual 

Agent Hub Registration Implementation

Optional: 

- 610068-1750-000-XX      CXone Virtual 

Agent Hub Professional Services Hours
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1442-1752-000-XX
CXone Cloud TTS for Google Cloud TTS 

& Dialogflow ES  (per 1M Characters)

CXone Virtual Agent Hub with Google 

Dialogflow TTS is required for voice bot 

exchanges or could be used as a 

Premium TTS option within our CXone 

IVR as an alternative to our native TTS. ​

- Usage is billed based on total number 

of characters each month.​

- A quantity of (1) Includes up to 1M 

characters. Once characters reach 

1,000,001 a quantity of (2) will be 

billed. For example, a prompt is played 

via TTS that states 'How can I help you' 

that would add 14 characters and use 

that as an average. Each call plays 5 

prompts for 100,000 calls in a month 

for 7,000,000 characters. 7,000,000 

divided by 1M (per 1M Characters), the 

quantity billed is 7.

Requires: 

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 1,000 Sessions)​
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1442-1753-000-XX

CXone Virtual Agent Hub with Google 

Dialogflow ES Voice (per 100 

Utterances)

CXone Virtual Agent Hub with Google 

Dialogflow ES Voice is for voice-based 

exchanges utterance/response 

interactions. Note: A conversational bot 

typically has multiple exchanges per 

call.​​

- Usage is billed based on total number 

audio utterances of 15 seconds or less.​ 

For example, an average bot has 5 

utterances (or  exchanges) per call and 

100,000 sessions per month for a total 

of 500,000 requests using the average 

call. 500,000 divided by 100 (per 100 

utterances), the quantity billed is 5,000.​

- An audio utterance is defined as the 

capture of the customer audio request 

that is sent to Dialogflow ES.​

- For voice usage only and requires the 

Google Dialogflow TTS for ES.​

- Design and development of the 

custom Google Dialogflow application is 

a Partner Services engagement and not 

included within the usage pricing.

Requires:

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 1,000 Sessions)​ 

- 1442-1752-000-XX CXone Cloud TTS 

for Google Cloud TTS & Dialogflow ES  

(per 1M Characters)

*Telecom usage rates will apply – Does 

not need to be Nice CXone. Partner 

connectivity, where applicable, will 

suffice.
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1442-1754-000-XX
CXone Virtual Agent Hub with Google 

Dialogflow ES Chat (per 100 Requests)

CXone Virtual Agent Hub with Google 

Dialogflow ES Voice is for voice-based 

exchanges utterance/response 

interactions. Note: A conversational bot 

typically has multiple exchanges per 

call.​​

- Usage is billed based on total number 

audio utterances of 15 seconds or less.​ 

For example, an average bot has 5 

utterances (or exchanges) per call and 

100,000 sessions per month for a total 

of 500,000 requests using the average 

call. 500,000 divided by 100 (per 100 

requests), the quantity billed is 5,000.​

- An audio utterance is defined as the 

capture of the customer audio request 

that is sent to Dialogflow ES.​

- For voice usage only and requires the 

Google Dialogflow TTS for ES.​

- Design and development of the 

custom Google Dialogflow application is 

a Partner Services engagement and not 

included within the usage pricing.

Requires: 

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 1,000 Sessions)​

Also requires:

- CXone Mpower ACD/IVR with Digital 

Add-On and CXone Messaging Digital 

First Chat

OR

- CXone Mpower Bundle with Digital 

Add-On and CXone Messaging Digital 

First Chat

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1442-1877-000-XX
CXone Virtual Agent Hub with Google 

Dialogflow CX Voice (per Minute)

CXone Virtual Agent Hub with Google 

Dialogflow CX Voice is for voice-based 

exchanges utterance/response and 

streaming interactions.​

- Usage is billed based on total number 

of minutes of interaction usage each 

month. Minimum of one minute, billed 

in one second increments.​

- Telco usage rates will apply.​

- Requires CXone Virtual Agent Hub 

with Google Dialogflow CX.​

- For Dialogflow CX only and voice bot 

usage only.​

- Design and development of the 

custom Google Dialogflow Bot 

application is a Services engagement 

and not included within the usage 

pricing.

Requires:

- 1442-1751-000-XX      CXone Virtual 

Agent Hub (per 1,000 Sessions)​ 

*Telecom usage rates will apply – Does 

not need to be Nice CXone. Partner 

connectivity, where applicable, will 

suffice.

1442-2195-000-XX
CXone Virtual Agent Hub with Google 

Dialogflow CX Chat (per 100 Requests)​

CXone Virtual Agent Hub with Google 

Dialogflow CX Chat is for text-based 

exchanges utterance/response 

interactions. Note: A conversational bot 

typically has multiple requests per 

interaction. ​

- Usage is billed based on total number 

of chat requests each month.​

- For Dialogflow CX only and digital bot 

usage only.​

- Design and development of the 

custom Google Dialogflow Bot 

application is a Services engagement 

and not included within the usage 

pricing.

Requires: 

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 1,000 Sessions)​

Also requires:

- ACD/IVR with Digital Add-On and 

CXone Messaging Digital First Chat

OR

- CXone Mpower Bundle with Digital 

Add-on and CXone Messaging Digital 

First Chat
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1442-2342-000-XX
CXone Cloud Text to Speech Monthly 

Enablement License (per BU)

The CXone TTS Enablement license 

provides a self-service voice solution to 

utilize a Cloud-based TTS service. 

- Does not include the actual Cloud TTS 

usage fees but enables the ability for a 

CXone customer to enable one of the 

optionally priced or 3rd party pre-

integrated transcription options. 

- This CXone TTS Enablement fee can 

enable either the CXone IVR or voice 

enable a Chatbot.

- Billed a monthly recurring charge per 

BU

*Presently an ICB product. Product 

details and pricing subject to change. 

Requires:

- 610263-2344-000-XX CXone Cloud 

Text to Speech Registration 

Implementation

1442-2343-000-XX

CXone Cloud Turn-by-Turn 

Transcription Monthly voice 

enablement license

The CXone Turn-by-Turn Transcription 

Enablement license provides a self-

service voice utterance file to a 

Transcription service. ​

- Does not include the actual 

transcription usage fees but enables the 

ability for a CXone customer to enable 

one of the optional

Requires:

- 610263-2345-000-XX CXone Cloud Self 

Service Transcription Service 

Implementation
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1442-2466-000-XX
CXone Cloud Continuous Transcription 

Monthly voice enablement license

The CXone Continuous Transcription 

Enablement license provides agent 

assist voice utterance file to a 

Transcription service. 

- Does not include the actual 

transcription usage fees but enables the 

ability for a CXone customer to enable 

one of the optionally priced or 3rd 

party pre-integrated transcription 

options.​

- Billed a monthly recurring charge per 

BU

Pre-Requisite: 

- 1446-2461-000-XX CXone Cloud Agent 

Transcription for Google Cloud STT (per 

minute)

1442-2471-000-XX
CXone SmartAssist Virtual Agent Digital 

Employee Services

Additional Services for SmartAssist 

Virtual Agent Bot Development. Amelia 

scopes the number of digital employees 

required for implementation.

Billed as a one-time (non-recurring) 

charge.

1443-1835-000-XX
CXone Google Dialogflow and/or CCAI 

Public Sector Subscription

- Monthly subscription based on the 

Google Dialogflow and/or Contact 

Center AI (CCAI) usage for a set period 

of time.

- Customized rate as defined by the 

overall estimated Google usage during 

the defined project, as a consistent 

average monthly charge for Public 

Sector projects.

Requires: 

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 1,000 Sessions)​
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1444-1880-000-XX CXone Agent Assist Hub (per User)

CXone Agent Assist Hub support license 

(per user)

 - Configured Users are billed based on 

the number of active users set up on 

the platform throughout the month.

 - This licensing is for usage of the Agent 

Assist Hub when configured for any of 

our pre-integrated BYO Bot offerings 

and custom endpoints to one off Agent 

Assist integrations.

 - This does not include the Bot usage or 

development but the Agent Assist Hub 

usage when supporting different AI Bot 

offerings both pre-integrated & 

integrated to the VAH custom endpoint.

NOTES: Some features of Agent Assist 

Hub are in controlled release. 

Sales of Agent Assist Hub must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met. Some applications intended for 

compatibility with Agent Assist Hub are 

still in controlled release. 

Requires:

- 610264-1883-000-XX CXone Agent 

Assist Hub Registration Implementation

Required Usage:

- 1444-2818-XXX Real Time 

Transcription Export (per 10 min)

- 1444-2819-XXX Real Time Audio 

Export (per 10 min)

1444-1882-000-XX
CXone Agent Assist Hub with Google 

CCAI Agent Assist Chat (per Session)

CXone Agent Assist Hub with Google 

CCAI Chat is for text-based exchanges 

utterance/response interactions.

- Usage is billed monthly based on total 

number of chat sessions.

 - This pricing is for Google CCAI Agent 

Assist digital usage only.

 - Design and development of the 

custom Google CCAI Agent Assist 

application is a Partner Services 

engagement and not included within 

the usage pricing.

Requires:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)
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1444-2918-XXX
Real Time Transcription Export (per 10 

min)

"Real time transcript for the voice 

channel generated through 

transcription services (set up on 

Transcription Hub) can be exported for 

the customer and third party to 

consume. This is done through Agent 

Assist Hub.

 

More than one consumer can be 

configured for the same interaction. 

Export of transcript will be charged per 

min of interaction."

Pre-Requisite:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)

1444-2919-XXX Real Time Audio Export (per 10 min)

"Real time Audio required by customer, 

or third party can be set up for Export. 

The export of audio is done on two 

channels. Audio export is done over 

WebSocket.

 

The configuration is done through 

Agent Assist Hub - Custom End Point. 

The export is charged on a per min of 

interaction basis."

Pre-Requisite:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)
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1445-1885-000-XX
CXone Mpower Agent Builder (per 

session)

Mpower Agent Builder is a 

conversational AI platform enabling our 

customers to continuously build, test, 

improve and deploy omnichannel (voice 

and digital) virtual agents without any 

coding skills.

Mpower Agents Builder is priced per 

session and billed monthly.

A session is defined as a interaction 

between bot and customer where two 

customer utterances inside of the single 

interaction don’t have a bigger gap than 

24 hours. 

When the gap is bigger than 24h, then 

even if the interaction continues, in 

terms of billing it is considered as a new 

session.

Digital interaction defines “customer 

utterance” as digital customer message

In most cases, there is one session per 

interaction. There could be multiple 

sessions for interactions that are 

unusually long in terms of duration or 

content.

Requires: 

- 610287-2249-000-XX CXone Bot 

Builder Implementation - General

Pre-requisite a DFO Digital Channel

- 307-6-603-XX, 12653-1704-000-XX  

CXone Digital Agent (per Configured 

User)​

- 12656-1723-000-XX  CXone 

Omnichannel Agent (per Configured 

User)​

- 12656-1724-000-XX  CXone 

Omnichannel Agent (per Concurrent 

User)​

- 12657-1725-000-XX  CXone Essentials 

Suite (per Configured User)​

- 12657-1726-000-XX  CXone Essentials 

Suite (per Concurrent User)​

- 12663-3293-XXX  CXone Core Suite 

(per Configured User)​

- 12658-1728-000-XX  CXone Core Suite 

(per Concurrent User)​

- 12659-1729-000-XX  CXone Complete 

Suite (per Configured User)​

- 12659-1730-000-XX  CXone Complete 

Suite (per Concurrent User)​

- Or Legacy CXone Messaging SKU

VOICE BOT REQUIREMENTS (Not 

required for Digital Only):

Transcription Required SKUS:

- 1442-2343-000-XX CXone Cloud Self 

Service Transcription Monthly Voice 

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1446-1966-000-XX
CXone Google Turn-by-Turn 

Transcription License (per 10 minutes)

Turn-by-Turn Transcription service 

offered by Google required for voice 

bot exchange. 

- Usage is billed based on total 

transcribed minutes each month.

- CXone Virtual Agent Hub with Google 

Dialogflow Transcription is required for 

voice bot exchanges. ​

- Usage is billed based on total number 

of minutes used each month.​

- Each transcription will record a 

duration. Each duration across the 

different calls will be totaled as the 

quantity. 

Requires: 

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 1,000 Sessions)​

1446-2461-000-XX
CXone Cloud Continuous Transcription 

For Google Cloud STT (per minute)

Continuous Transcription service 

offered by Google. Usage is billed based 

on total transcribed minutes each 

month.

Key Product Features:

- Streaming transcript results per 

utterance.

- Support the transcription functionality 

for multiple Language as provided by 

Google

- Usage is billed based on total number 

of minutes used each month.​ Each 

transcription will record a duration. 

Each duration across the different calls 

will be totaled as the quantity. 

*CXone Agent Assist Hub is required.

Requires:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)

- 1442-2466-000-XX CXone Cloud Agent 

Transcription Monthly Voice 

Enablement License (per BU)

- 610263-2467-000-XX CXone Cloud 

Agent Transcription Service 

Implementation
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1446-2468-000-XX
CXone Agent Assist Hub with Google 

CCAI Agent Assist Voice (per Minute)

CXone Agent Assist Hub with Google 

CCAI Voice is for voice-based exchanges 

utterance/response interactions.

 - Usage is billed based on total number 

of minutes used each month.​

- Each transcription will record a 

duration. 

- Each duration across the different calls 

will be totaled as the quantity. 

Requires:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)

1446-2469-000-XX
CXone Agent Assist Hub with Google 

CCAI Summarization Voice (per Minute)

CXone using Google CCAI to generate 

accurate and concise narratives that 

summarize a conversation

- Usage is billed based on total number 

of minutes used each month.

- Each summarization will record a 

duration. Each duration across the 

different calls will be totaled as the 

quantity

Requires:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)

1446-2470-000-XX

CXone Agent Assist Hub with Google 

CCAI Agent Assist & Summarization 

Voice (per Minute)

CXone using Google CCAI to provide 

utterance/response interaction provide 

real time suggestions and generate 

accurate and concise narratives that 

summarize a conversation.

- Usage is billed based on total number 

of minutes used each month.​

- Each summarization will record a 

duration. Each duration across the 

different calls will be totaled as the 

quantity.

Requires:

- 1444-1880-000-XX CXone Agent Assist 

Hub (per User)
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1448-2562-XXX

Cxone Interactions Hub Migrated Call 

Management (Per 1000 Interaction) – 

15m calls and above​

CXone Migrated calls is a solution to 

migrate calls from an external system 

(either of NICE or 3rd party) into CXone 

and Manage them through Interactions 

Hub. These calls become part of the 

CXone suite, centrally managed by 

Interactions Hub and accessible across 

all CXone applications. 

Charging will be based on the number 

of migrated interactions that are 

managed in CXone. Counting will be 

done monthly, and billing will be 

according to the maximum number of 

migrated interactions available in the 

system during this month.

- For greater than 15M calls

- Billed as a monthly recurring charge

- Sales of CXone Migrated Calls must be 

co-sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

Requires: 

- 1434-2572-XXX CXone Interactions 

Hub - Data Policies (Per Interaction)

- Any Migrated Services - Migrated Call 

Service
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1448-2563-XXX
Cxone Interactions Hub Migrated Call 

Management (Per BU) - up to 15m calls​

CXone Migrated calls is a solution to 

migrate calls from an external system 

(either of NICE or 3rd party) into CXone 

and Manage them through Interactions 

Hub. These calls become part of the 

CXone suite, centrally managed by 

Interactions Hub and accessible in 

CXone applications. 

- For Less than 15M calls

-Billed as a monthly recurring charge

- Sales of CXone Migrated Calls must be 

co-sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

Requires: 

- 1434-2572-XXX CXone Interactions 

Hub - Data Policies (Per Interaction)

- Any Migrated Services - Migrated Call 

Service
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1449-2802-XXX
CXone Mpower Autopilot Knowledge 

(Per BU)

CXone Mpower Autopilot Knowledge is 

a solution that combines digital 

conversational bots from CXone 

Mpower Agents Builder with the power 

of knowledge from CXone Expert.

CXone Mpower Autopilot Knowledge 

(Per BU) includes first 50,000 sessions 

handled each month. Every session over 

the limit is billed as addition with per 

session price.

A session is defined as a interaction 

between bot and customer where two 

customer utterances inside of the single 

interaction don’t have a bigger gap than 

24 hours. 

Digital interaction defines “customer 

utterance” as digital customer message

Voice interaction defines “customer 

utterance” as query transcribed from 

voice to text format

When the gap is bigger than 24h, then 

even if the interaction continues, in 

terms of billing it is considered as a new 

session.

Additionally, it includes (1) CXone 

Mpower Expert Customer Experience 

(CX) Suite (per Portal) and (3) CXone 

Mpower Expert Advanced Employee 

Experience (EX) (per Configured User)

Requires:

- 1449-2803-XXX Enlighten Autopilot 

Knowledge (per Session)

- 610324-2800-XXX Enlighten Autopilot 

Knowledge Implementation

OR

- 610324-2801-XXX Enlighten Autopilot 

Knowledge with Expert CX 

Implementation

1449-2803-XXX
CXone Mpower Autopilot Knowledge 

(Per Session)

CXone Mpower Autopilot Knowledge 

(Per Session) is triggered and billed 

monthly as addition only when BU is 

over 50,000 monthly session limit that 

is included in CXone Mpower Autopilot 

Knowledge (Per BU)

Required for:

- 1449-2802-XXX Enlighten Autopilot 

Knowledge (per BU)
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1449-3066-XXX
Autopilot Knowledge with Knowledge 

Hub Bundle (per BU)

Autopilot Knowledge is a solution that 

combines digital conversational bots 

from CXone Mpower Agents Builder 

with Knowledge Hub integrated 

customer supplied 3rd party 

knowledge.

Autopilot Knowledge (Per BU) includes 

first 50,000 sessions handled each 

month. Every session over the limit is 

billed as addition with per session price.

A session is defined as a interaction 

between bot and customer where two 

customer utterances inside of the single 

interaction don’t have a bigger gap than 

24 hours. 

Digital interaction defines “customer 

utterance” as digital customer message

Voice interaction defines “customer 

utterance” as query transcribed from 

voice to text format

When the gap is bigger than 24h, then 

even if the interaction continues, in 

terms of billing it is considered as a new 

session.

Customer provides a 3rd Party 

Knowledge Base to integration to the 

solution.

Requires:

- 610324-306-XXX Autopilot Knowledge 

with Knowledge Hub Implementation
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1449-3067-XXX
Autopilot Knowledge with Knowledge 

Hub (per session)

Autopilot Knowledge is a solution that 

combines digital conversational bots 

from Mpower Agent Builder with 

Knowledge Hub integrated customer 

supplied 3rd party knowledge.

Autopilot Knowledge (Per Session) is 

triggered and billed monthly as addition 

only when BU is over 50,000 monthly 

session limit that is included in CXone 

Mpower Autopilot Knowledge (Per BU).

A session is defined as a interaction 

between bot and customer where two 

customer utterances inside of the single 

interaction don’t have a bigger gap than 

24 hours. 

Digital interaction defines “customer 

utterance” as digital customer message

Voice interaction defines “customer 

utterance” as query transcribed from 

voice to text format

When the gap is bigger than 24h, then 

even if the interaction continues, in 

terms of billing it is considered as a new 

session.

Customer provides a 3rd Party 

Knowledge Base to integration to the 

solution.

Requires:

- 610324-306-XXX Autopilot Knowledge 

with Knowledge Hub Implementation
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1449-3068-XXX
Autopilot Knowledge Hub for 3rd Party 

Knowledge License

Knowledge Hub for 3rd Party 

Knowledge license provides the ability 

to integrate 3rd Party Knowledge into 

CXone AI-enabled solutions.

Supports the ability to customize the 

knowledge update frequency plus the 

vector offering required for Generative 

AI experiences.
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1464-2975-XXX
CXone Mpower WEM Multi-ACD Suite 

(Per Configured User)

1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

 CXone Audio Recording:

- Connectivity to 3rd party ACDs

- Provides audio recording, encryption, 

and basic playback of recorded 

interactions.

- Basic Audio Recording (total or %-

based)

- Basic Playback

- Encryption

- 5GB Active Storage per agent per 

month at no additional cost

CXone Screen Recording:

- Screen Recording (total or %-based)

- Search

- Playback

- Encryption

CXone Quality Management:

Form Designer

Evaluation

Calibration

Dispute

Coaching

Dashboards

Quality Planner

CXone Workforce Management 

Advanced:

Artificial Intelligence Forecasting 

Requires: 

- 610341-2976-XXX CXone WEB Multi-

ACD Suite Implementation
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1464-3063-XXX

CXone Mpower Recording Apps for 

Engagementr Hub offline integrations 

and CRM ticketing (Per Configured 

User)

CXone Mpower Recording Apps for 

Engagement Hub for offline integrations 

and CRM ticketing (Per Configured 

User) connects 3rd party ACDs and 

Ticketing systems to CXone and enables 

CXone Business applications on top of 

those systems' records (Calls & Tickets).

Billing is done based on the total agents 

that their data was uploaded into 

CXone during that month.

Key product features include:

 - Ingestion of calls/tickets into CXone 

Platform​

 - BD, Interactions, Playback 

Applications​

 - 5GB of Free Active Storage per user​

Requires:

- TBD CXone Recording Apps for offline 

Multi-ACD Implementation

- TBD CXone Recording Apps for CRM 

ticketing Implementation

- 610086-368-000-XX CXone Business 

Unit Setup

1465-3177-XXX

Lab instance for CXone Mpower 

Engagement Hub Real-Time  Recording 

(per BU)

Lab instance for CXone Mpower 

Engagement Hub Real-Time Recording, 

enabling customers to test integration 

with the latest releases of 3rd-party 

ACD software. Supports up to 20 

configured users and includes live 

integration with one 3rd-party ACD, 

such as Avaya, Cisco, or Genesys. This 

lab instance runs on a dedicated 

Business Unit (BU), fully separated from 

the customer's production 

environment.

Requires:

- 610086-368-000-XX CXone Business 

Unit setup

- 3094-2472-000-XX  CXone Recording 

for multi-ACD implementation of up to 

the first 1000 users

OR 

- 3094-2473-000-XX  CXone  Recording 

for Real-Time multi-ACD 

implementation of additional 1000 

users    

- 3093-2474-000-XX CXone Recording 

for multi-ACD Network Connectivity 

Setup -  Open Internet 
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1465-3178-XXX

CXone Mpower Engagement Hub Real-

Time Recording for MS Teams - Stereo 

(per Configured User)

CXone Mpower Engagement Hub Real-

Time Recording for MS Teams 

integrates the CXone suite with MS 

Teams UCaaS, enabling real-time 

recording in mono of MS Teams 

interactions. The solution includes: - 

Seamless connectivity to the customer's 

MS Teams environment. - MS Teams 

voice call recording in mono, using 

CXone’s native recording functionality. - 

5GB of active storage per agent per 

month included at no additional cost.

Requires:

- 610086-368-000-XX CXone Business 

Unit setup (not needed for customers 

with existing BU)

- 3094-2472-000-XX   CXone Recording 

for multi-ACD implementation of up to 

the first 1000 users 

- 3093-2474-000-XX CXone Recording 

for multi-ACD Network Connectivity 

Setup -  Open Internet

Optional: 3094-2473-000-XX CXone 

Recording for multi-ACD 

implementation of an additional 1000 

users 

1465-3179-XXX

CXone Mpower Engagement Hub Real-

Time Recording for MS Teams - Mono 

(per Configured User)

CXone Mpower Engagement Hub Real-

Time Recording for MS Teams 

integrates the CXone suite with MS 

Teams UCaaS, enabling real-time 

recording in stereo of MS Teams 

interactions. The solution includes: - 

Seamless connectivity to the customer's 

MS Teams environment. - MS Teams 

voice call recording in mono, using 

CXone’s native recording functionality. - 

5GB of active storage per agent per 

month included at no additional cost.

Requires:

- 610086-368-000-XX CXone Business 

Unit setup (not needed for customers 

with existing BU)

- 3094-2472-000-XX   CXone Recording 

for multi-ACD implementation of up to 

the first 1000 users 

- 3093-2474-000-XX CXone Recording 

for multi-ACD Network Connectivity 

Setup -  Open Internet

Optional: 3094-2473-000-XX CXone 

Recording for multi-ACD 

implementation of an additional 1000 

users 
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1466-3634-XXX
CXone Interactions Hub - Data Policies - 

Entry usage

CXone Interactions Hub - Data Policies - 

Starter Tier

Allows applying compliance and risk 

actions (e.g., deletion, litigation hold, 

playback lock, real time alerts) to up to 

1,000 records per month. Overage 

billed per record, as defined in the 

customer agreement.

Requires:

- 1467-3837-XXX Cxone Interactions 

Hub - Data Policies - Overage

- Only for Amendments

Cannot be quoted with:

- 1466-3677-XXX CXone Interactions 

Hub - Data Policies - Lite usage

- 1466-3878-XXX CXone Interactions 

Hub - Data Policies - Standard usage

1466-3677-XXX
CXone Interactions Hub - Data Policies - 

Lite usage

CXone Interactions Hub - Data Policies - 

Lite Tier

Allows applying compliance and risk 

actions (e.g., deletion, litigation hold, 

playback lock, real-time alerts) to up to 

10,000 records per month.

Overage billed per record, as defined in 

the customer agreement.

1466-3678-XXX
CXone Interactions Hub - Data Policies - 

Standard usage

CXone Interactions Hub - Data Policies - 

Standard Tier

Allows applying compliance and risk 

actions (e.g., deletion, litigation hold, 

playback lock, real-time alerts) to up to 

30,000 records per month. 

Overage billed per record, as defined in 

the customer agreement.
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1467-3837-XXX
CXone Interactions Hub - Data Policies - 

Overage

CXone Interactions Hub - Data Policies - 

Overage Usage

Covers actions applied to additional 

records beyond the monthly tier 

allowance.

Billing is per record, at the rate defined 

in the customer agreement.

Required Overage for:

- 1466-3634-XXX CXone Interactions 

Hub - Data Policies - Entry usage

- 1466-3677-XXX CXone Interactions 

Hub - Data Policies - Lite usage

- 1466-3678-XXX CXone Interactions 

Hub - Data Policies - Standard usage

1474-3359-XXX
Real Time Digital Transcript Export for 

Partner Integration (per session) 

Real time Digital Transcript required by 

Third Party Partner can be set up for 

Export. Transcript export is done over 

WebSocket or through API.

The configuration is done through AAH 

or VAH products or any Transcript 

subscription through custom 

integration or native integration. 

1474-3360-XXX
Real Time Digital Transcript Export (per 

session) 

Real time Digital Transcript required by  

customer can be set up for Export. 

Transcript export is done over 

WebSocket or through API.

The configuration is done through AAH 

or VAH products or any Transcript 

subscription through custom 

integration or native integration. 
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1480-3641-XXX
Cognigy AI Conversation (per 

conversation)

Cognigy AI is the leading virtual offering 

priced as a 'per conversation' rate 

defined as:

 --  'up to at 50 messages for digital 

within a 24 hour period' 

  -- or 'up to a 10 minute voice call'. 

For conversations that go over 10 

minutes or over either 50 messages or 

24 hour period, an additional session is 

counted.

For voice sessions, an additional 

Cognigy AI Voice Enablement (per 

conversation) SKU is required.

The Cognigy AI Conversation SKU 

includes a: 

  -- voice or digital conversation

  -- Knowledge AI Hub integration and 

Cognigy AI Knowledge AI. Note: does 

not include Expert knowledge but the 

integration to either Expert or a 

customer owned knowledge base.

Note:  for Agentic conversations or any 

use of the LLM in the Cognigy AI flow, 

LLM credits or bring your own LLM is 

required.

  -- Conversation support of Xapps to 

blend rich graphical & interactive UIs to 

overcome the text-based or voice only 

experiences.

  -- AI Ops Center with its centralized 

control, management, and oversight of 

MIN 2000 Conversations per Month

Requires:

- 1480-3642-XXX Cognigy AI Voice 

Enablement (per conversation)

- 1481-3645-XXX Cognigy AI 

Professional Services Monthly 

Subscription

- 610347-3644-XXX Cognigy AI Virtual 

Agent Registration

- 610347-3643-XXX Cognigy AI 

Professional Services Hourly Rate
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1480-3642-XXX
Cognigy AI Voice Enablement (per 

conversation)

Cognigy AI Voice Enablement is 

required for the voice components for a 

successful voice conversation. 

A voice conversation is defined as 'up to 

a 10 minute voice conversation'. For 

conversations that go over 10 minutes, 

an additional session is counted.

The Cognigy AI Voice Enablement SKU 

includes: 

  -- Applies to any voice conversation

  -- NiCE Text-To-Speech

  -- NiCE Speech-To-Text Transcription

  -- Cognigy AI Voice Gateway and SIP 

Backchannel and associated Trunks. Or 

the Virtual Agent Hub voice usage.

Note: voice enablement includes all the 

necessary voice enabling capabilities. If 

a customer wants to bring their own 

Transcription or TTS provider, the 

customer can BYO keys and configure it 

in the system 

Required for: 

- 1480-3641-XXX Cognigy AI 

Conversation (per conversation)

*QTY must be less than or equal to 

1480-3641-XXX Cognigy AI Conversation 

(per conversation)
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1481-3645-XXX
Cognigy AI Professional Services 

Monthly Subscription

Cognigy AI Professional Services 

Subscription

Pre-allocated quantity of hours per 

month. The customer can use up to the 

allocated quantity of hours and work 

with Cognigy AI to leverage resources 

across Solution consulting, 

implementation, customization, flow 

and AI agent design support through 

our Professional Services team of 

Cognigy AI solution specialists.

Required for: 

- 1480-3641-XXX Cognigy AI 

Conversation (per conversation)

Must match contracted QTY

1505-1871-000-XX
Customer Dynamics - e2 Omnichannel 

Agent MRC

Environment for a call center 

integration with Microsoft Dynamics 

CRM.

Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month. This includes Admin 

users. 

Features include:

Basic Screen pop

Click 2 Call

Call Memorialization functionality for 

supported version of Microsoft 

Dynamics CRM and Microsoft Dynamics 

365

Requires:

- 50 User Minimum

- 610167-1870-000-XX Customer 

Dynamics ReachCX for CXone 

Implementation

1505-1872-000-XX
Customer Dynamics ReachCX for CXone 

MRC

- Outbound Advanced List Management 

- Configured users are billed based on 

the highest number of active users at 

any one time during a month.  

- Features include:

     - Advanced List Management

     - Inventory

     - CRM integration and Screen-pop

Requirements:

- 50 User Minimum

610167-1870-000-XX Customer 

Dynamics ReachCX for CXone 

Implementation
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1505-2798-XXX Customer Dynamics - Velocity MRC

Customer Dynamics Velocity for CXone - 

$65 per user license.  Each user license 

includes 1 voice agent, 7,500 agentless 

digital transactions and Human Clicker 

Interface

· Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month and each license 

includes 7,500 digital transactions 

(SMS, Email).

Requires:

- 610167-2799-XXX Velocity 

Implementation

- 50 User Minimum

1505-2912-XXX
Customer Dynamics - Safe Select (per 

Configured User)

Safe Select for NICE  -  Per Live Agent 

User license and/or per 5K Agentless 

Digital Transactions

- Outbound Omni-Channel Advanced 

List Management for TCPA & FTSA 

Compliance

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month.  

Features include:

- Record manual or auto loaded

- Record management functionality

- Screen-pop, Voice, SMS and Email

- Activity created for each dialer 

outbound Integration

*Implementation will be carried 

out by implementation partner 

of NICE's choosing.

Requires: 

-610167-2914-XXX Customer Dynamics - 

Safe Select Implementation
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1505-2913-XXX
Customer Dynamics - C3 Payment (per 

Configured User)

C3 Payment for NICE -  Per Live Agent 

User license and or per 5K Agentless 

Digital Transactions

- Agent Guided or Agentless PCI 

compliant payments via DTMF, Email, 

SMS Text and Chat

- Configured Users are billed on the 

highest number of active users set up 

on the platform at any one time during 

the month.  

Features include:

- PCI Compliant Payment Processing 

- DTMF, Email, SMS Test and Chat

- Screen-pop Agent Payment Progress

- Refund Management

*Implementation will be carried 

out by implementation partner 

of NICE's choosing.

Requires: 

-610167-2915-XXX Customer Dynamics - 

C3 Payment Implementation

1509-3335-XXX
Prompt Consumption (per 1,000 API 

calls)

This SKU represents pay-per-execution 

pricing for advanced prompt usage 

within the GenAI Prompt Editor. It 

covers consumption tied to extra usage 

such as:

- Use of upper-tier LLMs,

- Execution of custom prompts

This SKU is scoped only for the Prompt 

Editor and is not currently applied 

across other AI Studio modules. 
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1515-1620-000-XX
Condado SymXchange Interface for 

CXone (per Agent)

- NICE inContact Condado SymXchange 

Interface enables banks and credit 

unions to provide excellent contact 

center and self-service customer 

experiences to their customers and 

members.

- Billed monthly based on number of 

ACD/IVR agents

- Key product features & components:

      - Uses a caller’s telephone number, 

Member ID or other identifying 

information to determine their 

relationship with the banking 

institution

      - Deliver the appropriate customer 

experience to the caller including 

authenticating a caller,

      - Allows self-service telephone 

banking and provides the caller’s 

account information to an agent via a 

screen pop in MAX

      - Provides an out-of-the-box 

integration with Jack Henry’s Symitar 

product and reduces NICE inContact 

implementation times at banking 

institutions.

610244-1621-000-XX Condado 

SymXchange Interface for CXone 

Implementation

610068-1622-000-XX  Condado 

SymXchange Interface for CXone PS 

Hours
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1516-1624-000-XX TernioCX (per Configured User)

TernioCX is an easy-to-use mobile app 

that lets agents access NICE CXone from 

anywhere, away from their desktops.

- Billed based on the highest number of 

users registered on the platform at any 

one time during the month.

- Call recordings and metadata from 

TernioCX users are stored directly on 

the NICE CXone platform.

- All orders will be billed at no less than 

thirty (30) configured users per month 

(includes administrators).

Requires: 

- Minimum QTY of 30

- 610245-1627-000-XX TernioSwitch 

Implementation

1516-1625-000-XX
TernioCX Salesforce Click to Dial (per 

Configured User)

TernioCX Salesforce Click to Dial posts 

data back to the customer’s Salesforce 

BU

 -Billed based on the highest number of 

users registered on the platform at any 

one time during the month.

- All orders will be billed at no less than 

thirty (30) configured users per month 

(includes administrators).

Requires: 

- Minimum QTY of 30

- 1516-1624-000-XX TernioSwitch (per 

Configured User)

- 610245-1628-000-XX TernioSwtich 

Salesforce Click to Dial Implementation
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1518-2865-XXX
Interact CX - Hosting - Fixed Monthly 

Recurring Cost (per month)

Interact CX fixed monthly recurring 

charge for maintenance & hosted 

solution in Interact CX cloud. 

Requires:

- 1518-2868-XXX Interact CX  - 

ConnectLingua AI Copilot - 

Transcription (Speech-to-text) - pay-as-

you-go (per minute)

OR

- 1518-2866-XXX Interact CX - 

ConnectLingua - Voice Translation for 

Agent Assist - Pay as you go (per 

minute)

OR

- 1518-2867-XXX Interact CX - 

ConnectLingua - Digital/Chat 

Translation - Pay-as-you-go (per 1000 

agent/patron message)

1518-2866-XXX

Interact CX - ConnectLingua - Voice 

Translation for Agent Assist - Pay as you 

go (per minute)

Connetlingua real-time voice translation 

breaks down language barriers and 

enhance customer interactions with 

real-time translation for agent assist. 

Our pay-as-you-go model provides 

flexibility and cost-effectiveness for 

multilingual support.

* Available in more than 65+ languages 

and 90+ accents.

* Near real-time conversations in 

desired language

- 1 call flow

- 1 ConnectLingua agent assist 

configuration within NICE Agent Assist 

Hub

-Hosting in available Interact CX region 

Billed per minute of usage

Launch on transfer for agent transfer 

and skill transfer will not be in scope

REQUIRES: 

- MINIMUM QTY: 1

- 1444-1880-000-XX CXone Agent Assist 

Hub (Per User) 

- MINIMUM 35 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2865-XXX InteractCX - Hosting - 

Fixed Monthly Recurring Cost (per 

Month)
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1518-2867-XXX

Interact CX - ConnectLingua - 

Digital/Chat Translation - Pay-as-you-go 

(per 1000 agent/patron message)

Connectlingua provide seamless 

multilingual support across your digital 

channels in 100+ languages. 

Ensure clear communication and 

enhance customer satisfaction with 

accurate and efficient translation.

- 1 digital flow

- 1 ConnectLingua  configuration 

ACD/WFA

-Hosting in available Interact CX region 

- Email Excluded

Billed per 1000 messages from 

agent/patron.

For example: 3 messages from a patron 

and 2 messages from the agent will sum 

towards 5 total messages.

REQUIRES: 

- Digital Experience (DFO)

- MINIMUM 35 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2865-XXX InteractCX - Hosting - 

Fixed Monthly Recurring Cost (per 

Month)
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1518-2868-XXX

Interact CX  - Connectlingua Copilot - 

Transcription / Audio Relay (Speech-to-

text) (per minute)

Connectlingua Copilot AI-powered 

speech-to-text service that converts 

audio input into written text. Can be 

used for transcribing calls, voicemails, 

or other audio content. 

Available in 80+ languages.

Supports different audio formats and 

speaker diarization.

Available in real-time and batch 

transcription.

Output can be created in the 

customized formats for ingestion in 

different analytics platform(e.g. 

Nexidia)

Billed per minute of audio transcribed.

- 1 call flow

- 1 ConnectLingua agent assist 

configuration within NICE Agent Assist 

Hub

-Hosting in available Interact CX region 

Launch on transfer for agent transfer 

and skill transfer will not be in scope

REQUIRES: 

- 1444-1880-000-XX CXone Agent Assist 

Hub (Per User) 

- MINIMUM 35 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2865-XXX InteractCX - Hosting - 

Fixed Monthly Recurring Cost (per 

Month)
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1518-2869-XXX

Interact CX  - Connectlingua Copilot - 

Summary for voice/digital interaction 

(per summary)

Connectlingua Copilot Summarization is 

an AI service that generates concise 

summaries of voice/digital interactions 

(e.g., chat conversations, live calls, 

recordings). Provides a quick overview 

of the key points and topics discussed.

* Available in 80+ languages

* Customizable summary based on use-

cases

* Automate the summary ingestion in 

CRM(e.g. Salesforce).

- 1 call/digital flow

- 1 API for CRM summary push

Summary length up to 150 words

Billed per summary generated.

Requires:

- MINIMUM 20 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2868-XXX Interact CX  - 

ConnectLingua AI Copilot - 

Transcription (Speech-to-text) - pay-as-

you-go (per minute)

OR

- 1518-2866-XXX Interact CX - 

ConnectLingua - Voice Translation for 

Agent Assist - Pay as you go (per 

minute)

OR

- 1518-2867-XXX Interact CX - 

ConnectLingua - Digital/Chat 

Translation - Pay-as-you-go (per 1000 

agent/patron message)

1518-2870-XXX

Interact CX  - Connectlingua Copilot  - 

Sentiment Analysis (per 5000 

characters)

Connectlingua Copilot sentiment 

analysis service that analyzes text to 

determine the emotional tone or 

sentiment expressed (e.g., positive, 

negative, neutral).  

* Supported in 70+ languages

Billed per 5000 characters analyzed.

* Track customer satisfaction and 

identify areas for improvement.

* Monitor brand reputation and 

respond to negative feedback 

proactively.

* Personalize customer interactions 

based on sentiment.

- 1 call/digital flow

Billed per 5000 characters analyzed.

Requires:

- MINIMUM 20 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2868-XXX Interact CX  - 

ConnectLingua AI Copilot - 

Transcription (Speech-to-text) - pay-as-

you-go (per minute)

OR

- 1518-2866-XXX Interact CX - 

ConnectLingua - Voice Translation for 

Agent Assist - Pay as you go (per 

minute)

OR

- 1518-2867-XXX Interact CX - 

ConnectLingua - Digital/Chat 

Translation - Pay-as-you-go (per 1000 

agent/patron message)
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1518-2871-XXX

Interact CX -  Connectlingua Copilot - 

Guided Workflow - VOICE + 

CHAT/DIGITAL (per 100 conversational 

turns)

Connectlingua Copilot guided workflow 

is an AI-powered service that guides 

agents through complex workflows 

during voice, chat, and digital 

interactions. 

Provides step-by-step instructions, 

prompts, and relevant information to 

ensure consistent and efficient handling 

of customer inquiries. 

Integration with CRM systems and 

knowledge bases.

* Customization options for different 

workflows.

* Real-time guidance and feedback for 

agents.

- Up to 5 Intents included for guided 

workflow

Billed per 100 conversational turns.

Requires:

- MINIMUM 50 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2868-XXX Interact CX  - 

ConnectLingua AI Copilot - 

Transcription (Speech-to-text) - pay-as-

you-go (per minute)

OR

- 1518-2866-XXX Interact CX - 

ConnectLingua - Voice Translation for 

Agent Assist - Pay as you go (per 

minute)

OR

- 1518-2867-XXX Interact CX - 

ConnectLingua - Digital/Chat 

Translation - Pay-as-you-go (per 1000 

agent/patron message)
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1518-2872-XXX

Interact CX  - Connectlingua Copilot - 

text masking for personal information 

(per 100 conversational turns)

Connectlingua Copilot AI service that 

automatically identifies and masks 

sensitive personal information (e.g., 

credit card numbers, social security 

numbers). Helps ensure compliance 

with data privacy regulations. Billed per 

100 conversational turns.

Requires:

- MINIMUM 50 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2871-XXX Interact CX -  

ConnectLingua AI Copilot - Guided 

Workflow - VOICE + CHAT/DIGITAL (per 

100 conversational turns)

- 1518-2868-XXX Interact CX  - 

ConnectLingua AI Copilot - 

Transcription (Speech-to-text) - pay-as-

you-go (per minute)

OR

- 1518-2866-XXX Interact CX - 

ConnectLingua - Voice Translation for 

Agent Assist - Pay as you go (per 

minute)

OR

- 1518-2867-XXX Interact CX - 

ConnectLingua - Digital/Chat 

Translation - Pay-as-you-go (per 1000 

agent/patron message)

1518-2873-XXX

Interact CX - PTSM Middleware for BYO 

Bot OR BYO Channel Pay-as-you-go (per 

1000 messages)

Proxy Tunnel Service Manager (PTSM) 

Bring Your Own Bot (BYOB)

A middleware service within the Proxy 

Tunnel Service Manager (PTSM) 

framework designed to facilitate the 

integration of custom-built or third-

party bots (e.g., Ada, Rasa, Yellow.ai) or 

social channels (e.g. Line, WeChat, 

Kakao) with the NICE platform.

Bot platform charges are not included

View updated list at 

https://interactcx.com/ptsm

Billed per 1000 messages

REQUIRES:

- MINIMUM 50 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

- 1518-2865-XXX InteractCX - Hosting - 

Fixed Monthly Recurring Cost (per 

Month)

AND

- 1442-1751-000-XX NICE Virtual Agent 

Hub (per 1,000 sessions)

OR

- 610223-1695-000-XX CXone 

Messaging BYOC Implementation
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1518-2874-XXX

Interact CX OEM ConnectLingua 

Transcription + Synthesis Audio (per 

conversational turn)

Connectlingua OEM - Transcription & 

Synthesis for BYOB.

Empower your products with advanced 

voice capabilities through our OEM 

offering. Seamlessly integrate 

transcription and speech synthesis into 

your solutions to create engaging and 

accessible user experiences.

Available in 65+ languages and 90+ 

accents

Billed per conversational turn

Requires:

- 1518-2873-XXXInteract CX - PTSM 

Middleware for BYO Bot OR BYO 

Channel Pay-as-you-go (per 1000 

messages)

- MINIMUM 50 Hours InteractCX - 

DEVone Professional Service Hourly 

Rate

1518-3157-XXX
Interact CX - Custom Reporting 

Dashboard (per Configured User)

ConnectLingua reporting per configured 

aunt

Dashboard key features includes 

Analytics, Reporting, Role based access 

and more.

-Storage is not included by default.

-Includes up to 20 KPIs

Billed per configured user license per 

month

Requires:

 - 65 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

- 1518-2865-XXX Interact CX - Hosting - 

Fixed MRC (per Month)

1518-3158-XXX
Interact CX - ConnectLingua Agent 

Client - Digital and Softphone

Custom Softphone and Digital client - 

per configured user

A customizable softphone phone that 

can be used within 

*Your in-house environment (On-

premises) 

*Another platform (SAP, HubSpot etc.) 

* with customization options (e.g., 

branding, user interface)

Billed per configured user

Requires:

 - 2000 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

- 1518-2865-XXX Interact CX - Hosting - 

Fixed MRC (per Month)

1540-2494-000-XX
Monitoring Gateway (per 10,000 

messages)

Allows users to access health and 

monitoring data and metrics and 

receive data via Webhook 

subscriptions.

- Billed per 10,000 messages

Requires: 

- ACD/IVR
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1550-2554-810-XX
CXone Mpower Copilot for Agents - 

Process Steps (per session)

Process Steps is an optional add-on 

product for CXone Mpower Copilot for 

Agents that presents agents with an 

itemized list of steps to use from KB 

Answers having content that can be 

described in steps.

- Billed per session

CXone Mpower Copilot for Agents - 

Process Steps (per session) will be 

available as a component only of the 

bundles below at no cost and cannot be 

sold standalone. NICE reserves the 

rights to charge for CXone Mpower 

Copilot for Agents - Process Steps (per 

session) at any time in the future.  If 

and when NICE begins to charge for 

CXone Mpower Copilot for Agents - 

Process Steps (per session), NICE will 

provide customers with advance notice 

of the timing and pricing.

- 1550-2987-XXX CXone Mpower 

Ultimate Copilot for Digital Agents (per 

Session)

- 1550-2988-XXX CXone Mpower 

Ultimate Copilot for Voice Agents (per 

Session)

- 1550-3060-XXX Ultimate CXone 

Mpower Copilot for Voice Agents with 

Knowledge Hub (per Session)

- 1550-3061-XXX Ultimate CXone 

Mpower Copilot for Digital Agents with 

Knowledge Hub (per Session)
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1550-2862-XXX
CXone Mpower Copilot for Supervisors 

(per session)

Enlighten Copilot for Supervisors is an 

AI-powered assistance tool for 

supervisors that elevates business 

impact by prioritizing real-time tasks, 

enhancing operational insights, and 

driving strategic recommendations.

- This offering complements the 

Enlighten Copilot for Agents solution, 

billed according to usage of sessions.

- Billed monthly per total number of 

sessions
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1550-2985-XXX
CXone Mpower Copilot for Digital 

Agents (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and 

accurately.   Agent Copilot leverages AI 

to monitor voice and digital interactions 

with customers in real-time to offer 

automated, relevant insights and 

suggestions.  Customer sentiment, 

interaction summary, and suggested 

responses are generated from the 

content of the interaction using 

AI. Suggested responses may also be 

generated using Expert knowledge 

content. 

Enlighten Agent Copilot includes the 

following:

- Expert knowledge repository or 

integration to customer provided 3rd 

party knowledge solution.

- Auto-generated “next-best response” 

from the Expert knowledge

- Suggested real-time knowledge article 

links and images

- Real-time interaction summary 

- Real-time customer sentiment

- Final interaction summary notes

- If Expert, five (5) CXone Expert 

Advanced Employee Experience (EX) 

configured users.

A session includes up 70 messages (for 

digital).  Digital messages are discrete 

Requires:

- 160317-2555-000-XX Enlighten Copilot 

for Agents Implementation

- 610347-3371-XXX CXone CRM 

Memorialization via API 

Implementation

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-2986-XXX
CXone Mpower Copilot for Voice Agents 

(per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and 

accurately.   Agent Copilot leverages AI 

to monitor voice interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions.  Customer sentiment, 

interaction summary, and suggested 

responses are generated from the 

content of the interaction using 

AI.  Suggested responses may also be 

generated using Expert knowledge 

content. 

Enlighten Agent Copilot includes the 

following:

- Expert knowledge repository Expert 

knowledge repository or integration to 

customer provided 3rd party knowledge 

solution.

- Auto-generated “next-best response” 

from the Expert knowledge

- Suggested real-time knowledge article 

links and images

- Real-time interaction summary 

- Real-time customer sentiment

- Final interaction summary notes

- If Expert, five (5) CXone Expert 

Advanced Employee Experience (EX) 

configured users Agent Copilot pricing 

rate per session.  

Requires:

- 160317-2555-000-XX Enlighten Copilot 

for Agents Implementation

- 610347-3371-XXX CXone CRM 

Memorialization via API 

Implementation

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-2987-XXX
CXone Mpower Ultimate Copilot for 

Digital Agents (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and 

accurately.   Agent Copilot leverages AI 

to monitor voice and digital interactions 

with customers in real-time to offer 

automated, relevant insights and 

suggestions.  Customer sentiment, 

interaction summary, and suggested 

responses are generated from the 

content of the interaction using 

AI.  Suggested responses may also be 

generated using Expert knowledge 

content.

Enlighten Agent Copilot includes the 

following:

- Expert knowledge repository Expert 

knowledge repository or integration to 

customer provided 3rd party knowledge 

solution.

- Auto-generated “next-best response” 

from the Expert knowledge

- Suggested real-time knowledge article 

links and images

- Real-time interaction summary 

- Real-time customer sentiment

- Final interaction summary notes

- If Expert, five (5) CXone Expert 

Advanced Employee Experience (EX) 

configured users. 

A session includes up 70 messages (for 

Requires:

- 160317-2902-XXX Enlighten Copilot 

for Mpower Implementation

- 1550-2862-XXX Enlighten Copilot for 

Supervisors

- Requires input of number of Expert 

articles to be imported

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-2988-XXX
CXone Mpower Ultimate Copilot for 

Voice Agents (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and 

accurately. Agent Copilot leverages AI 

to monitor voice and digital interactions 

with customers in real-time to offer 

automated, relevant insights and 

suggestions. Customer sentiment, 

interaction summary, and suggested 

responses are generated from the 

content of the interaction using 

AI. Suggested responses may also be 

generated using Expert knowledge 

content. 

Enlighten Agent Copilot includes the 

following:

- Expert knowledge repository Expert 

knowledge repository or integration to 

customer provided 3rd party knowledge 

solution.

- Auto-generated “next-best response” 

from the Expert knowledge

- Suggested real-time knowledge article 

links and images

- Real-time interaction summary 

- Real-time customer sentiment

- Final interaction summary notes

- If Expert, five (5) CXone Expert 

Advanced Employee Experience (EX) 

configured users Agent Copilot pricing 

rate per session. 

Requires:

- 160317-2902-XXX Enlighten Copilot 

for Mpower Implementation

- 1550-2862-XXX Enlighten Copilot for 

Supervisors

- Requires input of number of Expert 

articles to be imported

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-3058-XXX
CXone Mpower Copilot for Agents Voice 

with Knowledge Hub (per session)

CXone Mpower Copilot for Agents for 

voice is an assistance tool for agents 

that amplifies their ability to respond 

more quickly and accurately.  This 

version of Copilot for Agents integrates 

to Knowledge Hub to plug in a customer 

supplied 3rd Party knowledge base 

customer provided 3rd Party 

Knowledge Base offerings.

Agent Copilot leverages GenAI to 

monitor voice interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions.  

Customer sentiment, interaction 

summary, and suggested responses are 

generated from the content of the 

interaction using AI.  Suggested 

responses may also be generated using 

Expert knowledge content.

Agent Copilot includes the following:

• Integration and vectorization to a 

customer provided 3rd Party knowledge 

repository

• Auto-generated “next-best response” 

with behavioral suggestions

• Auto-generated “next-best response” 

from the knowledge

• Auto-generated answers from 

knowledge articles

*Only one of the following agent types 

can be selected:

- 1550-2985-XXX Enlighten Copilot for 

Digital Agents (per Session)

- 1550-2986-XXX Enlighten Copilot for 

Voice Agents (per Session)

Requires:

-160317-3072-XXX CXone Mpower 

Copilot for Agents Voice with 

Knowledge Hub Implementation

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-3059-XXX

CXone Mpower Copilot for Agents 

Digital with Knowledge Hub (per 

session)

CXone Mpower Copilot for Agents for 

digital is an assistance tool for agents 

that amplifies their ability to respond 

more quickly and accurately.  This 

version of Copilot for Agents integrates 

to Knowledge Hub to plug in a customer 

supplied 3rd Party knowledge base 

customer provided 3rd Party 

Knowledge Base offerings.

Agent Copilot leverages GenAI to 

monitor digital interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions.  

Customer sentiment, interaction 

summary, and suggested responses are 

generated from the content of the 

interaction using AI.  Suggested 

responses may also be generated using  

knowledge content.

Agent Copilot includes the following:

• Integration and vectorization to a 

customer provided 3rd Party knowledge 

repository

• Auto-generated “next-best response” 

with behavioral suggestions

• Auto-generated “next-best response” 

from the Expert knowledge

• Auto-generated answers from 

knowledge articles

*Only one of the following agent types 

can be selected:

- 1550-2985-XXX Enlighten Copilot for 

Digital Agents (per Session)

- 1550-2986-XXX Enlighten Copilot for 

Voice Agents (per Session)

Requires:

-160317-3072-XXX CXone Mpower 

Copilot for Agents Voice with 

Knowledge Hub Implementation

- 610347-3371-XXX CXone CRM 

Memorialization via API 

Implementation

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-3060-XXX

Ultimate CXone Mpower Copilot for 

Voice Agents with Knowledge Hub (per 

session)

Ultimate Mpower Copilot for Agents 

includes Copilot for Agents, Copilot for 

Supervisors, and Actions within this 

bundle.

Copilot for Agents for Voice is an 

assistance tool for agents that amplifies 

their ability to respond more quickly 

and accurately. This version of Copilot 

for Agents Voice is integrated into 

Knowledge Hub to support a customer 

provided 3rd Party Knowledge base. 

The offering leverages AI to monitor 

voice interactions with customers in 

real-time to offer automated, relevant 

insights and suggestions.  Customer 

sentiment, interaction summary, and 

suggested responses are generated 

from the content of the interaction 

using AI.  Suggested responses may also 

be generated using customer provided 

3rd Party knowledge content. Copilot 

for Agent includes the following: 

Process Steps, Expert knowledge 

repository; Auto-generated, next-best 

response with behavioral suggestions; 

Auto-generated, next-best response, 

from the Knowledge Hub integrated 3rd 

Party knowledge; Auto-generated 

answers from via Knowledge Hub; 

Suggested real-time knowledge article 

links and images; Real-time interaction 

summary; Real-time customer 

*Only one of the following agent types 

can be selected:

- 1550-2987-XXX Mpower Copilot for 

Digital Agents (per Session)

- 1550-2988-XXX Mpower Copilot for 

Voice Agents (per Session)

Requires: 

- 160317-3062-XXX Ultimate CXone 

Mpower Copilot for Agents Voice with 

Knowledge Hub Implementation

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-3061-XXX

Ultimate CXone Mpower Copilot for 

Digital Agents with Knowledge Hub (per 

session)

Ultimate Mpower Copilot for Agents 

includes Copilot for Agents, Copilot for 

Supervisors, and Actions within this 

bundle.

Copilot for Agents for Digital is an 

assistance tool for agents that amplifies 

their ability to respond more quickly 

and accurately. This version of Copilot 

for Agents Digital is integrated into 

Knowledge Hub to support a customer 

provided 3rd Party Knowledge base. 

The offering leverages AI to monitor 

digital interactions with customers in 

real-time to offer automated, relevant 

insights and suggestions.  Customer 

sentiment, interaction summary, and 

suggested responses are generated 

from the content of the interaction 

using AI.  Suggested responses may also 

be generated using customer provided 

3rd Party knowledge content. Copilot 

for Agent includes the following: 

Process Steps, Expert knowledge 

repository; Auto-generated, next-best 

response with behavioral suggestions; 

Auto-generated, next-best response, 

from the Knowledge Hub integrated 3rd 

Party knowledge; Auto-generated 

answers from via Knowledge Hub; 

Suggested real-time knowledge article 

links and images; Real-time interaction 

summary; Real-time customer 

*Only one of the following agent types 

can be selected:

- 1550-2987-XXX Mpower Copilot for 

Digital Agents (per Session)

- 1550-2988-XXX Mpower Copilot for 

Voice Agents (per Session)

Requires: 

- 160317-3062-XXX Ultimate CXone 

Mpower Copilot for Agents Voice with 

Knowledge Hub Implementation

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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1550-3324-XXX
CXone Mpower Autosummary (per 

Summary)

CXone Mpower AutoSummary for 

CXone Agent Notetaking with the 

power of AI. 

- Automatically summarize interactions 

in real time to reduce time spent taking 

post-interaction notes and increase 

consistency of account history. 

- Available for the following languages: 

English, Brazilian Portuguese, Latin 

American Spanish. 

- Available for the following channels: 

voice, digital channels including Email. 

- Users are billed based on the total 

number of summarized interactions in 

the month. 

Sales of Enlighten products must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Requires:

- 610192-2424-000-XX CXone Enlighten 

AutoSummary Implementation
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1550-3361-XXX
CXone Mpower Copilot for Agents on 

MAX - Voice (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and accurately.   

Agent Copilot leverages AI to monitor 

voice interactions with customers in 

real-time to offer automated, relevant 

insights and suggestions.  Customer 

sentiment, interaction summary, and 

suggested responses are generated 

from the content of the interaction 

using AI.  Suggested responses may also 

be generated using Expert knowledge 

content and displaying to the MAX 

Agent.

Enlighten Agent Copilot includes the 

following:

Expert knowledge repository Expert 

knowledge repository or integration to 

customer provided 3rd party knowledge 

solution.

Auto-generated “next-best response” 

from the Expert knowledge

Suggested real-time knowledge article 

links and images

Mpower Agents to listen to the 

conversation and Agent to initiate 

workflows to improve the experience.

Real-time interaction summary 

Real-time customer sentiment

Final interaction summary notes

If Expert, five (5) CXone Expert 

Advanced Employee Experience (EX) 

Requires:

- 610347-3372-XXX CXone Mpower 

Copilot for Agents on MAX 

Implementation
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1550-3362-XXX
CXone Mpower Copilot for Agents on 

MAX - Digital (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and accurately.   

Agent Copilot leverages AI to monitor 

voice and digital interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions.  Customer sentiment, 

interaction summary, and suggested 

responses are generated from the 

content of the interaction using AI. 

Suggested responses may also be 

generated using Expert knowledge 

content and displaying to the MAX 

Agent

Enlighten Agent Copilot includes the 

following:

Expert knowledge repository or 

integration to customer provided 3rd 

party knowledge solution.

Auto-generated “next-best response” 

from the Expert knowledge

Suggested real-time knowledge article 

links and images

Real-time interaction summary 

Real-time customer sentiment

Final interaction summary notes

If Expert, five (5) CXone Expert 

Advanced Employee Experience (EX) 

configured users.

A session includes up 70 messages (for 

Requires:

- 610347-3372-XXX CXone Mpower 

Copilot for Agents on MAX 

Implementation
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1550-3363-XXX

CXone Mpower Copilot for Agents on 

MAX with Knowledge Hub - Voice (per 

session)

CXone Mpower Copilot for Agents for 

voice is an assistance tool for agents 

that amplifies their ability to respond 

more quickly and accurately. This 

version of Copilot for Agents integrates 

to Knowledge Hub to plug in a customer 

supplied 3rd Party knowledge base 

customer provided 3rd Party 

Knowledge Base offerings and 

displaying to the MAX Agent.

Agent Copilot leverages GenAI to 

monitor voice interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions.  

Customer sentiment, interaction 

summary, and suggested responses are 

generated from the content of the 

interaction using AI. Suggested 

responses may also be generated using 

Expert knowledge content.

Agent Copilot includes the following:

• Integration and vectorization to a 

customer provided 3rd Party knowledge 

repository

• Auto-generated “next-best response” 

from the knowledge

Requires:

- 610347-3373-XXX CXone Mpower 

Copilot for Agents on MAX with 

Knowledge Hub Implementation
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1550-3364-XXX

CXone Mpower Copilot for Agents on 

MAX with Knowledge Hub - Digital (per 

session)

CXone Mpower Copilot for Agents for 

digital is an assistance tool for agents 

that amplifies their ability to respond 

more quickly and accurately. This 

version of Copilot for Agents integrates 

to Knowledge Hub to plug in a customer 

supplied 3rd Party knowledge base 

customer provided 3rd Party 

Knowledge Base offerings.

Agent Copilot leverages GenAI to 

monitor digital interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions.  

Customer sentiment, interaction 

summary, and suggested responses are 

generated from the content of the 

interaction using AI. Suggested 

responses may also be generated using 

knowledge content and displaying to 

the MAX Agent.

Agent Copilot includes the following:

• Integration and vectorization to a 

customer provided 3rd Party knowledge 

repository

• Auto-generated “next-best response” 

from the Expert knowledge

Requires:

- 610347-3373-XXX CXone Mpower 

Copilot for Agents on MAX with 

Knowledge Hub Implementation
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1550-3365-XXX
CXone Mpower Copilot for Agents 

FedRAMP Voice (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and accurately.   

Agent Copilot leverages AI to monitor 

voice interactions with customers in 

real-time to offer automated, relevant 

insights and suggestions.  Customer 

sentiment, interaction summary, and 

suggested responses are generated 

from the content of the interaction 

using AI.  Suggested responses may also 

be generated using customer specified 

knowledge content. 

Enlighten Agent Copilot includes the 

following:

 - Knowledge is maintained in our 

Pathfinder knowledge repository.

 - Auto-generated “next-best response” 

utilize this knowledge 

 - Real-time customer sentiment

 - Final interaction summary notes

A call includes up to 10 minutes of talk 

time with an agent and includes the 

native transcription services for use 

with Copilot. 

Languages:  US English, Brazilian 

Portuguese, and others as published in 

online help.

Requires any of the following:

- 160317-3418-XXX Copilot Pathfinder 

Knowledge Online Retrieval-Augmented 

Generation - Essentials Package - 

150,000 invocations (90MB included) 

- 160317-3419-XXX Copilot Pathfinder 

Knowledge Online Retrieval-Augmented 

Generation - Commercial Package - 

300,000 invocations (150MB included) 

- 160317-3420-XXX Copilot Pathfinder 

Knowledge Online Retrieval-Augmented 

Generation - Premier Package - 600,000 

invocations (300MB included) 

- 160317-3421-XXX Copilot Pathfinder 

Online Retrieval-Augmented Generation 

- Platinum Package - 1,200,000 

invocations (1GB included)
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1550-3366-XXX
CXone Mpower Copilot for Agents 

FedRAMP Digital (per session)

Agent Copilot is an assistance tool for 

agents that amplifies their ability to 

respond more quickly and accurately.   

Agent Copilot leverages AI to monitor 

voice interactions with customers in 

real-time to offer automated, relevant 

insights and suggestions.  Customer 

sentiment, interaction summary, and 

suggested responses are generated 

from the content of the interaction 

using AI.  Suggested responses may also 

be generated using customer specified 

knowledge content. 

Enlighten Agent Copilot includes the 

following:

 - Knowledge is maintained in our 

Pathfinder knowledge repository.

 - Auto-generated “next-best response” 

utilize this knowledge 

 - Real-time customer sentiment

 - Final interaction summary notes

A session is defined as 30 minutes of 

voice. 

Languages:  US English, Brazilian 

Portuguese, and others as published in 

online help.

Requires any of the following:

- 160317-3418-XXX Copilot Pathfinder 

Knowledge Online Retrieval-Augmented 

Generation - Essentials Package - 

150,000 invocations (90MB included) 

- 160317-3419-XXX Copilot Pathfinder 

Knowledge Online Retrieval-Augmented 

Generation - Commercial Package - 

300,000 invocations (150MB included) 

- 160317-3420-XXX Copilot Pathfinder 

Knowledge Online Retrieval-Augmented 

Generation - Premier Package - 600,000 

invocations (300MB included) 

- 160317-3421-XXX Copilot Pathfinder 

Online Retrieval-Augmented Generation 

- Platinum Package - 1,200,000 

invocations (1GB included)

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1550-3367-XXX

Mpower Copilot for Agents Voice on 

Engagement Hub Standalone (per 

session)

CXone Mpower for Agents is an 

assistance tool for agents that amplifies 

their ability to respond more quickly 

and accurately. This package provides 

Copilot and the necessary Engagement 

Hub infrastructure to obtain the voice 

audio and the integration to the Multi-

ACD - without additional Engagement 

Hub features.

Copilot for Agents for Voice leverages AI 

to monitor voice interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions. 

 - Customer sentiment, interaction 

summary, and suggested responses are 

generated from the content of the 

interaction using AI. 

 - Suggested responses may also be 

generated using Expert knowledge 

content. 

 - CXone Mpower Copilot for Agent 

includes the following: Process Steps, 

knowledge guidance; Auto-generated, 

next-best response, from the 

customer's knowledge; Auto-generated 

answers from customer's knowledge 

articles; Suggested real-time knowledge 

article links and images; Real-time 

interaction summary; Real-time 

customer sentiment; Final interaction 

summary notes. 

CANNOT BE SOLD WITH MS TEAMS

Requires:

- 610347-3374-XXX Mpower Copilot for 

Agents on Engagement Hub Standalone 

Implementation
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1550-3368-XXX
Mpower Copilot for Agents Voice on 

Engagement Hub (per session)

CXone Mpower for Agents is an 

assistance tool for agents that amplifies 

their ability to respond more quickly 

and accurately. This package supports 

Copilot as an Add-On feature to 

Engagement Hub.

Copilot for Agents for Voice leverages AI 

to monitor voice interactions with 

customers in real-time to offer 

automated, relevant insights and 

suggestions. 

 - Customer sentiment, interaction 

summary, and suggested responses are 

generated from the content of the 

interaction using AI. 

 - Suggested responses may also be 

generated using Expert knowledge 

content. 

 - CXone Mpower Copilot for Agent 

includes the following: Process Steps, 

knowledge guidance; Auto-generated, 

next-best response, from the 

customer's knowledge; Auto-generated 

answers from customer's knowledge 

articles; Suggested real-time knowledge 

article links and images; Real-time 

interaction summary; Real-time 

customer sentiment; Final interaction 

summary notes. 

 - Either 3rd Party Knowledge Base 

integration or up to five (5) users of 

“CXone Expert Advanced Employee 

Requires:

- 610347-3375-XXX Mpower Copilot for 

Agents on Engagement Hub 

Implementation

Either of the following:

- 1465-3178-XXX CXone Recording for 

Real-Time Multi-ACD for MS Teams - 

Mono (per Configured User)

- 1465-3179-XXX CXone Recording for 

Real-Time Multi-ACD for MS Teams - 

Stereo (per Configured User)
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1550-3369-XXX Mpower Agents (per successful task)

Mpower Agents enables CXone with 

customized automation workflows for  

users such as Agent Copilots, Autopilot 

self service, etc. 

Mpower Agents Developer is enabled to 

customize automated workflows. 

Mpower Agents are billed on a per 

successful task use basis. A successful 

task is defined as a Mpower Agents 

automation that is initiated and returns 

a response.

Requires:

- Copilot for Agent Option

- 610347-3376-XXX Mpower Agents 

Implementation

- 610339-2885-XXX Knowledge 

Integration to Mpower Solutions
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1551-2721-XXX CXone Mpower Actions

CXone Mpower Actions application 

enables CX leaders to proactively zero-

in on execution gaps and accelerate the 

speed at which they can drive actions 

based on data.

- It allows the CX Leader to have natural-

language conversation with their data 

and get insights on it in an easy and 

simple manner. It also allows them to 

drive corrective actions for improving 

overall customer experience and 

agents' effectiveness.

- CXone Mpower Actions will be 

available as a component only of the  

However, NICE reserves the rights to 

begin charging for Enlighten Actions at 

any time in the future.  If and when 

NICE begins to charge for Enlighten 

Actions, NICE will provide customers 

with advance notice of the timing and 

pricing.

Enlighten Actions consists of the 

following:

Natural language interface for Data 

conversation

Dynamic visualization options of the 

data

Sharing insights with colleagues

Generate call-to-action and send to 

relevant team members 

CXone Mpower Actions will be 

available as a component only of the 

bundles below at no cost and cannot 

be sold standalone. NICE reserves the 

rights to charge for CXone Mpower 

Actions at any time in the future.  If 

and when NICE begins to charge for 

CXone Mpower Actions, NICE will 

provide customers with advance notice 

of the timing and pricing.

- 1550-2987-XXX CXone Mpower 

Ultimate Copilot for Digital Agents (per 

Session)

- 1550-2988-XXX CXone Mpower 

Ultimate Copilot for Voice Agents (per 

Session)

- 1550-3060-XXX Ultimate CXone 

Mpower Copilot for Voice Agents with 

Knowledge Hub (per Session)

- 1550-3061-XXX Ultimate CXone 

Mpower Copilot for Digital Agents with 

Knowledge Hub (per Session)
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1552-3242-XXX
CXone Mpower Copilot for Digital 

Supervisors (per session)

CXone Mpower Copilot for Supervisors 

is an AI-powered assistance tool for 

supervisors that elevates business 

impact by prioritizing real-time tasks, 

enhancing operational insights, and 

driving strategic recommendations.

This offering is billed according to usage 

of digital sessions.

Requires:

- 160317-3244-XXX CXone Mpower 

Copilot for Supervisors Implementation

- 1551-2721-XXX CXone Mpower 

Actions

1552-3243-XXX
CXone Mpower Copilot for Voice 

Supervisors (per session)

CXone Mpower Copilot for Supervisors 

is an AI-powered assistance tool for 

supervisors that elevates business 

impact by prioritizing real-time tasks, 

enhancing operational insights, and 

driving strategic recommendations.

This offering is billed according to usage 

of voice sessions.

Requires:

- 160317-3244-XXX CXone Mpower 

Copilot for Supervisors Implementation

- 1551-2721-XXX CXone Mpower 

Actions

1555-2561-000-XX
NICE CXone Integrated Softphone (per 

Configured user)

NICE CXone Integrated Softphone (per 

Configured user) is our WebRTC 

solution for agents to access the CXone 

Platform.

***No softphone charges on renewals 

for existing customers. Charges for net 

new customers only.***

 Requires:

- ACD/IVR
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1561-1320-000-XX Cxsuccess Premier Plus Package

- Self-service via online Customer 

Community

- 7x24x365 Technical Support via phone 

and online service site

- Priority call routing and priority case 

handling by senior resources

- Up to seven customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization

- Designated highly-experienced 

Technical Account Manager provides 

guidance, advocacy, best practice 

sharing and assistance in achieving 

business objectives

- Up to 32 total engagement hours per 

month. (Additional hours above 32 may 

be contracted)

- TAMs are available M-F during normal 

business hours for your primary time 

zone

- Designated Support Engineering 

Service (Silver)  

- Up to one Executive Sponsor 

Engagements per year

- Up to one Optimization Sessions per 

year

- Up to one annual TAM on-site visit 

(travel and expenses billed separately).

- On-site TAM visits may be scheduled 

at $1,500/day plus travel and expenses

- Five on-demand hours per month with 

an option to purchase additional time 

Available for Small Business, Medium 

Segment Customers - WFM/QM 

products or More than 300 seats

Available for Premier Segment with ACD 

only WFM/QM products or More than 

300 seats

NOT Available for Key Segment 

Customers
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1561-1321-000-XX Cxsuccess Enterprise Package

- Self-service via online Customer 

Community

- 7x24x365 Technical Support via phone 

and online service site

- Priority call routing and priority case 

handling by senior resources 

- Up to 10 customer resources 

authorized to work with NICE CXone 

Services, and receive notifications  to 

distribute to the organization

- Designated most senior Technical 

Account Manager provides guidance, 

advocacy, best practice sharing and 

assistance in achieving business 

objectives

- Up to 64 total engagement hours per 

month.  Additional TAM available (for 

broader geography or time zone 

coverage) by purchasing another 

success package that includes the level 

of TAM desired.

- TAMs are available M-F during normal 

business hours for your primary time 

zone (coverage for additional time 

zones is available)

- Designated Support Engineering 

Service (Gold)

- Up to one Executive Sponsor 

Engagements per year

- Up to two Optimization Sessions per 

year

- Up to one Connectivity Design review 

per year

Available for Small Business, Medium 

Segment Customers More than 500 

seats

Available for Premier Segment 

Customers More than 500 seats

Available for Key Segment Customers 

More than 500 seats
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1561-1322-000-XX Cxsuccess Enterprise Plus Package

- Self-service via online Customer 

Community 

- 7x24x365 Technical Support via phone 

and online service site

- Priority call routing and priority case 

handling by senior resources

- Up to 12 customer resources 

authorized to work with NICE CXone 

Services, and receive notifications  to 

distribute to the organization

- Designated most senior Technical 

Account Manager provides guidance, 

advocacy, best practice sharing and 

assistance in achieving business 

objectives

- Up to 128 total engagement hours per 

month. Additional TAM available (for 

broader geography or time zone 

coverage) by purchasing another 

success package that includes the level 

of TAM desired

- TAMs are available M-F during normal 

business hours for your primary time 

zone (coverage for additional time 

zones is available)

- Designated Support Engineering 

Service (Platinum)

- Up to two Executive Sponsor 

Engagements per year

- Up to four Optimization Sessions per 

year

- Up to one Connectivity Design review 

per year

Available for Small Business, Medium 

Segment Customers More than 999 

seats

Available for Premier Segment 

Customers More than 999 seats

Available for Key Segment Customers 

More than 999 seats
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1561-2396-000-XX Cxsuccess Care Lite Package

Only available for Small and Medium 

segment customers with less than 50 

seats in the ANZ/NZ region.

- Exclusive access to our online 

Community with integrated knowledge, 

tools, and interactive forums where you 

can connect with the CXone 

community.

- Guidance, advocacy, and best 

practices sharing

- Priority routing to your assigned 

customer service advisor, backed by a 

pool of Success Advisors 

- Access to technical support 24/7/365 

for all regions. Available via phone and 

online service site with enhanced cross-

functional team collaboration. 

- Authorize up to two people from your 

organization to work with NICE CXone 

Services and receive notifications to 

distribute to your stakeholder teams.

- Professional Services may be 

purchased in 15 minutes segments.

- Access to NICE Dojo, our 

comprehensive Learning Management 

System (LMS) with self-paced e-learning 

courses, live webinars, and recorded 

Product Experience Knowledge Sessions 

(free of charge).

Only available for Resell Partners in ANZ 

with <50 users

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1561-2397-000-XX
CXone Omnichannel Routing SME 

Package

Only available for Small and Medium 

segment customers with less than 50 

seats in the ANZ/NZ region.

- Up to three customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization

- Product SMEs provide guidance, best 

practice sharing and targeted assistance

- Up to 5 total engagement hours per 

month (monthly hours can be carried 

over for 90 days)

- CXone Quality Management SME 

resources are available 9am to 4pm 

Sydney time (or during a mutually 

agreed upon engagement time).

- NICE CXone Quality Management SME 

resources will be engaged through the 

customer assigned TSA resource

- Additional PS or Consulting time can 

be purchased through the assigned 

TAM.

Services may consist of includes:

- Focus on pain points, establishing best 

practices

- Questions pertaining to configuration

- Forecast results Feature functionality

- Remote session only

- Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

Only available for Resell Partners in ANZ 

with <50 users

Requires:

- 1561-2396-000-XX Cxsuccess Care Lite 

Package
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1561-2398-000-XX
CXone Quality Management SME 

Package

Only available for Small and Medium 

segment customers with less than 50 

seats not the ANZ/NZ region.

- Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

product.

- Up to three customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization

- Product SMEs provide guidance, best 

practice sharing and targeted assistance

- Up to 5 total engagement hours per 

month (monthly hours can be carried 

over for 90 days)

- CXone Omnichannel Routing SME 

resources are available 9am to 4pm 

Sydney time (or during a mutually 

agreed upon engagement time).

- NICE CXone Omnichannel Routing SME 

resources will be engaged through the 

customer assigned TSA resource

- Additional PS or Consulting time can 

be purchased through the assigned 

TAM.

Services may consist of includes:

- Focus on pain points, establishing best 

practices

- Questions pertaining to configuration

- Forecast results Feature functionality

Only available for Resell Partners in ANZ 

with <50 users

Requires:

- 1561-2396-000-XX Cxsuccess Care Lite 

Package
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1561-49-000-XX CXone Care Monthly Success Package

- Self-service via online Customer 

Community

- 7x24x365 Technical Support via phone 

and online service site

- Two customer resources authorized to 

work with NICE CXone Services, and 

receive notifications to distribute to the 

organization.

- Guidance, advocacy and best practice 

sharing provided via a team of 

Technical Success Advisors (TSAs)

- Telephone & email access to TSAs

- Project-driven professional services 

are available at a rate of $250/hr. for 

large-scope projects requiring an 

extended services engagement

- Technical Account Manager onsite 

visits available for $2500/day plus 

travel and expenses

- On-demand professional services 

hours are available at a rate of $75 per 

15 minutes

- Live webinars and NICE Dojo e-

learning courses (free of charge)

- Training at NICE CXone locations or 

your location at standard rates 

Available for Small Business, Medium 

Segment Customers only

Less than 50 seats

ACD, Audio Recording Pro only
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1561-50-000-XX
CXone Care Plus Monthly Success 

Package

- Self-service via online Customer 

Community

- 7x24x365 Technical Support via phone 

and online service site 

- Up to three customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization 

- Designated senior Technical Success 

Advisor provides guidance, advocacy, 

best practice sharing and assistance in 

achieving business objectives 

- Up to 8 total engagement hours per 

month. Additional TSA or TAM available 

(for broader geography or time zone 

coverage) by purchasing another 

success package that includes the TSA 

or level of TAM desired.

- TSAs are available M-F during normal 

business hours for your primary time 

zone 

- Annual reviews of service metrics and 

satisfaction and annual strategy 

sessions to examine product usage, 

billing, and new initiatives 

- Project-driven professional services 

are available at a rate of $250/hr. for 

large-scope projects requiring an 

extended services engagement 

- One Project-based Professional 

Services hour per month, with 

additional hours at standard rate. 

Hours may accrue but expire after six 

Available for Small Business, Medium 

Segment Customers - No WFM/QM 

being quote (no specific seat count)

Available for Premier Segment with ACD 

only - No WFM/QM being quoted (no 

specific seat count)

NOT Available for Key Segment 

Customers
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1561-55-000-XX
CXone Premier Monthly Success 

Package

- Self-service via online Customer 

Community 

- 7x24x365 Technical Support via phone 

and online service site

- Priority case handling  

- Up to five customer resources 

authorized to work with NICE CXone 

Services, and receive notifications  to 

distribute to the organization

- Designated experienced Technical 

Account Manager provides guidance, 

advocacy, best practice sharing and 

assistance in achieving business 

objectives

- Up to 16 total engagement hours per 

month.  Additional TAM available (for 

broader geography or time zone 

coverage) by purchasing another 

success package that includes the level 

of TAM desired.

- TAMs are available M-F during normal 

business hours for your primary time 

zone

- On-site TAM visits may be scheduled 

at $2,500/day plus travel and expenses

 - Project-driven professional services 

are available at a rate of $250/hr. for 

large-scope projects requiring an 

extended services engagement

- Three on-demand hours per month 

with an option  to purchase additional 

time at a rate of $75 per 15 minutes 

(expire at the end of the month)

Available for Small Business, Medium 

Segment Customers – with WFM and/or 

QM being quoted (no specific seat 

count)

Available for Premier Segment with ACD 

only - No WFM/QM being quote (no 

specific seat count)

NOT Available for Key Segment 

Customers
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1600-000-000-XX
CXone Preview Instance Monthly (per 

BU) - Central

- Access to a separate Preview instance 

to preview new release functionality 

- Billed monthly per the contracted rate

- Key product features & components:

     - Access to separate beta instance

     - Monthly Database support and 

maintenance 

Requires:

- 610281-000-000-XX CXone Preview 

Instance Creation

1601-000-000-XX
CXone Preview Instance Monthly (per 

BU) - User Hub

- Access to a separate Preview instance 

to preview new release functionality  ​

- Billed monthly per the contracted rate​

- Key product features & components:​

- Access to separate beta instance​

- Monthly Database support and 

maintenance 

USER HUB ONLY

Requires: 

- 610281-000-000-XX CXone Preview 

Instance Creation

Requires:

- 610281-000-000-XX CXone Preview 

Instance Creation
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160317-2555-000-XX
Enlighten Copilot for Agents 

Implementation

Package includes the implementation of 

Enlighten Copilot for Agents on 

customer’s CXone instance.  Billed as a 

one-time charge.

The scope of services is comprised of 

the following categories of work:

- Requirements Gathering and Planning

- Implementation

- Up to 10 scripts modified to support 

Agent Copilot

- Configuration of up to five (5) users of 

“CXone Expert Advanced Employee 

Experience (EX) (per Configured User)”

- Testing and Deployment

- Project Management

- Basic import up to 3,500 articles to 

Expert.  Excludes SEO, accessibility 

optimization, and image acceleration as 

articles are created to populate Copilot 

experience.

160317-2861-XXX
Enlighten Copilot for Supervisors (per 

Session) - Implementation

Implementation service required with 

purchase of Enlighten Copilot for 

Supervisors (per session).

- Billed as a non-recurring charge
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160317-2902-XXX Copilot for Mpower Implementation

Package includes the implementation of 

Enlighten Copilot for Agents on 

customers CXone instance. 

- Billed as a one-time charge.

The scope of services is comprised of 

the following categories of work: 

- Requirements Gathering and Planning 

Implementation Up to 10 scripts 

modified to support Agent Copilot 

Configuration of up to five (5) users of 

CXone Expert Advanced Employee 

Experience (EX) (per Configured User)

- Testing and Deployment Project 

Management Basic import up to 3,500 

articles to Expert. Excludes SEO, 

accessibility optimization, and image 

acceleration as articles are created to 

populate Copilot experience.
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160317-3062-XXX

Ultimate CXone Mpower Copilot for 

Agents Voice with Knowledge Hub 

Implementation

Ultimate CXone Mpower Copilot for 

Agents Package includes the 

implementation of Copilot for Agents 

for Knowledge Hub on customer’s 

provided 3rd Party knowledge solution.  

Plus Copilot for Supervisors and 

Actions. 

Billed as a one-time charge.

The scope of services is comprised of 

the following categories of work:

- Requirements Gathering and Planning

- Implementation

Up to 10 scripts modified to support 

Agent Copilot

- Testing and Deployment

- Project Management

- Vectorization of the knowledge base 

and periodic synching of articles within 

the 3rd party knowledge base

- Excludes SEO, accessibility 

optimization, and image acceleration as 

articles are created to populate Copilot 

experience.
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160317-3072-XXX
CXone Mpower Copilot for Agents Voice 

with Knowledge Hub Implementation

CXone Mpower Copilot for Agents 

Package includes the implementation of 

Copilot for Agents for Knowledge Hub 

on customer’s provided 3rd Party 

knowledge solution.  Billed as a one-

time charge.

The scope of services is comprised of 

the following categories of work:

- Requirements Gathering and Planning

- Implementation

Up to 10 scripts modified to support 

Agent Copilot

- Testing and Deployment

- Project Management

- Vectorization of the knowledge base 

and periodic synching of articles within 

the 3rd party knowledge base

- Excludes SEO, accessibility 

optimization, and image acceleration as 

articles are created to populate Copilot 

experience.

160317-3244-XXX
CXone Mpower Copilot for  Supervisors 

Implementation

Implementation service required with 

purchase of CXone Mpower Copilot for 

Supervisors (per session).

160317-3418-XXX

Copilot Pathfinder Knowledge Online 

Retrieval-Augmented Generation - 

Essentials Package - 150,000 

invocations (90MB included)

Copilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Copilot virtual agent intents and flows 

automatically.

Packages are for monthly storage and 

consumption. 

This Commercial package is for a  

monthly maximum generation of up to  

150,000 invocations and 90MB.

Required option for:

- 1550-3365-XXX CXone Mpower 

Copilot for Agents FedRAMP Voice (per 

session)

- 1550-3366-XXX CXone Mpower 

Copilot for Agents FedRAMP Digital (per 

session)
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160317-3419-XXX

Copilot Pathfinder Knowledge Online 

Retrieval-Augmented Generation - 

Commercial Package - 300,000 

invocations (150MB included)

Copilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Copilot virtual agent intents and flows 

automatically.

Packages are for monthly storage and 

consumption. 

This Commercial package is for a  

monthly maximum generation of up to  

300,000 invocations and 150MB.

Required option for:

- 1550-3365-XXX CXone Mpower 

Copilot for Agents FedRAMP Voice (per 

session)

- 1550-3366-XXX CXone Mpower 

Copilot for Agents FedRAMP Digital (per 

session)

160317-3420-XXX

Copilot Pathfinder Knowledge Online 

Retrieval-Augmented Generation - 

Premier Package - 600,000 invocations 

(300MB included)

Copilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Copilot virtual agent intents and flows 

automatically.

Packages are for monthly storage and 

consumption. 

This Premier package is for a  monthly 

maximum generation of up to 600,000 

invocations and 300MB.

Required option for:

- 1550-3365-XXX CXone Mpower 

Copilot for Agents FedRAMP Voice (per 

session)

- 1550-3366-XXX CXone Mpower 

Copilot for Agents FedRAMP Digital (per 

session)

160317-3421-XXX

Copilot Pathfinder Online Retrieval-

Augmented Generation - Platinum 

Package - 1,200,000 invocations (1GB 

included)

Copilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Copilot virtual agent intents and flows 

automatically.

Packages are for monthly storage and 

consumption. 

This Platinum package is for a  monthly 

maximum generation of up to 

1,200,000 invocations and 1GB.

Required option for:

- 1550-3365-XXX CXone Mpower 

Copilot for Agents FedRAMP Voice (per 

session)

- 1550-3366-XXX CXone Mpower 

Copilot for Agents FedRAMP Digital (per 

session)
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1618-3159-XXX
Interact CX - Connectlingua - Digital 

EMAIL - Translation

ConnectLingua Translation for email per 

1000 characters

Email Translation available in more 

than 100+ languages

-1 CXone Studio Script

-1 ConnectLingua configuration within 

NICE

-Hosting in available Interact CX region 

Billed per 1000 characters

Requires:

 - 35 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

- 1518-2865-XXX Interact CX - Hosting - 

Fixed MRC (per Month)

1618-3160-XXX Interact CX - Storage by ICX

ConnectLingua Storage for reporting 

per contact includes but not limited to 

transcripts, and analytics data. Every 

child contact will be billed separately. 

Minimum Data Retention period - 30 

days. Data retention period up to 1 

year. text storage for max retention 1 

year. Billed per 100 contacts. 

EXCLUDING AUDIO STORAGE

Requires:

 - 20 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

1618-3161-XXX
Interact CX - Connectlingua - Auto-

Language identification at Start VOICE

ConnectLingua Language detect 

automatically identifies the customer 

language being spoken at the 

conversation start.

Only one language detection at the 

start is allowed. 

Routing calls & setting language 

automatically to enhance and improve 

agent and customer experience.

Billed per contact

1618-3162-XXX
Interact CX - Connectlingua Premium 

Voice

ConnectLingua premium Text-to-speech 

voices per MINUTE

Key Features:

-Available in 30+ languages and 70+ 

accents

-Quality and naturalness of non-robotic 

voice

-Customization options (e.g., different 

voices, accents)

Billed per minute of usage

Requires:

 - 5 Hours of 610335-2875-XXX Interact 

CX Professional Service Hours  - Fixed 

Hourly Rate
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1618-3163-XXX
Interact CX - Connectlingua Flow Add-

on - VOICE

Connectlingua flow add-on voice per 

minute.

Customization on the go for 

Connectlingua Voice.

Billed per minute of usage

1618-3164-XXX
Interact CX - Connectlingua Flow Add-

on - DIGITAL

Connectlingua flow add-on digital per 

1000 characters

Customization on the go for 

Connectlingua Digital

Billed per 1000 Characters

1618-3303-XXX
Interact CX - Connectlingua - Emotion 

Analysis (per 1,000 Characters)

AI-powered feature that analyzes 

conversations to identify the emotions 

expressed.

Key Features:

-Types of emotions detected (e.g., joy, 

anger, sadness)

-Accuracy of the emotion analysis

-Alerting based on extreme emotions 

detected

Billed per 1000 characters of usage

Requires:

 - 20 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

1618-3304-XXX
Interact CX - Connectlingua 

Prioritization Search

Connectlingua Prioritization search 

is used to prioritize searches from 

Knowledge Bases, FAQs for specific 

keywords, customer segments

* Quick Integration with CXone Expert 

Assist, other Knowledge Bases and 

CRMs

*Supported in 65+ languages

Billed per search

Requires:

 - 50 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate
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1618-3305-XXX
Interact CX - ConnectLingua Auto QM 

Solution

Connectlingua Auto QM is billed per 

500 conversational turns, it provide 

features that 

* Is available in more than 65+ 

languages

*Automatically assesses the quality of 

customer interactions. 

*Analyzes live calls/call recordings or 

transcripts to identify areas for 

improvement.

*Feed the data into CRMs or other 

platform for detailed analytics.

- 10 Criteria configuration included in 

40 PS hours

Billed per 500 conversational turns

Requires:

 - 40 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

1618-3306-XXX
Interact CX - ConnectLingua powered 

Conversational AI Agent

ConnectLingua offers AI-powered chat 

bots that can understand and respond 

to customer inquiries in a natural way. 

35 PS hours per Intent configuration

*Integrate with BYO LLMs

*Can be customized to your brand 

*Integrated with various channels 

*Improving customer experience and 

increasing efficiency by automating 

tasks 

*Replacing agents with  24/7 bot 

support.

For voice bot, add Interact CX OEM 

ConnectLingua Transcription + 

Synthesis Audio

 Billed per "conversational turn," 

meaning each complete back-and-forth 

exchange. 

Requires:

 - 50 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate
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1618-3307-XXX

Interact CX - Connectlingua keywords 

extraction (per 500 Conversational 

Turns)

Keywords extraction per conversational 

turn" uses NLP to identify the most 

important words in each back-and-forth 

exchange of a conversation. Maximum 

of 3 keywords are extracted per 

message.

This helps understand 

*user intent

*personalize responses *track the 

conversation's flow

*Feed the data into CRMs or other 

platform for post interaction analytics.

all of which can be used to gather data 

on customer interactions.

Billed per 500 conversational turns

Requires:

 - 35 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate

1618-3308-XXX
Interact CX - Connectlingua Image 

Reader

Connectlingua Image Reader leverages 

advanced Optical Character Recognition 

(OCR) technology combined with 

Connectlingua's AI capabilities to 

extract text and key information from 

images.

It can process various image formats 

(e.g., JPG, PNG, PDF) and identify text 

within them, even if it's embedded 

within complex layouts or graphics.

This functionality can be integrated 

with other Connectlingua services, such 

as chatbots or AI assistants, to provide 

richer and more informed interactions.

Billed per image

Requires:

 - 50 Hours of 610335-2875-XXX 

Interact CX Professional Service Hours  - 

Fixed Hourly Rate
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1671-2359-000-XX​​
CXone Data Share – Snowflake 

Processing (per Credit)

CXone Data Share provides customers 

the capability to securely export data 

out of CXone​.​

- Billed monthly per credit consumed.

Requires:

- 1671-2355-000-XX CXone Datashare - 

Connection & Data Access (1M 

Interactions)

1671-2360-000-XX​​
CXoneData Share–Per 2,000 

Interactions Overage​​

Overage of count of interactions 

generated per month over 1 million 

interactions. 

- Billed per 2,000 messages in excess of 

1m interactions included

1671-3235-XXX
CXone Data Share – Connection & Data 

Access (Per BU)

Connection fee for the New Data Share. 

A tool for CXone customers to access 

their CXone data.

-Billed monthly per BU

Requires: 

- 1671-3236-XXX CXone Data Share - 

Interactions Up to 1M (per Interaction)

- 1671-3237-XXX CXone Data Share - 

Interactions 1M+ (per 10 interactions)

- 610337-XXX-XXX CXone Data Share 

Consulting

1671-3236-XXX
CXone Data Share – Interactions Up to 

1M (Per Interaction)

Number of interactions generated by 

the BU on CXone up to 1M.

- Usage of the number of interactions 

generated by the BU on CXone

- Billed monthly per interaction, up to 

1M interactions.

- Overage applies for transactions in 

excess of 1M per month.

Requires:

- 1671-3237-XXX CXone Data Share - 

Interactions 1M+ (per 10 Interactions)

1671-3237-XXX
CXone Data Share – Interactions 1M+ 

(Per 10 Interactions)

Number of interactions generated by 

the BU on CXone above 1MUsage of the 

number of interactions generated by 

the BU on CXone
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1697-2302-000-XX
CXone Integration (Voice and Digital) to 

3rd Party WFM (per User)

Required to enable the integration 

between CXone ACD and a 3rd party 

WFM solution.​

- Billed based on ACD users​

- Offers the following ongoing features 

once enabled:​​

- Availability of interval-aggregated 

agent and queue ACD data​

- Availability of agent state events for 

real time adherence use.​

- Consumption of this data is the 

responsibility of the 3rd party WFM 

vendor​

Requires:​

- 610241-1613-000-XX CXone 

Integration (Voice and Digital) to 3rd 

Party WFM (Implementation)

- Quantity must match either CXone 

ACD/IVR (per Concurrent User) or (per 

Configured User) SKUs

1700-3005-XXX
Floatbot IVA (Voice AI Agent or 

Voicebot) - Growth Plan

This bundle is for most advance Voice 

AI Agent powered by Agent M, Agentic 

AI (LLM based) framework of 

Floatbot.AI, that includes 71,500 call 

minute or Chat Sessions s every month.

ASR, TTS and LLM will be purchased 

additionally or bring your API keys for 

ASR, TTS and LLM service providers. 

With Max Limit of 75 Concurrent Calls. 

Requires:

MIN QTY 1

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist

REQUIRED OVERAGE:

- 1700-3007-XXX Overage - IVA Voicebot
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1700-3006-XXX
Floatbot IVA (Voice AI Agent or 

Voicebot) - Enterprise Plan

This bundle is for most advance Voice 

AI Agent powered by Agent M, Agentic 

AI (LLM based) framework of 

Floatbot.AI, that includes 200,000 call 

minutes or Chat Sessions every month.

ASR, TTS and LLM will be purchased 

additionally or bring your API keys for 

ASR, TTS and LLM service providers. 

With Max Limit of 150 Concurrent Calls. 

Requires:

MIN QTY 1

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist

REQUIRED OVERAGE:

- 1700-3007-XXX Overage - IVA Voicebot

1700-3007-XXX Floatbot Overage - IVA Voicebot

Over and Above the usage of the 

Bundle Minutes or Chat Session, 

additional per Minute. ASR, TTS and 

LLM will be purchased additionally or 

bring your API keys for ASR, TTS and 

LLM service providers

Requires:

- 1700-3005-XXX Floatbot IVA (Voice AI 

Agent or Voicebot) - Growth Plan

OR

- 1700-3006-XXX Floatbot IVA (Voice AI 

Agent or Voicebot) - Enterprise Plan

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist
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1700-3012-XXX
Floatbot.AI Agent Assist - Voice based 

[Per Agent]

Next best action:

The AI Agent Assist acting as a co-pilot 

to the Agent. ASR and LLM will be 

purchased additionally or bring your 

API keys for ASR and LLM service 

providers

Requires:

MIN QTY 10

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist

1700-3013-XXX
Floatbot.AI Agent Assist - Voice based 

[Growth]

Essential + AutoQA: The AI Agent Assist 

acting as a co-pilot to the Agent. ASR 

and LLM will be purchased additionally 

or bring your API keys for ASR and LLM 

service providers

Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist
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1700-3015-XXX
Floatbot.AI Agent Assist - Chat based 

[Essential]

Next best action:

The AI Agent Assist acting as a co-pilot 

to the Agent. LLM will be purchased 

additionally or bring your API keys for 

LLM service providers

Requires:

MIN QTY 10

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist

1700-3396-XXX
Floatbot IVA (Omni Channel Voicebot or 

Chatbot) Growth Plan

This bundle is for most advance Voice 

AI Agent and/or Chat AI Agent powered 

by Agent M, Agentic AI (LLM based) 

framework of Floatbot.AI, that includes 

25,000 call minutes or Chat 

Sessions (30 minutes) every 

month.

Includes ASR, TTS and LLM

With Max Limit of 150 

Concurrent Calls. 

Complexity: High (Guideline: Up 

to 25 workflows or use cases

Language: English + two regional 

language)

Regions: North America, Europe, 

LATAM

Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot DEVone 

Professional Services

- 1700-3397-XXX Floatbot.AI Overage 

(Omni Channel Voicebot or Chatbot)

OR

- 1700-3403-XXX Floatbot.AI - Auto 

Summary + QA Checklist 
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1700-3397-XXX
Floatbot IVA (Omni Channel Voicebot or 

Chatbot) Enterprise Plan

This bundle is for most advance Voice 

AI Agent and/or Chat AI Agent powered 

by Agent M, Agentic AI (LLM based) 

framework of Floatbot.AI, that includes 

55,500 call minutes or Chat 

Sessions (30 minutes) every 

month.

Includes ASR, TTS and LLM

With Max Limit of 150 

Concurrent Calls. 

Complexity: High (Guideline: Up 

to 25 workflows or use cases

Language: English + two regional 

language)

Regions: North America, Europe, 

LATAM

Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot DEVone 

Professional Services

- 1700-3397-XXX Floatbot.AI Overage 

(Omni Channel Voicebot or Chatbot)

OR

- 1700-3403-XXX Floatbot.AI - Auto 

Summary + QA Checklist 

1700-3398-XXX
Floatbot.AI Overage - IVA Voicebot or 

IVA Chatbot

Over and Above the usage of the 

Bundle Minutes or Chat Session, 

additional per Minute.

Required for: 

- 1700-3396-XXX Floatbot IVA (Omni 

Channel Voicebot or Chatbot) Growth 

Plan

- 1700-3397-XXX Floatbot IVA (Omni 

Channel Voicebot or Chatbot) 

Enterprise Plan
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1700-3399-XXX
Floatbot.AI Agent Assist - Voice based 

[Per Call]

An agent assist application within CX 

one Agent  that offers real-time insights 

and suggestions to help respond to the 

customer. This product includes 

licensing to CXone expert or integration 

to a 3rd party knowledge solutions 

require to generate knowledge-driven 

content for the agent. In addition, the 

Voice offering co-pilot for the agents 

includes the transcription for CXone 

product offerings.      

                      

Languages: (150+ languages)

English, Spanish, French, Arabic, 

Russian, Mandarin, Bahasa, Malay, 

Korean, Japanese, Tagalog, Cantonese, 

Vietnamese, Thai, Urdu, Nepali, Hindi, 

Tamil, Malayalam, Kannada, Telugu, 

Gujarthi, Marathi, Odiya, Assamese, 

Bengali, Punjabi  & more European 

languages          

Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



1700-3400-XXX
Floatbot.AI Agent Assist - Chat based 

[Per Chat session]

An agent assist application within CX 

one Agent  that offers real-time insights 

and suggestions to help respond to the 

customer. This product includes 

licensing to CXone expert or integration 

to a 3rd party knowledge solutions 

require to generate knowledge-driven 

content for the agent. 

                                                                           

Languages: (150+ languages)

English, Spanish, French, Arabic, 

Russian, Mandarin, Bahasa, Malay, 

Korean, Japanese, Tagalog, Cantonese, 

Vietnamese, Thai, Urdu, Nepali, Hindi, 

Tamil, Malayalam, Kannada, Telugu, 

Gujarthi, Marathi, Odiya, Assamese, 

Bengali, Punjabi, Approximately 150 + 

Languages

Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot 

Professional Services

- 1700-3403-XXX Floatbot.AI - 

AutoSummary + QA Checklist

1700-3401-XXX
Floatbot.AI ASR (Speech to Text 

Transcription)

Speech to Text of real-time streaming Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot DEVone 

Professional Services
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1700-3402-XXX Floatbot.AI Translation

Translate non-English to English or Vice 

Versa

Requires:

* One of the following implementation 

packages

- 610344-3019-XXX Implementation 

Block [Small] 

- 610344-3020-XXX Implementation 

Block [Medium] 

- 610344-3021-XXX Implementation 

Block [Large]

Additional Requirements:

- 610348-3018-XXX Floatbot DEVone 

Professional Services

1700-3403-XXX
Floatbot.AI - Auto Summary + QA 

Checklist 

Enlighten Auto Summary automates 

Agent Notetaking with the power of AI. 

Automatically summarize interaction in 

real time to reduce time spent taking 

post interaction notes and increase 

consistency  of account history                                                      

Auto QC: Quality check while Agent is 

speaking example, Mini-Miranda 

spoken partially or completely                                           

QC Checklist: Ensures that all the 

important sentences are spoken as per 

SOP (Personal Greetings, Mini-Miranda, 

Closing etc.) 

Requires one of the following: 

- 1700-3005-XXXFloatbot IVA (Voice AI 

Agent or Voicebot) - Growth Plan

- 1700-3006-XXX Floatbot IVA (Voice AI 

Agent or Voicebot) - Enterprise Plan

- 1700-3007-XXX Floatbot Overage - IVA 

Voicebot

- 1712-3012-XXX Floatbot.AI Agent 

Assist - Voice based [Per Agent]

-1700-3015-XXX Floatbot.AI Agent 

Assist - Chat based [Essential]

Required Implementation

- 610348-3018-XXX Floatbot DEVone 

Professional Services

1710-3041-XXX Voice Biometrics for CXone IVR (per call)

Allows an interactive voice self service 

interaction to verify a caller's identity 

using the biometric characteristics as 

they interact with Voice Biometrics (e.g. 

an IVR asks "please tell me your date of 

birth"). Identity validation is based on 

enrolled voice samples for a given 

caller.

 - Identity validation is based on 

enrolled voice samples for a given 

caller.

 - Billed monthly per call

Requires:

- 610296-3047-XXX Voice Biometrics for 

CXone IVR Implementation Package
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1710-3043-XXX
Voice Biometrics Anti-Fraud Bundle 

Package (per call)

The Voice Bio Anti-Fraud Bundle 

packages Voice Biometrics plus Liveness 

detection plus Anti-Fraudster Blocklist 

into a single SKU. This capability is for a 

single call regardless of a self service 

and then escalated to an agent 

interaction and multiple transfers. This 

SKU provides the Voice Bio, Liveness 

and Fraudster blocking for the different 

segments of the interaction.

- Billed monthly per call

Requires:

- 1710-3041-XXX Voice Biometrics for 

CXone IVR (per call)

1710-3044-XXX
Voice Biometrics Liveness Detection 

(per call)

The Voice Bio Liveness Detection is an 

add-on to the Enlighten Voice Bio 

offering to distinguish and identify 

when a caller is using a recorded or 

generated voice to access the system.

Requires:

- 1710-3041-XXX Voice Biometrics for 

CXone IVR (per call)

1710-3045-XXX
Voice Biometrics Fraudster Blocklist 

(per call)

The Voice Bio Fraudster Blocklist is an 

add-on to the Voice Bio offering to 

compare identified negative voice prints 

with known fraudster profiles.

Requires:

- 1710-3041-XXX Voice Biometrics for 

CXone IVR (per call)

1720-3074-XXX NovelVox Agent Accelerator - Named

The Agent Accelerator is a unified agent 

desktop application comes pre-

integrated with NICE voice and supports 

additional integration with 3rd party 

application. This SKU is charged for 

number of users (named agents) on per 

user per month basis (billed annually).

Requires: 

- Minimum QTY: 10

- 1720-3076-XXX NovelVox Agent 

Platform Fee

- 1721-3089-XXX NovelVox Agent Seat 

License Overage

- 610347-3073-XXX NovelVox 

Installation Service Pack
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1720-3075-XXX
NovelVox Agent Accelerator - 

Concurrent

The Agent Accelerator is a unified agent 

desktop application comes pre-

integrated with NICE voice and supports 

additional integration with 3rd party 

application. This SKU is charged for 

number of users (concurrent agents) on 

per user per month basis (billed 

annually).

Requires: 

- Minimum QTY: 10

- 1720-3076-XXX NovelVox Agent 

Platform Fee

- 1721-3089-XXX NovelVox Agent Seat 

License Overage

- 610347-3073-XXX NovelVox 

Installation Service Pack

1720-3076-XXX NovelVox Agent Platform Fee

Platform fee includes configuration, 

core licenses and integrations with NICE 

and a 3rd party application.

Required MRC platform fee per BU for: 

- 1720-3074-XXX NovelVox Agent 

Accelerator - Named

- 1720-3075-XXX NovelVox Agent 

Accelerator - Concurrent

1720-3077-XXX
NovelVox Add on Premium Integration 

Pack

Additional Integration Pack Premium 

for agent accelerator up to 3 additional, 

3rd party integrations (Addon Optional) 

(billed annually)

Requires: 

- TBD NovelVox Agent Accelerator - 

Named

OR

- TBD NovelVox Agent Accelerator - 

Concurrent

1720-3078-XXX NovelVox Add on Basic Integration Pack

Additional Integration Pack Basic for 

agent accelerator up to 1 additional, 

3rd party integrations (Addon Optional) 

(billed annually)

Requires: 

- TBD NovelVox Agent Accelerator - 

Named

OR

- TBD NovelVox Agent Accelerator - 

Concurrent

1720-3079-XXX NovelVox CTI Connector - Named

CTI Connector embeds call controls 

within CRM & ticketing applications and 

integrates NICE contact center. This SKU 

is charged for number of users (named 

agents) on per user per month basis 

(billed annually).

Requires:

- Minimum QTY: 10

- TBD NovelVox CTI Platform Fee

- TBD NovelVox CTI Seat License 

Overage

- TBD NovelVox Installation Service Pack

1720-3080-XXX NovelVox CTI Connector - Concurrent

CTI Connector embeds call controls 

within CRM & ticketing applications and 

integrates NICE contact center. This SKU 

is charged for number of users 

(concurrent agents) on per user per 

month basis (billed annually).

Requires:

- Minimum QTY: 10

- TBD NovelVox CTI Platform Fee

- TBD NovelVox CTI Seat License 

Overage

- TBD NovelVox Installation Service Pack
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1720-3081-XXX NovelVox CTI Platform Fee

Platform fee includes configuration, 

core licenses and integrations with NICE 

and a 3rd party application.

1720-3082-XXX Widget Build for CTI Connector

NovelVox CTI Connectors is an out of 

the box solution but is configurable. 

Workflows and 3rd party data can also 

be displayed inside of the connectors. 

(billed annually) 

1720-3083-XXX NovelVox iVision - Named

iVision is a wallboard and agent 

dashboard application for a unified 

view of NICE contact center real-time 

performance stats. This SKU is charged 

for number of users (named agents) on 

per user per month basis (billed 

annually).

Requires:

- Minimum QTY: 10

- TBD NovelVox iVision Platform Fee

- TBD NovelVox iVision Seat License 

Overage

- TBD NovelVox Installation Service Pack

1720-3084-XXX NovelVox iVision - Concurrent

iVision is a wallboard and agent 

dashboard application for a unified 

view of NICE contact center real-time 

performance stats. This SKU is charged 

for number of users (concurrent agents) 

on per user per month basis (billed 

annually).

Requires:

- Minimum QTY: 10

- TBD NovelVox iVision Platform Fee

- TBD NovelVox iVision Seat License 

Overage

- TBD NovelVox Installation Service Pack

1720-3085-XXX NovelVox iVision Platform Fee
Platform fee includes configuration, 

core licenses and integrations with 

NICE.

1720-3086-XXX NovelVox NV Desk - Named

NV Desk is a case management 

application pre-integrated and 

embedded within the NICE contact 

center agent workspace. This SKU is 

charged for number of users (named 

agents) on per user per month basis 

(billed annually).

Requires: 

- Minimum QTY: 10

- TBD NovelVox NV Desk Platform Fee

- TBD NovelVox NV Desk Seat License 

Overage

- TBD NovelVox Installation Service Pack
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1720-3087-XXX NovelVox NV Desk - Concurrent

NV Desk is a case management 

application pre-integrated and 

embedded within the NICE contact 

center agent workspace. This SKU is 

charged for number of users 

(concurrent agents) on per user per 

month basis (billed annually).

Requires: 

- Minimum QTY: 10

- TBD NovelVox NV Desk Platform Fee

- TBD NovelVox NV Desk Seat License 

Overage

- TBD NovelVox Installation Service Pack

1720-3088-XXX NovelVox NV Desk Platform Fee
Platform fee includes configuration, 

core licenses and integrations with 

NICE.

1721-3089-XXX NovelVox Agent Seat License Overage
Overages are charged when Seat 

Licenses are utilized in excess of the 

amount sold. 

1721-3090-XXX NovelVox CTI Seat License Overage
Overages are charged when Seat 

Licenses are utilized in excess of the 

amount sold. 

1721-3091-XXX NovelVox iVision Seat License Overage
Overages are charged when Seat 

Licenses are utilized in excess of the 

amount sold. 

1721-3092-XXX NovelVox NV Desk Seat License Overage
Overages are charged when Seat 

Licenses are utilized in excess of the 

amount sold. 

1803-2500-000-XX WhatsApp Usage

Usage charges for the  WhatsApp 

channel based on WhatsApp pricing 

model 

- Billed every month (MRC) aligned to 

the customer billing cycle

- Enables WhatsApp as a customer 

interaction channel in CXone

- This SKU does not include 

implementation of the WhatsApp 

Channel

- This SKU does not include WhatsApp 

handling fee

Requires:

- 1803-2501-000-XX WhatsApp 

Handling Fee (cost)

Required for: 

- ACD/IVR with Digital Add-On

- CXone Mpower Bundles with Digital 

Add-on
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1803-2501-000-XX WhatsApp Handling Fee (cost)

Handling fee equal to 15% of the 

WhatsApp Usage

- Billed every month (MRC) aligned to 

the customer billing cycle

- This SKU does not include 

implementation of the WhatsApp 

Channel

- This SKU does not include of the 

WhatsApp Usage

Requires:

- 1803-2500-000-XX WhatsApp Usage

Required for: 

- ACD/IVR with Digital Add-On

- CXone Mpower Bundles with Digital 

Add-on

1892-271-000-XX
Service Support Partner Concurrent 

Users

-Billed based on the highest number of  

Users logged into the platform at any 

one time during the month. This 

includes Admin users.

-Includes access to customer support 

training module and online knowledge 

base tools

-7x24x365 Technical Support via phone 

and online service site

1892-466-000-XX Service Support - Configured Agent

-Billed based on the highest number of  

active Configured Users set up on the 

platform at any one time during the 

month. This includes Admin users.

-Includes access to customer support 

training module and online knowledge 

base tools

-7x24x365 Technical Support via phone 

and online service site
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2100-1850-000-XX
CXone Expert Standard Employee 

Experience (EX) (per Configured User)

CXone Expert Standard functionality 

includes:

- Internal search with AI drill down 

functionality

- Intuitive navigation paths for 

knowledge discovery

- Basic feedback optionality and page 

voting

- Individual user usage reporting

- Integration with CRM, Case 

Management, Chat, Internal bot, IAM

- Minimum 5 Advanced users are 

required for Administration and 

Knowledge Management

- Billed monthly per contracted quantity

MIN QTY of 20 required for Standard 

Employee Experience and MIN QTY of 5  

required of 2100-1851-000-XX CXone 

Expert Advanced Employee Experience 

(EX) (per Configured User).

- Quotes over Qty 1,000 require Product 

approval 

- Can be sold stand-alone without 

CXone 

REQUIRES:

- 610261-1856-000-XX CXone Expert 

Employee Experience (EX) 

Implementation

OR

- 610261-1858-000-XX CXone Expert 

Custom SOW Implementation

NOTE: Custom SOW Implementation 

will determine scope of implementation 

needed. Cost varies based on scope.
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2100-1851-000-XX
CXone Expert Advanced Employee 

Experience (EX) (per Configured User)

Includes CXone Expert Standard 

functionality plus:

- Advanced user feedback features

- Authoring workflow support

- KCS workflow support

- Advanced user roles and features for 

draft contributor, author, editor, 

reviewer, admin

- Full access to reporting suite and 

content curation features (bulk 

updating, revision history etc.)

- Billed monthly per contracted quantity

MIN QTY of 5 when ordered with for 

2100-1850-000-XX CXone Expert 

Standard Employee Experience (EX) (per 

Configured User) and a MIN Qty 50 for 

that product.

- Quotes over Qty 1,000 require Product 

approval 

- Can be sold stand-alone without 

CXone 

REQUIRES:

- 610261-1856-000-XX CXone Expert 

Employee Experience (EX) 

Implementation

OR

- 610261-1858-000-XX CXone Expert 

Custom SOW Implementation

NOTE: Custom SOW Implementation 

will determine scope of implementation 

needed. Cost varies based on scope.

2100-1853-000-XX
CXone Expert Public FAQ Add-on (per 

BU)

Add-on for Web FAQ Portal

- Provides limited self-serve on public 

web. Less than 500 pages public

- Requires CXone Expert Advanced 

Employee Experience (EX) to be 

licensed as pre-requisite

- Billed monthly per contracted quantity

Requires:

- 2100-1851-000-XX CXone Expert 

Advanced Employee Experience (EX) 

(per Configured User)
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2100-1854-000-XX
CXone Expert Customer Experience (CX) 

Suite (per Portal)

Fully brandable self-service web 

experience for customers, 

partner or company internal use 

with ability to require 

authentication and restrict 

viewer access privileges.  

Includes:

- 20 Named CXone Expert 

Advanced Employee Experience 

(EX) licenses

- When used publicly, comes 

equipped with auto-scaling 

infrastructure for peak demand 

and security hardening against 

cyber attacks

- When used publicly, auto 

optimizes for public search 

engine performance and 

audience capture via search 

engine queries

- Billed monthly per contracted 

quantity

*MAXIMUM QTY 5

Max QTY 5

-Can be sold stand-alone without CXone 

Requires:

- 610261-1857-000-XX CXone Expert 

Customer Experience (CX) Suite 

Implementation

OR

- 610261-1858-000-XX CXone Expert 

Custom SOW Implementation

*Custom SOW Implementation will 

determine scope of implementation 

needed. Cost varies based on scope.
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2100-1997-000-XX
CXoneExpert Instant Translation (per 

4,000 Pages)

- With CXone Expert’s instant 

translation, customers can meet the 

needs of their emerging markets by 

extending knowledge wherever it is 

needed and serve markets they could 

never reach before by making it 

available immediately, anywhere.

- Additionally, CXone Expert’s instant 

translation tracks and reports on which 

languages are commonly requested, so 

customers can build insight into what is 

their total addressable market, usage 

and adoption, and help guide decision 

making around deploying language-

specific Expert instances.

- Billed monthly per BU.

- Each language translation is 

considered separately for the total 

pages translated. 

- A page is defined as 5,000 characters.

- A page rate will apply per page 

exceeded beyond 4,000 included.

Add-on to the following Products 

required pre-requisites:

1) CXone Expert (EX) 

2100-1850-000-XX  CXone Expert 

Standard Employee Experience (EX) (per 

Configured User)

2100-1851-000-XX  CXone Expert 

Advanced Employee Experience (EX) 

(per Configured User)

OR

2) CXone Expert (CX)

2100-1854-000-XX  CXone Expert 

Customer Experience (CX) Suite (per 

Portal)	

Only qty of 1 can be ordered.

2100-1998-000-XX
CXoneExpert Instant Translation 

Overage Rate (per Page)

- Billed monthly per page exceeded 

beyond 4,000 pages.

- A page is defined as 5,000 characters.

- Each language translation is 

considered separately for the total 

pages translated. 

Required with 2100-1997-000-XX 

CXone Expert Instant Translation (per 

4,000 Pages)
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2100-2399-000-XX CXone Expert for Guide (per BU)

CXone Expert knowledge base instance 

for CXone Guide only (to be used only 

when there is not any CXone Expert CX 

or EX being licensed in addition to 

CXone Guide).

INCLUDES:

- Knowledge management interface 

CXone Guide, if a CXone Expert instance 

is not already deployed.

- CXone Branded interface

- Basic CXone Expert editing feature

- Includes 5 CXone Expert Advanced 

Seats, when sold stand-alone with 

Guide

- Billed monthly per contracted quantity

Requires:

- 3100-2157-000-XX​ CXone Guide (per 

offer)

And

- 610280-2159-000-XX CXone Guide and 

Expert Integration

2950-1735-000-XX CXone Voice Diagnostics (per BU)

Provides access to call ladder and RTP 

media level quality of service to 

troubleshoot voice quality issues

-Billed monthly per contracted rate

Key product features & components:

- Provides call ladder and call flow 

visualization

- Correlates call legs between NICE 

CXone network and external / carrier 

network

- Provides RTP media level quality 

including MOS, jitter, packet loss and 

latency

- Accelerates root cause analysis and 

mean time to resolution

Requires: 

- ACD/IVR
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307-6-163-XX
CXone Mpower ACD / IVR (per 

Configured User)

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 1 Universal Port ($75 value) – Used for 

IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

1 GB of storage per BU for recordings, 

prompts, scripts, messages, and files. 

Additional charges may apply for more 

storage

- If Call Recording per User is selected, 

customer will get 1 GB of storage per 

seat

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

(Standard, Encrypted, VPN, FTP, SFTP, 

Web Service, and HTML Connector)

- 24 x 7 Network Operations Center 

monitoring

- Redundant servers in Software as a 

Service model

Requires:

- 308-8-167-XX CXone Additional 

Configured Universal Port (beyond 1 

port included)

- 1892-466-000-XX Service Support 

Configured Agent

- 4107-1709-000-XX CXone Mpower 

Audio Recording (per Configured User)

OR

- 4107-645-000-XX CXone Mpower 

Audio Recording Advanced (per 

Configured User) 

- CXone Success Package

- Base Implementation Package 

Required products auto-added to 

Schedule B of Service Contract: 

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-000-000-XX CXone Recording 

Export (per Interaction)
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307-6-165-XX
CXone Mpower ACD / IVR (per 

Concurrent User)

- 1 User License - billed based on the 

highest number of users logged into the 

platform at any one time during the 

month

- 1 Universal Port – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

- Additional features and services 

included with this contract:

1 GB of storage per BU for recordings, 

prompts, scripts, messages, and files. 

Additional charges may apply for more 

storage

- If Call Recording per User is selected, 

customer will get 1 GB of storage per 

seat.

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

(Standard, Encrypted, VPN, FTP, SFTP, 

Web Service, and HTML Connector)

- 24 x 7 Network Operations Center 

monitoring

- Redundant servers in Software as a 

Service model

- Standard technical support

- Product maintenance and 

Requires:

- 308-8-168-XX CXone Additional 

Concurrent Universal Port (beyond 1 

port included)

- 1892-271-000-XX Service Support 

Partner Concurrent Users

- 4107-1832-000-XX CXone Mpower 

Audio Recording (per Concurrent User)

OR

- 4107-1641-000-XX CXone Mpower 

Audio Recording Advanced (per 

Concurrent User)

- CXone Success Package

- Base Implementation Package 

Required products auto-added to 

Schedule B of Service Contract: 

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1477-000-XX CXone Business 

Intelligence Viewer License (per 

Configured User)

- 4125-000-000-XX CXone Recording 

Export (per Interaction)
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307-6-602-XX
CXone Voice Add-on (per Configured 

User)

INCLUDES:

- 1 User License - Configured Users are 

billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

- 3 Universal Port – Used for IVR

- Call Monitoring

- Virtual queue

- Agent Scripting

- Text to Speech

- Call conferencing (long distance 

charges apply)

- Monitor, Coach, and Barge 

functionality

Additional features and services 

included with this contract:

- Contact Center all-inclusive reporting

- IVR programming toolset

- Capability for CTI and Connectivity 

(Standard, Encrypted, VPN, FTP, SFTP, 

Web Service, and HTML Connector)

- 24 x 7 Network Operations Center 

monitoring

- Redundant servers in Software as a 

Service model

- Standard technical support

- Product maintenance and 

enhancement releases

- NICE Dojo with the latest eLearning 

product courses

- Online documentation and help

REQUIRES ONE OF THE FOLLOWING:

 

- 12653-1704-000-XX CXone Digital 

Agent (per Configured User) 

- 307-6-676-XX CXone Digital Agent (per 

Concurrent User) 

- 307-6-163-XX CXone ACD / IVR (per 

Configured User) 

- 307-6-165-XX CXone ACD / IVR (per 

Concurrent User)

NOTE: 307-6-602-XX CXone Voice Add-

on (per Configured User) quantity 

cannot exceed Digital Agent quantity; 

for example, a digital only agent would 

have to purchase 12653-1704-000-XX 

CXone Digital Agent and cannot 

substitute 307-6-603-XX CXone Digital 

Add-on.
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307-6-603-XX
CXone Digital Add-on (per Configured 

User)

Includes Digital First Chat, Digital First 

Email, SMS, Apple Apps Review, Apple 

Business Chat, Facebook, Google 

Business Messenger, Google Places, 

Google Play, Instagram, Line, LinkedIn, 

MS Teams, Slack, Telegram, Twitter, 

Viber, WhatsApp, YouTube, BYO 

Channel and Instagram Direct.

- Users are billed based on the number 

of active users in any digital skill, at any 

time during the month.

- Applies to Live Agents only – no BOTs, 

Surveys, Alerts, or Proactive Outbound 

Campaigns

Unlimited Digital Channels include:

- Apple Apps Review, Apple Business 

Chat, Facebook, Google Business 

Messenger, Google Places, Google Play, 

Instagram, Line, LinkedIn, MS Teams, 

Slack, Telegram, Viber, YouTube, BYO 

Channel.

SMS Channel:

- The right to use SMS is included in the 

bundle, but SMS Codes (long, short, toll 

free) and the associated message rates 

vary by country and are sold separately.

WhatsApp Channel:

- Customer will be charged for the 

conversation costs incurred on their 

Requires one of the following:

 

- 12654-1705-000-XX CXone Mpower 

Voice Agent (per Configured User)  

- 12654-1706-000-XX CXone Mpower 

Voice Agent ( per Concurrent User) 

- 307-6-163-XX CXone ACD / IVR (per 

Configured User) 

- 307-6-165-XX CXone ACD / IVR (per 

Concurrent User)

*QTY ordered cannot exceed the Voice 

Agent or ACD/IVR QTY
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307-6-676-XX
CXone Mpower Digital Agent (per 

Concurrent User)

Includes Digital Agent, Digital Channels, 

5 GB Active Storage, displaying Guide 

entry points and CXone Integrated 

Softphone (additional Softphone 

charges will apply for the UAE region). 

NRC varies based on number of 

channels selected.

- Enables one concurrent Digital 

Interactions w/ Channels (no 

Phone/Voice).

- Concurrent Users are billed based on 

the highest number of users logged into 

the platform at any one time during the 

month.

- Users include Agents, Supervisors, 

Managers, Administrators or any other 

users.

- Applies to Live Agents only – no BOTs, 

Surveys, Alerts, or Proactive Outbound 

Campaigns

Unlimited Digital Channels include:

-  Apple Apps Review, Apple Business 

Chat, Facebook, Google Business 

Messenger, Google Places, Google Play, 

Instagram, Line, LinkedIn, MS Teams, 

Slack, Telegram, Twitter, Viber, 

WhatsApp, YouTube, BYO Channel.

SMS Channel:

- The right to use SMS is included in the 

bundle, but SMS Codes (long, short, toll 

Base Implementation is required (i.e. 

Workgroup, Corporate, Enterprise).  

- Applicable Channel Implementation 

package(s)

REQUIRES:

- 309-2275-000-XX Active Storage (Per 

GB)

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)	

- 3880-1539-000-XX CXone Business 

Intelligence Viewer License (per 

Concurrent User)- 4125-0000-000-XX 

CXone Recording Export (per 

Interaction)

-  Applicable Channel Implementation 

package(s)

Optional NRCs for digital channels 

implementations:

- 610223-1682-000-XX	CXone 

Messaging Twitter Implementation

- 610223-1683-000-XX	CXone 

Messaging Instagram Implementation

- 610223-1684-000-XX	CXone 

Messaging Line Implementation

- 610223-1685-000-XX	CXone 

Messaging LinkedIn Implementation

- 610223-1686-000-XX	CXone 

Messaging Telegram Implementation

- 610223-1687-000-XX	CXone 

308-8-167-XX
CXone Additional Configured Universal 

Port (beyond 1 port included)

- Universal Port in excess of port 

included with seat

- Used for IVR and Voice

Requires:

- 307-6-163-XX CXone Mpower ACD/IVR 

(per Configured User)

308-8-168-XX
CXone Additional Concurrent Universal 

Port (beyond 1 port included)

- Universal Port in excess of port 

included with seat

- Used for IVR and Voice

Requires:

- 307-6-165-XX CXone Mpower ACD/IVR 

(per Concurrent User)

308-8-169-XX
CXone Additional Configured Universal 

Port (Beyond 3 ports included)

- Universal Port in excess of 3 ports 

included with seat

- Used for IVR and Voice
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308-8-540-XX
CXone Additional Concurrent Universal 

Port (Beyond 3 ports included)

- Universal Port in excess of 3 ports 

included with seat

- Used for IVR and Voice

308-8-792-XX
CXone Additional Configured Universal 

Port (Beyond 2 ports included)

Universal Port used for IVR and Voice​

Billed monthly in excess of 2 ports 

included with seat 

Required for: 

- 12654-2216-000-XX​ CXone Voice 

Agent - Enterprise (per Configured User)

- 12656-2218-000-XX​ CXone 

Omnichannel Agent - Enterprise (per 

Configured User)

- 12657-2220-000-XX​ CXone Essentials 

Suite - Enterprise (per Configured User)

- 12658-2222-000-XX​ CXone Core Suite - 

Enterprise (per Configured User)

- 12659-2224-000-XX​ CXone Complete 

Suite - Enterprise (per Configured User)

308-8-793-XX
CXone Additional Concurrent Universal 

Port (Beyond 2 ports included)

Universal Port used for IVR and Voice​

Billed monthly in excess of 2 ports 

included with seat 

Required for: 

- 12654-2217-000-XX​ CXone Voice 

Agent - Enterprise (per Concurrent 

User)

- 12656-2219-000-XX​ CXone 

Omnichannel Agent - Enterprise (per 

Concurrent User)

- 12657-2221-000-XX​ CXone Essentials 

Suite - Enterprise (per Concurrent User)

- 12658-2223-000-XX​ CXone Core Suite - 

Enterprise (per Concurrent User)

- 12659-2225-000-XX​ CXone Complete 

Suite - Enterprise (per Concurrent User)

309-2275-000-XX Active Storage (Per GB)

Storage and management of recordings, 

prompts, scripts, messages, and files.​

- Billed per GB beyond the free storage 

included with the license.

Required for every new service contract 
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309-2386-000-XX Multi-Region Storage Transfer (per GB)

Multi-Region Storage (MRS) feature 

provides a way to save the files in 

international region/s outside the 

CXone hosted region.

- Allows customer to configure MRS 

rules based on DNIS, Team, Skills, Agent​ 

to determine the target location for a 

file

- Billed monthly per GB based on 

amount of data transferred to and from 

regions outside the hosted region.​

Requires:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- CXone Mpower Audio Recording

- Active Storage

3093-2474-000-XX

CXone Mpower Engagement Hub 

Network Connectivity Setup - Open 

Internet

Network Connectivity setup over Open 

Internet for CXone Mpower 

Engagement Hub, for a single customer 

data center. 

Including:

- SBC setup

- SIP trunk establishment 

- IPsec tunneling for CTI Redundancy

Required for:

- 3095-2526-000-XX CXone Open 

Recording Advanced for 3rd party ACD

3093-2477-000-XX
CXone Mpower Engagement Hub 

Network Connectivity Setup - VPN

VPN setup for CTI connectivity to a 

single customer data center for CXone 

Mpower Engagement Hub. 

Including:

- Coordination of VPN settings with the 

customer

- Provisioning the VPN and setup 

routing

- Redundancy

Optional for:

- 3095-2526-000-XX CXone Open 

Recording Advanced for 3rd party ACD
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3094-2472-000-XX

CXone Mpower Engagement Hub Real-

Time Recording implementation of up 

to the first 1000 users

CXone Mpower Engagement Hub Real-

Time Recording, application-related 

implementation for up to the first 1000 

Users (for Avaya, count DMCC Devices 

and Users for total users). 

Includes:

-Project management and Professional 

Service Engineer (Total hours 125)

-Engineer time to configure devices and 

interfaces  

- Coordination with the customer and 

connectivity teams 

- Admin training for the CXone interface 

for both user and device admin (up to 

12 attendees)

- Implementation of a single telephone 

system

- One go live

- Customer must provide appropriate 

resources to make changes to their ACD 

according to the documentation 

provided

- Does not include API work for 

Masking, block recording, or business 

data. Etc

Required for:

- 3095-2526-000-XX CXone Open 

Recording Advanced for 3rd party ACD

3094-2473-000-XX

CXone Mpower Engagement Hub Real-

Time Recording implementation of 

additional 1000 users

CXone Mpower Engagement Hub Real-

Time Recording  implementation of an 

additional 1000 users (for Avaya, count 

DMCC Devices and Users for total 

users). 

Includes: 

-Engineer time to configure Users 

Optional for:

- 3095-2526-000-XX CXone Open 

Recording Advanced for 3rd party ACD

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



3095-2526-000-XX
CXone Mpower Engagement Hub Real-

Time Recording (per Configured User)

CXone Mpower Engagement Hub Real-

Time Recording enables customers to 

keep their existing ACD (cloud or on-

prem) and to benefit from CXone 

application suite. Including online 

connectivity to 3rd party ACDs such as 

Avaya, Cisco and Genesys. The solution 

includes: Includes: - Real-time 

connectivity to one 3rd party ACD - 

Voice call recording through CXone’s 

native recording function - 5GB Active 

Storage per agent per month at no 

additional cost

Min QTY 50 Required

- Can be sold standalone

Requires: 

- 610086-368-000-XX CXone Business 

Unit Setup

- 3094-2472-000-XX CXone Open 

Recording Implementation of up to 500 

Devices

- 3093-2474-000-XX CXone Open 

Network Connectivity Setup - Open 

Internet

Additional Required Products:

- 309-2275-000-XX CXone Active 

Storage

- 309-565-000-XX Long Term Storage 

(per GB)

- 309-566-000-XX Long Term Storage 

Retrieval (per GB)

- 4125-0000-000-XX CXone Recording 

Export (per interaction)

- CXone Business Intelligence View 

License

- Applicable Success Package (based on 

number of seats)

Optional Products:

- Screen Recording

- Quality Management, QM Advanced, 

QM Premium

- Interaction Analytics, IA Advanced, IA 

Premium
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309-565-000-XX Long Term Storage (per GB)

Provides cost-effective long-term 

storage for data archiving requirements

- Billed per GB stored

- Key product features & components:

     - Lower data storage costs by 

eliminating the need to implement and 

maintain a separate storage 

infrastructure for long-term storage 

requirements

     - Seamless data transfer from short-

term to long-term storage    

     - Auto purge data when it is no 

longer needed by defining 'time to live' 

based on the type of data stored 

     - Scalable cloud infrastructure

     - State-of-the-art data encryption 

technology

Required for every new service contract

309-566-000-XX Long Term Storage Retrieval (per GB)

Provides metadata-based search 

capabilities to locate and retrieve data 

from long-term storage

- Billed per GB retrieved

- Key product features & components:

- Comprehensive metadata search 

capabilities for easy retrieval

- Move files to active storage for 

analysis, audits, and other needs

- Time for files to remain in active 

storage can be specified during retrieval

Required for every new service contract
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3100-2157-000-XX CXone Guide (per offer)

CXone Guide can be configured to 

anticipate where customers need 

assistance during the online journey 

and proactively guide the customer 

with content either from the 

knowledgebase or a web page. 

- Billed monthly based on total number 

of offers, with a minimum of 15,000 

offers per month.

- Allows access to proactive offers, 

tagging, advanced conditions and Guide 

reports​

- Required for Mobile SDK proactive 

offer.

- An offer occurs when a rule 

proactively invites a customer, while on 

the website or mobile app, to engage 

with a digital asset such as content, bot, 

a business application or contact center 

agents. 

- Each offer is counted as one.  Click 

throughs are not counted as additional 

separate offers.

​'Minimum qty 15,000​

Pre-Requisite:

- ACD/IVR with Digital Add-on and 

Digital Chat

*At least one Expert package.

- 2100-1850-000-XX CXone Expert 

Standard Employee Experience (EX)​

- 2100-1851-000-XX CXone Expert 

Advanced Employee Experience (EX)​

- 2100-1854-000-XX CXone Expert 

Customer Experience (CX) Suite (per 

Portal)​

Requires:

- 610280-2158-000-XX​  CXone Guide 

Professional Services Hours
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312-913-000-XX Custom Storage (per Seat)

Allows customer to use their own AWS 

storage/Azure Storage

Billed per Seat per month (will match 

ACD count)

Key product features & components: 

Support integration with AWS S3/Azure 

Storage

Can be leveraged only if customer is 

enabled for Cloud storage

Store file types like Call Log and Screen 

Recording

If Custom Storage is turned off, 

Customer's storage will revert to default 

Cloud Storage

When Custom Storage is ON, existing 

TTL screen is disabled and will not be 

effective/used

Requires: 

- 610187-914-000-XX Custom Storage 

Setup
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3322-3322-XXX
Enhanced Customer Card (per 

Configured Agent)

An Enhanced Customer Card that 

provide customer data and interaction 

history to empower agents with the 

information needed for effective 

communication.

Comes with the following applications 

and features:

- Contact Manager: A customer 

database that allows you to unify 

customer information from disparate 

data sources.

- Customer List:  A customer list view 

that allow agents to search, sort, edit 

customer details and create customer 

records in Contact Manager.

- Customer Details:  A view of the 

customer profile with a pre-defined set 

of attributes including standard and 

custom fields.

- Click-to-Contact:  Ability for Agents to 

initiate an interaction from the 

Enhanced Customer Card to call, email 

or SMS a customer

- Customer Notes:  Ability for Agents to 

read and store notes associated to a 

Customer.

- Customer Interaction History:  A 

consolidated view of all multi-channel 

interactions associated to a customer.

- Interaction Association / Re-

Association:  Ability to link 

automatically or manually by agent 

multi-channel interactions to a 

Can be sold standalone.

Requires:

- 610347-3325-XXX Enhanced Customer 

Card Implementation
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3322-3323-XXX
CXone Mpower Desk (per Configured 

Agent)

CXone Mpower Desk centralizes 

customer data and interactions into a 

single, customizable workspace - 

providing powerful workflow, contact 

management, ticketing, and visual 

scripting capabilities. It connects front-

office and back-office teams to drive 

contact center efficiency. 

Features and functionality: 

Designer Desktop Editor: 

- A desktop editor for administrators to 

customize the agent desktop, including: 

- Embedding features like Agent 

Scripting, Contact Manager, and 

Ticketing. 

- API support for data retrieval and 

updates. 

- Ability to include configurable 

components: 

Customer List

- Ability for Managers to create a 

customizable, searchable list view for 

agents or agent groups. 

- Ability for Agents to sort, search, edit 

and create customer records within 

Contact Manager.

Customer Notes 

- Ability for agents to read, add, and 

store notes associated with individual 

Can be sold standalone.

Requires:

- 610347-3326-XXX CXone Mpower 

Desk Implementation
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3347-2161-000-XX
CXone Agent for Service Cloud Voice 

(per User)

CXone Agent for Service Cloud Voice 

(SCV) is for customers who do not want 

to use Amazon Connect for Voice. ​

- Billed per User per on a monthly basis​

- Allows for CXone telephony contact 

center components to be used in the 

Salesforce Service Cloud Offering.

Requires:

- ACD/IVR

3347-714-000-XX
Frontline Services CXone Agent for 

Zendesk (per User)

A contact control interface that is 

embedded directly into the Zendesk 

CRM environment

- Billed based on the highest number of 

active users set up on the platform at 

any one time during the month. This 

includes Admin users.

Key product features & components:

- Zendesk Ticket Screen Pops

- Automatic User or Ticket creation

- Patches/Updates/New Releases

- Allows flexibility to increase or 

decrease agent licenses on demand

610210-1163-000-XX
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3348-1489-000-XX
CXone Performance Analytics for 

Salesforce Einstein (per User license)

- Includes Einstein Analytics Plus license 

on a monthly basis; allows flexibility to 

increase licenses on demand. 

- Billed Monthly 

- Key product features & components: 

       - Customizable, predictive analytics 

application that leverages NICE 

inContact data linked with Salesforce 

customer data and using Einstein 

Analytics and Einstein Discovery to 

provide customers with actionable 

insights they can use to improve key 

KPIs 

       - View applications created by 

Einstein Administrator

       - Display of relevant Einstein 

Analytics Dashboard and predictions 

while providing actionable 

recommendations
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3348-1490-000-XX
CXone Performance Analytics for 

Salesforce Einstein (per Admin license)

- Includes Einstein Analytics Plus license 

on a monthly basis; allows flexibility to 

increase licenses on demand. 

- Billed Monthly 

- Key product features & components: 

       - Customizable, predictive analytics 

application that leverages NICE 

inContact data linked with Salesforce 

customer data and using Einstein 

Analytics and Einstein Discovery to 

provide customers with actionable 

insights they can use to improve key 

KPIs 

       - Use NICE inContact Einstein 

Templates to create applications and 

stories to be used by Einstein Discovery 

       - Display of relevant Einstein 

Analytics Dashboard and predictions 

while providing actionable 

recommendations 

       - Expert Mode to Schedule and 

Manage data import from NICE 

inContact platform

3348-1491-000-XX
CXone Additional Data Row - 100 

Million (per BU per month)

- Salesforce Einstein Additional Data 

Rows - 100 Million per month per 

Salesforce Org 

- Billed Monthly
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3399-1116-000-XX
CXone Feedback Management SMS 

Channel (per BU)

Survey via SMS in Feedback 

Management

SMS messages (outbound/inbound) 

need to be purchased separately. Price 

per SMS message varies by region. The 

application uses a long/short number to 

send SMS. The long/short number 

needs to be purchased separately. Price 

and Lead time for long/short number 

vary by region. The application requires 

a gateway to send SMS. You can use 

our gateway using SKU 3399-806-000-

XX or purchase your own externally. To 

integrate with your gateway a custom 

integration will be required. The custom 

gateway integration needs to be 

purchased separately using SKU 610173-

2374-000-XX.

Key product features & components: 

Ability to Survey Via SMS.

Each outbound SMS message delivers 

one survey question and each inbound 

receives a single response to that 

question.  

Ability to control the SMS delivery 

window. 

Ability to manage survey logic

Ability to personalize the survey using 

tokens

Requires: 

- 3399-806-000-XX CXone Feedback 

Management SMS Gateway (per BU)

Required if ordered as an additional FM 

Channel:

- 610172-1475-000-XX CXone Feedback 

Management Add'l Channel Build 

(Includes 1 survey build)
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3399-1537-000-XX
CXone Mpower Feedback Management 

(per Agent)

Provides omnichannel customer surveys 

that deliver in-depth analytics and close 

loop capabilities. 

Includes 30 survey responses per agent, 

per month, across all channels. 

Customer is billed monthly based on 

the contract minimum or active number 

of agents, whichever is greater. Each 

response over the 30-per-agent limit is 

charged an overage, using SKU 3399-

1538-000-XX

Key product features & components:

 Ability to survey via IVR, email, SMS, 

online, Live Chat, digital channels, 

WhatsApp, etc.

 Capture and transcribe audio 

comments for IVR Surveys

 Auto-Translation for non-English 

surveys

 Customizable alerts and notifications 

to indicate and action close loop/survey 

response follow up

 Ability to use responses to create 

dashboards and reports for different  

roles 

 Ability to share dashboards and send 

PDF reports

 Academy access for training, best 

practices and DIY guidance

 Unlimited Power Users

 Ability to enable all survey and 

Requires:

- 3399-2727-XXX CXone Mpower 

Feedback Management Survey 

Response Bundle 

- 610172-1132-000-XX CXone Mpower 

Feedback Management Implementation 

(Includes 1 Channel + 1 Survey)

*At least one Feedback Management 

channel is required

If additional Channels are needed:

- 610172-1475-000-XX CXone Feedback 

Management Add'l Channel Build 

(Includes 1 survey build)

If additional Surveys are needed: 

- 610173-789-000-XX CXone Feedback 

Management Add'l Survey Build
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3399-1538-000-XX
CXone Feedback Management Add'l 

Survey Response

Provides omnichannel customer surveys 

that deliver in-depth analytics and close 

loop capabilities. 

Billed monthly based on total number 

of surveys received for each channel 

beyond surveys included with the 

license. 

Key product features & components:

 Ability to survey via IVR, email, SMS, 

online, Live Chat, digital channels, 

WhatsApp, etc.

 Capture and transcribe audio 

comments for IVR Surveys

 Auto-Translation for non-English 

surveys

 Customizable alerts and notifications 

to indicate and action close loop/survey 

response follow up

 Ability to use responses to create 

dashboards and reports for different  

roles 

 Ability to share dashboards and send 

PDF reports

 Academy access for training, best 

practices and DIY guidance

 Unlimited Power Users

 Ability to enable all survey and 

application UI languages as needed

Minimum requirement of 750 if sold 

standalone. 

Minimum not required if sold with 3399-

1537-000-XX CXone Feedback 

Management VoC (per Agent)
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3399-2727-XXX

CXone Feedback Management Survey 

Response Bundle - 1-1,000 survey 

responses

Provides omnichannel customer surveys 

that deliver in-depth analytics and close 

loop capabilities. 

Customer is billed monthly based on 

the contract minimum or total number 

of survey responses collected, 

whichever is greater.

Key product features & components:

 Ability to survey via IVR, email, SMS, 

online, Live Chat, digital channels, 

WhatsApp, etc.

 Capture and transcribe audio 

comments for IVR Surveys

 Auto-Translation for non-English 

surveys

 Customizable alerts and notifications 

to indicate and action close loop/survey 

response follow up

 Ability to use responses to create 

dashboards and reports for different  

roles 

 Ability to share dashboards and send 

PDF reports

 Academy access for training, best 

practices and DIY guidance

 Unlimited Power Users

 Ability to enable all survey and 

application UI languages as needed

Required for: 

-3399-1537-000-XX CXone Mpower 

Feedback Management (per Agent)
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3399-769-000-XX
CXone Feedback Management 

Salesforce Connector

Using the connector the customer 

integrates Feedback Management with 

a single Salesforce instance

Billed monthly per the contracted 

quantity and rate

Key product features & components: 

One way or two-way integration 

mapped to customer's post-interaction 

survey

Unlimited data transfer between the 

two systems

Will require customer's IT support to 

configure the connector

Requires:

- 610172-786-000-XX CXone Feedback 

Management Connector 

Implementation

3399-806-000-XX
CXone Feedback Management SMS 

Gateway (per BU)

- In order to send SMS you will need a 

SMS gateway. You can use ours or 

purchase your own externally.

- Billed monthly per the contracted 

quantity and rate

- Setup includes

     - This is a gateway that allows you to 

cast SMS surveys from the platform

3399-1116-000-XX

3400-1445-000-XX
CXone Feedback Management SMS 

Long Code

SMS Long Code used to initiate from 

and send messages to. 

- Billed per code per month.

- SMS Message Rates vary per region, 

per message rate table.

- SMS Long Code may not be available 

for all countries.

Requires: 

-  3400-1445-000-XX-N CXone Feedback 

Management SMS Long Code Setup

3400-1445-000-XX-N
CXone Feedback Management SMS 

Long Code Setup

- One-time setup to provision long 

code(s) in the carrier's system.

- Billed as a one time (non-recurring) 

charge
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3400-1446-000-XX
CXone Feedback Management Short 

Code Argentina

- Argentina 8-digit SMS Short Code used 

to initiate from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1446-000-XX-N CXone Feedback 

Management Short Code Argentina - 

SETUP

3400-1446-000-XX-N
CXone Feedback Management Short 

Code Argentina - SETUP

- One-time setup to provision Argentina 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1447-000-XX
CXone Feedback Management Short 

Code Australia (8-digit SC)

- Australia 8-digit SMS Short Code used 

to initiate from and send messages to. 

- Billed per code per month      

- SMS Message Rates vary per region, 

per message rate table

Requires: 

-  3400-1447-000-XX-N CXone Feedback 

Management Short Code Australia (8-

digit SC) - SETUP

3400-1447-000-XX-N
CXone Feedback Management Short 

Code Australia (8-digit SC) - SETUP

- Australia 8-digit SMS Short Code used 

to initiate from and send messages to. 

- Billed per code per month      

- SMS Message Rates vary per region, 

per message rate table.

3400-1448-000-XX
CXone Feedback Management Short 

Code Australia (6-digit SC)

- Australia 6-digit SMS Short Code used 

to initiate from and send messages to.

- Billed per code per month    

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1448-000-XX-N CXone Feedback 

Management Short Code Australia (6-

digit SC) - SETUP

3400-1448-000-XX-N
CXone Feedback Management Short 

Code Australia (6-digit SC) - SETUP

- One-time setup to provision Australia 

6-digit short code(s) in the carrier's 

system 

- Billed as a one time (non-recurring) 

charge

3400-1449-000-XX
CXone Feedback Management Short 

Code Belgium

- Belgium SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month  

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1449-000-XX-N CXone Feedback 

Management Short Code Belgium - 

SETUP
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3400-1449-000-XX-N
CXone Feedback Management Short 

Code Belgium - SETUP

- One-time setup to provision Belgium 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1450-000-XX
CXone Feedback Management Short 

Code Brazil

- Brazil SMS Short Code used to initiate 

from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1450-000-XX-N CXone Feedback 

Management Short Code Brazil - SETUP

3400-1450-000-XX-N
CXone Feedback Management Short 

Code Brazil - SETUP

- One-time setup to provision Brazil 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge

3400-1451-000-XX
CXone Feedback Management Short 

Code Canada

- Canada SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1451-000-XX-N CXone Feedback 

Management Short Code Canada - 

SETUP

3400-1451-000-XX-N
CXone Feedback Management Short 

Code Canada - SETUP

- One-time setup to provision Canada 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge

3400-1452-000-XX
CXone Feedback Management Short 

Code China

- China SMS Short Code used to initiate 

from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1452-000-XX-N CXone Feedback 

Management Short Code China - SETUP

3400-1452-000-XX-N
CXone Feedback Management Short 

Code China - SETUP

- One-time setup to provision China 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge

3400-1453-000-XX
CXone Feedback Management Short 

Code Colombia FTEU

- One-time setup to provision Colombia 

FTEU short code(s) in the carrier's 

system 

- Billed as a one time (non-recurring) 

charge

Requires: 

-  3400-1453-000-XX-N CXone Feedback 

Management Short Code Colombia 

FTEU - SETUP
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3400-1453-000-XX-N
CXone Feedback Management Short 

Code Colombia FTEU - SETUP

- One-time setup to provision Colombia 

FTEU short code(s) in the carrier's 

system 

- Billed as a one time (non-recurring) 

charge

3400-1454-000-XX
CXone Feedback Management Short 

Code Denmark

- Denmark SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1454-000-XX-N CXone Feedback 

Management Short Code Denmark - 

SETUP

3400-1454-000-XX-N
CXone Feedback Management Short 

Code Denmark - SETUP

- One-time setup to provision Denmark 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1455-000-XX
CXone Feedback Management Short 

Code Ecuador

- Ecuador SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month 

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1455-000-XX-N CXone Feedback 

Management Short Code Ecuador - 

SETUP

3400-1455-000-XX-N
CXone Feedback Management Short 

Code Ecuador - SETUP

- One-time setup to provision Ecuador 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1456-000-XX
CXone Feedback Management Short 

Code France

- France SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1456-000-XX-N CXone Feedback 

Management Short Code France - 

SETUP

3400-1456-000-XX-N
CXone Feedback Management Short 

Code France - SETUP

- One-time setup to provision France 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge
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3400-1457-000-XX
CXone Feedback Management Short 

Code Germany

- Germany SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table

Requires: 

-  3400-1457-000-XX-N CXone Feedback 

Management Short Code Germany - 

SETUP

3400-1457-000-XX-N
CXone Feedback Management Short 

Code Germany - SETUP

- One-time setup to provision Germany 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1458-000-XX
CXone Feedback Management Short 

Code India

- India SMS Short Code used to initiate 

from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1458-000-XX-N CXone Feedback 

Management Short Code India - SETUP

3400-1458-000-XX-N
CXone Feedback Management Short 

Code India - SETUP

- One-time setup to provision India 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge

3400-1459-000-XX
CXone Feedback Management Short 

Code Ireland

- Ireland SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1459-000-XX-N CXone Feedback 

Management Short Code Ireland - 

SETUP

3400-1459-000-XX-N
CXone Feedback Management Short 

Code Ireland - SETUP

- One-time setup to provision Ireland 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1460-000-XX
CXone Feedback Management Short 

Code Italy

- Italy SMS Short Code used to initiate 

from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1460-000-XX-N CXone Feedback 

Management Short Code Italy - SETUP
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3400-1460-000-XX-N
CXone Feedback Management Short 

Code Italy - SETUP

- One-time setup to provision Italy short 

code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1461-000-XX
CXone Feedback Management Short 

Code Malaysia

- Malaysia SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1461-000-XX-N CXone Feedback 

Management Short Code Malaysia - 

SETUP

3400-1461-000-XX-N
CXone Feedback Management Short 

Code Malaysia - SETUP

- One-time setup to provision Malaysia 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1462-000-XX
CXone Feedback Management Short 

Code Mexico

- Mexico SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1462-000-XX-N CXone Feedback 

Management Short Code Mexico - 

SETUP

3400-1462-000-XX-N
CXone Feedback Management Short 

Code Mexico - SETUP

- One-time setup to provision Mexico 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1463-000-XX
CXone Feedback Management Short 

Code Netherlands

- Netherlands SMS Short Code used to 

initiate from and send messages to. 

- Billed per code per month 

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1463-000-XX-N CXone Feedback 

Management Short Code Netherlands - 

SETUP

3400-1463-000-XX-N
CXone Feedback Management Short 

Code Netherlands - SETUP

- One-time setup to provision Mexico 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



3400-1464-000-XX
CXone Feedback Management Short 

Code New Zealand

- New Zealand SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1464-000-XX-N CXone Feedback 

Management Short Code New Zealand - 

SETUP

3400-1464-000-XX-N
CXone Feedback Management Short 

Code New Zealand - SETUP

- One-time setup to provision Mexico 

short code(s) in the carrier's system

-  Billed as a one time (non-recurring) 

charge

3400-1465-000-XX
CXone Feedback Management Short 

Code New Zealand FTEU

- New Zealand FTEU SMS Short Code 

used to initiate from and send 

messages to.

- Billed per code per month 

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1465-000-XX-N CXone Feedback 

Management Short Code New Zealand 

FTEU - SETUP

3400-1465-000-XX-N
CXone Feedback Management Short 

Code New Zealand FTEU - SETUP

- One-time setup to provision New 

Zealand FTEU short code(s) in the 

carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1466-000-XX
CXone Feedback Management Short 

Code Panama

- Panama SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1466-000-XX-N CXone Feedback 

Management Short Code Panama - 

SETUP

3400-1466-000-XX-N
CXone Feedback Management Short 

Code Panama - SETUP

- One-time setup to provision Panama 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1467-000-XX
CXone Feedback Management Short 

Code Singapore

- Singapore SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

-SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1467-000-XX-N CXone Feedback 

Management Short Code Singapore - 

SETUP
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3400-1467-000-XX-N
CXone Feedback Management Short 

Code Singapore - SETUP

- One-time setup to provision Singapore 

short code(s) in the carrier's system 

- Billed as a one time (non-recurring) 

charge

3400-1468-000-XX
CXone Feedback Management Short 

Code South Africa

- South Africa  SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1468-000-XX-N CXone Feedback 

Management Short Code South Africa - 

SETUP

3400-1468-000-XX-N
CXone Feedback Management Short 

Code South Africa - SETUP

- One-time setup to provision South 

Africa short code(s) in the carrier's 

system

- Billed as a one time (non-recurring) 

charge

3400-1469-000-XX
CXone Feedback Management Short 

Code Sweden

- Sweden SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1469-000-XX-N CXone Feedback 

Management Short Code Sweden - 

SETUP

3400-1469-000-XX-N
CXone Feedback Management Short 

Code Sweden - SETUP

- One-time setup to provision Sweden 

short code(s) in the carrier's system

- Billed as a one time (non-recurring) 

charge

3400-1470-000-XX
CXone Feedback Management Short 

Code United Arab Emirates

- United Arab Emirates SMS Short Code 

used to initiate from and send 

messages to. 

- Billed per code per month 

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1470-000-XX-N CXone Feedback 

Management Short Code United Arab 

Emirates - SETUP

3400-1470-000-XX-N
CXone Feedback Management Short 

Code United Arab Emirates - SETUP

- One-time setup to provision United 

Arab Emirates short code(s) in the 

carrier's system 

- Billed as a one time (non-recurring) 

charge
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3400-1471-000-XX
CXone Feedback Management Short 

Code United Kingdom

- United Kingdom SMS Short Code used 

to initiate from and send messages to. 

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1471-000-XX-N CXone Feedback 

Management Short Code United 

Kingdom - SETUP

3400-1471-000-XX-N
CXone Feedback Management Short 

Code United Kingdom - SETUP

- One-time setup to provision United 

Kingdom short code(s) in the carrier's 

system

- Billed as a one time (non-recurring) 

charge

3400-1472-000-XX
CXone Feedback Management Short 

Code United Kingdom FTEU

- United Kingdom  FTEU SMS Short 

Code used to initiate from and send 

messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1472-000-XX-N CXone Feedback 

Management Short Code United 

Kingdom FTEU - SETUP

3400-1472-000-XX-N
CXone Feedback Management Short 

Code United Kingdom FTEU - SETUP

- One-time setup to provision United 

Kingdom FTEU short code(s) in the 

carrier's system

- Billed as a one time (non-recurring) 

charge

3400-1473-000-XX
CXone Feedback Management Short 

Code United States

- United States SMS Short Code used to 

initiate from and send messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1473-000-XX-N CXone Feedback 

Management Short Code United States - 

SETUP

3400-1473-000-XX-N
CXone Feedback Management Short 

Code United States - SETUP

- One-time setup to provision United 

States short code(s) in the carrier's 

system

- Billed as a one time (non-recurring) 

charge

3400-1474-000-XX
CXone Feedback Management Short 

Code United States FTEU

- United States FTEU SMS Short Code 

used to initiate from and send 

messages to.

- Billed per code per month

- SMS Message Rates vary per region, 

per message rate table.

Requires: 

-  3400-1474-000-XX-N CXone Feedback 

Management Short Code United States 

FTEU - SETUP
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3400-1474-000-XX-N
CXone Feedback Management Short 

Code United States FTEU - SETUP

- One-time setup to provision United 

States FTEU short code(s) in the 

carrier's system

- Billed as a one time (non-recurring) 

charge

3400-2719-XXX
CXone Feedback Management Short 

Code Japan

Japan SMS Short Code used to initiate 

from and send messages to. Billed per 

code per month SMS Message Rates 

vary per region, per message rate table. 

Requires:

-610240-2720-XXX CXone Feedback 

Management Short Code Japan - Setup

3465-22-000-XX
CXone Performance Management (per 

Configured User)

- CXone Performance Management is a 

performance management analytical 

tool designed for monitoring and 

managing agent performance and 

behavior

- Configured Users (agents or 

supervisors) are billed based on the 

highest number of users logged into the 

platform at any one time during the 

month by team. The count of users 

includes all users on a CXone 

Performance Management enabled 

team. Only data for those agents / 

teams authorized to use the product 

will be available in CXone Performance 

Management. This includes Admin 

users.

- Key product features & components:

     - Customizable graphical content and 

KPIs

     - Integrated KPIs from 3rd party data 

sources

     - Real-time and historical reporting

     - Wallboard and Messaging

     - CXone Data Connector

Required if sold with ACD:

- 610083-363-000-XX CXone 

Performance Management - Standard 

ACD Integration

Optional: 

- 610068-776-000-XX CXone 

Performance Management - 

Professional Services Hours

Required if sold standalone without 

ACD:

- 610312-2483-000-XX CXone PM 

Standalone Integration

- 610086-368-000-XX CXone Business 

Unit Setup

- 610068-313-000-XX Professional 

Service Hours (QTY 25 Required)
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3465-421-000-XX
CXone Performance Management - 

Gamification (per Concurrent User)

-Gamification uses a behavior-based 

approach that encourages desired 

behaviors without supervisor 

involvement.  It also enhances 

employee engagement

-Concurrent Users (agents or 

supervisors) are billed based on the 

highest number of users logged into the 

platform at any one time during the 

month.  This includes Admin users.

-Key product features & components:

           -Drive desired behaviors and 

increase autonomy and accountability

           -Create achievements, incentives, 

and challenges for agents to complete 

in order to earn coins, XP, and trophies

3465-666-000-XX

3465-521-000-XX
CXone Performance Management - 

Gamification (per Configured User)

- Gamification uses a behavior-based 

approach that encourages desired 

behaviors without supervisor 

involvement.  It also enhances 

employee engagement

- Configured Users are billed based on 

the highest number of users set up on 

the platform at any one time during the 

month. This includes Admin users.

- Key product features & components:

     - Drive desired behaviors and 

increase autonomy and accountability

     - Create achievements, incentives, 

and challenges for agents to complete 

in order to earn coins, XP, and trophies

3465-22-000-XX
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3465-523-000-XX

CXone Performance Management - 

Coaching and Learning Management 

(per Configured User)

- The ability to document and trigger 

coaching session, either automatically 

or ad-hoc, reduced supervisory burden 

and enables cost/benefit analysis of 

training efforts

- Configured Users are billed based on 

the highest number of users set up on 

the platform at any one time during the 

month. This includes Admin users.

- Key product features & components:

     - Setup metrics and objectives

     - Performance based on metrics will 

trigger coaching sessions and trainings

3465-22-000-XX
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3465-666-000-XX
CXone Performance Management (per 

Concurrent User)

- CXone Performance Management is a 

performance management analytical 

tool designed for monitoring and 

managing agent performance and 

behavior

- Concurrent Users (agents or 

supervisors) are billed based on the 

highest number of users logged into the 

platform at any one time during the 

month by team. The count of users 

includes all users on a CXone 

Performance Management enabled 

team. Only data for those agents / 

teams authorized to use the product 

will be available in CXone Performance 

Management. This includes Admin 

users.

- Key product features & components:

     - Customizable graphical content and 

KPIs

     - Integrated KPIs from 3rd party data 

sources

     - Real-time and historical reporting

     - Wallboard and Messaging

     - CXone Data Connector

Required if sold with ACD:

- 610083-363-000-XX CXone 

Performance Management - Standard 

ACD Integration

Optional: 

- 610068-776-000-XX CXone 

Performance Management - 

Professional Services Hours

Required if sold standalone without 

ACD:

- 610312-2483-000-XX CXone PM 

Standalone Integration

- 610321-2604-XXX CXone PM 

Standalone Platform Setup 

- 610068-313-000-XX Professional 

Service Hours (QTY 25 Required)
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3465-667-000-XX

CXone Performance Management - 

Coaching and Learning Management 

(per Concurrent User)

-The ability to document and trigger 

coaching session, either automatically 

or ad-hoc, reduced supervisory burden 

and enables cost/benefit analysis of 

training efforts

-Concurrent Users (agents or 

supervisors) are billed based on the 

highest number of users logged into the 

platform at any one time during the 

month. . This includes Admin users.

-Key product features & components:

          -Setup metrics and objectives

          -Performance based on metrics 

will trigger coaching sessions and 

trainings

3465-666-000-XX

3596-000-000-XX CXone Direct Data Access (per BU)

- DDA is an entry level business 

intelligence tool based on Microsoft 

Excel that allows users to connect 

directly to and manipulate inContact 

data

- Billed per month, based on the 

number of business units that have DDA 

setup on

- Key product features & components:

     - User customizable agent and 

contact reports

     - Custom tabular and graphical 

reports

     - Multiple data source blended 

reports

Requires: 

- 610099-000-000-XX CXone Direct Data 

Access Implementation
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3613-38-208-XX
CXone Personal Connection (per 

Configured User)

Outbound dialing solution

Includes:

-Up to 2 Personal Connection software 

ports and 1,500 minutes per agent.

- Overage applies to connected minutes 

over allotted number.

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite:

- 307-6-136-XX CXone ACD/IVR (per 

Configured User)

Requires: 

- 610074-350-000-XX CXone Personal 

Connection Implementation

Required Overage:

- 1302-3029-XXX CXone Personal 

Connection Voice Overage (per 100 

minutes)

3613-38-88-XX
CXone Personal Connection (per 

Concurrent User)

Outbound dialing solution

Includes:

-Up to 2 Personal Connection software 

ports and 1,500 minutes per agent.

- Overage applies to connected minutes 

over allotted number.

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite:

- 307-6-165-XX CXone ACD/IVR (per 

Concurrent User)

Requires: 

- 610074-350-000-XX CXone Personal 

Connection Implementation

Required Overage:

- 1302-3029-XXX CXone Personal 

Connection Voice Overage (per 100 

minutes)
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3613-524-258-XX CXone Outbound Email 100K (per BU)

- Cost of sending up to 100,000 

agentless outbound email messages per 

month per BU.  Additional messages are 

charged at a rate of $.002 (2/10 cent) 

each

- Billed at a per package (of included 

emails) model and a per message rate 

for additional messages

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite:

- 3613-38-208-XX CXone Personal 

Connection (per Configured User)

OR

- 3613-38-88-XX CXone Personal 

Connection (per Concurrent User)

Requires:

- 610074-525-000-XX CXone Outbound 

Email Campaign Implementation

3613-524-259-XX CXone Outbound Email 1.5M  (per BU)

-Cost of sending up to 1.5 million 

agentless outbound email messages per 

month per BU.  Additional messages are 

charged at a rate of $.0008 (8/100 cent) 

each

-Billed at a per package (of included 

emails) model and a per message rate 

for additional messages

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.” 

Pre-Requisite:

- 3613-38-208-XX CXone Personal 

Connection (per Configured User)

OR

- 3613-38-88-XX CXone Personal 

Connection (per Concurrent User)

Requires:

- 610074-525-000-XX CXone Outbound 

Email Campaign Implementation
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3615-000-000-XX
CXone Automated Speech Recognition 

(per Minute)

- Automated Speech Recognition (ASR) 

allows callers to use their voice to 

provide input to the IVR to determine 

routing and other information

- Billed at a per minute model

- Key product features & components:

     - Multiple languages

     - Direct speech recognition

     - Ability to recognize numbers, alpha 

numeric input, dates, and digits

     - Custom grammars for custom 

speech input

Requires:

- 610101-000-000-XX CXone Automated 

Speech Recognition Implementation

3864-408-000-XX iBenchmark Lite for CXone (per BU)

iBenchmark Lite is a free service 

providing a packaged report annually 

including only ACD metrics plus an 

online readout of customer results with 

a Benchmark Portal expert.​

- Billed as a monthly recurring charge 

per business unit.​

- Key product features & components:​

- A packaged report annually, reviewed 

with Benchmark Portal (BMP)​

- Access to the iBenchmark Portal to 

view Lite reports compared to industry

ACD/IVR is a pre-requisite. Can’t be sold 

standalone.
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3864-408-209-XX iBenchmark Expert for CXone (per BU)

iBenchmark Expert is licensed per BU 

and provides an enhanced set of KPIs 

and planning tools including monthly 

updates of reports to allow continuous 

tracking.​

- Billed as a monthly recurring charge 

per business unit.​

- Key product features & components:​

- Packaged reports monthly​

- Quarterly consulting meeting with 

Benchmark Portal (BMP)​

- Annual review of progress and setting 

goals for the next year plus emerging 

best practices​

- Continuous access to the iBenchmark 

Portal to view Expert reports compared 

to your industry​

- BMP preferred client discounts on 

other BMP offerings

ACD/IVR is a pre-requisite. Can’t be sold 

standalone.
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3870-1095-000-XX NobelBiz for CXone LocalTouch Bucket

LocalTouch is a Local Number Solution 

that presents a familiar, local number.

- Billed per bucket of numbers. A bucket 

includes 200 DID numbers. Each group 

of 200 DID will be billed as its own 

bucket

Key product features & components:

- Billed per bucket of DID numbers

- DID numbers will be billed 

$0.0169/minute for usage

- Each bucket contains approximately 

200 DID numbers

- Buckets can rotate automatically on a 

per attempt basis for variability

- LocalTouch numbers represent 90% of 

the highest populated area codes in the 

Continental US

- LocalTouch DID numbers are owned 

by the customer

- Outbound calls get routed through the 

NobelBiz network

- Returned calls are automatically 

routed back accordingly to customers 

POC

- US48 only. Calls to Offshore and 

International destinations, including 

Hawaii and Alaska must be routed 

separately

- Buckets cannot be customized

Requires:

- 1028-1611-000-XX CXone DEVone SIP 

Trunk

- 1028-1611-000-XX-N CXone DEVone 

SIP Trunk - Setup
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3875-1296-000-XX Textel Long Code (per month)

Multi-directional texting on random or 

vanity long codes built into NICE CXone

Text-enabled toll free/long code phone 

number​

Billed monthly per long code​

Pass-through fees will apply​

Key features & components include:​

- Two-way texting​

- Blast outbound or agent-initiated 

outbound​

- Ability to port existing contact center 

short codes or set up new long codes 

and provide access to features within 

the NICE CXone platform​

Pre-Requisite: 

     - Minimum of 1 of the Textel 

Message Buckets (10k, 25k, 50k…)

Requires one of the following:

 - 3879-2212-687-XX Textel Long Code 

MRC Surcharge - Tier 1 International

 - 3879-2212-688-XX Textel Long Code 

MRC Surcharge - Tier 2 International

 - 3879-2212-689-XX Textel Long Code 

MRC Surcharge - Tier 3 International

 - 3879-2212-690-XX Textel Long Code 

MRC Surcharge - Tier 4 International

 - 3879-2212-691-XX Textel Long Code 

MRC Surcharge - Tier 5 International

Note:

     - Applicable Carrier Long Code 

surcharge rates will apply, see Textel 

Surcharge Rate Table

3875-1298-000-XX Textel Short Code (per month)

Multi-directional texting on random or 

vanity short codes built into NICE CXone

Billed monthly per short code​

Pass-through fees will apply​

Key features & components include:​

- Two-way texting​

- Blast outbound or agent-initiated 

outbound​

- Ability to port existing contact center 

short codes or set up new short codes 

and provide access to features within 

the NICE CXone platform​

3875-1297-000-XX, 610217-1316-000-

XX
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3875-2198-000-XX Textel 10K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 10,000 messages included. Per 

message overage rate applies beyond 

10,000.

Requires:

     - 3875-2208-677-XX Textel Overage 

Rate Beyond 10K (per Message) 

     - 610218-1401-000-XX Textel 

Implementation (up to 25K Messages) 

And either of the following:

     - 3875-1296-000-XX Textel Long 

Code (per month) 

     - 3875-1298-000-XX Textel Short 

Code (per month) 
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3875-2199-000-XX Textel 25K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 25,000 messages included. Per 

message overage rate applies beyond 

25,000.

Requires:

      -  3875-2208-678-XX Textel Overage 

Rate Beyond 25K (per Message)

      - 610218-1401-000-XX Textel 

Implementation (up to 25K Messages)

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month) 

      - 3875-1298-000-XX Textel Short 

Code (per month)
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3875-2200-000-XX Textel 50K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 50,000 messages included. Per 

message overage rate applies beyond 

50,000.

Requires:

      - 3875-2208-685-XX Textel Overage 

Rate Beyond 2M (per Message)

        - 610218-2485-000-XX Textel Base 

Implementation

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month)

      - 3875-1298-000-XX Textel Short 

Code (per month)
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3875-2201-000-XX Textel 100K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 100,000 messages included. Per 

message overage rate applies beyond 

100,000.

Requires:

      -  3875-2208-680-XX Textel Overage 

Rate Beyond 100K (per Message)

      - 610218-2485-000-XX Textel Base 

Implementation

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month)

      - 3875-1298-000-XX Textel Short 

Code (per month)
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3875-2202-000-XX Textel 250K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 250,000 messages included. Per 

message overage rate applies beyond 

250,000.

Requires:

      - 3875-2208-684-XX Textel Overage 

Rate Beyond 1M (per Message)

      - 610218-2485-000-XX Textel Base 

Implementation

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month)

      - 3875-1298-000-XX Textel Short 

Code (per month)
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3875-2203-000-XX Textel 500K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 500,000 messages included. Per 

message overage rate applies beyond 

500,000.

Requires:

      -  3875-2208-678-XX Textel Overage 

Rate Beyond 25K (per Message)

          - 610218-2485-000-XX Textel Base 

Implementation

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month) 

      - 3875-1298-000-XX Textel Short 

Code (per month)
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3875-2204-000-XX Textel 750K Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 750,000 messages included. Per 

message overage rate applies beyond 

750,000.

Requires:

      - 3875-2208-682-XX Textel Overage 

Rate Beyond 500K (per Message)

          - 610218-2485-000-XX Textel Base 

Implementation

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month)

      - 3875-1298-000-XX Textel Short 

Code (per month)
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3875-2205-000-XX Textel 1M Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 1,000,000 messages included. 

Per message overage rate applies 

beyond 1,000,000.

Requires:

     - 3875-2208-677-XX Textel Overage 

Rate Beyond 10K (per Message) 

      - 610218-2485-000-XX Textel Base 

Implementation

And either of the following:

     - 3875-1296-000-XX Textel Long 

Code (per month) 

     - 3875-1298-000-XX Textel Short 

Code (per month) 
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3875-2206-000-XX Textel 2M Messages (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone.

- Long Code or Short Code must be 

purchased separately.

- Billed monthly per contracted rate.

- Key features & components include:

- Two-way texting within chat utilizing 

existing long codes (Local & Toll Free)

- Multimedia messaging including 

pictures, emoji’s, documents & PDF

- Bulk send with status through PCD 

- Two factor authentication

- Up to 2,000,000 messages included. 

Per message overage rate applies 

beyond 2,000,000.

Requires:

      - 3875-2208-681-XX Textel Overage 

Rate Beyond 250K (per Message)

            - 610218-2485-000-XX Textel 

Base Implementation

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month)

      - 3875-1298-000-XX Textel Short 

Code (per month)

3875-2207-000-XX Textel Custom Message Count (per BU)

Multi-directional SMS and MMS on 

contact center phone numbers built 

into NICE CXone. 

- Priced on a custom-basis. 

- Long Code or Short Code must be 

purchased separately.

Requires:

      - 3875-2208-686-XX Textel Overage 

Rate Custom (per Message)

      - 610068-1300-000-XX Textel 

Professional Services Hours

And either of the following:

      - 3875-1296-000-XX Textel Long 

Code (per month)

      - 3875-1298-000-XX Textel Short 

Code (per month)

3875-2208-677-XX
Textel Overage Rate Beyond 10K (per 

Message)

Overage rate beyond 10,000 message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2208-677-XX Textel 

10K Messages (per BU)
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3875-2208-678-XX
Textel Overage Rate Beyond 25K (per 

Message)

Overage rate beyond 25,000, message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2208-678-XX Textel 

25K Messages (per BU)

3875-2208-679-XX
Textel Overage Rate Beyond 50K (per 

Message)

Overage rate beyond 50,000 message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2200-000-XX Textel 

50K Messages (per BU)

3875-2208-680-XX
Textel Overage Rate Beyond 100K (per 

Message)

Overage rate beyond 100,000 message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2201-000-XX Textel 

100K Messages (per BU)

3875-2208-681-XX
Textel Overage Rate Beyond 250K (per 

Message)

Overage rate beyond 250,000 message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2202-000-XX Textel 

250K Messages (per BU)

3875-2208-682-XX
Textel Overage Rate Beyond 500K (per 

Message)

Overage rate beyond 500,000 message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2203-000-XX Textel 

500K Messages (per BU)

3875-2208-683-XX
Textel Overage Rate Beyond 750K (per 

Message)

Overage rate beyond 750,000 message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2204-000-XX Textel 

750K Messages (per BU)

3875-2208-684-XX
Textel Overage Rate Beyond 1M (per 

Message)

Overage rate beyond 1,000,000 

message package.

- Billed per message beyond contracted 

package

Required for: 3875-2205-000-XX Textel 

1M Messages (per BU)

3875-2208-685-XX
Textel Overage Rate Beyond 2M (per 

Message)

Overage rate beyond 2,000,000 

message package.

- Billed per message beyond contracted 

package

Required for: 3875-2206-000-XX Textel 

2M Messages (per BU)
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3875-2208-686-XX
Textel Overage Rate Custom (per 

Message)

Overage rate beyond Custom message 

package.

- Billed per message beyond contracted 

package

Required for: 3875-2207-000-XX Textel 

Custom more than 2M (per BU)

3875-2209-000-XX Textel Blast (per BU)

Outbound SMS and MMS campaigns 

to mobile contacts/recipients using new 

or existing NICE phone numbers

- Billed monthly per contracted rate

- Key Features & Components

- One-way text campaigns using existing 

long codes (local & toll free)

- Responses routed into two-way 

conversations within NICE CXone

- Ability to schedule a single or series of 

texts in a campaign

- Multimedia messaging including 

pictures, emojis, documents, and PDFs

- Dynamic message variables to 

populate details like First Name, Last 

Name

Pre-Requisite: 

     - Minimum of 1 of the Textel 

Message Buckets (10k, 25k, 50k…)

Requires one of the following:

 - 3879-2212-687-XX Textel Long Code 

MRC Surcharge - Tier 1 International

 - 3879-2212-688-XX Textel Long Code 

MRC Surcharge - Tier 2 International

 - 3879-2212-689-XX Textel Long Code 

MRC Surcharge - Tier 3 International

 - 3879-2212-690-XX Textel Long Code 

MRC Surcharge - Tier 4 International

 - 3879-2212-691-XX Textel Long Code 

MRC Surcharge - Tier 5 International

Note:

     - Applicable Carrier Long Code 

surcharge rates will apply, see Textel 

Surcharge Rate Table
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3877-1414-000-XX Frontline Database Connector (per BU)

- Billed per BU only a monthly basis 

- Key product features: 

       - Supports two databases for 

redundancy and/or added functionality 

       - Compatible with Oracle/SQL 

Server/MySQL/SQLite/IBM 

       - DB2/additional database 

architecture support added upon 

request 

       - Perform queries, executions, and 

stored procedures 

       - Supports pagination for efficiency 

and reducing server load

610228-1412-000-XX Frontline 

Database Connector Implementation

3877-2556-000-XX
Frontline API Signature Hosting 1.0.0 - 

MRC

API capabilities allowing for various 

encryption, signing and hashing 

services. Including JWT, AES, RSA, and 

HMAC options.

- Billed as a monthly recurring charge

 Requires:

- 610228-2558-000-XX Frontline API 

Signature Service 1.0.0

3877-2557-000-XX
Frontline Services CXone Agent for 

Customer (per User)

An embedded CTI to use CXone within 

Customer CRM

- By using FAC, your agent's have 

everything they need in one window. 

Allowing them to quickly answer calls, 

see who they're talking to, and begin 

assisting their calls from one screen.

- Automatic conversation creation, 

updates, and call memorialization.

- Billed as a monthly recurring charge
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3879-2212-687-XX
Textel Long Code MRC Pass-Through - 

Tier 1 International

Carrier imposed pass-through fees for 

International Long Code in US, Canada, 

Lithuania, Jersey, UK, Hungary, 

Netherlands, Luxembourg

- Billed monthly per long code

Pre-Requisite: 

 - 3875-1296-000-XX Textel Long Code 

(per month) 

- Applicable carrier surcharge rates 

apply, see Textel Surcharge Rate Table

3879-2212-688-XX
Textel Long Code MRC Pass-Through - 

Tier 2 International

Carrier imposed pass-through fees for 

International Long Code in Germany, 

Belgium, Israel

- Billed monthly per long code

Pre-Requisite: 

 - 3875-1296-000-XX Textel Long Code 

(per month) 

- Applicable carrier surcharge rates 

apply, see Textel Surcharge Rate Table

3879-2212-689-XX
Textel Long Code MRC Pass-Through - 

Tier 3 International

Carrier imposed pass-through fees for 

International Long Code in Sweden, 

Romania, Taiwan, Latvia, Estonia

- Billed monthly per long code

Pre-Requisite: 

 - 3875-1296-000-XX Textel Long Code 

(per month) 

- Applicable carrier surcharge rates 

apply, see Textel Surcharge Rate Table

3879-2212-690-XX
Textel Long Code MRC Pass-Through - 

Tier 4 International

Carrier imposed pass-through fees for 

International Long Code in Poland, 

Australia (Standard, Silver and Gold), 

Denmark, South Korea

- Billed monthly per long code

Pre-Requisite: 

 - 3875-1296-000-XX Textel Long Code 

(per month) 

- Applicable carrier surcharge rates 

apply, see Textel Surcharge Rate Table

3879-2212-691-XX
Textel Long Code MRC Pass-Through - 

Tier 5 International

Carrier imposed pass-through fees for 

International Long Code in Thailand, 

South Africa, Portugal, Philippines, 

Slovenia, Singapore, Russia, Saudi 

Arabia, Chile, Switzerland, Spain, 

Austria, Norway, France, Italy, Jordan, 

Hong Kong, Slovakia

- Billed monthly per long code

Pre-Requisite:

 - 3875-1296-000-XX Textel Long Code 

(per month) 

- Applicable carrier surcharge rates 

apply, see Textel Surcharge Rate Table
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3879-2214-730-XX
Textel Short Code Vanity MRC Pass-

Through - US

Carrier imposed pass-through fees for 

US Vanity Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

3879-2214-731-XX
Textel Short Code Random MRC Pass-

Through - US

Carrier imposed pass-through fees for 

US Random Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

3879-2214-732-XX
Textel Short Code Random MRC Pass-

Through - Canada

Carrier imposed pass-through fees for 

Canada Random Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

3879-2214-733-XX
Textel Short Code MRC Pass-Through - 

Argentina

Carrier imposed pass-through fees for 

Argentina Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-752-XX Textel Short Code 

NRC Surcharge -  Argentina

3879-2214-734-XX
Textel Short Code MRC Pass-Through - 

Brazil FTEU

Carrier imposed pass-through fees for 

Brazil FTEU Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-753-XX Textel Short Code 

NRC Surcharge -  Brazil FTEU
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3879-2214-735-XX
Textel Short Code MRC Pass-Through - 

Bulgaria FTEU

Carrier imposed pass-through fees for 

Bulgaria FTEU Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-754-XX Textel Short Code 

NRC Surcharge -  Bulgaria FTEU

3879-2214-736-XX
Textel Short Code MRC Pass-Through - 

China

Carrier imposed pass-through fees for 

China Short Code.

- Billed monthly per short code

opt Minimum of 1 of the Textel Short 

Long Code MRC Surcharge required 

with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-755-XX Textel Short Code 

NRC Surcharge -  China

3879-2214-737-XX
Textel Short Code MRC Pass-Through - 

Colombia FTEU

Carrier imposed pass-through fees for 

Colombia FTEU Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-756-XX Textel Short Code 

NRC Surcharge Colombia FTEU

3879-2214-738-XX
Textel Short Code MRC Pass-Through - 

Dominican Republic

Carrier imposed pass-through fees for 

Dominican Republic Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 879-2214-757-XX Textel Short Code 

NRC Surcharge -  Dominican Republic
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3879-2214-739-XX
Textel Short Code MRC Pass-Through - 

Ecuador

Carrier imposed pass-through fees for 

Ecuador Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-758-XX Textel Short Code 

NRC Surcharge -  Ecuador

3879-2214-740-XX
Textel Short Code MRC Pass-Through - 

Egypt FTEU

Carrier imposed pass-through fees for 

Egypt FTEU Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-759-XX Textel Short Code 

NRC Surcharge -  Egypt FTEU

3879-2214-741-XX
Textel Short Code MRC Pass-Through - 

Finland

Carrier imposed pass-through fees for 

Finland and Finland FTEU Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-760-XX Textel Short Code 

NRC Surcharge -  Finland 

3879-2214-742-XX
Textel Short Code MRC Pass-Through - 

India (Extended)

Carrier imposed pass-through fees for 

India (Extended) Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-761-XX Textel Short Code 

NRC Surcharge -  India (Extended)
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3879-2214-743-XX
Textel Short Code MRC Pass-Through - 

Japan

Carrier imposed pass-through fees for 

Japan Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-762-XX Textel Short Code 

NRC Surcharge -  Japan

3879-2214-744-XX
Textel Short Code MRC Pass-Through - 

Malaysia

Carrier imposed pass-through fees for 

Malaysia Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-744-XX Textel Short Code 

NRC Surcharge -  Malaysia

3879-2214-745-XX
Textel Short Code MRC Pass-Through - 

Mexico

Carrier imposed pass-through fees for 

Mexico Short Code.

- Billed monthly per short code

Textel Short Code NRC Surcharge -  

Mexico

3879-2214-746-XX
Textel Short Code MRC Pass-Through - 

Morocco

Carrier imposed pass-through fees for 

Morocco Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-746-XX Textel Short Code 

NRC Surcharge -  Morocco

3879-2214-747-XX
Textel Short Code MRC Pass-Through - 

New Zealand

Carrier imposed pass-through fees for 

New Zealand and New Zealand FTEU 

Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-747-XX Textel Short Code 

NRC Surcharge -  New Zealand 
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3879-2214-748-XX
Textel Short Code MRC Pass-Through - 

Panama

Carrier imposed pass-through fees for 

Panama Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-748-XX Textel Short Code 

NRC Surcharge -  Panama

3879-2214-749-XX
Textel Short Code MRC Pass-Through - 

Peru FTEU

Carrier imposed pass-through fees for 

Peru FTEU Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-749-XX Textel Short Code 

NRC Surcharge -  Peru FTEU

3879-2214-750-XX
Textel Short Code MRC Pass-Through - 

United Arab Emirates

Carrier imposed pass-through fees for 

United Arab Emirates Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-750-XX Textel Short Code 

NRC Surcharge -  United Arab Emirates

3879-2214-751-XX
Textel Short Code MRC Pass-Through - 

Uruguay

Carrier imposed pass-through fees for 

Uruguay Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Long 

Code MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month)

Requires:

3879-2214-751-XX Textel Short Code 

NRC Surcharge -  Uruguay

3879-2214-752-XX
Textel Short Code NRC Pass-Through - 

Argentina

Carrier imposed pass-through fees for 

Argentina Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

-3879-2214-733-XX Textel Short Code 

MRC Surcharge - Argentina
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3879-2214-753-XX
Textel Short Code NRC Pass-Through - 

Brazil FTEU

Carrier imposed pass-through fees for 

Brazil FTEU Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2217-734-XX Textel Short Code 

MRC Surcharge - Brazil FTEU

3879-2214-754-XX
Textel Short Code NRC Pass-Through - 

Bulgaria FTEU

Carrier imposed pass-through fees for 

Bulgaria FTEU Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2217-735-XX Textel Short Code 

MRC Surcharge - Bulgaria FTEU

3879-2214-755-XX
Textel Short Code NRC Pass-Through - 

China

Carrier imposed pass-through fees for 

China Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2214-736-XX Textel Short Code 

MRC Surcharge - China

3879-2214-756-XX
Textel Short Code NRC Pass-Through - 

Colombia FTEU

Carrier imposed pass-through fees for 

Colombia FTEU Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2214-737-XX Textel Short Code 

MRC Surcharge - Colombia FTEU

3879-2214-757-XX
Textel Short Code NRC Pass-Through - 

Dominican Republic

Carrier imposed pass-through fees for 

Dominican Republic Short Code.

- Billed monthly per short code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for: 

- 3879-2214-738-XX Textel Short Code 

MRC Surcharge - Dominican Republic
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3879-2214-758-XX
Textel Short Code NRC Pass-Through - 

Ecuador

Carrier imposed pass-through fees for 

Ecuador Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2214-739-XX Textel Short Charge 

MRC Surcharge - Ecuador

3879-2214-759-XX
Textel Short Code NRC Pass-Through - 

Egypt FTEU

Carrier imposed pass-through fees for 

Egypt FTEU Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for: 

- 3879-2214-739-XX Textel Short Code 

MRC Surcharge - Egypt FTEU

3879-2214-760-XX
Textel Short Code NRC Pass-Through - 

Finland

Carrier imposed pass-through fees for 

Finland and Finland FTEU Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2214-741-XX Textel Short Code 

MRC Surcharge - India (Extended)

3879-2214-761-XX
Textel Short Code NRC Pass-Through - 

India (Extended)

Carrier imposed pass-through fees for 

India (Extended) Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for:

- 3879-2214-742-XX Textel Short Code 

MRC Surcharge - India (Extended)

3879-2214-762-XX
Textel Short Code NRC Pass-Through - 

Japan

Carrier imposed pass-through fees for 

Japan Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

3875-1298-000-XX Textel Short Code 

(per month) 

Required for: 

- 3879-2214-743-XX Textel Short Code 

MRC Surcharge - Japan
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3879-2214-763-XX
Textel Short Code NRC Pass-Through - 

Malaysia

Carrier imposed pass-through fees for 

Malaysia Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-744-XX Textel Short Code 

NRC Surcharge -  Malaysia

3879-2214-764-XX
Textel Short Code NRC Pass-Through - 

Mexico

Carrier imposed pass-through fees for 

Mexico Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-745-XX Textel Short Code 

NRC Surcharge -  Mexico

3879-2214-765-XX
Textel Short Code NRC Pass-Through - 

Morocco

Carrier imposed pass-through fees for 

Morocco Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-746-XX Textel Short Code 

NRC Surcharge -  Morocco

3879-2214-766-XX
Textel Short Code NRC Pass-Through - 

New Zealand

Carrier imposed pass-through fees for 

New Zealand and New Zealand FTEU 

Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-747-XX Textel Short Code 

NRC Surcharge -  New Zealand 
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3879-2214-767-XX
Textel Short Code NRC Pass-Through - 

Panama

Carrier imposed pass-through fees for 

Panama Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-748-XX Textel Short Code 

NRC Surcharge -  Panama

3879-2214-768-XX
Textel Short Code NRC Pass-Through - 

Peru FTEU

Carrier imposed pass-through fees for 

Peru FTEU Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-749-XX Textel Short Code 

NRC Surcharge -  Peru FTEU

3879-2214-769-XX
Textel Short Code NRC Pass-Through - 

United Arab Emirates

Carrier imposed pass-through fees for 

United Arab Emirates Short Code.

- Billed as a one-time charge per short 

code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-750-XX Textel Short Code 

NRC Surcharge -  United Arab Emirates

3879-2214-770-XX
Textel Short Code NRC Pass-Through - 

Uruguay

Carrier imposed pass-through fees for 

Uruguay Short Code.

- Billed one-time charge per short code

Minimum of 1 of the Textel Short Code 

MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

Required for:

 - 3879-2214-751-XX Textel Short Code 

NRC Surcharge -  Uruguay
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3879-2518-00-XX Textel Alphanumeric

Alphanumeric phone number allows for 

messages to be sent from an alpha-

numeric Long/Short Code number, i.e. 1-

800-ABC123 or ABC123

-Billed monthly per Alphanumeric 

number

-Carrier surcharges will apply

Pre-Requisite: 

     - Minimum of 1 of the Textel 

Message Buckets (10k, 25k, 50k…)

Requires one of the following (Based on 

Long or Short Code Selection):

 - Applicable Textel Long Code MRC 

Surcharge Tier 1 International

 - Applicable Textel Short Code MRC 

Surcharge

Note:

     - Applicable Carrier surcharge rates 

will apply, see Textel Surcharge Rate 

Table

3879-2519-00-XX Textel Conversations

Texting dashboard for non-contact 

center agents. This solution allows 2-

way texting, blast campaign 

management, automated responses, 

compliance tools and contact 

management. 

Pre-Requisite: 

     - Minimum of 1 of the Textel 

Message Buckets (10k, 25k, 50k…)

Requires one of the following:

 - 3879-2212-687-XX Textel Long Code 

MRC Surcharge - Tier 1 International

 - 3879-2212-688-XX Textel Long Code 

MRC Surcharge - Tier 2 International

 - 3879-2212-689-XX Textel Long Code 

MRC Surcharge - Tier 3 International

 - 3879-2212-690-XX Textel Long Code 

MRC Surcharge - Tier 4 International

 - 3879-2212-691-XX Textel Long Code 

MRC Surcharge - Tier 5 International

Note:

     - Applicable Carrier Long Code 

surcharge rates will apply, see Textel 

Surcharge Rate Table
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3879-2520-00-XX
Textel Integration to Salesforce Flow 

Builder

The Textel Salesforce integration allows 

for event driven texting natively within 

Salesforce. Pricing is per month for the 

integration. 

3879-2521-00-XX Textel Text Bots

Text Bots allow you to configure bots 

for automated conversations in the text 

channel. The deployment includes the 

set up of one bot. There is a monthly 

fee to have access to the bot and 

additional bots can be built through the 

online tool set our though Textel 

professional services.

Pre-Requisite: 

     - Minimum of 1 of the Textel 

Message Buckets (10k, 25k, 50k…)

Requires one of the following:

 - 3879-2212-687-XX Textel Long Code 

MRC Surcharge - Tier 1 International

 - 3879-2212-688-XX Textel Long Code 

MRC Surcharge - Tier 2 International

 - 3879-2212-689-XX Textel Long Code 

MRC Surcharge - Tier 3 International

 - 3879-2212-690-XX Textel Long Code 

MRC Surcharge - Tier 4 International

 - 3879-2212-691-XX Textel Long Code 

MRC Surcharge - Tier 5 International

Note:

     - Applicable Carrier Long Code 

surcharge rates will apply, see Textel 

Surcharge Rate Table

3879-2522-00-XX Textel Short Code MRC-UK
Monthly fee for a UK short code. Requires:

-610218-2486-000-XX Textel Short Code 

NRC Surcharge - UK
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3880-1477-000-XX
CXone Business Intelligence Viewer 

License  (per Configured User)

CXone Business Intelligence allows 

users to view and analyze interactive 

reports from their organization, and 

receive actionable insights across teams 

and channels. 

- The CXone Business Intelligence 

Viewer License will be included at no 

charge for 10% of users (concurrent or 

configured based on the customer 

billing model) on the platform during 

any given month. 

- Customer will only be billed per 

additional user beyond 10%

- Main personas to use CXone Business 

Intelligence are: supervisors, managers 

and analysts for advanced contact 

center data analysis.

Key product features & components: 

- Interactive reports that focus on 

business needs and value

- Multiple widgets displaying different 

views of the report data 

- Filtering at the report level or at the 

widget level 

- Advanced sorting options for each 

widget 

- Drill-down capabilities to analyze data 

in more detail 

- Export to PDF, Excel, CSV 

- Build custom data visualizations to suit 

your specific needs

- Schedule and share reports 

Required for every new service contract

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



3880-1539-000-XX
CXone Business Intelligence Viewer 

License (per Concurrent User)

CXone Business Intelligence allows 

users to view and analyze interactive 

reports from their organization, and 

receive actionable insights across teams 

and channels. 

- The CXone Business Intelligence 

Viewer License will be included at no 

charge for 10% of users (concurrent or 

configured based on the customer 

billing model) on the platform during 

any given month. 

- Customer will only be billed per 

additional user beyond 10%

- Main personas to use CXone Business 

Intelligence are: supervisors, managers 

and analysts for advanced contact 

center data analysis.

Key product features & components: 

- Interactive reports that focus on 

business needs and value

- Multiple widgets displaying different 

views of the report data 

- Filtering at the report level or at the 

widget level 

- Advanced sorting options for each 

widget 

- Drill-down capabilities to analyze data 

in more detail 

- Export to PDF, Excel, CSV 

- Build custom data visualizations to suit 

your specific needs

- Schedule and share reports 

Required for every new service contract
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3881-1607-000-XX
CXone Real-Time Interaction Guidance 

(per User)

Guide the agent on specific soft-skill 

behavior changes required to maximize 

CSAT for the current interaction in Real-

Time.

- Only available in English. 

- Users are billed based on the highest 

number of unique agents using the 

product at any time during the month.

Pre-Requisite:

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)

Requires:

- 610068-1609-000-XX CXone Real-Time 

Interaction Guidance Implementation

- Qty must match  ACD / IVR

- Minimum quantity of 40 Agents

- Maximum quantity of 6,000 Agents
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3882-1999-000-XX
CXone Enlighten CSAT Agent Behavior 

Use Case (per User)

Machine Learning models focused on 

agent behaviors associated with CSAT 

(Customer Satisfaction), applied to 

customer interactions to generate 

metrics allowing measurement of 

these (often subjective) behaviors.​

- Billed based on Enlighten enabled 

application with highest number of 

associated Enlighten licenses​.

Sales of Enlighten products must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Add-on to:

- 3881-1607-000-XX  CXone Real-Time 

Interaction Guidance (per User)

OR

- 4102-1874-000-XX CXone Quality 

Management Premium (per Configured 

User)

OR

- 4102-1710-000-XX CXone Quality 

Management (per Configured User) 

[WITH LEVEL UP]

- 4102-1875-000-XX CXone Quality 

Management Premium Level Up (per 

Configured User) 

- 4102-1876-000-XX CXone Quality 

Management Premium Level Up (per 

Concurrent User) 

OR

- 4108-1994-000-XX CXone Interaction 

Analytics Premium (per Configured 

User) ​

OR​

- 4108-1716-000-XX CXone Interaction 

Analytics (per Configured User) [WITH 

LEVEL UP]

- 4108-1995-000-XX CXone Interaction 

Analytics Premium Level Up (per 

Configured User)​
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3882-2382-000-XX
CXone Enlighten Sales Effectiveness 

Agent Behavior Use Case (per User)

Machine Learning models focused on 

agent behaviors associated with Sales 

Effectiveness, applied to 

customer interactions to generate 

metrics allowing measurement of 

these (often subjective) behaviors.​

- Billed based on Enlighten enabled 

application with highest number of 

associated Enlighten licenses​.

Sales of Enlighten products must be co-

sold with NiCE CXone to ensure 

customer needs and requirements are 

met.

Requires any of the following: 

- 3881-1607-000-XX  CXone Real-Time 

Interaction Guidance (per User)

- 4108-1716-000-XX CXone Mpower 

Interaction Analytics Advanced (per 

Configured User)

- 4108-1994-000-XX CXone 

Mpower Interaction Analytics Premium 

(per Configured User) 

Or Bundle that includes: 

- 4108-1739-000-XX CXone Mpower 

Interaction Analytics Advanced Level Up 

(per Configured User)

- 4108-1717-000-XX CXone Mpower 

Interaction Analytics Advanced Level Up 

(per Concurrent User)

- 4108-1995-000-XX CXone Mpower 

Interaction Analytics Premium Level Up 

(per Configured User)

- 4108-1996-000-XX CXone Mpower 

Interaction Analytics Premium Level Up 

(per Concurrent User)
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3883-2334-000-XX
CXone Agent CRM Integration (Per 

Configured Agent)

The CXone Agent CRM Integration 

connects the CXone Agent 

Configuration Platform to the CXone 

Agent applications allowing the users 

access information from the configured 

packaged and custom Workflows

- Allows users to retrieve and access 

workflow data from all CXone Agent 

applications (CXone Agent, CXone 

Integrated Agent, CXone Embedded 

Agent, CXone Agent for Teams)

- Channel and product agnostic which 

can easily be integrated with any CRM.

- Billed based per configured agent that 

have the Agent Integration option.

- (CXone Agent, CXone Agent 

Integrated, CXone Agent for Teams, 

CXone Agent Embedded integrating 

with a CRM)

Pre-Requisite:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- 3883-2335-000-XX CXone Agent 

Workflow Configuration Platform (per 

BU)

OR

- 3883-2894-XXX CXone Agent 

Workflow Configuration Platform - 

Small Business (per BU)

Requires:

- 610292-2336-0000-XX CXone Agent 

Configuration Platform Professional 

Services Hours for custom CRM 

Integrations
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3883-2335-000-XX
CXone Agent Workflow Configuration 

Platform (Per BU)

CXone Agent Configuration Platform 

allow connections to multiple CRM 

instances connecting to packaged 

workflows as well as custom workflows.  

- Workflows can be used to search, 

retrieve, create, and update CRM 

records/objects for the authenticated 

CRMs and deliver the information 

gathered from the CRMs into the CXone 

Agent and CXone Integrated Agent 

applications. 

- Workflows will also be able to open 

the records or objects into the CRM as a 

screen pop based on the information 

searched.

- Billing monthly based on per Business 

Unit enablement. 

- Required for any CXone Agent 

application that is integrating with a 

CRM.

- Required for CXone Agent Embedded 

for Salesforce (CXA-SF)

- This covers the first 200,000 

transactions each month. Any overage 

on the number of transactions will be 

billed per 1,000 transactions over the 

200,000 transactions each month.

Requires: 

- 3883-2895-XXX CXone Agent 

Workflow Transaction Overage (per 

1,000 Transactions)

- 610292-2336-000-XX CXone Agent 

Configuration Platform Professional 

Services Hours for custom CRM 

Integrations 

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



3883-2894-XXX
CXone Agent Workflow Configuration 

Platform - Small Business (Per BU)

CXone Agent Configuration Platform 

allow connections to multiple CRM 

instances connecting to packaged 

workflows as well as custom workflows. 

 - Workflows can be used to search, 

retrieve, create, and update CRM 

records/objects for the authenticated 

CRMs and deliver the information 

gathered from the CRMs into the CXone 

Agent and CXone Integrated Agent 

applications. ​

 - Workflows will also be able to open 

the records or objects into the CRM as a 

screen pop based on the information 

searched.​

- Billing monthly based on per Business 

Unit enablement. ​

- Required for any CXone Agent 

application that is integrating with a 

CRM.​

- Required for CXone Agent Embedded 

for Salesforce (CXA-SF)​

- This covers the first 100,000 

transactions each month. Any overage 

on the number of transactions will be 

billed per 1,000 transactions over the 

100,000 transactions each month.​

- Requires Approval from Product

Requires:

- 610292-2336-000-XX CXone Agent 

Configuration Platform PS Hours for 

custom CRM Integrations

-3883-2895-XXX CXone Agent Workflow 

Transaction Overage (Per 1,000 

Transactions)

3883-2895-XXX
CXone Agent Workflow Transaction 

Overage (Per 1,000 Transactions)

 Cost for every 1,000 transactions over 

the number allotted transactions based 

on the CXone Agent Configuration 

Platform. ​

- Required for all CXone Agent 

Configuration Platform 

implementations.
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3885-2927-XXX Textel SMS Payments  - 0-500 Message

Easily and securely send payment 

requests and collect payments via SMS 

in a fully integrated experience with 

CXone. 

- Payment requests are sent via SMS 

but no actual payment information is 

exchanged over SMS, ensuring a fully 

secure but convenient way to collect 

payments from your customers. 

Requires: 

- 3885-2942-XXX Textel SMS Payments-

Overage

- 610218-2922-XXX Textel SMS 

Payments-Implementation

3885-2928-XXX
Textel SMS Payments - 500-1,000 

Message

Easily and securely send payment 

requests and collect payments via SMS 

in a fully integrated experience with 

CXone. 

- Payment requests are sent via SMS 

but no actual payment information is 

exchanged over SMS, ensuring a fully 

secure but convenient way to collect 

payments from your customers. 

Requires: 

- 3885-2942-XXX Textel SMS Payments-

Overage

- 610218-2922-XXX Textel SMS 

Payments-Implementation

3885-2929-XXX
Textel SMS Payments -1,000 - 2,500 

Messages

Easily and securely send payment 

requests and collect payments via SMS 

in a fully integrated experience with 

CXone. 

- Payment requests are sent via SMS 

but no actual payment information is 

exchanged over SMS, ensuring a fully 

secure but convenient way to collect 

payments from your customers. 

Requires: 

- 3885-2942-XXX Textel SMS Payments-

Overage

- 610218-2922-XXX Textel SMS 

Payments-Implementation
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3885-2930-XXX
Textel SMS Payments -2,500 - 5,000 

Messages

Easily and securely send payment 

requests and collect payments via SMS 

in a fully integrated experience with 

CXone. 

- Payment requests are sent via SMS 

but no actual payment information is 

exchanged over SMS, ensuring a fully 

secure but convenient way to collect 

payments from your customers. 

Requires: 

- 3885-2942-XXX Textel SMS Payments-

Overage

- 610218-2922-XXX Textel SMS 

Payments-Implementation

3885-2931-XXX Textel SMS Payments-Custom

Easily and securely send payment 

requests and collect payments via SMS 

in a fully integrated experience with 

CXone. 

- Payment requests are sent via SMS 

but no actual payment information is 

exchanged over SMS, ensuring a fully 

secure but convenient way to collect 

payments from your customers. 

Requires: 

- 3885-2942-XXX Textel SMS Payments-

Overage

- 610218-2922-XXX Textel SMS 

Payments-Implementation

3885-2932-XXX Textel SMS Line Intelligence

Line Intelligence prevents you from 

sending to landline phone numbers and 

other numbers that you have in your 

contact records that are not text 

enabled. 

- Textel will classify your contacts' 

phone numbers and will prevent 

attempts to send text messages to the 

carriers for untextable phone numbers, 

saving you money on text charges.

Requires: 

- 610218-2923-XXX Textel SMS Line 

Intelligence - Implementation
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3885-2933-XXX
Textel-Capacity Virtual Agent - 1-5,000 

Digital

An intelligent virtual agent for digital 

channels that can resolve customer 

support issues in a consistent, 

automated, and conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2924-XXX Textel-Capacity 

Virtual Agent-Implementation-Digital

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

3885-2934-XXX
Textel-Capacity Virtual Agent - 5,001-

10,000 Digital

An intelligent virtual agent for digital 

channels that can resolve customer 

support issues in a consistent, 

automated, and conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2924-XXX Textel-Capacity 

Virtual Agent-Implementation-Digital

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

3885-2935-XXX
Textel-Capacity Virtual Agent - 10,001-

20,000 Digital

An intelligent virtual agent for digital 

channels that can resolve customer 

support issues in a consistent, 

automated, and conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2924-XXX Textel-Capacity 

Virtual Agent-Implementation-Digital

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital
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3885-2936-XXX
Textel-Capacity Virtual Agent - 2,001-

50,000 Digital

An intelligent virtual agent for digital 

channels that can resolve customer 

support issues in a consistent, 

automated, and conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2924-XXX Textel-Capacity 

Virtual Agent-Implementation-Digital

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

3885-2937-XXX
Textel-Capacity Virtual Agent - 50,001-

100,000 Digital

An intelligent virtual agent for digital 

channels that can resolve customer 

support issues in a consistent, 

automated, and conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2924-XXX Textel-Capacity 

Virtual Agent-Implementation-Digital

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

3885-2938-XXX
Textel-Capacity Virtual Agent-Voice 1-

5,000 min/month

An intelligent virtual agent that can 

resolve customer support issues in a 

consistent, automated, and 

conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2925-XXX Textel-Capacity 

Virtual Agent - Voice Implementation

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital
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3885-2939-XXX
Textel-Capacity Virtual Agent-Voice 

5,001-25,000 min/month

An intelligent virtual agent that can 

resolve customer support issues in a 

consistent, automated, and 

conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2925-XXX Textel-Capacity 

Virtual Agent - Voice Implementation

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

3885-2940-XXX
Textel-Capacity Virtual Agent-Voice 

25,001-50,000 min/month

An intelligent virtual agent that can 

resolve customer support issues in a 

consistent, automated, and 

conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

Requires: 

- 610218-2925-XXX Textel-Capacity 

Virtual Agent - Voice Implementation

- 3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

3885-2941-XXX Textel-Capacity OKTA MFA

Protect your organization by 

implementing our MFA with Okta 

solution. Our direct integration with 

Okta offers SMS and Voice options for 

multi-factor authentication with a 

simple set up.

Requires:

- 610218-2926-XXX Textel-Capacity 

OKTA MFA Implementation Fee

3885-2942-XXX Textel SMS Payments-Overage

Easily and securely send payment 

requests and collect payments via SMS 

in a fully integrated experience with 

CXone. 

- Payment requests are sent via SMS 

but no actual payment information is 

exchanged over SMS, ensuring a fully 

secure but convenient way to collect 

payments from your customers. 
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3886-2943-XXX
Textel-Capacity Virtual Agent Overages 

Digital

This covers any interactions completed 

during the billable timeframe that 

exceeded your current subscription 

plan amount.

3886-2944-XXX Textel-Capacity Helpdesk

The Ultimate AI-Powered Helpdesk 

designed to deflect more tickets and 

empower your team to do their best 

work directly embedded in the Nice 

interface. 

- Open a new channel for customer 

support without all of the added 

overhead of typical email.

3886-2945-XXX
Textel-Capacity Virtual Agent-Voice 

Overages

An intelligent virtual agent for voice 

that can resolve customer support 

issues in a consistent, automated, and 

conversational way. 

- Powered Capacity's support-centric AI, 

our virtual agent can use both public 

and proprietary LLMs to use knowledge 

to provide quality answers to your 

customers, however the conversation 

flows.

3886-2946-XXX
Textel SMS Alpha Sender ID Custom 

Carrier ID

An option to send one-way SMS 

messages to supported countries where 

you can use your company name or 

brand used as the Sender ID, up to 11 

characters.
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4100-1497-000-XX
NICE IEX WFM Integrated - Enhanced 

Strategic Planner (per Configured User)

WFM Next Generation Capacity 

Planning.

- Billed as a monthly recurring charge

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month.

- Provides a long-term planning tool to 

project staff requirements from volume 

call handle time/ service levels.

Requires:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)  

- 610139-1498-000-XX NICE IEX WFM 

Integrated - Enhanced Strategic Planner 

Implementation
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4100-1713-000-XX

CXone Mpower Workforce 

Management Advanced (per Configured 

User)

Building on the basic core tier, 

CXone Mpower Workforce 

Management Advanced offers 

additional capabilities to further 

enhance workforce 

management:

- Customizable Forecast 

Methods: Allows user-selected 

forecast methods to tailor 

forecasting to specific business 

requirements.

- Optimized Lunch and Break 

Times: Aligns break schedules 

with workforce demands to 

improve overall efficiency.

- Enhanced Meeting Scheduler 

and Future Activities: Supports 

the creation of recurring events, 

streamlining the planning of 

regular meetings or briefings.

- Auto-Approval for Requests: 

Automatically approves time off 

requests, extra hours, and self-

swaps based on interval-level 

staffing needs.

- Self-Service Management: 

Enables agents to manage 

Requires:

- 610139-2187-000-XX CXone 

Workforce Management Advanced 

Implementation

Optional:

- 610149-604-000-XX NICE inContact 

CXone Workforce Management Training
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4100-1714-000-XX

CXone Mpower Workforce 

Management Advanced Level Up (per 

Configured User)

Level Up from CXone Workforce 

Management to CXone Workforce 

Management Advanced. Provides 

forecasting, scheduling, and intraday 

management including automatic 

approvals, advanced scheduling, EM 

Core mobile application, and interval 

level auto-approvals.​

- Configured Agents are billed based on 

the highest number of active agents set 

up on the platform at any one time 

during the month for WFM.​

Key product features:​

- Artificial Intelligence Forecasting 

supporting Inbound, Outbound, and 

deferrable work​

- Machine learning Multi Skill 

Scheduling​

- Intraday Real time adherence, and 

forecast to actual comparison with 

reforecasting​

- Time Off Management including 

partial day requests and auto-approvals​

- BI Reporting: Historical Adherence, 

and Time Utilization. Export of forecasts 

and schedules​

- CXone EM Core Mobile application​

- Auto-approval for time off requests 

based on requirements on the interval-

level to avoid understaffing the SU

Required Implementation: 610139-2188-

000-XX CXone Workforce Management 

Advanced Level Up Implementation
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4100-1715-000-XX

CXone Mpower Workforce 

Management Advanced Level Up (per 

Concurrent User)

Level Up from CXone Workforce 

Management to CXone Workforce 

Management Advanced. Provides 

forecasting, scheduling, and intraday 

management including automatic 

approvals, advanced scheduling, EM 

Core mobile application, and interval 

level auto-approvals.​

- Concurrent Users are billed based on 

the highest number of users logged into 

the platform at any one time during the 

month.​

Key product features:​

- Artificial Intelligence Forecasting 

supporting Inbound, Outbound, and 

deferrable work​

- Machine learning Multi Skill 

Scheduling​

- Intraday Real time adherence, and 

forecast to actual comparison with 

reforecasting​

- Time Off Management including 

partial day requests and auto-approvals​

- BI Reporting: Historical Adherence, 

and Time Utilization. Export of forecasts 

and schedules​

- CXone EM Core Mobile application​

- Auto-approval for time off requests 

based on requirements on the interval-

level to avoid understaffing the SU

Required Implementation: 610139-2188-

000-XX CXone Workforce Management 

Advanced Level Up Implementation

4100-2630-XXX
WFM HR Direct Integration for UKG and 

Workday (per Configured User)

Allows customers to set up integration 

with 3rd party HR management 

systems: Kronos and Workday, in order 

to sync Time-off balance and Time-off 

requests between the HR systems and 

WFM

- Billed per configured user

 Pre-requisite:

- 4100-534-000-XX NICE IEX WFM 

Integration Advanced (per Configured 

User)
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4100-2830-XXX NICE Data Explorer (per BU)

The NICE Data Explorer is a secured 

Cloud API that enables our Cloud 

customers to easily create customized 

queries and reports to fit the 

organization needs. 

- Conforming to REST methodology, 

every piece of data has its own unique 

identifying URL which provide ease of 

use as a web API, while maintaining 

strict security guidelines.

- The following are the supported data 

formats, which makes the NICE Data 

Explorer a great API to use: XML (with 

XSD), CSV, JSON, HTML.

- The NICE Data Explorer supports up to 

5 users

-Billed Monthly per BU

Requires:

- 610330-2833-XXX NICE Data Explorer 

Consultation Package

4100-2831-XXX
AppStreaming by AWS (Per configured 

User)

AppStreaming by AWS (per User)

- Billed monthly per user

4100-2890-XXX
CXone Mpower WFM Advanced with 

multi-ACD

CXone Mpower Workforce 

Management Advanced lets you take 

advantage of your existing ACD system. 

Your ACD system can be in the cloud or 

on-premise.

CXone Mpower Workforce 

Management Advanced 

Implementation with a single non-

CXone ACD. 

Note that addition services may be 

required for ACDs that do not have an 

in-place integration.

Requires: 

- 610072-292-XXX CXone WFM 

Advanced Implementation with Multi-

ACD

- 610086-368-000-XX CXone Business 

Unit Setup

- 610149-604-000-XX CXone WFM 

Training

Optional:

- 610139-2511-000-XX Evoke Consulting 

for CXone WFM
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4100-534-000-XX
NICE IEX WFM Integrated Advanced 

(per Configured User)

- Forecast with precision and schedule 

agents based on skills using IEX WFM 

Integrated Advanced.  This tool allows 

for monitoring adherence in real time 

and tracking intraday data to make 

timely staffing and operational 

decisions.  Additional modules are 

included for Time Off Tracking, 

Availability Points, and Agent Schedule 

Portal. Includes Workload Manager.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month. This includes Admin 

users.

 - Key product features & components:

         - Multi-Skill/Multi-Site

         - Forecaster, Scheduler, Planner

         - Real-Time and Historical 

Adherence

         - Administrator, Change Manager, 

Report Manager, Time-Off Manager

         - Availability Points

         - Agent Schedule Portal

The Workload Manager feature enables 

the option to use a Workload 

calculation for requirement generation.  

Workload requirement calculations are 

typically used for delayed response type 

contacts (email) as opposed to 

immediate response contacts (voice, 

chat) which would use a BErlangC 

calculation.

Requires:

- 610139-546-000-XX NICE IEX WFM 

Integrated Advanced Implementation

Optional:

- 610330-2834-XXX CXone Business 

Consulting for IEX WFM Integrated
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4100-701-000-XX
CXone Mpower Workforce 

Management (per Configured User)

CXone Mpower Workforce 

Management optimizes 

workforce operations with 

advanced features in forecasting, 

scheduling, change 

management, intraday 

management, and agent 

experience.

1. Forecasting

1-Year Forecasting: Supports 

synchronous and asynchronous 

channels.

Best-Pick Technology: Selects the 

optimal algorithm based on data.

True to Interval: Ensures 

accurate staffing requirements 

on a multi channel multi skills 

environment.

2. Scheduling

Flexible Options: Includes self-

scheduling, shift bidding, 

preference-based, template-

based, and schedule rotation.

AI-Based Scheduling: 

Incorporates channel attributes 

and skill types for efficient 

staffing in a multi-skilled 

Requires:

- 610139-568-000-XX CXone Workforce 

Management Implementation

Optional:

- 610149-604-000-XX NICE inContact 

CXone Workforce Management Training
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4100-872-000-XX
NICE IEX WFM Integrated Single Tenant 

Hosting (per Configured User)

- Standalone deployment of IEX WFM 

Integrated that is separate from the 

WFM Enterprise (IEX hosted by NICE 

inContact) multi-tenant system.

- Billed monthly and will match the 

quantity of users billed for WFM 

Enterprise (IEX hosted by NICE 

inContact) and is billed in addition to 

that product.

- Key product features & components:

     - Need for a single tenant 

environment will be determined based 

on customer requirements, if deemed 

that they cannot be met with the multi-

tenant system.

     - Infrastructure is dedicated to a 

specific customer

     - This may allow the use of some 

capabilities, which may not otherwise 

have been accessible in a multi-

tenant/shared environment 

Requires:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)  

4102-1710-000-XX
CXone Mpower Quality Management 

(per Configured User)

- Identify the right agents and 

interactions for evaluation as well as 

capture feedback and share across 

peers and groups.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform, associated with this 

product item, at any one time during 

the month.

- Key product features:

       - Form Designer

       - Evaluation

       - Calibration

       - Dispute

       - Coaching

       - Dashboards

       - Quality Planner

Requires:

- 610139-647-000-XX CXone Quality 

Management Implementation

Optional:

- 610148-755-000-XX CXone Quality 

Management Training
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4102-1711-000-XX
CXone Mpower Quality Management 

Advanced (per Configured User)

Combining the power of QM and 

Analytics to analyze and categorize 

100% of interactions for all voice and 

text channels Configured Users are 

billed based on the highest number of 

active users enabled for "can be 

evaluated/coached" at any one time 

during the month. 

Key product features & components 

include: 

- Available for the following languages: 

English, International English, European 

French, Canadian French, Latin 

American Spanish, Brazilian Portuguese, 

German

- Category Manager for creating your 

own categories

- Out of the Box Categories available. 

Note: availability of certain out-of-the-

box features may vary by language.

- Quality Planner including advanced 

sampling using analytics categories

- Top Categories Widget and Category 

Trend Widget

- Search includes analytics categories

- Player tags

- Standard QM features: Form 

Designer/Evaluations/Calibration/Dispu

te processes

- Coaching and Dashboards

- Fully integrated with the CXone 

platform and SSO

Requires:

- 610139-831-000-XX CXone Quality 

Management Advanced 

Implementation

Optional:

- 610148-755-000-XX CXone Quality 

Management Training

*FEDRAMP COMPLIANT
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4102-1712-000-XX

CXone Mpower Quality Management 

Advanced Level Up (per Concurrent 

User)

Level Up from CXone Quality 

Management to CXone Quality 

Management Advanced. Concurrent 

Users are billed based on the highest 

number of users logged into the 

platform at any one time during the 

month. 

Key product features & components 

include: 

- Available for the following languages: 

English, International English, European 

French, Canadian French, Latin 

American Spanish, Brazilian Portuguese, 

German

- Category Manager for creating your 

own categories

- Out of the Box Categories available. 

Note: availability of certain out-of-the-

box features may vary by language.

- Quality Planner including advanced 

sampling using analytics categories

- Top Categories Widget and Category 

Trend Widget

- Search includes analytics categories

- Player tags

- Standard QM features: Form 

Designer/Evaluations/Calibration/Dispu

te processes

- Coaching and Dashboards

- Fully integrated with the CXone 

platform and SSO

Optional add-on to Concurrent Voice 

Agent & Omnichannel Agent.

Optional level-up to Concurrent 

Essentials Suite, Core Suite and 

Complete Suite

- Qty MUST match bundle qty.

Requires:

- 610139-832-000-XX CXone Quality 

Management Advanced Level Up 

Implementation

- 610148-834-000-XX CXone Quality 

Management Analytics Level Up 

Training

*FEDRAMP COMPLIANT
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4102-1738-000-XX

CXone Mpower Quality Management 

Advanced Level Up (per Configured 

User)

Level Up from CXone Quality 

Management to CXone Quality 

Management Advanced. Configured 

Users are billed based on the highest 

number of active users enabled for "can 

be evaluated/coached? at any one time 

during the month. 

Key product features & components 

include: 

- Available for the following languages: 

English, International English, European 

French, Canadian French, Latin 

American Spanish, Brazilian Portuguese, 

German

- Category Manager for creating your 

own categories

- Out of the Box Categories available. 

Note: availability of certain out-of-the-

box features may vary by language.

- Quality Planner including advanced 

sampling using analytics categories

- Top Categories Widget and Category 

Trend Widget

- Search includes analytics categories

- Player tags

- Standard QM features: Form 

Designer/Evaluations/Calibration/Dispu

te processes

- Coaching and Dashboards

- Fully integrated with the CXone 

platform and SSO

Requires:

- 610139-832-000-XX CXone Quality 

Management Advanced Level Up 

Implementation

Optional:

- 610148-755-000-XX CXone Quality 

Management Training

*FEDRAMP COMPLIANT 
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4102-2995-XXX
CXone Mpower Screen Recording 

Advanced (per Configured User)

Provides capture of screen activity on 

the agent desktop while the agent 

handles a phone interaction (Screen 

recording must be associated with voice 

recording) + enables to view and 

manage all Screen Agent instances 

through the CXone Screen Agent 

Manager application

- Billed per configured user per month

Requires:

- 610073-2999-000-XX CXone Mpower 

Screen Recording Advanced 

Implementation

4102-2996-XXX

CXone Mpower Screen Recording 

Advanced Level-Up (per Configured 

User)

Level Up from CXone Screen Recording 

to CXone Screen Recording Advanced 

Included:

- Enables to view and manage all Screen 

Agent instances through the CXone 

Screen Agent Manager application

- Billed per configured users per month

Requires:

- 610073-3000-000-XX CXone Mpower 

Screen Recording Advanced Level-Up 

Implementation

4102-2997-XXX
CXone Mpower Screen Recording 

Advanced (per Concurrent User)

 Provides capture of screen activity on 

the agent desktop while the agent 

handles a phone interaction (Screen 

recording must be associated with voice 

recording) + enables to view and 

manage all Screen Agent instances 

through the CXone Screen Agent 

Manager application.

- Billed per highest number of active 

users per month

Requires:

- 610073-2999-000-XX CXone Mpower 

Screen Recording Advanced 

Implementation
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4102-2998-XXX

CXone Mpower Screen Recording 

Advanced Level-Up (per Concurrent 

User)

Level Up from CXone Screen Recording 

to CXone Screen Recording Advanced 

Included:

- Enables to view and manage all Screen 

Agent instances through the CXone 

Screen Agent Manager application

- Billed per highest number of active 

users per month

Requires:

- 610073-3000-000-XX CXone Mpower 

Screen Recording Advanced Level-Up 

Implementation

4104-1642-000-XX
CXone Mpower Screen Recording (per 

Concurrent User)

Provides capture of screen activity on 

the agent desktop while the agent 

handles a phone interaction. Screen 

Recording must be associated with 

Audio Recording Advanced. Concurrent 

Users are billed based on the highest 

daily count of active users with custom 

attribute "can be recorded" enabled.

Key product features:

- Screen Recording (total or %-based)

- Search

- Playback

- Encryption

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



4104-644-000-XX
CXone Mpower Screen Recording (per 

Configured User)

- Provides capture of screen activity on 

the agent desktop while the agent 

handles a phone interaction. (Screen 

recording must be associated with voice 

recording.)

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be 

recorded" enabled.

- Key product features & components:

     -  Screen Recording (total or %-

based)

     -  Search 

     -  Playback 

     -  Encryption 

Requires: 

- 610139-648-000-XX CXone Screen 

Recording Implementation

4107-1641-000-XX
CXone Mpower Audio Recording 

Advanced (per Concurrent User)

- Provides audio recording, encryption, 

as well as search and playback of 

recorded interactions.

- Concurrent Users are billed based on 

the highest number of users logged into 

the platform at any one time during the 

month.

- Key product features:

      - Audio Recording (total or %-based)

      - Search 

      - Playback 

      - Encryption

      - 1 GB of storage included per user

Requires:

- 610139-649-000-XX CXone Audio 

Recording Implementation
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4107-1709-000-XX
CXone Mpower Audio Recording (per 

Configured User)

- Provides audio recording, encryption, 

and basic playback of recorded 

interactions.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform, associated with this 

product item, at any one time during 

the month.

- Key product features:

      - Basic Audio Recording (total or %-

based)

      - Basic Playback

      - Encryption

Requires:

- 610139-649-000-XX CXone Audio 

Recording Implementation

4107-1740-000-XX
CXone Mpower Audio Recording Level 

Up (per Configured User)

- Level Up from CXone Audio Recording 

to CXone Audio Recording Advanced

- Provides audio recording, encryption, 

as well as search and playback of 

recorded interactions.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform, associated with this 

product item, at any one time during 

the month.

- Key product features:

      - Audio Recording (total or %-based)

      - Search

      - Playback

      - Encryption

Optional add-on to:

4107-1709-000-XX  CXone Audio 

Recording Basic (per Configured User) 

12654-1705-000-XX CXone Voice Agent 

(per Configured User)

Required if:

Customer already has 4107-1709-000-

XX CXone Audio Recording (per 

Configured User) and is adding on QM:

 4102-1710-000-XX CXone Quality 

Management (per Configured User)

 4102-1711-000-XX CXone Quality 

Management Advanced (per Configured 

User)

Qty NEEDS to match.

Required NRC:

610139-649-000-XX CXone Audio 

Recording Implementation
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4107-1741-000-XX
CXone Mpower Audio Recording Level 

Up (per Concurrent User)

- Level Up from CXone Audio Recording 

to CXone Audio Recording Advanced

- Provides audio recording, encryption, 

as well as search and playback of 

recorded interactions.

- Concurrent Users are billed based on 

the highest number of users logged into 

the platform at any one time during the 

month.

- Key product features:

      - Audio Recording (total or %-based)

      - Search

      - Playback

      - Encryption

Optional level-up Concurrent Voice 

Agent.

- Qty MUST match bundle qty.

*Required if customer already has 4107-

1832-000-XX CXone Mpower Audio 

Recording (per Concurrent User) and is 

adding on QM.

4107-1832-000-XX
CXone Mpower Audio Recording (per 

Concurrent User)

- Provides audio recording, encryption, 

and basic playback of recorded 

interactions.

- Concurrent Users are billed based on 

the highest number of users logged into 

the platform at any one time during the 

month.

- Key product features:

      - Basic Audio Recording (total or %-

based)

      - Basic Playback 

      - Encryption

Requires:

- 610139-649-000-XX CXone Audio 

Recording Implementation
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4107-645-000-XX
CXone Mpower Audio Recording 

Advanced (per Configured User)

- Provides audio recording, encryption, 

as well as search and playback of 

recorded interactions.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform, associated with this 

product item, at any one time during 

the month. 

- Key product features & components:

     -  Audio Recording (total or %-based)

     -  Search 

     -  Playback 

     -  Encryption 

Requires:

- 610139-649-000-XX CXone Audio 

Recording Implementation
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4108-1716-000-XX
CXone Mpower Interaction Analytics 

Advanced (per Configured User)

A robust text analytics tool that 

automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities.

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be 

analyzed" enabled.

Available for the following languages:

- English, International English, 

European French, Canadian French, 

Latin American Spanish, European 

Spanish, Brazilian Portuguese, German, 

Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

Key product features & components: 

- CXone Enlighten CSAT Agent Behavior 

use case must be purchased separately.

- Automatic analysis of every voice, 

email, and chat interaction

- Automatic topic, category and trend 

discovery

- Sentiment analysis

- Integrated WAV Player and 100% call 

transcription

- Keyword, phrase, and entity search

- Powerful filtering capabilities

- Multi-tenant, scalable cloud platform

Requires one of the following:

- 4107-645-000-XX CXone Mpower 

Audio Recording Advanced (per 

Configured User)

- 4107-1641-000-XX CXone Mpower 

Audio Recording Advanced (per 

Concurrent User)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)  ​

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4108-1717-000-XX

CXone Mpower Interaction Analytics 

Advanced Level Up (per Concurrent 

User)

Level Up from CXone Interaction 

Analytics to CXone Interaction Analytics 

Advanced. A robust text analytics tool 

that automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities. Concurrent Users are billed 

based on the highest number of active 

users set up on the platform at any one 

time during the month.  

Key product features & components: 

 - Auto Discovery is an AI driven 

application used with CXone Interaction 

Analytics that automatically organizes 

calls into suggested topics, identifies 

those topics that are not part of the 

CXone Interaction Analytics category 

library catalog and identifies anomalies 

within the topics. Phrases from the 

topics can be saved as new categories 

or used to update existing categories in 

Interaction Analytics for tracking.

- Available for the following languages: 

English, International English, European 

French, Canadian French, Latin 

American Spanish, European Spanish, 

Brazilian Portuguese, German, Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

- Automatic analysis of every voice, 

email, and chat interaction

Optional add-on to (QTY MUST MATCH 

BUNDLE QTY):

- CXone Mpower Complete Suite (per 

Concurrent User)

- CXone Mpower Complete Suite - 

Enterprise (per Concurrent User)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)  ​

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4108-1739-000-XX

CXone Mpower Interaction Analytics 

Advanced Level Up (per Configured 

User)

Level up from CXone Interaction 

Analytics to CXone Interaction Analytics 

Advanced.

A robust text analytics tool that 

automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities.

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be 

analyzed" enabled.

Available for the following languages:

- English, International English, 

European French, Canadian French, 

Latin American Spanish, European 

Spanish, Brazilian Portuguese, German, 

Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

Key product features & components: 

- CXone Enlighten CSAT Agent Behavior 

use case must be purchased separately.

- Automatic analysis of every voice, 

email, and chat interaction

- Automatic topic, category and trend 

discovery

- Sentiment analysis

- Integrated WAV Player and 100% call 

Optional add-on to (QTY MUST MATCH 

BUNDLE QTY):

- CXone Mpower Complete Suite (per 

Configured/Concurrent)

- CXone Mpower Complete Suite - 

Enterprise (per Configured/Concurrent)

- CXone Mpower Ultimate Suite (per 

Configured User)  

- CXone Mpower Ultimate Suite - 

Enterprise (per Configured User)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)  ​

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4108-1994-000-XX
CXone Mpower Interaction Analytics 

Premium (per Configured User)

A robust text analytics tool that 

automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities.

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be 

analyzed" enabled.

Available for the following languages:

- English, International English, 

European French, Canadian French, 

Latin American Spanish, European 

Spanish, Brazilian Portuguese, German, 

Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

Key product features & components: 

- CXone Enlighten CSAT Agent Behavior 

use case must be purchased separately.

- Automatic analysis of every voice, 

email, and chat interaction

- Automatic topic, category and trend 

discovery

- Sentiment analysis

- Integrated WAV Player and 100% call 

transcription

- Keyword, phrase, and entity search

- Powerful filtering capabilities

- Multi-tenant, scalable cloud platform

Requires one of the following:

- 4107-645-000-XX CXone Mpower 

Audio Recording Advanced (per 

Configured User)

- 4107-1641-000-XX CXone Mpower 

Audio Recording Advanced (per 

Concurrent User)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)  ​

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4108-1995-000-XX

CXone Mpower Interaction Analytics 

Premium Level Up (per Configured 

User)

Level-Up from CXone Interaction 

Analytics to CXone Interaction Analytics 

Premium.

A robust text analytics tool that 

automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities.

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be 

analyzed" enabled.

Available for the following languages:

- English, International English, 

European French, Canadian French, 

Latin American Spanish, European 

Spanish, Brazilian Portuguese, German, 

Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

Key product features & components: 

- CXone Enlighten CSAT Agent Behavior 

use case must be purchased separately.

- Automatic analysis of every voice, 

email, and chat interaction

- Automatic topic, category and trend 

discovery

- Sentiment analysis

- Integrated WAV Player and 100% call 

Optional add-on to (QTY MUST MATCH 

BUNDLE QTY):

- CXone Mpower Complete Suite (per 

Configured/Concurrent)

- CXone Mpower Complete Suite - 

Enterprise (per Configured/Concurrent)

- CXone Mpower Ultimate Suite (per 

Configured User)  

- CXone Mpower Ultimate Suite - 

Enterprise (per Configured User)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)  ​

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4108-1996-000-XX

CXone Mpower Interaction Analytics 

Premium Level Up (per Concurrent 

User)

Level Up from CXone Interaction 

Analytics to CXone Interaction Analytics 

Premium. A robust text analytics tool 

that automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities and Enlighten CSAT 

Behaviors. Concurrent Users are billed 

based on the highest number of users 

logged into the platform at any one 

time during the month. 

Key product features & components:  

- Available for the following languages: 

English, International English, European 

French, Canadian French, Latin 

American Spanish, European Spanish, 

Brazilian Portuguese, German, Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

- Auto Discovery is an AI driven 

application used with CXone Interaction 

Analytics that automatically organizes 

calls into suggested topics, identifies 

those topics that are not part of the 

CXone Interaction Analytics category 

library catalog and identifies anomalies 

within the topics. Phrases from the 

topics can be saved as new categories 

or used to update existing categories in 

Interaction Analytics for tracking.

- Automatic analysis of every voice, 

Optional add-on to (QTY MUST MATCH 

BUNDLE QTY):

- CXone Mpower Complete Suite (per 

Concurrent)  

- CXone Mpower Complete Suite - 

Enterprise (per Concurrent)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 3882-1999-000-XX CXone Enlighten 

CSAT Agent Behavior Use Case (per 

Configured User)  ​

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4108-561-000-XX
CXone Mpower Interaction Analytics 

(per Configured User)

A robust text analytics tool that 

automatically analyzes every voice, 

chat, and email interaction and gives 

customers detailed, quantifiable, 

actionable insights with Auto Discovery 

capabilities.

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be 

analyzed" enabled.

Available for the following languages:

- English, International English, 

European French, Canadian French, 

Latin American Spanish, European 

Spanish, Brazilian Portuguese, German, 

Dutch

- Note: availability of certain out-of-the-

box features may vary by language.

Key product features & components:

- CXone Enlighten CSAT Agent Behavior 

use case must be purchased separately.

- Automatic analysis of every voice, 

email, and chat interaction

- Automatic topic, category and trend 

discovery

- Sentiment analysis

- Integrated WAV Player and 100% call 

transcription

- Keyword, phrase, and entity search

- Powerful filtering capabilities

- Multi-tenant, scalable cloud platform

Requires one of the following:

- 4107-645-000-XX CXone Mpower 

Audio Recording Advanced (per 

Configured User)

- 4107-1641-000-XX CXone Mpower 

Audio Recording Advanced (per 

Concurrent User)

Required Implementation: 

- 610142-563-000-XX CXone Interaction 

Analytics Implementation

Required Training:

- 610148-756-000-XX CXone Interaction 

Analytics – Training​

Optional: 

- 610068-1232-000-XX CXone 

Interaction Analytics - Professional 

Services - Customer Success Program

*FEDRAMP COMPLIANT
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4110-1048-000-XX

Employee Engagement Manager 

Integrated - Agent (per Configured 

User)

Employee Engagement Manager agent 

module provides agents the ability to 

view and modify their schedule.

- Configured Users are billed based on 

the highest number of active agents in 

the IEX Integrated tenant that EEM is 

configured to work with. Like IEX 

Integrated, administrative users are not 

billed. 

Included functionalities:

- Swap (with self), trade (with others), 

request absence, add/ remove hours, 

and more.

- All features automatically updates 

your Workforce Management System

- Agent module is accessible over a 

browser or a mobile device (mobile 

app)

Requires:

- 4100-534-000-XX IEX WFM Integrated 

Advanced (per Configured User)

- 610183-1049-000-XX Employee 

Engagement Manager Integrated 

Implementation

*MINIMUM REQUIREMENT OF 300

4110-2353-000-XX

Employee Engagement Manager 

Integrated - Real-Time Alerting (per 

Configured User)

Real-Time Alerting and Adaptive Breaks 

module. 

- Imports ACD information in real time 

from WFM for use in creating rules 

around agent states, agent adherence, 

and agent ACD login status.

- Configured Users are billed based on 

the highest number of active users set 

up on the platform at any one time 

during the month for the Employee 

Engagement Manager Integrated 

license.

Pre-Requisites:

- 4100-534-000-XX IEX WFM Integrated 

Advanced (per Configured User) and

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User)

Qty must match 4110-878-000-XX 

Employee Engagement Manager 

Integrated Suite 
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4110-2631-XXX

EEM Integrated Real-Time Alerting with 

Rule Insights and AI Recommendation 

(per Configured User)

Get Real Time Alerts, Rule Insights and 

AI Recommendations for workforce 

managers. Imports ACD information in 

real time from WFM for use in creating 

rules around agent states, agent 

adherence, and agent ACD login status.

- Billed as a monthly recurring charge

MINIMUM QUANTITY OF 300

PRE-REQUISITE:

- 4100-534-000-XX IEX WFM Integrated 

Advanced (per Configured User)

REQUIRES:

- 610183-2907-XXX Employee 

Engagement Manager Integrated Real-

Time Alerting Implementation

- 610184-000-000-XX Employee 

Engagement Manager Integrated VRS 

Consulting

4110-878-000-XX

Employee Engagement Manager 

Integrated Suite - Agent + Manager (per 

Configured User)

Employee Engagement Manager 

Integrated Suite includes the Agent 

Module functionalities as well as 

allowing workforce managers to 

automatically analyze intraday data 

enabling actions at a moment’s notice.

- Configured Users are billed based on 

the highest number of active agents in 

the IEX Integrated tenant that EEM is 

configured to work with. Like IEX 

Integrated, administrative users are not 

billed.    

Included functionalities:

- Offering extra hours

- Offering time off

- Identifying coaching opportunities

- Providing customized performance 

alerts

Requires:

- 4100-534-000-XX IEX WFM Integrated 

Advanced (per Configured User)

- 610183-1049-000-XX Employee 

Engagement Manager Integrated 

Implementation

*MINIMUM REQUIREMENT OF 300
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4112-916-000-XX
CXone Interaction Analytics Extended 

Analysis (per Bucket)

- Provides extended analysis capability 

beyond the default 90-day time frame

- Billed monthly per contracted rate and 

bucket quantity. Each bucket contains 

up to 500K records. Anything beyond 

500K will be billed as $0.0055 per add'l 

record.

- Key product features & components:

     - Select the time frame of data to 

analyze and retain in the Analytics 

application beyond the included “last 

90 days”

     - Search for new insights in both 

your current and long-term data, 

including quarter-by-quarter 

comparison and long-term trending

     - Recategorize and reprocess data to 

find historic occurrences of newly 

identified issues and opportunities

     - The use of this product may be 

governed by additional terms found 

online at 

NICEinContact.com/terms/General 

Software Terms and 

NICEinContact.com/terms/Analytics

4108-561-000-XX
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4116-1050-000-XX
NICE IEX WFM Integrated - AI 

Forecasting (per Configured User)

Add-On solution to IEX WFM Integrated 

providing additional forecast models.

- Billed as a monthly recurring charge. 

Qty will match IEX Integrated.

- Key feature components

- Provides additional forecasting 

models, in addition to the standard 

weighted moving average model within 

IEX WFM Integrated. 

Important Note: a minimum of two 

years of historical data is required to 

utilize these new algorithms. History 

can be populated either from the 

customers CXone ACD BU or imported 

from a previous ACD vendor. 

Requires: 

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)
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4121-1702-000-XX
NICE IEX WFM Integrated - Export File 

(Per BU)

- Enables access to all purchased IEX 

WFM Export Reports

- Billed as a monthly recurring charge

Requires any one of the following 

Export Record Types:

- 610186-2229-000-XX NICE IEX WFM 

Integrated - Export Report Adherence 

by Attribute Detail

- 610186-2230-000-XX NICE IEX WFM 

Integrated - Export Report Adherence 

by Attribute Summary

- 610186-2231-000-XX NICE IEX WFM 

Integrated - Export Report Agent 

Activity and Schedules

- 610186-2232-000-XX NICE IEX WFM 

Integrated - Export Report Agent 

Results Detail

- 610186-2233-000-XX NICE IEX WFM 

Integrated - Export Report Agent 

Results Summary

- 610186-2234-000-XX NICE IEX WFM 

Integrated - Export Report CT Queue 

Data

- 610186-2235-000-XX NICE IEX WFM 

Integrated - Export Report MU Opens

4121-1703-000-XX
NICE IEX WFM Integrated - Import File 

(Per BU)

- Enables access to all purchased IEX 

WFM Import Reports

- Billed as a monthly recurring charge

Requires any one of the following 

Import Report Types:

- 610186-1699-000-XX NICE IEX WFM 

Integrated - Import File Schedule 

Changes

- 610186-1700-000-XX NICE IEX WFM 

Integrated - Import File History

- 610186-1701-000-XX NICE IEX WFM 

Integrated - Import File Forecast

- 610186-904-000-XX NICE IEX WFM 

Integrated - Import File Vacation 

Summary

- 610186-906-000-XX NICE IEX WFM 

Integrated - Import File MU Opens
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4122-1866-000-XX
Engage Integrated Extended Life (per 

Configured User)

Allows customers to keep Engage 

recordings for playback and auditing 

purposes after migrating to User Hub or 

who are no longer using NICE. No 

charge for the first 90 days. After the 90 

days, billed monthly based on the total 

number of agents at the start of the 90 

days.
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4123-2246-000-XX
CXone Recording Apps (per Configured 

User)

The CXone Recording Apps solution 

uploads Voice & Screen recordings, 

along with the associated Metadata & 

Business Data fields, and Users’ 

information from NICE Engage to CXone 

cloud for use in the CXone Suite. This 

solution is intended to allow customers 

to gradually move to the CXone Suite, 

allowing them to maintain NICE Engage 

and their existing ACD/IVR but leverage 

more advanced Applications.

- Configured Users are billed based on 

the highest daily count of the month of 

active users that were uploaded from 

NICE Engage to CXone. 

- Does not include licensing costs for 

components of CXone Suite that will 

leverage these recordings.

- Includes 11GB Storage per Agent

- Up to 225K calls per day for 10K 

agents (5K active agents)

- The solution uploads Voice & Screen 

recordings, associated Metadata & 

Business Data fields and Users’ 

information.

The CXone Recording Apps solution 

enables the use of the following 

applications:

- Recording applications (Search, 

Playback, Business Data Manager)

- Quality Management (QM) / QMA / 

QMP

Requires:

- 610086-368-000-XX CXone Business 

Unit Setup​

- 610286-2247-000-XX CXone AppLink 

Implementation​

-610286-2248-000-XX DEF 

Implementation for CXone AppLink

OR

-610286-2403-000-XX DEF 

Implementation for Multi-Tenant CXone 

AppLink

​Business Consulting optional when Qty 

of CXone AppLink is:​

- Between qty 750-1,000 - 610059-1961-

000-XX CXone Business Consulting - 

Transformation Services - Essential​

- Between qty 1,001-2,000 - 610059-

1732-000-XX CXone Business Consulting 

- Transformation Services - Advanced​

- Between qty 2,000-3,000 - 610059-

1962-000-XX CXone Business Consulting 

- Transformation Services – Premium​

- Above qty 3,000 - 610059-1963-000-

XX​ CXone Business Consulting Strategic, 

Transformation, Optimization - Custom 

(per day)​

One TAM Package is required:

- 1561-1320-000-XX Cxsuccess Premier 

Plus Package

- 1561-1321-000-XX Cxsuccess 

Enterprise Package
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4123-2350-000-XX
Compliance Center w/CXone AppLink 

(per Configured User)

Compliance Center w/CXone AppLink 

holistically and effectively manages the 

overall lifecycle of regulation / policy 

implementation from technical rollout 

through ongoing assurance to auditing 

and investigation management. 

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be recorded 

voice" enabled for CXone AppLink.

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)

4123-2351-000-XX
Engage Cloud w/CXone AppLink (per 

Configured User)

Engage Cloud w/CXone AppLink 

provides interactions recording.  

Includes the following modules:

- Storage Center – automated, rules-

based archiving of captured 

interactions, System usability, 

maintenance and administration tools, 

Diagnostics and monitoring tools (NICE 

Sentinel), Enterprise-grade capabilities; 

including enhanced data security, 

scalability and business continuity, 

Query and Playback, CTI Integration, 

Database Kit,  Reporting & Logger 

Licenses.

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be recorded 

voice" enabled for CXone AppLink.

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)
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4123-2352-000-XX
Teams Recording w/CXone AppLink (per 

Configured User)

Real-time media capture and recording 

for MS Teams w/CXone AppLink

- Configured Users are billed based on 

the highest daily count of active users 

with custom attribute "can be recorded 

voice" enabled for CXone AppLink.

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)

4123-2356-000-XX
Playback Portal w/CXone AppLink (per 

BU)

Playback portal enables search & 

playback for NICE Legacy systems. 

Aimed for customers wishes to upgrade 

to Engage. Major benefits: 

- Zero down time

- Host up to 30 Legacy DBs 

- Access privileges per DB and group 

level

- Archived calls forced deletion 

enforcement

- Billed as a monthly recurring charge 

per BU

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



4125-000-000-XX
CXone Recording Export (per 

Interaction)

The following applies to Customers 

using CXone Recording Export, which 

includes an API that enables playback 

and extraction of CXone recorded 

media:​ 

For CXone Recording Export Playback 

API, there is no additional charge for 

playback and/or download of up to 5% 

of the total interactions (i.e., calls) 

recorded during a particular month.

For interactions (whether entire calls or 

call segments) that are played back 

and/or downloaded in excess of 5% of 

the total interactions recorded during a 

month, the Customer will be charged 

per interaction played back and/or 

downloaded. For example, if Customer 

is contracted at the rate of $.03 and 

had 20,000 interactions recorded 

during a given month and, during that 

same month, it used the API included in 

CXone Recording Export to play back 

and/or download 110,000 interactions, 

Customer would be billed 110,000 – 

(20,000 * 5%) = 109,000 * $.03 = 

$3,270.00.​ 

The following applies to Customers 

using the SEA feature to download 

CXone recorded media:​ 

Required for every new service contract
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4129-2273-000-XX
CXone ACD to External IEX Integration 

(per BU)

Required to enable the integration 

between CXone ACD and an external 

IEX (hosted in the WCX Cloud or on 

premise with a NICE WCX service 

contract). CXone ACD data is pushed to 

an IEX instance hosted in the WCX 

cloud or on premise. ​

- This product is non-billable.​

Offers the following ongoing features 

once enabled:

- Pushing of agent interval data.​

- Use of MAX embedded schedules.​

- User Sync can be enabled or disabled 

(disabled by default).

Requires: 

- 610139-2274-000-XX CXone ACD to 

External IEX Integration Implementation

Required if integrating to more than 

one additional CXone ACD​ beyond the 

first integration:

- 610325-000-XXX Additional CXone 

ACD to Integrated IEX Implementation

4203-2724-XXX

Enlighten XO Integrated (Standalone 

Enlighten XO - Per 1,000 Interactions) - 

75,000 to 100,000 Interactions

NICE Enlighten XO helps build smart self-

service applications fast, using 

automatically generated insights from 

agent-assisted interactions. 

- Assumes 3-year term, and 92-day 

retention. 

- Partners / Resellers MUST co-sell with 

NICE.

Requires:

- Minimum commit of 75,000 

interactions

- 610282-2805-XXX NICE Enlighten XO 

Integrated Implementation

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



4204-000-000-XX
CXone Mpower AutoSummary 

Standalone (per summary)

CXone Mpower AutoSummary 

Standalone for FedRAMP customers 

automates Agent Notetaking with the 

power of AI. 

Automatically summarize interactions in 

real time to reduce time spent taking 

post-interaction notes and increase 

consistency of account history. 

Available for the following languages: 

English, Brazilian Portuguese, Latin 

American Spanish. 

Available for the following channels: 

voice, digital channels including Email. 

Users are billed based on the total 

number of summarized interactions in 

the month. 

Sales of Enlighten products must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Requires:

- 610192-2424-000-XX CXone Enlighten 

AutoSummary Implementation

- 610347-3371-XXX CXone CRM 

Memorialization via API 

Implementation

4314-2507-000-XX
Digital Foundations Usage (per 100 

messages)

Per message charge for all non-agent, 

non-CXone applications: e.g., Google, 

Amazon, BYO Bots, third-party survey, 

outbound notifications from CRM/third-

party apps.

- Usage billing for all non-agent 

messages other than those to or from 

Smart Assist, Bot Builder, Guide, 

Personal Connection, and Feedback 

Manager.

- Billed at $0.25 per 100 messages

- Mandatory with digital foundations

- Customer will only be billed for usage 

during a billing period. If there is no 

usage, there will be no usage charges. 

Required for every new service contract 

with Digital Add-on
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4315-2621-000-XXX
Enlighten Autopilot Amelia – Voice (per 

call)

NICE Autopilot Amelia virtual Voice 

agent with Enlighten XO which helps 

build smarter self-service applications 

using automatically generated insights 

from agent-assisted interactions. 

Requires SIP Connections.

Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, quantity will be billed at 

100,000.

A call is defined as a call that performs 

a defined workflow to either complete 

a task or route to the appropriate 

agent.

For voice usage only includes the 

Autopilot's Transcription and TTS 

Service but requires the SIP 

Connections.

Design and development of the custom 

SmartAssist Bot application is a Services 

engagement and not included within 

the usage pricing.

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing. Design and 

development of the custom Autopilot 

virtual agent application is a Services 

engagement and not included within 

the usage pricing.

Requires:

- 1442-2471-000-XX Autopilot Virtual 

Agent Digital Employee Services

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

- 610263-1879-000-XX CXone Virtual 

Agent Hub Registration Implementation 

Services

*TELCO Agreement must be in place 

between NICE and Partner to purchase 

this product. If Partner has not signed 

TELCO Agreement with NICE end user 

customer must sign direct agreement to 

purchase the below products directly 

from NICE:

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup
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4315-2622-000-XXX
Enlighten Autopilot Amelia – Digital (per 

session)

Enlighten Autopilot Amelia virtual 

Digital agent with Enlighten XO which 

helps build smarter self-

service applications using automatically 

generated insights from agent-assisted 

interactions.​

-Usage is billed per session for the 

month. For example, if 100,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing. Design and 

development of the custom Autopilot 

virtual agent application is a Services 

engagement and not included within 

the usage pricing.

 

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days.

Requires:

- 1442-2471-000-XX Autopilot Virtual 

Agent Digital Employee Services

- CXone Autopilot Implementation 

Package based on the number of 

required use case - 610263-1879-000-

XX CXone Virtual Agent Hub 

Registration Implementation Services

*TELCO Agreement must be in place 

between NICE and Partner to purchase 

this product. If Partner has not signed 

TELCO Agreement with NICE end user 

customer must sign direct agreement to 

purchase the below products directly 

from NICE:

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup
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4315-2811-XXX
Autopilot Amelia Voice International 

(per call)

"Enlighten Autopilot by Amelia 

International for voice provides 

Conversational Virtual Agent voice 

experience  plus is configured to use 

the intents generated by purpose build 

AI models of Enlighten XO.

-Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, this SKU quantity will be billed 

at 100,000.

-A call is defined as a voice connection 

that performs a defined workflow to 

either complete a task or route to the 

appropriate agent.

-This SKU is for voice usage only and 

includes the Transcription & Text To 

Speech components but requires the 

SIP Connections. 

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing.

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days."

Requires:

- 1442-2471-000-XX Autopilot Virtual 

Agent Digital Employee Services

- CXone Autopilot Implementation 

Package based on the number of 

required use case - 1028-2245-000-XX 

Enlighten Autopilot SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

*TELCO Agreement must be in place 

between NICE and Partner to purchase 

this product. If Partner has not signed 

TELCO Agreement with NICE end user 

customer must sign direct agreement to 

purchase the below products directly 

from NICE:

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup
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4315-2812-XXX
Autopilot Amelia Digital International 

(per session)

"Enlighten Autopilot by Amelia 

International Digital provides 

Conversational Virtual Agent chat 

experience  plus is configured to use 

the intents generated by purpose build 

AI models of Enlighten XO.

-Usage is billed per session for the 

month. For example, if 500,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-This SKU is for digital session usage 

only. 

-Design and development of the custom 

Autopilot Bot application is a Services 

engagement and not included within 

the usage pricing..

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days."

Requires:

- 1442-2471-000-XX Autopilot Virtual 

Agent Digital Employee Services

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

*TELCO Agreement must be in place 

between NICE and Partner to purchase 

this product. If Partner has not signed 

TELCO Agreement with NICE end user 

customer must sign direct agreement to 

purchase the below products directly 

from NICE.

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup
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4315-2813-XXX
Autopilot Amelia Voice International 

without XO (per call)

"Enlighten Autopilot International 

without XO powered by Amelia for 

voice provides Conversational Virtual 

Agent voice experience.

-Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, this SKU quantity will be billed 

at 100,000.

-A call is defined as a voice connection 

that performs a defined workflow to 

either complete a task or route to the 

appropriate agent.

-This SKU is for voice usage only and 

includes the Transcription & Text To 

Speech components but requires the 

SIP Connections. 

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing.

Note:  This version of Autopilot does 

NOT include Enlighten XO."

Requires:

- 1442-2471-000-XX Autopilot Virtual 

Agent Digital Employee Services

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

*TELCO Agreement must be in place 

between NICE and Partner to purchase 

this product. If Partner has not signed 

TELCO Agreement with NICE end user 

customer must sign direct agreement to 

purchase the below products directly 

from NICE.

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup
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4315-2814-XXX
Autopilot Amelia Digital International 

without XO (per session)

"Enlighten Autopilot International 

without XO for Digital provides 

Conversational Virtual Agent chat 

experience.

-Usage is billed per session for the 

month. For example, if 500,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-This SKU is for digital session usage 

only. 

-Design and development of the custom 

Autopilot Bot application is a Services 

engagement and not included within 

the usage pricing.

Note:  This version of Autopilot does 

NOT include Enlighten XO."

Requires:

- 1442-2471-000-XX Autopilot Virtual 

Agent Digital Employee Services

*TELCO Agreement must be in place 

between NICE and Partner to purchase 

this product. If Partner has not signed 

TELCO Agreement with NICE end user 

customer must sign direct agreement to 

purchase the below products directly 

from NICE.

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup
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4315-2816-XXX
CXone Mpower Autopilot FedRAMP 

without XO Voice (per call)

"Enlighten Autopilot for voice provides 

Conversational Virtual Agent voice 

experience.

-Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, this SKU quantity will be billed 

at 100,000.

-A call is defined as a voice connection 

that performs a defined workflow to 

either complete a task or route to the 

appropriate agent.

-This SKU is for voice usage only and 

includes the Transcription & Text To 

Speech components but requires the 

SIP Connections. 

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing.

Note:  This version of Autopilot does 

NOT include Enlighten XO."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2817-XXX
CXone Mpower Autopilot FedRAMP 

without XO Digital (per session)

"Enlighten Autopilot Digital provides 

Conversational Virtual Agent chat 

experience.

-Usage is billed per session for the 

month. For example, if 100,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-This SKU is for digital session usage 

only. 

-Design and development of the custom 

Autopilot Bot application is a Services 

engagement and not included within 

the usage pricing.

Note:  This version of Autopilot does 

NOT include Enlighten XO."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 610263-1879-000-XX CXone Virtual 

Agent Hub Registration Implementation 

Services

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2820-XXX
CXone Mpower Autopilot International 

Voice (per call)

"Enlighten Autopilot International for 

voice provides Conversational Virtual 

Agent voice experience  plus is 

configured to use the intents generated 

by purpose build AI models of Enlighten 

XO.

-Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, this SKU quantity will be billed 

at 100,000.

-A call is defined as a voice connection 

that performs a defined workflow to 

either complete a task or route to the 

appropriate agent.

-This SKU is for voice usage only and 

includes the Transcription & Text To 

Speech components but requires the 

SIP Connections. 

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing.

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



4315-2821-XXX
CXone Mpower Autopilot International 

Digital (per session)

"Enlighten Autopilot International 

Digital provides Conversational Virtual 

Agent chat experience  plus is 

configured to use the intents generated 

by purpose build AI models of Enlighten 

XO.

-Usage is billed per session for the 

month. For example, if 100,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-This SKU is for digital session usage 

only. 

-Design and development of the custom 

Autopilot Bot application is a Services 

engagement and not included within 

the usage pricing..

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 610263-1879-000-XX CXone Virtual 

Agent Hub Registration Implementation 

Services

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2822-XXX
CXone Mpower Autopilot International 

without XO Voice (per call)

"Enlighten Autopilot for voice provides 

Conversational Virtual Agent voice 

experience.

-Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, this SKU quantity will be billed 

at 100,000.

-A call is defined as a voice connection 

that performs a defined workflow to 

either complete a task or route to the 

appropriate agent.

-This SKU is for voice usage only and 

includes the Transcription & Text To 

Speech components but requires the 

SIP Connections. 

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing.

Note:  This version of Autopilot does 

NOT include Enlighten XO."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2823-XXX
CXone Mpower Autopilot International 

without XO Digital (per session)

"Enlighten Autopilot International 

without XO for Digital provides 

Conversational Virtual Agent chat 

experience.

-Usage is billed per session for the 

month. For example, if 100,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-This SKU is for digital session usage 

only. 

-Design and development of the custom 

Autopilot Bot application is a Services 

engagement and not included within 

the usage pricing.

Note:  This version of Autopilot does 

NOT include Enlighten XO."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 610263-1879-000-XX CXone Virtual 

Agent Hub Registration Implementation 

Services

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2825-XXX
CXone Mpower Autopilot Voice (per 

call)

"Enlighten Autopilot virtual Voice agent 

with Enlighten XO which helps build 

smarter self-service applications using 

automatically generated insights from 

agent-assisted interactions.

-Usage is billed per call for the month. 

For example, if 100,000 calls per 

month, this SKU quantity will be billed 

at 100,000.

-A call is defined as a voice connection 

that performs a defined workflow to 

either complete a task or route to the 

appropriate agent.

-This SKU is for voice usage only and 

includes the Transcription & Text To 

Speech components but requires the 

SIP Connections. 

-Design and development of the custom 

Autopilot virtual agent application is a 

Services engagement and not included 

within the usage pricing.

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days."

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 1028-2245-000-XX Enlighten Autopilot 

SIP Trunk

- 1028-2248-000-XX-N Enlighten 

Autopilot SIP Trunk Setup (QTY must 

match 1028-2245-000-XX)

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2858-XXX
CXone Mpower Autopilot Digital (per 

session)

Enlighten Autopilot virtual digital agent 

with Enlighten XO which helps build 

smarter self-service applications using 

automatically generated insights from 

agent-assisted interactions

Usage is billed per session for the 

month. For example, if 100,000 

sessions per month, this SKU quantity 

will be billed at 100,000.

-A digital session is defined as am 

interaction that performs a defined 

workflow to either complete a task or 

route to the appropriate agent with a 

max of 24 hours with a second or third 

session when an exchange occurs in 

next 24 hours.

-This SKU is for digital session usage 

only. 

-Design and development of the custom 

Autopilot Bot application is a Services 

engagement and not included within 

the usage pricing.

Note:  This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days.

Requires:

- CXone Autopilot Implementation 

Package based on the number of 

required use case 

- 610263-1879-000-XX CXone Virtual 

Agent Hub Registration Implementation 

Services

Optional:

- 1550-3369-XXX Mpower Agents (per 

successful task)
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4315-2900-XXX
Autopilot for CXone Mpower Ultimate 

(per Session)

Enlighten Autopilot Voice and Digital 

with Enlighten XO helps build smarter 

self-service applications using 

automatically generated insights from 

agent-assisted interactions. Enlighten 

Autopilot Digital Usage is billed per 

contract quantity or per session per 

month, whichever is greater.

- For Autopilot voice, a session is up to 

10 minutes duration. After the first 10 

minutes, an additional session charge 

applies every 10 minutes.

- For Autopilot digital, a session is up to 

24 hours of messages. After the first 24 

hours, an additional session charge 

applies every 24 hours.

- Design and development of the 

custom Autopilot Bot application is a 

Services engagement and not included 

within the usage pricing.

Note: This version of Autopilot includes 

Enlighten XO. Retention period for 

Enlighten XO data limited to 92 days.

Requires Enlighten Voice Enablement 

Service for Autopilot that includes the 

Voice infrastructure, Transcription and 

TTS capabilities for any Enlighten 

Autopilot interactions. 

Requires one of the following Autopilot 

Implementation Packages:

- 610339-2886-XXX CXone Autopilot 

Small Implementation Package

- 610339-2887-XXX CXone Autopilot 

Medium Implementation Package

- 610339-2888-XXX CXone Autopilot 

Large Implementation Package

AND Any CXone Mpower Autopilot 

Solution:

- 4315-2825-XXX CXone Mpower 

Autopilot Voice (per call) 

- 4315-2858-XXX CXone Mpower 

Autopilot Digital (per session)

-  4315-2820-XXX CXone Mpower 

Autopilot International Voice (per call)

- 4315-2821-XXX CXone Mpower 

Autopilot International Digital (per 

session)

 - 4315-2816-XXX CXone Mpower 

Autopilot FedRAMP without XO Voice 

(per call)

-  4315-2817-XXX CXone Mpower 

Autopilot FedRAMP without XO Digital 

(per session)

-  4315-2822-XXX CXone Mpower 

Autopilot International without XO 

Voice (per call)

-  4315-2823-XXX CXone Mpower 

Autopilot International without XO 

Digital (per session)

-  4315-2900-XXX Autopilot for Mpower 
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4315-3049-XXX
Autopilot Pathfinder Essentials Package - 

up to 90MB (per BU)

Autopilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Autopilot virtual agent intents and 

flows automatically.

- Packages are for monthly storage and 

consumption. 

- This Essentials package is for a  

monthly maximum generation of up to 

90MB.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3050-XXX
Autopilot Pathfinder Commercial 

Package - up to 150MB (per BU)

Autopilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Autopilot virtual agent intents and 

flows automatically.

- Packages are for monthly storage and 

consumption. 

- This Commercial package is for a  

monthly maximum generation of up to 

150MB.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3051-XXX
Autopilot Pathfinder Premier Package - 

up to 300MB (per BU)

Autopilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Autopilot virtual agent intents and 

flows automatically.

- Packages are for monthly storage and 

consumption. 

- This Premier package is for a  monthly 

maximum generation of up to 300MB.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3052-XXX
Autopilot Pathfinder Platinum Package - 

up to 1GB (per BU)

Autopilot's Pathfinder optional solution 

allows customers to consume 

documents, websites, etc. to create 

Autopilot virtual agent intents and 

flows automatically.

- Packages are for monthly storage and 

consumption. 

- This Platinum package is for a  

monthly maximum generation of up to 

1GB.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3053-XXX

Autopilot Testing Studio+ Essentials 

Package - for Up to 5,000 Test Cases 

(per BU)

Autopilot's optional Testing Studio is a 

Code-Free automation testing 

framework, engineered to address the 

development and testing needs of 

Autopilot's omni-channel 

Conversational AI solutions at every 

stage of the development lifecycle, by 

reproducing and asserting test 

scenarios. Automate testing 

AA20throughout your Conversational AI 

application development lifecycle 

through a user-friendly graphical UΙ, set 

up baselines and track deviations 

through an efficient change / test cycle, 

resulting in faster deployment to 

production and optimized performance.

 - Key features: 

Automate testing of your 

Conversational AI call flows at scale

 - Expand your automate testing of your 

Conversational AI call flows at scale by 

adding Generative AI use cases.

This SKU allows for up to 5,000 test 

cases defined and run monthly against 

the customer's Autopilot virtual agent 

custom application.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3054-XXX

Autopilot Testing Studio+ Commercial 

Package - for Up to 10,000 Test Cases 

(per BU)

Autopilot's optional Testing Studio is a 

Code-Free automation testing 

framework, engineered to address the 

development and testing needs of 

Autopilot's omni-channel 

Conversational AI solutions at every 

stage of the development lifecycle, by 

reproducing and asserting test 

scenarios. Automate testing throughout 

your Conversational AI application 

development lifecycle through a user-

friendly graphical UΙ, set up baselines 

and track deviations through an 

efficient change / test cycle, resulting in 

faster deployment to production and 

optimized performance.

 - Key features: 

Automate testing of your 

Conversational AI call flows at scale

 - Expand your automate testing of your 

Conversational AI call flows at scale by 

adding Generative AI use cases.

This SKU allows for up to 10,000 test 

cases defined and run monthly against 

the customer's Autopilot virtual agent 

custom application.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3055-XXX

Autopilot Testing Studio+ Premier 

Package - for Up to 20,000 Test Cases 

(per BU)

Autopilot's optional Testing Studio is a 

Code-Free automation testing 

framework, engineered to address the 

development and testing needs of 

Autopilot's omni-channel 

Conversational AI solutions at every 

stage of the development lifecycle, by 

reproducing and asserting test 

scenarios. Automate testing throughout 

your Conversational AI application 

development lifecycle through a user-

friendly graphical UΙ, set up baselines 

and track deviations through an 

efficient change / test cycle, resulting in 

faster deployment to production and 

optimized performance.

 - Key features: 

Automate testing of your 

Conversational AI call flows at scale

 - Expand your automate testing of your 

Conversational AI call flows at scale by 

adding Generative AI use cases.

This SKU allows for up to 20,000 test 

cases defined and run monthly against 

the customer's Autopilot virtual agent 

custom application.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3056-XXX

Autopilot Testing Studio+ Platinum 

Package - for Up to 50,000 Test Cases 

(per BU)

Autopilot's optional Testing Studio is a 

Code-Free automation testing 

framework, engineered to address the 

development and testing needs of 

Autopilot's omni-channel 

Conversational AI solutions at every 

stage of the development lifecycle, by 

reproducing and asserting test 

scenarios. Automate testing throughout 

your Conversational AI application 

development lifecycle through a user-

friendly graphical UΙ, set up baselines 

and track deviations through an 

efficient change / test cycle, resulting in 

faster deployment to production and 

optimized performance.

 - Key features: 

Automate testing of your 

Conversational AI call flows at scale

 - Expand your automate testing of your 

Conversational AI call flows at scale by 

adding Generative AI use cases.

This SKU allows for up to 50,000 test 

cases defined and run monthly against 

the customer's Autopilot virtual agent 

custom application.

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)
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4315-3057-XXX
Autopilot Advanced Reporting License 

(Per Configured User)

Autopilot Advanced Reporting License 

provides a Tableau reporting 

experience  billed per configured user

Requires one of the following:

- 4315-2825-XXX Mpower Autopilot 

Voice (per call)

- 4315-2858-XXX Mpower Autopilot 

Digital (per session)

- 4315-2820-XXX Mpower Autopilot 

International Voice (per call)

- 4315-2821-XXX Mpower Autopilot 

International Digital (per session)

- 4315-2816-XXX Mpower Autopilot 

FedRAMP without XO Voice (per call)

- 4315-2817-XXX Enlighten Autopilot 

FedRAMP without XO Digital (per 

session)

- 4315-2822-XXX Mpower Autopilot 

International without XO Voice (per 

call)

- 4315-2823-XXX Mpower Autopilot 

International without XO Digital (per 

session)

- 4315-2900-XXX Mpower Autopilot for 

Mpower (per Session)

4400-2190-000-XX
Faster SEA Service (per BU) ​- Up to 150 

Users

Faster SEA feature provides a way to 

expedite the transfer of files to SEA 

either through Copy or Move. ​

- Provides a dedicated mechanism to 

process files that qualify for zero-day 

SEA rules that customer configured as 

compared to normal LCM rule 

execution​

- Billed monthly based on number of 

contracted ACD Users.  ​

- Rate is subject to change if number of 

users increases beyond contracted tier.

Requires:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- Active Storage

- Audio Recording

*FASTER SEA Service (per BU) pricing 

will be determined by the number of 

ACD Agents quoted or contracted. 
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4400-2191-000-XX Faster SEA Service (per BU) <750 Users ​

Faster SEA feature provides a way to 

expedite the transfer of files to SEA 

either through Copy or Move. ​

- Provides a dedicated mechanism to 

process files that qualify for zero-day 

SEA rules that customer configured as 

compared to normal LCM rule 

execution​

- Billed monthly based on number of 

contracted ACD Users.  ​

- Rate is subject to change if number of 

users increases beyond contracted tier.

Requires:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- Active Storage

- Audio Recording

*FASTER SEA Service (per BU) pricing 

will be determined by the number of 

ACD Agents quoted or contracted. 

4400-2192-000-XX Faster SEA Service (per BU) <25k Users ​

Faster SEA feature provides a way to 

expedite the transfer of files to SEA 

either through Copy or Move. ​

- Provides a dedicated mechanism to 

process files that qualify for zero-day 

SEA rules that customer configured as 

compared to normal LCM rule 

execution​

- Billed monthly based on number of 

contracted ACD Users.  ​

- Rate is subject to change if number of 

users increases beyond contracted tier.

Requires:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- Active Storage

- Audio Recording

*FASTER SEA Service (per BU) pricing 

will be determined by the number of 

ACD Agents quoted or contracted. 
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4400-2193-000-XX Faster SEA Service (per BU) <50k Users ​

Faster SEA feature provides a way to 

expedite the transfer of files to SEA 

either through Copy or Move. ​

- Provides a dedicated mechanism to 

process files that qualify for zero-day 

SEA rules that customer configured as 

compared to normal LCM rule 

execution​

- Billed monthly based on number of 

contracted ACD Users.  ​

- Rate is subject to change if number of 

users increases beyond contracted tier.

Requires:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- Active Storage

- Audio Recording

*FASTER SEA Service (per BU) pricing 

will be determined by the number of 

ACD Agents quoted or contracted. 

4400-2194-000-XX
Faster SEA Service (per BU) - Over 50k 

Users ​

Faster SEA feature provides a way to 

expedite the transfer of files to SEA 

either through Copy or Move. ​

- Provides a dedicated mechanism to 

process files that qualify for zero-day 

SEA rules that customer configured as 

compared to normal LCM rule 

execution​

- Billed monthly based on number of 

contracted ACD Users.  ​

- Rate is subject to change if number of 

users increases beyond contracted tier.

Requires:

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

- Active Storage

- Audio Recording

*FASTER SEA Service (per BU) pricing 

will be determined by the number of 

ACD Agents quoted or contracted. 
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4401-000-000-XX Voice Quality Metrics (per 100 Minutes)

Enables partners/customers 

by providing voice call quality metrics 

like MOS, Jitter, and Packet loss for 

Contact ID, for SIP calls and WebRTC 

sessions.

- Billed monthly per 100 minutes for all 

eligible minutes

- Key product features & components:​

- Supports Parent-Child hierarchy​

- Provides voice call quality metrics 

within 20 minutes of call disconnect​

- Provides aggregated voice quality 

details at BU level​

- Provides voice quality data at contact 

ID and individual call legs level 

(CXone and External)​

- Enriches call quality data with ACD 

data like Agent Name, Skills, Team 

Master/Associated contact IDs, call 

disconnect reason etc.​

- Provides integration with CXone Voice 

Diagnostics and ‘Call Quality Explorer’ 

for troubleshooting voice quality issues​

- Provides contact ID level search for 

troubleshooting specific contact issues​

- Provides advanced filtering and 

column selection to enhance 

customization

Requires: 

- CXone Mpower ACD/IVR (Bundled or 

Standalone)

*Product can be sold stand-alone or in 

conjunction with:

- 2950-1735-000-XX CXone Voice 

Diagnostics (per BU)
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4550-000-000-XX Dedicated Capacity Reserve

Reserves or dedicated capacity on 

clusters to allow for high volume 

bursting or flexing.

-Billed as a monthly recurring charge

- Sales of Dedicated Capacity Reserve 

must be co-sold with NICE CXone to 

ensure customer needs and 

requirements are met.

*Additional charges may apply for more 

than 1,000 seats

4556-2415-000-XX
NEVA For Compliance (Per Configured 

User)

A solution to help organizations to 

enforce compliance and ensure 

adherence to regulations.

- Configured Users are billed based on 

the highest monthly count of active 

users

Key product features & components:

- Web based drag & drop based 

authoring tool for building automations 

and guidance processes

- Pre-built packages for automation and 

guidance of compliance related use 

cases. E.g. PCI compliance, adherence 

to regulations (GDPR), etc.

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met.

REQUIRES: 

- Minimum quantity: 250 users

- 610310-2417-000-XX NEVA Setup

- 610310-2419-000-XX NEVA Solution 

Development (per day)

- 3095-2526-000-XX CXone Recording 

for multi-ACD (per Configured User)

*Sold as an add-on to CXone Recording

- 4107-1709-000-XX  CXone Audio 

Recording (per Configured User)

- 4107-1832-000-XX  CXone Audio 

Recording (per Concurrent User)

- 4107-645-000-XX    CXone Audio 

Recording Advanced (per Configured 

User)

- 4107-1641-000-XX  CXone Audio 

Recording Advanced (per Concurrent 

User)

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



4556-2416-000-XX
CXone Desktop Discovery (Per 

Configured User)

Desktop Analytics data for revealing 

automation opportunities and 

productivity gaps.

- Configured Users are billed based on 

the highest monthly count of active 

users

Key product features & components:

- Smart and rich collection of desktop 

data and user actions

- PII protection configuration

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met.

REQUIRES: 

- Minimum quantity: 300 users

- 610310-2418-000-XX Analytics Setup

* Sold as an add-on to CXone PM

- 3465-22-000-XX    CXone Performance 

Management (per Configured User)

- 3465-666-000-XX  CXone Performance 

Management (per Concurrent User)

5060-2429-000-XXX Sycurio.Voice IVR Payments

Sycurio.Voice IVR Payments enables 

businesses who use an IVR to deliver 

Secure Payments via IVR self-service, 

removing the need for agents to handle 

a payment

- Billed monthly per 1,000 transactions

Requires:

- 610305-2433-000-XXX Sycurio.Voice 

Standard Implementation for CXone 

- NICE CXone Telco

5060-2430-000-XXX
Sycurio.Voice Speech Recognition (per 

Agent)

Additional module for Sycurio.Voice 

that enables callers to make spoken 

payments securely over the telephone, 

in scenarios when a caller is unable to 

use the standard DTMF input option 

- Billed monthly per Agent

Optional Add-on to:

- 5060-2427-000-XXX Sycurio.Voice PCI 

Payments for CXone (per Configured 

User)

- 5060-2428-000-XXX Sycurio.Voice PCI 

Payments for CXone (per Concurrent 

User)
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5060-2575-XXX Sycurio.Digital Agentless Payments

Sycurio.Digital Agentless Payments 

enables merchants to operate 

automated contact flows such as chat 

bots or batch processing, removing the 

need for agents to handle a payment

- Billed monthly per 1,000 Links 

Generated

 Requires:

- 610305-2433-000-XX Sycurio.Omni 

Implementation Enterprise (>2,000 

licenses)

OR

- 610305-2578-000-XX Sycurio.Omni 

Implementation (<2,000

 licenses)

OR

- 610305-2579-000-XX Sycurio.Digital 

Implementation (Standard)

5060-3001-XXX
Sycurio.Voice PCI Payments for CXone 

(per agent)

Secure PCI Payments for NICE voice 

agents, where agents are the total 

number of individuals on a monthly 

basis who enter into Sycurio solution 

'Secure Mode' to process a payment 

transaction.

507-3247-XXX
SightCall Core Live Video (per 

Configured User)

User license for SightCall Core Live 

Video provides real-time remote video 

support so agents can visually guide 

customers during interactions with 

helpful AR guidance toolkit.

Key Capabilities

- Remote Video Support and 

Collaboration

- Augmented Reality Guidance 

- Visual Data Capture

- Pre-Call Readiness & Optimization

- Seamless Integrations

- Reporting Dashboards + Sustainability 

Reports

Requires:

- Minimum 20 
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507-3248-XXX
SightCall Core Live Video (per 

Concurrent User)

Concurrent User license for SightCall 

Core Live Video provides real-time 

remote video support so agents can 

visually guide customers during 

interactions with helpful AR guidance 

toolkit.

Key Capabilities

- Remote Video Support and 

Collaboration

- Augmented Reality Guidance 

- Visual Data Capture

- Pre-Call Readiness & Optimization

- Seamless Integrations

- Reporting Dashboards + Sustainability 

Reports

Requires:

- Minimum 20 

507-3249-XXX
SightCall Ultimate Live Video (per 

Configured User)

User license for SightCall Core Live 

Video provides real-time remote video 

support so agents can visually guide 

customers during interactions with 

helpful AR guidance toolkit, Visual 

Media Recording/Upload, and Visual AI 

capabilities.

Core Key Capabilities Plus:

- AI Face Concealment

- AI Computer VISION (PS Build)

- Visual Data Processing

- Smart OCR

- Photo Capture/ Uploads

- Multiparty Video 

- Video Recording/Upload

- Custom Post Call Survey

Requires:

- Minimum 20 
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507-3250-XXX
SightCall Ultimate Live Video (per 

Concurrent User)

Concurrent User license for SightCall 

Core Live Video provides real-time 

remote video support so agents can 

visually guide customers during 

interactions with helpful AR guidance 

toolkit, Visual Media Recording/Upload, 

and Visual AI capabilities.

Core Key Capabilities Plus:

- AI Face Concealment

- AI Computer VISION (PS Build)

- Visual Data Processing

- Smart OCR

- Photo Capture/ Uploads

- Multiparty Video 

- Video Recording/Upload

- Custom Post Call Survey

Requires:

- Minimum 20 

507-3251-XXX SightCall Snap (per Configured User)

User License for SightCall Snap 

empowers NICE agents to effortlessly 

capture and receive visual context 

during live interactions without 

requiring a video call. Agents can 

instantly request customers to provide 

video reels, smart OCR scans, pictures, 

and geolocation data, streamlining 

workflows and accelerating issue 

resolution.

Key Capabilities:

Reels

Pictures

Smart OCR

Geolocation

Media Share from Gallery

Requires:

- Minimum 20 
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507-3252-XXX SightCall Snap (per Concurrent User)

Concurrent User License for SightCall 

Snap empowers NICE agents to 

effortlessly capture and receive visual 

context during live interactions without 

requiring a video call. Agents can 

instantly request customers to provide 

video reels, smart OCR scans, pictures, 

and geolocation data, streamlining 

workflows and accelerating issue 

resolution.

Key Capabilities:

Reels

Pictures

Smart OCR

Geolocation

Media Share from Gallery

Requires:

- Minimum 20 

5100-3033-XXX
CXone Workforce Management 

Premium (per Configured User)

Provides CXone Mpower Workforce 

Management Basic and Advanced tiers 

plus the following additional advanced 

capabilities:

Enhanced Strategic Planner (ESP): 

Offers advanced planning tools to 

optimize long-term workforce 

strategies, ensuring alignment with 

business goals and improving overall 

efficiency.

Requires:

- 610139-3037-XXX CXone Workforce 

Management Premium Implementation

- 610139-3039-XXX CXone Workforce 

Management Training for Premium 

Features
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5100-3034-XXX

CXone Workforce Management 

Premium (per Configured User) with 

multi-ACD

CXone Mpower Workforce 

Management Premium lets you take 

advantage of your existing ACD system. 

Your ACD system can be in the cloud or 

on-premise.

Provides CXone Mpower Workforce 

Management Premium tier with 

connectivity to a single non-CXone ACD.

Note that addition services may be 

required for ACDs that do not have an 

in-place integration.

Requires:

- 610139-3038-XXX CXone Workforce 

Management Premium Implementation 

with multi-ACD

- 610139-3039-XXX CXone Workforce 

Management Training for Premium 

Features

-610086-368-000-XX CXone Business 

Unit Setup

5100-3035-XXX

CXone Workforce Management 

Premium Level Up (per Configured 

User)

Level up from CXone WFM to CXone 

WFM Premium (per configured user)

Pre-Requisite Product:

- 4100-701-000-XX CXone Workforce 

Management (per Configured User)

*Cannot level up from WFM Advanced 

or also quote WFM Advanced with this 

sku

Requires:

- 610139-3037-XXX CXone Workforce 

Management Premium Implementation

- 610139-3039-XXX CXone Workforce 

Management Training for Premium 

Features
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5100-3036-XXX

CXone Workforce Management 

Premium Level Up (per Concurrent 

User)

Level up from CXone WFM  to CXone 

WFM Premium (per concurrent user)

Pre-Requisite Product:

- 4100-701-000-XX CXone Workforce 

Management (per Configured User)

*Cannot level up from WFM Advanced 

or also quote WFM Advanced with this 

sku

Requires:

- 610139-3037-XXX CXone Workforce 

Management Premium Implementation

- 610139-3039-XXX CXone Workforce 

Management Training for Premium 

Features

510-1334-000-XX
Surfly Business Package (per Configured 

Agent)

-Key features & components include: 

-Real-time interactive co-browsing with 

annotation and control switching.

610225-1338-000-XX NICE inContact 

Surfly Business Package Implementation

510-1335-000-XX
Surfly Advanced Package (per 

Configured Agent)

-Key features & components include: 

-Real-time interactive co-browsing with 

videochat, additional security and 

integration functionality such as: field 

masking, element masking, session 

continuation, full rebranding, document 

sharing, behavior controls and audit 

logs.

-1000 video chat minutes included per 

user (pooled).

-Overage beyond this amount will be 

billed at US$0.016 per minute.

510-1336-000-XX NICE inContact Surfly 

Advanced Video Chat Overage Rate (per 

minute)

610225-1339-000-XX NICE inContact 

Surfly Advanced Package 

Implementation
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510-1336-000-XX
Surfly Advanced Video Chat Overage 

Rate (per minute)

- Real-time interactive Co-Browsing with 

Videochat, additional security and 

integration functionality such as: field 

masking, element masking, session 

continuation, full rebranding, document 

sharing, behavior controls and audit 

logs.

- 1000 video chat minutes included per 

user (pooled).

- Overage beyond this amount will be 

billed at US$0.02 per minute.

510-1334-000-XX NICE inContact Surfly 

Business Package (per configured 

agent) or 510-1335-000-XX NICE 

inContact Surfly Advanced Package (per 

configured agent)

510-1337-000-XX Surfly SSL Certificate (per BU)

-Custom SSL certificate set-up for the co-

browsing integration, enable sessions 

to be hosted under your own domain 

-Monthly charge per BU.

510-2316-000-XX
Surfly Session Recording Service (per 

BU)

Surfly Session Recording Service, 

licensed Per BU.

- Provides the ability to record the 

entire Surfly session, which includes the 

video as well as the cobrowsing activity.

- Billed monthly per BU

Pre-requisite:​

CXone ACD/IVR 

510-2318-000-XX
Surfly Session Recording in HD quality 

(per minute)

Surfly Session Recording in HD quality, 

Per Minute session recording in High 

Definition.

- Provides the ability to record the 

entire Surfly session securely in a 

composed archive, which means both 

the video stream as well as the co-

browsing activity is collected in one 

recording.

- Billed based on total minutes used 

during the month

Required:​

- 510-2316-000-XX Surfly Session 

Recording Service (per BU)
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510-2533-000-XX
Surfly Advanced Package (per 

Concurrent User)

Key features & components include:

- Real-time interactive co-browsing with 

video chat, as well as additional security 

and integration functionality such as: 

cross-domain support, 3rd party iframe 

support, fine grain control switching, 

collaborative document annotation and 

editing, e-signing, agent management 

and administration, field and element 

masking, full API access (JavaScript, 

REST, Webhooks), full session 

customization, SSO support, fully 

brandable UI, session continuation, 

document sharing, behavior controls 

and audit logs, and the ability to limit 

the co-browsing scope (grant listing and 

blocklisting websites).

- 1,000 video chat minutes included per 

user (pooled).

- Overage beyond this amount will be 

billed at the contracted per minute rate.

- Billed as a monthly recurring charge 

per concurrent user

 510-1336-000-XX NICE inContact Surfly 

Advanced Video Chat Overage Rate (per 

minute)

610225-1339-000-XX NICE inContact 

Surfly Advanced Package 

Implementation
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510-2534-000-XX
Surfly Business Package (per Concurrent 

User)

Key features & components include:

- Real-time interactive co-browsing, as 

well as additional security and 

integration functionality such as: cross-

domain support, 3rd party iframe 

support, fine grain control switching, 

collaborative document annotation and 

editing, e-signing, agent management 

and administration, field masking, full 

API access (JavaScript, REST, 

Webhooks), full session customization, 

SSO support, and a fully brandable UI.

-Billed as a monthly recurring charge 

per concurrent user

 610225-1338-000-XX NICE inContact 

Surfly Business Package Implementation

510-2972-XXX
Surfly Video-chat Only (per configured 

agent)

Enable video escalation from a voice, 

do chat, kiosk interaction. 

- Purchase functionality per agent, to be 

billed per seat per month. 

- Agents that have the video skilled 

assigned, will be created as users in the 

video platform 

Requires:

- 610225-2974-XXX Surfly Video Only 

Implementation

510-2973-XXX
Surfly Video-chat Only (per concurrent 

agent)

Enable video escalation from a voice, 

do chat, kiosk interaction. 

- Purchase functionality per agent, to be 

billed per seat per month. 

- Agents that have the video skilled 

assigned, will be created as users in the 

video platform 

Requires:

- 610225-2974-XXX Surfly Video Only 

Implementation
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5204-3131-XXX
CXone Mpower Autosummary for 

Legacy Agents (per Summary)

CXone Mpower AutoSummary for 

Legacy Agents automates Agent 

Notetaking with the power of AI. 

- Automatically summarize interactions 

in real time to reduce time spent taking 

post-interaction notes and increase 

consistency of account history. 

- Available for the following languages: 

English, Brazilian Portuguese, Latin 

American Spanish. 

- Available for the following channels: 

voice, digital channels including Email. 

- Users are billed based on the total 

number of summarized interactions in 

the month. 

Sales of Autopilot products must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Requires:

- 610347-3132-XXX CXone Mpower 

Autosummary for Legacy Agents 

Implementation

- 610347-3371-XXX CXone CRM 

Memorialization via API 

Implementation

610059-1731-000-XX
CXone Business Consulting - Strategic 

Advisory Services

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access
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610059-1732-000-XX
CXone Business Consulting - 

Transformation Services - Advanced

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 1,001-

2,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) 

is between qty 751-1,500 concurrent 

users. 

Requires approval from Services 
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610059-1733-000-XX
CXone Business Consulting - 

Optimization Services

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

610059-1734-000-XX CXone Business Consulting Hourly Rate

Custom scope required to determine 

number of Consulting Hours.

- Billed as a one-time (non-recurring) 

charge

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610059-1914-000-XX
CXone Business Consulting for IEX WFM 

or EEM Integrated - Essential

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)

And if

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 750-

1,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) is 

between qty 550-750 concurrent users.
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610059-1915-000-XX
CXone Business Consulting for IEX WFM 

or EEM Integrated - Advanced

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)

And if

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 1,001-

2,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) is 

between qty 751-1,500 concurrent 

users.

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610059-1916-000-XX
CXone Business Consulting for IEX WFM 

or EEM Integrated - Premium

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)

And if

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 2,001-

3,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) is 

between qty 1,501-2,200 concurrent 

users.
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610059-1917-000-XX
CXone Business Consulting for IEX WFM 

or EEM Integrated - Custom (per day)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)

And if 

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is above 3,000 

configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) is 

above 2,200 concurrent users.

Min Daily Qty. - 95
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610059-1918-000-XX
CXone Business Consulting for IEX WFM 

and EEM Integrated - Essential

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User) 

AND one of these SKUs is quoted:

- 4110-1048-000-XX Employee 

Engagement Manager Integrated - 

Agent (per Configured User) OR

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User)

And if

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 750-

1,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 
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610059-1919-000-XX
CXone Business Consulting for IEX WFM 

and EEM Integrated - Advanced

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User) 

AND one of these SKUs is quoted:

- 4110-1048-000-XX Employee 

Engagement Manager Integrated - 

Agent (per Configured User) OR

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User)

And if

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 1,001-

2,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 
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610059-1920-000-XX
CXone Business Consulting for IEX WFM 

and EEM Integrated - Premium

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User) 

AND one of these SKUs is quoted:

- 4110-1048-000-XX Employee 

Engagement Manager Integrated - 

Agent (per Configured User) OR

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User)

And if

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 2,001-

3,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 
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610059-1921-000-XX
CXone Business Consulting for IEX WFM 

and EEM Integrated - Custom (per day)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Required when this combination of 

SKUs are quoted:

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User) 

AND one of these SKUs is quoted:

- 4110-1048-000-XX Employee 

Engagement Manager Integrated - 

Agent (per Configured User) OR

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User) 

And if 

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is above 3,000 

configured users 

OR 

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 
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610059-1961-000-XX
CXone Business Consulting - 

Transformation Services - Essential

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 750-

1,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) 

is between qty 550-750 concurrent 

users.

Requires approval from Services 
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610059-1962-000-XX
CXone Business Consulting - 

Transformation Services – Premium

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

-307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is between qty 2,001-

3,000 configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) 

is between qty 1,501-2,200 concurrent 

users.

Requires approval from Services 
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610059-1963-000-XX

CXone Business Consulting Strategic, 

Transformation, Optimization - Custom 

(per day)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

- 307-6-163-XX CXone ACD / IVR (per 

Configured User), 12656-1723-000-XX 

CXone Omnichannel Agent (per 

Configured User), 12657-1725-000-XX 

CXone Essentials Suite (per Configured 

User), 12663-3293-XXX CXone Core 

Suite (per Configured User), 12659-

1729-000-XX CXone Complete Suite (per 

Configured User) is above 3,000 

configured users 

OR

- 307-6-164-XX CXone ACD / IVR (per 

Concurrent User), 307-6-165-XX CXone 

ACD / IVR (per Concurrent User), 12656-

1724-000-XX CXone Omnichannel Agent 

(per Concurrent User), 12657-1726-000-

XX CXone Essentials Suite (per 

Concurrent User), 12658-1728-000-XX 

CXone Core Suite (per Concurrent 

User), 12659-1730-000-XX CXone 

Complete Suite (per Concurrent User) 

is above 2,200 concurrent users.

Min Daily Qty. - 75

Requires approval from Services 
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610059-2270-000-XX IEX Integrated Consulting Daily Rate

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

610059-2458-000-XX Evoke Consulting for QM (1-249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

NOTE: 1 QTY = $3150.00

Min QTY-250

250-500 : QTY=5

501-1000 : QTY=9

1001-2000 : QTY=18

2001-3000 : QTY= 24

3001+ : QTY= 24

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

4102-1710-000-XX

If these Product SKUs are not in the 

quote or on the Account, do not allow 

quoting of this SKU
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610059-2459-000-XX
Evoke Consulting for QMA (1-249 

Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

NOTE: 1 QTY = $3150.00

Min QTY-250

250-500 : QTY=10

501-1000 : QTY=20

1001-2000 : QTY=26

2001-3000 : QTY= 29

3001+: QTY= 29

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

4102-1711-000-XX

4102-1712-000-XX

4102-1738-000-XX

If these Product SKUs are not in the 

quote or on the Account, do not allow 

quoting of this SKU

610059-2460-000-XX
Evoke Consulting for QMA+Enlighten (1-

249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

NOTE: 1 QTY = $3150.00

Min QTY-250

250-500 : QTY=10

501-1000 : QTY=20

1001-2000 : QTY=26

2001-3000 : QTY= 29

3001+ : QTY= 29

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

4102-1874-000-XX

4102-1875-000-XX

4102-1876-000-XX

If these Product SKUs are not in the 

quote or on the Account, do not allow 

quoting of this SKU

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610059-2730-XXX
Evoke Consulting for Interaction 

Analytics (1-249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

610059-2731-XXX
Evoke Consulting for CXone WFMA (Per 

Configured User)  (1-249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access
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610059-2731-XXX​
Evoke Consulting for CXone WFMA (per 

config. user)​

The Consulting Program outlined below 

provides Expert Advisory Consulting. 

Customer and NICE acknowledge that 

this plan is based on the current 

understanding of the Customer’s 

business needs and priorities, and the 

results of the Operational Assessment 

may require NICE to increase or reduce 

focus in specific areas. This Program has 

limited flexibility to accommodate those 

needs while remaining within the 

overall scope provided below.  Should 

any needs identified through the 

Operational Assessment require NICE 

Consulting to exceed this scope, NICE 

will follow the contractual Change 

Management process.

 

ON-BOARDING and STRATEGIC 

DIRECTION

•	Program Initiation

•	Conduct one (1) Executive kickoff 

session with Customer Executive 

Business Stakeholder(s) to review 

Consulting program and methodology, 

define Stakeholder(s) and NICE 

Consulting roles and responsibilities, 

and gather business objectives.

•	Conduct one (1) Consulting 

engagement kickoff session with 

Customer Key Business and Project 

Team members to review Consulting 

program and methodology, outline 
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610059-2921-XXX
CXone Business Consulting for EEM 

Integrated (1-200 Users)

Provides activities focused on building a 

solid foundation of the EEM technology 

and necessary framework for adoption 

acceleration.

- Billed as a one-time (non-recurring) 

charge

This package includes:

- EEM Operational Assessment with 

Maturity Model 

- Business process improvement 

recommendations to maximize EEM 

benefits

- Roadmap aligned to tactical 

Implementation plan 

- Consultative solution design guidance

- Guided support for EEM configuration

- Adoption/Best Practice workshop

- Core Applications Training 

- User Testing and Go Live support

- Post Launch Expert Access

- Monthly Adoption and Benefit 

Achieved Check Points"
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610059-706-000-XX
CXone Reporting Best Practices 

Consulting

Receive an overview of reporting best 

practices and demonstration of 

reporting products.

- Billed as a one time (non-recurring) 

charge

Package includes:

- Reporting Product Overview & 

Recommendations for achieving 

Industry or Business Specific KPIs

- Demonstration of Reporting 

Capabilities

- Customer Reporting Question and 

Answer Session

- Up to 10 hours

- Travel and accommodations, if 

requested, are extra

610060-2407-000-XX
CXone Training Credit Bundle - 25 

Credits

Bundle of 25 Training Units

Training units to be used towards 

tuition at any scheduled live public 

training event.​ (subject to class 

availability)

Units expire after 1 year.

Billed as an upfront one-time (non-

recurring) charge.

610060-2408-000-XX
CXone Training Credit Bundle - 50 

Credits

Bundle of 50 Training Units

Training units to be used towards 

tuition at any scheduled live public 

training event.​ (subject to class 

availability)

Units expire after 1 year.

Billed as an upfront one-time (non-

recurring) charge.
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610060-2409-000-XX
CXone Training Credit Bundle - 100 

Credits

Bundle of 100 Training Units

Training units to be used towards 

tuition at any scheduled live public 

training event.​ (subject to class 

availability)

Units expire after 1 year.

Billed as an upfront one-time (non-

recurring) charge.

610060-2410-000-XX
CXone Training Credit Bundle -250 

Credits

Bundle of 250 Training Units

Training units to be used towards 

tuition at any scheduled live public 

training event.​ (subject to class 

availability)

Units expire after 1 year.

Billed as an upfront one-time (non-

recurring) charge.

610060-2411-000-XX
CXone Training Credit Bundle - 500 

Credits

Bundle of 500 Training Units

Training units to be used towards 

tuition at any scheduled live public 

training event.​ (subject to class 

availability)

Units expire after 1 year.

Billed as an upfront one-time (non-

recurring) charge.

610062-000-000-XX Travel and Expense (T&E)

- All services that involve on-site 

engagement with customers are subject 

to travel and expenses.  Such costs 

include, but are not limited to, 

transportation fees, lodging, and meals.

610064-000-000-XX
Professional Services On-Demand (per 

15-minute block)

- Professional Services assistance 

available during standard business 

hours for immediate / pressing 

customer needs.
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610067-2129-000-XX
Workgroup Professional Services 

Implementation​

INCLUDES:​

- Designated Project Manager​

- Designated Implementation Manager 

(SME) ​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 104 Project Hours or 3 months 

to customize business solution; Project 

hours may include, but are not limited 

to, collaboration and consultation to 

determine business needs and 

requirements; Implementation of 

documented solution; Completion of 

NICE CXone quality assurance and 

production deployment tests​

-50 seats included, $250 per additional 

seat.​

DOES NOT INCLUDE:​

- Products outside of ACD 

(Chat/Email/ASR/SMS, etc.)​

- Integration or CRM Driven Screen pop​

- PS Onsite​

- Onboarding/Enablement

​One of these packages is required for 

every deal. ​

- Recommended for 50 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250.
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610067-2130-000-XX
Workgroup Plus Professional Services 

Implementation​

INCLUDES:​

- Designated Project Manager​

- Designated Implementation Manager 

(SME) ​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 250 Project Hours or 6 months 

to customize business solution; Project 

hours may include, but are not limited 

to, collaboration and consultation to 

determine business needs and 

requirements; Implementation of 

documented solution; Completion of 

NICE CXone quality assurance and 

production deployment tests​

- 100 seats included, $250 per 

additional seat.​

DOES NOT INCLUDE:​

- Products outside of ACD 

(Chat/Email/ASR/SMS, etc.)​

- Integration or CRM Driven Screen pop​

- PS Onsite​

- Onboarding/Enablement

​One of these packages is required for 

every deal. ​

Recommended for 100 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250.
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610067-2131-000-XX
Corporate Professional Services 

Implementation

INCLUDES:​

- Designated Project Manager​

- Designated Implementation Manager 

(SME) ​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 300 total implementation hours 

or 6 months to customize business 

solution. Project hours may include, but 

are not limited to, collaboration and 

consultation to determine business 

needs and requirements; 

Implementation of documented 

solution; Completion of NICE CXone 

quality assurance and production 

deployment tests​

- Up to 2 hours of post-go live Product 

and Practice Consulting on ACD 

reporting.​

- 175 seats included, $250 per 

additional seat.​

DOES NOT INCLUDE:​

- Products outside of ACD 

(Chat/Email/ASR/SMS, etc.)​

- Integration or CRM Driven Screen pop​

- PS Onsite​

Onboarding/Enablement

One of these packages is required for 

every deal. ​

Recommended for 175 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250.

Requires: 610085-2137-000-XX 

Corporate ACD Education and 

Enablement Package​
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610067-2132-000-XX
Enterprise Professional Services 

Implementation

INCLUDES:​

- Designated Project Manager​

- Designated Implementation Manager 

(SME) ​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 450 total implementation hours 

or 6 months to customize business 

solution. Project hours may include, but 

are not limited to, collaboration and 

consultation to determine business 

needs and requirements; 

Implementation of documented 

solution; Completion of NICE CXone 

quality assurance and production 

deployment tests​

- Up to 4 hours of post-go live Product 

and Practice Consulting on Reporting.​

- 250 seats included, $250 per 

additional seat.​

​DOES NOT INCLUDE:​

- Products outside of ACD 

(Chat/Email/ASR/SMS, etc.)​

- Integration or CRM Driven Screen pop​

- PS Onsite​

- Onboarding/Enablement

One of these packages is required for 

every deal. ​

Recommended for 250 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250.

Requires: - 610085-2138-000-XX 

Enterprise ACD Education and 

Enablement Package​
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610067-2133-000-XX
Enterprise Plus Professional Services 

Implementation

INCLUDES:​

- Designated Project Manager​

- Designated Implementation Manager 

(SME) ​

- Onsite* Project Manager and 

Implementation Manager for 3 days at 

up to three locations to gather initial 

requirements and complete project kick-

off​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 700 total implementation hours 

or 6 months to customize business 

solution. Project hours may include, but 

are not limited to, collaboration and 

consultation to determine business 

needs and requirements; 

Implementation of documented 

solution; Completion of NICE CXone 

quality assurance and production 

deployment tests​

- Up to 8 hours of post-go live Product 

and Practice Consulting on Reporting.​

- 500 seats included, $250 per 

additional seat.​​

DOES NOT INCLUDE:​

- Products outside of ACD 

(Chat/Email/ASR/SMS, etc.)​

- Integration or CRM Driven Screen pop​

- Onboarding/Enablement​

One of these packages is required for 

every deal. ​

Recommended for 500 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250.

Requires: - 610085-2139-000-XX 

Enterprise Plus ACD Education and 

Enablement Package​
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610067-2134-000-XX
Enterprise Advanced Professional 

Services Implementation

INCLUDES:

- Semi-Dedicated Project Manager for 

up to 6 months

- Semi-Dedicated Implementation 

Manager (SME) for up to 6 months

- Designated Solution Architect for up 

to 4 months (8 hours per week)

- 3 day of onsite* at no more than 3 

locations to complete project kick-off 

and initial requirements gathering 

session with Project Manager and 

Implementation Manager. International 

Travel outside the US to be worked 

through the NICE CXone Project Team 

to discuss and agree upon these 

logistics.

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.

- Up to 1,158 total implementation 

hours or 6 months to customize 

business solution. Project hours may 

include, but are not limited to, 

collaboration and consultation to 

determine business needs and 

requirements; Implementation of 

documented solution; Completion of 

NICE CXone quality assurance and 

production deployment tests

- Up to 136 hours of Solution 

Architecture or 4 months on solutions 

consulting and ensuring key success 

metrics are achieved

One of these packages is required for 

every deal. ​

Recommended for 3,000 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250

Requires: 610085-2140-000-XX 

Enterprise Elite ACD Education and 

Enablement Package
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610067-2135-000-XX
Enterprise Elite Professional Services 

Implementation

INCLUDES:​

- Semi-Dedicated Project Manager for 

up to 12 months​

- Semi-Dedicated Implementation 

Manager (SME) for up to 12 months​

- Designated Solution Architect for up 

to 6 months (8 hours per week)​

- 9 day of onsite* at no more than 3 

locations to complete project kick-off 

and initial requirements, gathering 

session with Project Manager and 

Implementation Manager. International 

Travel outside the US to be worked 

through the NICE CXone Project Team 

to discuss and agree upon these 

logistics.​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 2,363 total implementation 

hours or 6 months to customize 

business solution. Project hours may 

include, but are not limited to, 

collaboration and consultation to 

determine business needs and 

requirements; Implementation of 

documented solution; Completion of 

NICE CXone quality assurance and 

production deployment tests​

- Up to 208 hours of Solution 

Architecture or 4 months on solutions 

consulting and ensuring key success 

metrics are achieved​

One of these packages is required for 

every deal. ​

Recommended for 6,000 seats. Overage 

calculation for each ACD/IVR seat over 

recommended count applies update to 

$250.

Requires: 610085-2140-000-XX 

Enterprise Plus ACD Education and 

Enablement Package
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610067-2136-000-XX
Enterprise Global Professional Services 

Implementation

INCLUDES:​

- Semi-Dedicated Project Manager for 

up to 18 months​

- Semi-Dedicated Implementation 

Manager (SME) for up to 18 months​

- Designated Solution Architect for up 

to 18 months (8 hours per week)​

- 9 days of onsite* at no more than 3 

locations to complete project kick-off 

and initial requirements, gathering 

session with Project Manager and 

Implementation Manager. International 

Travel outside the US to be worked 

through the NICE CXone Project Team 

to discuss and agree upon these 

logistics.​

- Post go-live stabilization and support 

of an estimated two weeks as agreed 

upon by project stakeholders.​

- Up to 3,473 total implementation 

hours or 6 months to customize 

business solution. Project hours may 

include, but are not limited to, 

collaboration and consultation to 

determine business needs and 

requirements; Implementation of 

documented solution; Completion of 

NICE CXone quality assurance and 

production deployment tests​

- Up to 624 hours of Solution 

Architecture or 4 months on solutions 

consulting and ensuring key success 

metrics are achieved​

One of these packages is required for 

every deal. ​

Recommended for 10,000 seats. 

Overage calculation for each ACD/IVR 

seat over recommended count applies 

update to $250.

Requires: 610085-2141-000-XX 

Enterprise Global ACD Education and 

Enablement Package

610067-3032-XXX
Real-Time Transcription Services 

Custom Vocabulary Implementation

Additional Professional Services 

Implementation for setting up and 

configuring Real-Time Transcription 

Custom Vocabulary  (50 words). 

Optional for:

- 4204-000-000-XX CXone Enlighten 

AutoSummary (per Summary)
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610067-311-000-XX
CXone Premium Self-Service IVR 

Implementation

- Implementation and setup of the self-

service inContact IVR

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - Adds integration to a single 

external CRM/database

     - Up to 50 menu options

     - Up to 3 database/Web service 

“calls” (LOOKUP/PUSH/UPDATE); not all 

external CRM solutions supported 

     - Automated Speech Recognition 

(ASR) NOT included

     - May increase deployment timeline 

up to 60 days

     - Not all CRMs included
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610068-1232-000-XX
CXone Interaction Analytics - Customer 

Success Program

- Duration of program is approximately 

3 months. Start will be delayed up to 30 

days from completion of training to 

allow client exposure to the tool.

- Program includes up to 12 hours of 

remote consultation with Product and 

Practice Expert. Consultation time will 

include:

- Program kick-off and Q&A session; up 

to 2 hours

- Minimum 3 progress check-in sessions 

(once per month)

- Additional meetings as needed to 

answer questions, discuss best 

practices, and work synchronously with 

the client

- Asynchronous research and 

application configuration on the part of 

the Product Expert to support client’s 

defined business cases

- Must be completed within 120 days of 

program start.

610068-1232-000-XX

610068-1300-000-XX Textel Professional Services Hours

-Used for Professional Services hours 

specifically with Textel

-Billed as a one time (non-recurring) 

charge

-Used for the creation of new 

functionality and/or studio scripting as 

well as custom integration with 

customer systems. To be estimated and 

billed at an hourly rate.

610068-1344-000-XX Surfly Professional Services Hours

-Used for Professional Services hours 

specifically with Surfly.

-Billed as a one-time (non-recurring) 

charge
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610068-1408-000-XX
Frontline DEVone Professional Services 

Hours

Billed as a one-time (non-recurring) 

charge

Used for Professional Services hours, 

specifically for Frontline’s DEVone 

Products. 

*Not be used for normal Professional 

Service work.*

610068-1533-000-XX
Designated Project Manager- Hourly 

Rate

- Designated Project Manager for 

customer implementation

- Custom scope required to determine 

number of PM Hours.

- Billed as a one-time (non-recurring) 

charge

- Travel and accommodations, if 

requested, are extra

- This includes:

      - Overseeing the implementation 

end-to-end

      - Define, track, and communicate 

success criteria and outcomes

      - Status calls

      - Project plan

      - Risk & Communication plan
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610068-1534-000-XX
Designated Implementation Manager - 

Hourly Rate

- Designated Implementation Manager 

for customer implementation

- Custom scope required to determine 

number of PS Hours.

- Billed as a one-time (non-recurring) 

charge

- Travel and accommodations, if 

requested, are extra

- This includes:

      - Overseeing the implementation 

end-to-end

      - Capture and document 

requirements

      - Software build and telephony 

provisioning with up to 8 hours of 

collaborative review

      - Guided User Acceptance Testing

      - Go-Live and post Go-Live support
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610068-1609-000-XX
CXone Real-Time Interaction Guidance 

Implementation

- The Real Time Interaction Guidance 

Implementation includes:

  -   Up to 30 PS hours of Consulting, 

Basic Setup, and Error Handling.

  -   For additional support beyond this 

package, Customer must purchase 

other PS packages for scripting, APIs, 

etc.2

  -   Billed as a one-time (non-recurring) 

charge

Required for one of the following:

3881-1607-000-XX  CXone Real-Time 

Interaction Guidance (per User)

4102-1874-000-XX CXone Quality 

Management Premium (per Configured 

User)​

4102-1710-000-XX CXone Quality 

Management (per Configured User) 

WITH LEVEL UP​

4102-1875-000-XX CXone Quality 

Management Premium Level Up (per 

Configured User) ​

4102-1876-000-XX CXone Quality 

Management Premium Level Up (per 

Concurrent User) ​

4102-1874-000-XX CXone Interaction 

Analytics Premium (per Configured 

User) ​

4108-1716-000-XX CXone Interaction 

Analytics (per Configured User) WITH 

LEVEL UP​

4102-1875-000-XX CXone Interaction 

Analytics Premium Level Up (per 

Configured User)​

4102-1876-000-XX CXone Interaction 

Analytics Premium Level Up (per 

Concurrent User)

610068-1622-000-XX
Condado SymXchange Interface DEVone 

Professional Service Hours

Billed as a one-time (non-recurring) 

charge

Used for Professional Services hours, 

specifically for Condado’s DEVone 

Products. 

*Not be used for normal Professional 

Service work.*

610068-1622-000-XX

610068-1626-000-XX TernioCX Professional Services Hours

- Billed as a one-time (non-recurring) 

charge

- Used for Professional Services hours 

specifically with Ternio.
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610068-1750-000-XX
CXone Virtual Agent Hub Professional 

Services Hours

Additional Professional Service Hours 

for CXone Virtual Agent Hub

-Billed as a one-time (non-recurring) 

charge.

610068-1886-000-XX
CXone Mpower Agents Builder 

Professional Services Hours

Consultation AND/OR implementation 

for CXone Mpower Agents Builder.​

- Custom scope required to determine 

number of PS Hours​

- Billed as a one-time (non-recurring) 

charge.

Optional for 1445-1885-000-XX CXone 

Bot Builder (per Session)

610068-2362-000-XX
CXone Data Share Professional Service 

Hours

Professional Services Hours used for 

CXone Data Share.​

- Billed as a one-time (non-recurring) 

charge.

Professional service hours only requires 

if assistance is needed with SQL, 

transferring data, or any situation that 

assistance would be desired or needed. 

610068-2365-000-XX
One-time Professional Services for 

Engage Cloud w/CXone AppLink

Comprehensive Training and Business 

Consulting Package for 

Engage/Compliance Center w/CXone 

AppLink

- Billed as a monthly recurring charge

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)

610068-2434-000-XXX Sycurio Professional Services (per day)

Sycurio Professional Services to carry 

out any additional work required for 

new implementations, or for in-life 

changes. 

These would be scoped and time 

required quoted with Sycurio support

Optional NRC for:

- 5060-2427-000-XXX Sycurio.Voice PCI 

Payments for CXone (per Configured 

User)

- 5060-2428-000-XXX Sycurio.Voice PCI 

Payments for CXone (per Concurrent 

User)

- 5060-2429-000-XXX Sycurio.Voice IVR 

Payments for CXone (per 1,000 

transactions)'
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610068-2896-XXX
CXone Agent Optimization Professional 

Services Hours

Professional Services Hours to review 

scripting to optimize workflows for 

CXone Agent integrations. ​

- Optimization of scripts and workflows 

to reduce the number of workflow 

transactions to reduce the CXone Agent 

Workflow Transaction Overage cost. ​

- Billed as a one-time (non-recurring) 

charge"

610068-313-000-XX Professional Services Hours

- Hourly rate for Professional Services 

not covered or included in standard 

implementation service packages.

610068-774-000-XX
Customer Dynamics DEVone 

Professional Services Hours

Billed as a one-time (non-recurring) 

charge

Used for Professional Services hours, 

specifically for Customer Dynamic’s 

DEVone Products. 

*Not be used for normal Professional 

Service work.*

610068-776-000-XX
CXone Performance Management - 

Professional Services Hours

- Used for additional PS hours for 

CXone Performance Management

- Billed as a one time (non-recurring) 

charge

- Features:

     - Alterations to existing integrations

     - Custom modifications to web 

services in a self-service integration

     - Custom connectors

     - Premise-based connectors to 

gather data

     - Typically used for integrations 

beyond 40 PS hours

610072-2892-XXX
CXone WFM Advanced Implementation 

with Multi-ACD

CXone WFM Advanced Implementation 

with 3rd Party ACD
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610073-2999-XXX
CXone Mpower Screen Recording 

Advanced Implementation

Implementation of CXone Screen 

Recording Advanced for New CXone 

Screen Recording customers

- Billed as a non-recurring charge

610073-3000-XXX
CXone Mpower Screen Recording 

Advanced Level-Up Implementation

Implementation of CXone Screen 

Recording Advanced for current CXone 

Screen Recording customers who are 

upgrading to Advanced.

- Billed as a non-recurring charge
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610074-350-000-XX
CXone Personal Connection 

Implementation

- Implementation and setup of the 

Personal Connection outbound dialer

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - Assigned Implementation 

Consultant who remotely oversees the 

implementation end-to-end

     - 1-hour Business Requirements call 

that will serve as the basis for the 

Business Requirements Document 

(BRD). The Implementation Consultant 

will validate the configured software 

according to the BRD

     - Delivery of one custom Studio 

script. For example, the scripts can be 

used to provide standard call recording 

or a message laydown (agentless) 

application

     - Configuration of one campaign 

(skill)

     - eLearning training included. 

Instructor-led training available at 

additional cost.

     - IM provides remote launch support 

during the day of the go live

     - 2 weeks post Go-Live support

     - Onsite support and additional 

scope is available at additional cost

If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.
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610074-352-000-XX
CXone Personal Connection Proactive 

XS Integration

- Personal Connection integration with 

a CRM data source via Proactive 

External Synchronization (XS)

- Billed as a one time (non-recurring) 

charge

- Integration includes:

     - 1 data source

     - Pull records from CRM or host 

system (check out)

     - Push information back to CRM or 

host system (check in)

     - Basic contact disposition

     - Basic outbound contact removal on 

inbound call

     - 1 additional customer selected 

interaction

     - Personal Connection 

Implementation not included in this 

package

If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.

610074-525-000-XX
CXone Outbound Email Campaign 

Implementation

- A one-time setup fee to build an email 

skill and template and configure the 

customer’s email service information in 

the inContact system

- Implementation includes inContact 

email configuration training for a 

customer administrator

610074-655-000-XX
CXone Personal Connection Add'l 

Skill/Campaign

- Implementation and setup of one 

additional skill/campaign for the 

Personal Connection outbound dialer.  

- Billed as a one time (non-recurring) 

charge

If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.
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610074-656-000-XX
CXone Personal Connection Add'l 

Custom Script

- Implementation and setup of one 

additional custom script for the 

Personal Connection outbound dialer.  

For example, the script can be used to 

provide standard call recording or a 

message laydown (agentless) 

application.

- Billed as a one time (non-recurring) 

charge

If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.

610083-1487-000-XX
CXone Performance Management - 

CXone Digital Integration

- Integration of Digital First data sources 

into CXone Performance Management 

- Billed as a one-time (non-recurring) 

charge 

- For NICE inContact Cloud CXone only 

Customer must have CXone 

Performance Management  

610083-1605-000-XX

CXone Performance Management - 

CXone Feedback Management 

Integration

	

Integration of Feedback Management 

data sources into CXone Performance 

Management

For NICE CXone Cloud hosted only

Customer must have CXone 

Performance Management

Billed as a one-time (non-recurring) 

charge.
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610083-363-000-XX
CXone Performance Management - 

Standard ACD Integration

- Implementation and setup of CXone 

Performance Management

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - Up to 3 dashboards built for 

director, supervisor, or agent during 

implementation

     - Access for supervisors and agents 

to dashboard

     - Supervisors can customize 

modules, dashboards, objectives, 

metrics, users, profiles, and security 

access

     - 2 hour remote education

     - eLearning access and training 

guides

610083-364-000-XX
CXone Performance Management - 

CRM Integration

 Integration and setup of CXone 

Performance Management with a CRM

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - Up to 3 prebuilt 

dashboards/wallboards

     - Access turned on and roles set up

     -TTT sessions to customize to 

company specific use-case/setup and 

the ability to maintain

     - 2 hour remote education

     - eLearning access and training 

guides
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610083-669-000-XX
CXone Performance Management - 

Engage QM Integrated Integration

-Integration of Engage QM data sources 

into CXone Performance Management

-Billed as a one time (non-recurring) 

charge

-For inContact Cloud hosted only

-Does not include integration to CXone 

Quality Management and integration 

will be released at a later date

610083-670-000-XX
CXone Performance Management - IEX 

WFM Integrated Integration

-Integration of IEX WFM data sources 

into CXone Performance Management

-Billed as a one time (non-recurring) 

charge

-For inContact Cloud hosted only

-Does not include integration to CXone 

Workforce Management and 

integration will be released at a later 

date

610083-777-000-XX
CXone Performance Management - Non-

CXone Direct DB Integration

- Direct integration for a non-CXone 

database

- Billed as a one time (non-recurring) 

charge

- Integration includes:

     - Non inContact WFO, CRM, 

Salesforce, Direct Database Connection

     - Up to 40 Professional Services 

Hours
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610085-2137-000-XX
Corporate Omnichannel Education and 

Enablement Package

INCLUDES:

 - Designated Customer Onboarding 

Manager during your first omnichannel 

implementation phase.

 - Up to 60 onboarding/education hours 

or 6 months for the following:

         - ACD/Digital training for 

administrators/managers - 1 remote 

session each of

         - ACD/Digital administration best 

practices, ACD/Digital hands-on lab, 

roles and  permissions (pre- go live)

         - ACD/Digital training on reporting - 

1 remote session (pre-go live)

         - ACD/Digital train the trainer for 

supervisors/agents - 1 remote session

         - Consulting on best practices for 

training delivery and scheduling, and 

overall user proficiency and adoption of 

the platform

         - Post go-live ACD/Digital user 

education support - Up to 4 remote 

sessions with your designated 

Onboarding Manager to ensure user 

proficiency

Recommended session size not to 

exceed 20 participants per session

DOES NOT INCLUDE:

 - Personal Connection Training

 - CXone Attendant Training

 - Scripting Training (Studio)

Only required for new customers. 

Required package for 101-500 ACD 

seats (Standalone or Bundled)

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610085-2138-000-XX
Enterprise Omnichannel Education and 

Enablement Package

INCLUDES:

 - Designated Customer Onboarding 

Manager during your first few 

omnichannel phases.

 - Up to 100 onboarding/education 

hours or 6 months for the following:

        - ACD/Digital training for 

administrators/managers - Up to 2 

remote sessions each of ACD/Digital 

administration best practices, 

ACD/Digital hands-on lab, roles and 

permissions (pre- go live)

        - ACD/Digital training on reporting - 

1 remote session pre-go live

        - ACD/Digital train the trainer for 

supervisors/agents - Up to 2 remote 

sessions

        - Consulting on best practices for 

training delivery and scheduling, and 

overall user proficiency and adoption of 

the platform

        - Post go-live ACD/Digital user 

education support - Up to 4 remote 

sessions with your designated 

Onboarding Manager to ensure user 

proficiency

Recommended session size not to 

exceed 20 participants per session

DOES NOT INCLUDE:

- Personal Connection Training

- CXone Attendant Training

Only required for new customers. 

Required package for 501-2,000 ACD 

seats (Standalone or Bundled)
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610085-2139-000-XX
Enterprise Plus Omnichannel Education 

and Enablement Package

INCLUDES:

 - Designated Customer Onboarding 

Manager during your omnichannel 

phases.

 - Up to 150 onboarding hours or 6 

months for the following:

        - ACD/Digital training for 

administrators/managers - 4 remote 

sessions each of ACD/Digital 

administration best practices, 

ACD/Digital hands-on lab, roles and 

permissions (pre- go live)

        - ACD/Digital training on reporting - 

up to 4 remote sessions (pre-go live)

        - ACD/Digital train the trainer for 

supervisors/agents - Up to 4 remote 

sessions

        - Consulting on best practices for 

training delivery and scheduling, and 

overall user proficiency and adoption of 

the platform

        - Post go-live ACD/Digital user 

education support - Up to 6 remote 

sessions with your designated 

Onboarding Manager to ensure user 

proficiency

Recommended session size not to 

exceed 20 participants per session

DOES NOT INCLUDE:

- Personal Connection Training

- CXone Attendant Training

Only required for new customers. 

Required package for 2,001-5,000 ACD 

seats (Standalone or Bundled)
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610085-2140-000-XX
Enterprise Elite Omnichannel Education 

and Enablement Package

INCLUDES:

 - Designated Customer Onboarding 

Manager during your omnichannel 

phases.

 - Up to 210 onboarding hours or 8 

months for the following:

        - ACD/Digital training for 

administrators/managers - Up to 6 

sessions each of ACD/Digital 

administration best practices, 

ACD/Digital hands-on lab, roles and 

permissions (pre- go live)

        - ACD/Digital training on reporting - 

Up to 6 remote sessions (pre-go live)

        - ACD/Digital train the trainer for 

supervisors/agents - Up to 6 remote 

sessions

        - Consulting on best practices for 

training delivery and scheduling, and 

overall user proficiency and adoption of 

the platform

        - Post go-live ACD/Digital user 

education support - up to 6 remote 

sessions with your designated 

Onboarding Manager to ensure user 

proficiency

Recommended session size not to 

exceed 20 participants per session

DOES NOT INCLUDE:

- Personal Connection Training

- CXone Attendant Training

Only required for new customers. 

Required package for 5,001-10,000 ACD 

seats (Standalone or Bundled)
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610085-2141-000-XX
Enterprise Global Omnichannel 

Education and Enablement Package

INCLUDES:

 - Semi-Dedicated Customer 

Onboarding Manager during your 

omnichannel implementation phases 

(approx. 3 months)

 - Up to 280 onboarding hours or 12 

months for the following:

        - ACD/Digital training for 

administrators/managers - up to 9 

remote sessions each of ACD/Digital 

administration best practices, 

ACD/Digital hands-on lab, roles and 

permissions (pre- go live)

        - ACD/Digital training on reporting - 

up to 9 remote sessions (pre-go live)

        - ACD/Digital train the trainer for 

supervisors/agents - up to 9 remote 

sessions

        - Consulting on best practices for 

training delivery and scheduling, and 

overall user proficiency and adoption of 

the platform

        - Post go-live ACD/Digital user 

education support - up to 9 remote 

sessions with your designated 

Onboarding Manager to ensure user 

proficiency

Recommended session size not to 

exceed 20 participants per session

DOES NOT INCLUDE:

 - Personal Connection Training

Only required for new customers. 

Required package for 10,000+ ACD 

seats (Standalone or Bundled)
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610085-2383-000-XX
Workgroup Omnichannel Education 

and Enablement Package

INCLUDES:

 - Designated Customer Onboarding 

Manager during your first omnichannel 

implementation phase

 - Up to 36 onboarding/education hours 

or 4 months for the following:

        - ACD/Digital training for 

administrators/managers - 1 remote 

session each of         ACD/Digital 

administration/best practices and roles 

and permissions (pre-go live)

        - ACD/Digital train the trainer for 

supervisors/agents - 1 remote session 

(pre-go live)

        - ACD/Digital training on reporting - 

1 remote session (pre- or post-go live)

        - Remote Go Live User Support – 

On-demand for 1 day during 

omnichannel implementation phase go 

live (up to 4 hours)

        - Post go-live ACD/Digital 

Enablement Sessions - 6 remote 

sessions (over 30 days after initial go 

live)

Recommended session size not to 

exceed 20 participants per session

DOES NOT INCLUDE:

- Personal Connection Training

- CXone Attendant Training

- Scripting Training (Studio)

Only required for new customers. 

Required package for 1-100 ACD seats 

(Standalone or Bundled)

610085-390-000-XX PS Onsite Day

-Onsite visit to customer location by an 

inContact representative

-Billed per person, per day as a one 

time (non-recurring) charge

-Onsite support focused on go-live 

success
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610085-391-000-XX TAM Onsite Assistance (per Day)

- Onsite visit to customer location by a 

Technical Account Manager (TAM). 

Remote support included.

- Billed per person, per day as a one 

time (non-recurring) charge

- Engagement includes:

     - 1 TAM going onsite to customer 

location to better gain an 

understanding of customer’s business 

objectives

     - TAM to assist in meeting objectives 

and conducting quarterly services 

business reviews

     - TAM will provide remove services 

for customer issues

610085-773-000-XX
Customer Dynamics for CXone Onsite 

(per Day)

- Customer Dynamics representative 

coming to customer site

- Billed as a one time (non-recurring) 

charge

- Travel and accommodations are extra

610086-368-000-XX CXone Business Unit Setup

Creation of a business unit with no 

configuration

- Billed as a one time (non-recurring) 

charge

Required for: 

- 4123-2246-000-XX CXone AppLink (per 

Configured User)

- 610286-2403-000-XX DEF 

Implementation for Multi-Tenant CXone 

AppLink

- 3095-2526-000-XX CXone Open 

Recording Advanced for 3rd Party ACD 

(per Configured User)
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610088-485-000-XX
CXone Outbound SMS Campaign 

Implementation

-A one-time setup fee to build one 

proactive outbound SMS campaign 

using the Personal Connection feature 

in the inContact system.

-Implementation includes:

      -Adding the long or short code to 

the inContact system.

      -Setting up a skill and message 

template for the campaign.

      -Training for supervisor or 

administrator on how to configure an 

SMS skill and message template.

610088-486-000-XX CXone Inbound SMS Implementation

-Billed as a one time (non-recurring) 

charge.

-Implementation and setup of 

inContact's Inbound SMS includes:

       -Provisioning of SMS transport 

codes (Long/Short) to the inContact 

platform. 

       -Creation campaigns and skills for 

SMS contact routing and delivery (1 

work item skill per SMS transport code).

       -Configuration of inContact Studio 

scripting to support contact routing and 

agent handling of patron initiated 

inbound SMS contacts. 

        -Configuration of inContact Studio 

scripting to support delivery of agent 

initiated outbound SMS to patrons 

while on an active phone contact.

         -Demonstration of implemented 

inContact SMS product and instruction 

on how to interact with the SMS work 

item contact interface.
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610089-394-000-XX CXone Agent Scripting Implementation

- A full implementation package for 

Agent Scripting that includes 

integration to a single CRM

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - Up to 10 page actions/discussion 

points

     - Adds integration to a single CRM 

solution to support a screen-pop or 

custom call routing

     - Up to 3 Web Service/Database 

“calls” (lookup or update only)

     - Not all external CRM solutions are 

supported

     - May increase deployment timeline 

up to 60 days

610096-000-000-XX
CXone CRM Driven ScreenPOP/Call 

Routing Implementation

-Adds integration to a single CRM 

solution to support a ScreenPOP or 

custom call routing

-Billed as a one time (non-recurring) 

charge

-Implementation includes:

               -Up to 3 database/web service 

calls which can be used to lookup, 

push, update to perform a ScreenPOP 

or custom routing

               -Not all external CRM solutions 

supported
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610097-000-000-XX CXone CRM Integration

-Adds integration to a single CRM 

solution to support a ScreenPOP or 

custom call routing

-Billed as a one time (non-recurring) 

charge

-Implementation includes:

               -Up to 3 database/web service 

calls which can be used to lookup data 

to perform a ScreenPOP or custom 

routing

               -Not all external CRM solutions 

supported

610099-000-000-XX
CXone Direct Data Access 

Implementation

- Implementation and setup of Direct 

Data Access

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - End-user is required to provide 

his/her own license to MS Excel 2010 or 

greater

     - inContact will provide instructions 

and support for establishing the Direct 

Data Access connection from MS Excel

     - Excel training or support not 

included

610100-000-000-XX
CXone Named Agent Routing 

Implementation

- CRM integration check to find last 

agent spoken with

- Billed as a one time (non-recurring) 

charge
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610101-000-000-XX
CXone Automated Speech Recognition 

Implementation

- Implementation of ASR to enable 

callers to use their voice to provide 

input to the IVR to determine routing 

and other information

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - Up to 10 ASR Actions/Utterances

     - Recognition based on common 

phrases native to the platform or a 

custom grammar file provided by the 

customer

     - Natural Language speech 

recognition NOT supported

     - Phrases containing alpha and 

numeric characters recommended 5 or 

less for optimal performance

610139-1498-000-XX
NICE IEX WFM Integrated - Enhanced 

Strategic Planner Implementation

Technical implementation and training 

services for NICE IEX WFM Integrated -​ 

Enhanced Strategic Planner solution. 

-Billed as a one-time charge per WFM 

solution instance.

REQUIRED FOR:

-4100-1497-000-XX NICE IEX WFM - 

Enhanced Strategic Planner (per 

Configured User)
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610139-2187-000-XX
CXone Workforce Management 

Advanced Implementation​

Implementation and setup 

of CXone WFM​

- Billed as a one-time (non-recurring) 

charge​

Implementation includes:​

- Business requirements session and 

documentation​

- Initial System Configuration​

- User acceptance testing​

- Additional web-based training 

included​

- Auto-approval for time off requests 

based on requirements on the interval-

level​

- Go-Live support​

- 2 weeks post Go-Live support​

- Up to 37 project hours

610139-2188-000-XX
CXone Workforce Management 

Advanced Level Up Implementation​

Includes enablement of the following 

on when upgrading from CXone WFM 

to CXone WFM Advanced​

- Auto-approval for time off requests 

based on requirements on the interval-

level​

- Up to 9 project hours 
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610139-2274-000-XX
CXone ACD to External IEX Integration 

Implementation​

Required service to implement the 

necessary configurations to enable the 

integration between CXone ACD and an 

external IEX (hosted in the WCX Cloud 

or on premise with a NICE WCX service 

contract). ​

- Billed as a one-time non-recurring 

charge​

Included with the implementation:​

- If needed, mapping of CXone ACD 

terms to IEX.​

- If needed, loading of historical WFM 

data from CXone ACD to IEX, up to 13 

weeks in the past.​

- An estimation can be provided for the 

duration required to process and load 

historical WFM data.​

- More time is needed the further back 

data is needed, and for larger quantities 

of data.​

- Estimations will be given as days 

needed to complete.

610139-2401-000-XX
NICE IEX WFM Integrated - SSO 

Implementation

Assistance to a customer’s IT group for 

the Implementation of single sign on to 

IEX WFM Integrated (RCP and Web 

Station)

- NICE CXone Services to work with your 

IT group to configure and Implement 

IEX WFM Integrated (RCP and Web 

Station) to your SSO provider.  

- Billed as a one-time (non-recurring) 

charge.  

REQUIRES: 

- 4100-534-000-XX NICE IEX WFM 

Integrated Advanced (per Configured 

User)
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610139-2511-000-XX
Evoke Consulting for CXone WFM (1-

249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

 NOTE: 1 QTY = $3150.00

0-249  : QTY=1

250-500 : QTY=6

501-1000  : QTY=8

1001-2000  : QTY=12

2001-3000  : QTY= 16

3001+  : QTY= 16

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

- 4100-701-000-XX CXone Workforce 

Management (per Configured User)

- 4100-1713-000-XX CXone Workforce 

Management (per Concurrent User)

610139-3037-XXX
CXone Workforce Management 

Premium Implementation

CXone WFM Premium Implementation

610139-3038-XXX

CXone Workforce Management 

Premium Implementation with multi-

ACD

CXone WFM Premium Implementation 

with a single non-CXone ACD
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610139-546-000-XX
NICE IEX WFM Integrated Advanced 

Implementation

Implementation and setup of 

Workforce Management Enterprise - 

Advanced 

- Billed as a one time (non-recurring) 

charge

Implementation includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session and 

documentation

- Integration with inContact ACD

- Initial System Configuration

- User acceptance testing

- Additional web-based training 

included

- Go live support

- 2 weeks of Post Go Live Support

- Up to 106 project hours

610139-568-000-XX
CXone Workforce Management 

Implementation

Implementation and setup of CXone 

WFM

- Billed as a one time (non-recurring) 

charge

Implementation includes:

- Business requirements session and 

documentation

- Initial System Configuration

- User acceptance testing

- Additional web-based training 

included

- Go-Live support

- 2 weeks post Go-Live support

- Up to 24 project hours 
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610139-647-000-XX
CXone Quality Management 

Implementation

Implementation and setup of CXone 

Quality Management

- Billed as a one time (non-recurring) 

charge

Implementation includes:

     - Business requirements session and 

documentation

     - Initial System Configuration

     - User acceptance testing

     - Go live support

     - 2 weeks of Post Go Live Support

610139-648-000-XX
CXone Screen Recording 

Implementation

Implementation and overview of CXone 

Screen Recording

- Billed as a one time (non-recurring) 

charge

Implementation includes:

     - Business requirements session

     - Initial System Configuration

     - Application Overview

     - User acceptance testing

     - Go live support

     - 2 weeks of Post Go Live Support

610139-649-000-XX CXone Audio Recording Implementation

Implementation and setup of CXone 

Audio Recording

- Billed as a one time (non-recurring) 

charge

Implementation includes:

     - Business requirements session and 

documentation

     - Initial System Configuration

     - Setup of call recording based on 

business needs

     - Application Overview

     - User acceptance testing

     - Go live support

     - 2 weeks of Post Go Live Support
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610139-831-000-XX
CXone Quality Management Advanced 

Implementation

Implementation and setup 

of CXone Quality Management 

Advanced​

- Billed as a one-time (non-recurring) 

charge​

Implementation includes:​

- Business requirements session 

and documentation​

- Initial System Configuration​

- 1 hour Admin Configuration Session​

- Designing categorization tailored to 

the customer’s specific Quality 

Management concerns.​

- 2 weeks of Post Go Live Support​

- Up to 31 project hours

610148-833-000-XX

610139-832-000-XX
CXone Quality Management Advanced 

Level Up Implementation

Implementation of CXone Quality 

Management Advanced for 

current CXone Quality 

Management customers who are 

upgrading to Advanced.​Billed as a one-

time (non-recurring) charge​

Implementation includes:​

- 1 hour Admin Configuration Session​

- If upgrading from Quality 

Management

- Up to 4 hours designing categorization 

tailored to the customer’s 

specific Quality Management concerns.

- Up to 10 project hours

610139-646-000-XX, 610148-834-000-

XX
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610142-2124-000-XX
CXone Interaction Analytics Premium 

Implementation

Implementation and setup of CXone 

Interaction Analytics Advanced. ​

- Billed as a one-time (non-recurring) 

charge​

Implementation includes:​

- Initial survey designed to identify 

customer's primary business case 

analytics platform​

- Application turnup of company profile 

configuration​

- Includes Auto-Discovery​

- Includes Enlighten ​

- 2 weeks of Post Go Live Support

- Up to 48 project hours

Requires: 4108-1994-000-XX CXone 

Interaction Analytics Premium (per 

Configured User)

*FEDRAMP COMPLIANT  

610142-2125-000-XX
CXone Interaction Analytics Advanced 

Level Up Implementation

Implementation of CXone Interaction 

Analytics Advanced for current CXone 

Interaction Analytics customers who are 

upgrading to Advanced.

- Billed as a one-time (non-recurring) 

charge 

Implementation includes:

- Enables Auto-Discovery

Requires: 

4108-1739-000-XX CXone Interaction 

Analytics Advanced Level Up (per 

Configured User)

OR

4108-1717-000-XX CXone Interaction 

Analytics Advanced Level Up (per 

Concurrent User)

*FEDRAMP COMPLIANT  

610142-2126-000-XX
CXone Interaction Analytics Premium 

Level Up Implementation

Implementation of CXone Interaction 

Analytics Advanced for 

current CXone Interaction Analytics 

or CXone Interaction Analytics 

Advanced customers who are 

upgrading to Premium.​

- Billed as a one-time (non-

recurring) charge​

Implementation includes:​

- Enablement of Auto-Discovery​

- Enablement of Enlighten ​Reporting

- Up to 13 project hours

Requires: 

4108-1995-000-XX CXone Interaction 

Analytics Premium Level Up (per 

Configured User)

OR

4108-1996-000-XX CXone Interaction 

Analytics Premium Level Up (per 

Concurrent User)

*FEDRAMP COMPLIANT  
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610142-2143-000-XX
CXone Interaction Analytics Advanced 

Implementation

Implementation and setup 

of CXone Interaction Analytics 

Advanced. ​

- Billed as a one-time (non-

recurring) charge​

Implementation includes:​

- Initial survey designed to identify 

customer's primary business case 

analytics platform​

- Application turnup of company profile 

configuration​

- Includes Auto-Discovery​

- 2 weeks of Post Go Live Support

- Up to 33 project hours 

Requires: 4108-1716-000-XX CXone 

Interaction Analytics Advanced (per 

Configured User)

*FEDRAMP COMPLIANT  
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610142-2148-000-XX
CXone Interaction Analytics – Additional 

Language Implementation​

Implementation of an additional 

language for CXone Interaction 

Analytics, CXone QM 

Advanced/Premium or tenants 

with BOTH CXone IA & 

QMA/QMP with a similar design 

to the English configuration. 

- An initial survey is done to 

identify Skill ID and Skill name 

for the additional language. 

- Application is turned up for the 

additional language, the 

additional language widget and 

blank category set (IA only) 

template for the customer to 

customize categories for the 

language. 

- Billed per additional language.

Optional NRC for:

- 4108-561-000-XX          CXone 

Interaction Analytics (per Configured 

User)

- 4108-1716-000-XX        CXone 

Interaction Analytics Advanced (per 

Configured User)

- 4108-1739-000-XX        CXone 

Interaction Analytics Advanced Level Up 

(per Configured User)

- 4108-1717-000-XX        CXone 

Interaction Analytics Advanced Level Up 

(per Concurrent User)

- 4108-1994-000-XX        CXone 

Interaction Analytics Premium (per 

Configured User)

- 4108-1995-000-XX        CXone 

Interaction Analytics Premium Level Up 

(per Configured User)

- 4108-1996-000-XX        CXone 

Interaction Analytics Premium Level Up 

(per Concurrent User)

- 12659-1729-000-XX CXone Complete 

Suite (per Configured User)

- 12659-1730-000-XX CXone Complete 

Suite (per Concurrent User)

*FEDRAMP COMPLIANT  
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610142-563-000-XX
CXone Interaction Analytics 

Implementation

Implementation and setup 

of CXone Interaction Analytics​

- Billed as a one-time (non-recurring) 

charge​

Implementation includes:​

- Initial survey designed to identify 

customer's primary business case 

analytics platform​

- Application turnup of company profile 

configuration

- 2 weeks of Post Go Live Support

- Up to 31 project hours

Required for:

- 4108-1717-000-XX CXone Interaction 

Analytics Advanced Level-Up (per 

Concurrent User)

- 4108-1739-000-XX CXone Interaction 

Analytics Advanced Level-Up (per 

Configured User)

- 4108-561-000-XX CXone Interaction 

Analytics (per Configured User)

*FEDRAMP COMPLIANT

610148-598-000-XX
NICE IEX WFM Integrated - Forecasting 

& Scheduling Refresher

-Classroom: instructor led training

-Refresher WFM training focusing on 

the core concepts and product features: 

forecasting and scheduling. This 

includes both conceptual and 

functional training.

-Estimated training duration - 2 days

-Billed per course as a one time (non-

recurring) charge

-Travel and accommodations are extra

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610148-755-000-XX CXone Quality Management Training

Private remote/virtual instructor-led 

training 

 - Training on the CXone Quality 

Management platform to create custom 

QM forms, search for and evaluate 

calls, pull data for analysis, and 

calibrate for consistency.

 - Estimated training duration: 1.5 days

 - Additional 2-hour post go-live 

refresher, must be completed within 6 

weeks of go-live date

 - Billed per course as a one-time (non-

recurring) charge

 - Limit of 12 attendees per course

 - Travel and accommodations are extra​ 

for onsite training

610148-756-000-XX CXone Interaction Analytics Training

Private remote/virtual instructor-led 

training 

 - This course builds upon the available 

eLearning, designed to teach the 

customer how to use the application to 

support their business case (i.e., 

actually setting up a custom category 

designed to find a particular insight, 

setting up a topic designed to find 

certain data, etc.); training will be more 

consultative.​

 - Estimated training duration: 2 days​

 - Billed per course as a one-time (non-

recurring) charge​

 - Limit of 12 attendees per course

 - Travel and accommodations are extra​ 

for onsite training
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610148-833-000-XX
CXone Quality Management Advanced 

Training

- Remote: instructor-led training

- Training on the CXone Quality 

Management Analytics platform 

including how to configure categories, 

topics, and dashboards that provide 

business insights to assist in improving 

processes and performance

- Estimated training duration: 1.5 days

- Additional 2-hour post go-live 

refresher, must be completed within 6 

weeks of go-live date

- Billed per course as a one time (non-

recurring) charge

 Maximum of 12 participants

610149-604-000-XX CXone Workforce Management Training

Private remote/virtual instructor-led 

training 

 - Training on the CXone Workforce 

Management platform to create 

forecasts, create schedules, agent 

schedule management and system 

administration.

 - Estimated training duration - 2 days

 - Billed per course as a one-time (non-

recurring) charge

 - Limit of 12 attendees per course

 - Travel and accommodations are extra​ 

for onsite training
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610152-000-000-XX CXone Customized Call Handling

-Implementation of a Professional 

Services solution that allows agents to 

put an existing call on hold to handle an 

urgent (priority) call from the queue.  

-Priority calls can be determined based 

on IVR selection, caller ID or dialed 

number.  

-The agent receives a message that 

there is an urgent call in queue.  The 

agent can hold the existing call and be 

routed the urgent call. 

-Once the urgent call is completed, 

agents can retrieve the held call from 

their personal queue or be routed the 

next highest priority call (depending on 

routing rules). 

-This does not include the ability to 

handle multiple voice calls 

simultaneously.  

-Billed as a one-time (non-recurring) 

charge

610153-000-000-XX CXone Work Item Routing

-Implementation of work item routing

-Includes the configuration of up to 5 

work item skills

-Includes integration to a single CRM 

solution or data source with up to 3 

web service calls for PUSH, LOOKUP or 

UPDATE data.

-Not all CRM systems are supported.

-Billed as a one-time (non-recurring 

charge)
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610155-000-000-XX NICE IEX WFM Integrated - Data Upload

One-time historical import of contact 

data from 3rd party ACD for forecasting 

purposes.  Contact data defined and 

imported by CXone from customer 

completed Historical Contact Data Excel 

Workbook.

- Billed on a one time (non-recurring) 

charge

Implementation includes:

- Implementation Manager will guide 

customer completion of Historical 

Contact Data Excel Workbook.

- Import up to 1 million lines of 

historical contact data from the 

provided Workbook. Each line 

represents one 15 minute period of 

time for a specific queue (contact type).  

- User Acceptance Testing of imported 

contact data.
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610158-000-000-XX
CXone Preview Instance Creation - 

Central

- Creation of Preview instance and 

provisioning of Admin access

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

     - 5 users and 5 ports at no charge

     - Up to 5 GB Storage at no charge.  

Customer will be responsible for all 

storage costs exceeding 5GB per the 

contracted rate.  

     - 1 Test Toll Free number (standard 

telecom rates apply at contracted rate).  

     - Provisioning of Admin profiles

     - **Additional Central and/or Studio 

assistance will require a separate PS 

hours package**

610159-000-000-XX

CXone Integration to On-Premises 

Engage - CXone Engage Connect - 

SETUP

PS configuration work to enable an 

integration between the CXone ACD 

and NICE Engage on premises for 

recording purposes.
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610160-1229-000-XX
Frontline Services CXone Zendesk Agent 

Console-Implementation for Routing

Includes the following: 

- A contact control interface that is 

embedded directly into the Zendesk 

CRM environment; 

- Setup of the Agent Console for 

Zendesk client to support CRM screen-

pops and call data memorialization; 

- Integration to Zendesk to support data 

driven routing; 

- Work Item Routing for Zendesk points 

of contact; 

- Up to 3 database/web service calls, 

LOOKUP/PUSH/UPDATE; 

- Configuration of up to 5 work item 

skills; 

- Requires Zendesk Talk Partner Edition 

($9/user/month, billed by Zendesk); 

- Billed as one-time (non-

recurring)charge.

610160-715-000-XX
Frontline Services CXone Agent for 

Zendesk Implementation

- A contact control interface that is 

embedded directly into the Zendesk 

CRM environment

- Setup of the Frontline Agent Console 

for Zendesk client to support CRM 

screen-pops and call data 

memorialization 

- Data-driven routing not included

- Billed as a one time (non-recurring) 

charge
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610165-2371-000-XX Designated Solutions Architect

Designated Solutions Architect for 

customer implementation up to 64 

hours a month

- Billed at a monthly rate

This includes:

- Smoothen transition to Professional 

Services team

- Assist NICE CXone PM as needed 

during the Implementation 

- Solution any use cases within the 

bounds of the Statement Of Work

- Ensure solution meets previously 

defined success criteria

- Travel and accommodations, if 

requested, are extra

Requires any:

610165-722-000-XX Dedicated Program 

Manager or Project Manager

610165-723-000-XX Dedicated 

Professional Services Engineer

610249-1680-000-XX Dedicated IVR 

Build Time

610165-722-000-XX
Dedicated Program Manager or Project 

Manager

Dedicated Program or Project Manager 

for customer implementation

- Any attempt to quote this product will 

be automatically routed for approval

- Billed at a monthly rate

- Travel and accommodations, if 

requested, are extra

Includes:

- Overseeing the implementation end-to-

end

- Up to 32 hours per week

- Define, track, and communicate 

success criteria and outcomes

- Status calls

- Project plan

- Risk & Communication plan
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610165-723-000-XX
Dedicated Professional Services 

Engineer

Dedicated Implementation Manager for 

customer implementation

- Billed at a monthly rate

This includes:

- Overseeing the implementation end-to-

end

- Capture and document requirements

- Software build and telephony 

provisioning with up to 8 hours of 

collaborative review

- Guided User Acceptance Testing

- Go-Live and post Go-Live support

- Travel and accommodations, if 

requested, are extra

Requires:

- 610085-2140-000-XX Enterprise Elite 

ACD Education and Enablement 

Package 

- 610165-2371-000-XX​ Designated 

Solutions Architect

610167-1868-000-XX
Customer Dynamics e2 Agent for CXone 

Implementation

- Billed as a one-time (non-recurring) 

charge

- Implementation includes:

     - Dedicated Implementation 

Manager

     - Click 2 Call & SMS from default 

Accounts, Contacts, Leads or Custom 

Entities

     - Screen Pop Voice, Chat, SMS, Email 

and work items default Accounts, 

Contacts, or Leads

     - Activity logging for inbound and 

outbound
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610167-1870-000-XX
Customer Dynamics ReachCX for CXone 

Implementation

Professional implementation package 

for ReachCX

- Billed as a one-time (non-recurring) 

charge

Implementation includes:

- Assigned Project Lead and Assigned 

Developer

- Record Management

- List Management

- Campaign Management

- Activity Logging

- Screen Pop

- Customer provided CRM credentials. 

- Single BRD, UAT and Go Live
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610167-2799-XXX
Customer Dynamics - Velocity 

Implementation

Customer Dynamics Velocity for CXone 

Implementation

-Professional implementation package 

for Velocity Implementation

-Billed as a one-time (non-recurring) 

charge.

Implementation includes:

- Assigned project and implementation 

manager.

- Up to three 1-hour requirements 

gathering meetings.

- Creation of a business requirements 

document (BRD)

- Configuration of Advance List 

Management

- Contact Inventory set up.

- Connection to 1 data source via API, 

SFTP or manual load

- Connection up to 1 customer provided 

DNC source.

- Includes Proactive XS IVR script 

implementation.

- Up to 8 outbound campaigns and 

unique skills

- Includes Omni-Channel Voice, Email, 

SMS. (channels must be configured in 

NICE)

- Human Clicker Interface; one-to-many, 

or individual clicker.

- Call to action engine

- A single User acceptance testing (UAT)

- Single remote go-live

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610167-2914-XXX
Customer Dynamics - Safe Select 

Implementation

Safe Select for NICE Implementation

Professional implementation package 

for Safe Select Implementation

- Billed as a one-time (non-recurring) 

charge

Implementation includes:

- Dedicated Project Lead and Assigned 

Developer

- Advance List Management (Segments, 

Profiles and Campaigns)

- Live Agent Select Configuration

- Inventory & Contact Set Up 

- 1 CRM Integration & Screen

- Activity Logging 

- Up to 3 custom RingCentral CC Scripts

- Up to 10 CXone ADC Skills

- Includes Omni-Channel Voice, Email, 

SMS & WhatsApp (if ordered and 

configured on the BU)

- Call to Action Engine

- Guided User Acceptance Testing

- Single Remote Go Live

*Implementation will be carried out by 

implementation partner of NICE's 

choosing.
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610167-2915-XXX
Customer Dynamics - C3 Payment 

Implementation

C3 Payment NICE Implementation NRC - 

- Professional implementation package 

for PCI Compliant Payment Integration

- Billed as a one-time (non-recurring) 

charge

Implementation includes:

- Dedicated Project Lead and Assigned 

Developer

- Live Agent & Agentless Configuration

- Inventory & Contact Set Up 

- 1 CRM Integration for Activity Logging 

- Up to 3 custom NICE CXone Scripts

- Up to 10 CXone ADC Skills

- Call to Action Engine

- Payment Provider Service Initiation

- Guided User Acceptance Testing

- Single Remote Go Live

*Implementation will be carried out by 

implementation partner of NICE's 

choosing.
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610167-2916-XXX
Customer Dyanamics CXone Mobile SDK 

Implementation - Kick Starter

Packages are sold regardless of 

platform, IOS or Android, hours can be 

split between platforms.​

- It is always necessary to purchase an 

implementation package containing 40 

hours.

- Implementation will be completed by 

a third party​ If this number is 

insufficient, the client has the option to 

purchase any number of PS hours.

- Billed as a one-time (non-recurring) 

charge

- Mobile SDK can be downloaded online 

by our clients as a repository

- We deliver regular updates to our SDK 

and it is the customer's responsibility to 

download and install these updates.

- We guarantee uptime/connectivity of 

the API

What we Deliver:

- Includes a Project 

Manager/implementation Manager as a 

single point of contact

- Agile block of up to 40 total hours can 

be used for:

- Generic mobile app development 

assistance

- Import and Initialization of the SDK 

into the mobile app

- Use of SDK functions, events, and 

610167-2917-XXX
Customer Dynamics CXone Mobile SDK 

PS Hours

Additional Professional Service hours, in 

addition to what is already included 

with the Implementation.

- Billed as a one-time (non-recurring) 

charge
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610171-763-000-XX
Customer Enablement Go Live Support 

Day (Add-On)

 - Dedicated NICE professional services 

resource either for go live support of 

the CXone ACD/IVR platform

 - Billed per person, per day as a one-

time (non-recurring) charge. Minimum 

quantity is 2.

 - 1 day (up to 10 hours) with NICE 

professional services resource for 

ACD/IVR go live support to:

        - Ensure end user product adoption

        - Assist with dashboard and 

reporting configuration

        - Audit roles and permissions and 

other ACD configuration items

        - Address user knowledge gaps

        - Troubleshoot/triage user issues

        - Assist with building and analyzing 

ACD reports

        - Go live support days must be 

used within 6 months

*Travel and accommodations are extra 

if onsite support is requested. 

International travel outside the US to 

be worked through the NICE CXone 

Project Team to discuss and agree upon 

these logistics.

Optional Add-on For: 

- 610085-2137-000-XX Corporate ACD 

Education and Enablement Package

- 610085-2138-000-XX Enterprise ACD 

Education and Enablement Package

- 610085-2139-000-XX Enterprise Plus 

ACD Education and Enablement 

Package

- 610085-2140-000-XX Enterprise Elite 

ACD Education and Enablement 

Package 

- 610085-2141-000-XX Enterprise Global 

ACD Education and Enablement 

Package 
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610172-1132-000-XX

Implementation of CXone Feedback 

Management for one survey in one 

channel

Implementation of CXone Feedback 

Management for one survey in one 

channel

Billed as a one-time (non-recurring) 

charge

Implementation includes:

1 survey configured in any 1 channel -  

IVR, email, SMS, online, Live Chat, 

digital channels, WhatsApp etc.

Alert configuration

2 dashboards for reporting

Up to 10 Power Users 

Up to 47 project hours

Required for:

- 3399-1537-000-XX CXone Feedback 

Management VoC (per Agent)

- 3399-1755-000-XX CXone Feedback 

Management WhatsApp Channel (per 

BU)

610172-2329-000-XX​
CXone Feedback Management Digital 

Analytics + Feedback Analyses​

Business Consulting to conduct 

Convergent Validity and Theme-based 

analysis to explore learnings from 

Digital Analytics and Feedback. ​

- Requires that CLIENT provides access 

and delivers digital analytics.​

- Billed as a one-time (non-recurring) 

charge

Pre-Requisite Product:

-3399-1537-000-XX CXone Feedback 

Mgt VoC (per Agent)

OR​

- 3399-1536-000-XX CXone Feedback 

Mgt Basic VoC (per BU)

-Includes up to 30 Hours
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610172-786-000-XX
CXone Feedback Management 

Salesforce Connector Implementation

Implementation of CXone Feedback 

Management Salesforce Connector

Billed as a one-time (non-recurring) 

charge

Implementation includes: 

Setting up connector integration for a 

single post interaction survey with a 

single Salesforce instance

Up to 30 project hours.

The customer IT will need to open the 

connector to allow for the connection.

Note: Auto Attaches CXone CRM Driven 

ScreenPOP/Call Routing 

Implementation

610172-787-000-XX

CXone Feedback Management 

Automated Text Analytics Tag 

Management Implementation

Automatically identify categories and 

sentiments from open-ended survey 

comments across any channel.

Billed as a one-time (non-recurring) 

charge

Implementation includes:

Setup and configuration of out of the 

box categories and 10 Custom Tags

Alerts and Notification setup

Up to 35 project hours

610173-2374-000-XX
CXone Feedback Management Custom 

SMS Gateway Integration (per BU)

Setup and configuration of the 

integration between the Feedback 

Management gateway to customer's 

SMS gateway.

Billed as a one time (non-recurring) 

charge

Optional add-on with

- 3399-1116-000-XX CXone Feedback 

Mgt SMS Channel (Per BU)

or

- 3399-806-000-XX CXone Feedback Mgt 

SMS Gateway (per BU)
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610173-789-000-XX
CXone Feedback Management Add'l 

Survey Build

Implementation of one survey in an 

existing channel on Feedback 

Management

Billed as a one-time (non-recurring) 

charge

Implementation includes: 

1  Survey configured in an existing 

survey channel  -  IVR, email, SMS, 

online, Live Chat, digital channels, 

WhatsApp etc.

1  Dashboard for reporting 

Up to 20 project hours

610173-791-000-XX
CXone Feedback Management 

Historical Data Import / Migration

Import 50K records of feedback data for 

a single survey.

Billed as a one-time (non-recurring) 

charge

Includes:

Providing the template to perform the 

import

Importing the clean data into NPX 

1 dashboard for reporting on imported 

data

610173-793-000-XX
CXone Feedback Management 

Managed Services (per Hour)

Ad hoc managed services for Feedback 

Management

- Billed as a one time (non-recurring) 

charge

- Travel and accommodations, if 

requested, are extra

Services includes: 

- SOW is required.

- Must be scoped out
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610183-1049-000-XX
Employee Engagement Manager 

Integrated Implementation

 The Program outlined below provides 

Expert Advisory Consulting, 

commencing on the Project Start Date 

and continuing for no more than 12 

months.

Customer and NICE acknowledge that 

this plan is based on the current 

understanding of the Customer’s 

business needs and priorities, and the 

results of the Operational Assessment 

may require NICE to increase or reduce 

focus in specific areas. This Program has 

limited flexibility to accommodate those 

needs while remaining within the 

overall scope provided below. Should 

any needs identified through the 

Operational Assessment require NICE 

Consulting to exceed this scope, NICE 

will follow the contractual Change 

Management process.

- Program Initiation: Conduct one (1) 

Consulting Engagement kickoff session 

and one (1) Consulting engagement 

kickoff session with Customer Key 

Business and Project Team members.

- Deliverable: Preliminary Consulting 

Engagement Plan

- Operational Assessment: Conduct one 

(1) session to assess current state and 

desired future state.

- Deliverable: Recommendations 

Presentation

 

610183-1678-000-XX
Employee Engagement Manager 

Integrated SSO

Implementation of single sign on for a 

single EEM environment. 

- Billed as a one-time (non-recurring) 

charge

- Increase quantities for additional 

environments.

Pre-Requisites: 

- 4110-1048-000-XX Employee 

Engagement Manager Integrated Agent 

(per Configured User)

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User)
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610183-2907-XXX

Employee Engagement Manager 

Integrated Real-Time Alerting 

Implementation

Implementation and setup of Employee 

Engagement Manager Real-Time 

Alerting Integrated

- Billed as a one-time (non-recurring) 

charge

610183-3098-XXX EEM Add Source on New EEM System

Technical implementation of SmartSync 

export bundles for additional source 

WFM system tenant partitions, beyond 

the first.  For new systems only, within 

the same delivery project.

610183-3099-XXX
EEM Add Source on a pre-existing EEM 

System

Technical implementation of SmartSync 

export bundles for additional source 

WFM system tenant partitions, beyond 

the first.  For existing EEM systems only.

610183-879-000-XX
Employee Engagement Manager 

Integrated Training

Additional training for Employee 

Engagement Manager Integrated

- Billed as a one-time (non-recurring) 

charge

Pre-Requisites: 

- 4110-1048-000-XX Employee 

Engagement Manager Integrated Agent 

(per Configured User)

- 4110-878-000-XX Employee 

Engagement Manager Integrated Suite - 

Agent + Manager (per Configured User)

610186-1409-000-XX
NICE IEX WFM Integrated - Export File 

Agent Information

This export contains Agent Definition 

screen fields.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

 Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export Report (Per BU)

IEX WFM is a pre-requisite for all Export 

Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-1410-000-XX
NICE IEX WFM Integrated - Export File 

Export Agent

- This export contains Agent Definition 

screen fields 

- Report Generation Timeframe: 

Previous 7 days 

- Billed as a one time (non-recurring) 

charge

 Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export Report (Per BU)

IEX WFM is a pre-requisite for all Export 

Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced

610186-1699-000-XX
NICE IEX WFM Integrated - Import File 

Schedule Changes

This import allows you to import file 

schedule changes that automatically 

updates the agents schedule.

- Report Generation Timeframe: Next 7 

days

- Must also purchase NICE IEX WFM 

Integrated - Import File (Per BU)

- Billed as a one-time (non-recurring) 

charge

 -Up to 10 project hours

 Requires: 

- 4121-1703-000-XX NICE IEX WFM 

Integrated - Import File (Per BU) 

IEX WFM is a pre-requisite for all Export 

or Import Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced

610186-1700-000-XX
NICE IEX WFM Integrated - Import File 

History

This option allows you to import 

Contact Type (CT) historical data items 

from a standardized file. Reduces data 

entry time required to populate Queue 

history during DB build and when 

queues are defined. Can also be used as 

a data posting method to populate data 

from multimedia servers.

- Report Generation Timeframe: Next 7 

days

- Must also purchase NICE IEX WFM 

Integrated - Import File (Per BU)

- Billed as a one-time (non-recurring) 

charge

 -Up to 16 project hours

 Requires: 

- 4121-1703-000-XX NICE IEX WFM 

Integrated - Import File (Per BU) 

IEX WFM is a pre-requisite for all Export 

or Import Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-1701-000-XX
NICE IEX WFM Integrated - Import File 

Forecast

This option allows you to import 

contact forecast data into NICE WFM 

for one or more Contact Types. Useful 

for WFM groups that cut and paste 

spreadsheet data into WFM Forecast 

screen.

- Report Generation Timeframe: Next 7 

days

- Must also purchase NICE IEX WFM 

Integrated - Import File (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 16 project hours

 Requires: 

- 4121-1703-000-XX NICE IEX WFM 

Integrated - Import File (Per BU) 

IEX WFM is a pre-requisite for all Export 

or Import Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced

610186-2229-000-XX
NICE IEX WFM Integrated - Export 

Report Adherence by Attribute Detail

This export contains a comparison of 

both agent activity data and schedule 

data to show an agents adherence over 

a user defined period BASED on a 

specific attribute.

-Report Generation Timeframe: 

Previous 7 days 

- Must also purchase 4121-1702-000-XX 

NICE IEX WFM Integrated - Export 

Report (per BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-2230-000-XX

NICE IEX WFM Integrated - Export 

Report Adherence by Attribute 

Summary

This export contains a comparison of 

both agent activity data and schedule 

data summarized to show an agents 

adherence over a user defined period 

BASED on a specific attribute.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase 4121-1702-000-XX 

NICE IEX WFM Integrated - Export 

Report (per BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-2231-000-XX
NICE IEX WFM Integrated - Export 

Report Agent Activity and Schedules

This export contains both schedule data 

and actual activity data detailing 

activities for agents over a user defined 

period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase 4121-1702-000-XX 

NICE IEX WFM Integrated - Export 

Report (per BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-2232-000-XX
NICE IEX WFM Integrated - Export 

Report Agent Results Detail

This export contains actual results by 

Agent per Interval/Queue including 

actual contacts received, actual 

contacts abandoned, logon Time, talk 

Time and more.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase 4121-1702-000-XX 

NICE IEX WFM Integrated - Export 

Report (per BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-2233-000-XX
NICE IEX WFM Integrated - Export 

Report Agent Results Summary

This export contains actual results by 

Agent per day/queue including actual 

contacts received, actual contacts 

abandoned, logon Time, talk Time and 

more.

- Report Generation Timeframe: 

Previous 7 days 

- Must also purchase Must also 

purchase 4121-1702-000-XX NICE IEX 

WFM Integrated - Export Report (per 

BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-2234-000-XX
NICE IEX WFM Integrated - Export 

Report CT Queue Data

This export contains actual results by 

Interval per QUEUE, including actual 

contacts received, actual contacts 

abandoned, and more.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase 4121-1702-000-XX 

NICE IEX WFM Integrated - Export 

Report (per BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-2235-000-XX
NICE IEX WFM Integrated - Export 

Report MU Opens

This export contains the number of 

scheduled agents, who are in an Open 

defined Activity code by MU and by day 

per Interval.  

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase 4121-1702-000-XX 

NICE IEX WFM Integrated - Export 

Report (per BU)

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-2252-000-XX
NICE IEX WFM Integrated - Import File 

Agent Updates

This option allows you to import file-

based updates to your IEX agent data. 

Useful if you have other systems 

containing administrative data relevant 

to IEX WFM. 

- This option allows you to import file-

based updates to your IEX agent data. 

Useful if you have other systems 

containing administrative data relevant 

to IEX WFM. ​

- Frequency of Imports: As often as 

every 30 minutes​

- Must also purchase NICE IEX WFM 

Integrated - Import File (Per BU)​

- Billed as a one-time (non-recurring) 

charge

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-2253-000-XX NICE IEX WFM Integrated - GDPR

This option enables GDPR compliance 

processing within IEX WFM Integrated, 

including permanently deletion of the 

data of existing and future “deleted” 

agents. ​

- This option enables GDPR compliance 

processing within IEX WFM Integrated, 

including permanent deletion of the 

data of existing and future “deleted” 

agents. ​

- Must also purchase NICE IEX WFM 

Integrated Advanced (per Configured 

User)​

- Billed as a monthly recurring charge

Pre-requisites:​

4100-534-000-XX IEX WFM Integrated 

Advanced

NICE IEX WFM Integrated Advanced 

(per Configured User)​

610186-887-000-XX
NICE IEX WFM Integrated - Export File 

Activity Detail

This export contains data from the ACD 

detailing all the activities an agent has 

performed during a user defined 

period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-888-000-XX
NICE IEX WFM Integrated - Export File 

Activity Summary

This export contains data from the ACD 

summarizing all the activities an agent 

has performed during a user defined 

period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-889-000-XX
NICE IEX WFM Integrated - Export File 

Adherence Detail

This export contains a comparison of 

both agent activity data and schedule 

data to show an agents adherence over 

a user defined period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-890-000-XX
NICE IEX WFM Integrated - Export File 

Adherence Summary

This export contains a comparison of 

both agent activity data and schedule 

data summarized to show an agents 

adherence over a user defined period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-891-000-XX
NICE IEX WFM Integrated - Export File 

Schedule Detail

This export contains schedule data 

detailing all scheduled activities of 

agents over a user defined period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-892-000-XX
NICE IEX WFM Integrated - Export File 

Schedule Summary

This export contains schedule data 

summarizing scheduled activities of 

agents over a user defined period.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-893-000-XX
NICE IEX WFM Integrated - Export File 

Vacation Summary

This export contains the data from the 

Agent Vacation Summary or Agent Time 

Off Summary screen and can be 

exported in either XML format or text 

file format.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-894-000-XX
NICE IEX WFM Integrated - Export File 

CT Active Forecast

This export contains the data for each 

CT with an Active Forecast.

- Report Generation Timeframe: 30 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

 -Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-895-000-XX
NICE IEX WFM Integrated - Export File 

CT Short-term Forecast

This export contains the data for each 

CT with a Short-Term Forecast.

- Report Generation Timeframe: 30 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-896-000-XX
NICE IEX WFM Integrated - Export File 

CT Results

This export contains actual results by 

CT, including actual contacts received, 

actual contacts abandoned, actual 

service levels and more.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-897-000-XX
NICE IEX WFM Integrated - Export File 

MU Forecast

This export contains the forecast 

requirements and open schedule data 

per MU.

- Report Generation Timeframe: Next 7 

days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-898-000-XX
NICE IEX WFM Integrated - Export File 

MU Results

This export contains the actual results 

by MU, including actual contacts 

handled, actual requirements, 

estimated staff, etc.

- Report Generation Timeframe: Next 7 

days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

- Up to 10 project hours

Requires: 

- 4121-1702-000-XX NICE IEX WFM 

Integrated - Export File (Per BU)

IEX WFM is a pre-requisite for all Export 

or Import Reports:

-4100-534-000-XX IEX WFM Integrated 

Advanced

610186-904-000-XX
NICE IEX WFM Integrated - Import File 

Vacation Summary

This import allows you to import agent 

vacation data into the Agent Vacation 

Summary/Agent Time Off Summary 

screen such as earned, debited, and 

carryover. This is useful if you have 

complex accrual rules.

- Report Generation Timeframe: 

Previous 7 days

- Must also purchase NICE IEX WFM 

Integrated - Export Report (Per BU)

- Billed as a one-time (non-recurring) 

charge

 -Up to 16 project hours

 Requires: 

- 4121-1703-000-XX NICE IEX WFM 

Integrated - Import File (Per BU) 

IEX WFM is a pre-requisite for all Export 

or Import Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced
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610186-906-000-XX
NICE IEX WFM Integrated - Import File 

MU Opens

For those with outsource partners, this 

import allows you to import the 

number of scheduled people supplied 

for each interval of the day, giving an 

estate-wide view of your operation.

- For Import MU Opens: This import can 

be used for collecting and displaying 

scheduled open data from outsource 

vendors, without the need to see the 

actual agent schedules driving the open 

values. The imported values are stored 

as "External" opens, separate from 

scheduled open values derived from the 

WFM Enterprise agent schedules.

- Report Generation Timeframe: 

Previous 7 days Must also purchase 

NICE IEX WFM Integrated - Import File 

(Per BU) Billed as a one-time (non-

recurring) charge

- Up to 16 project hours

 Requires: 

- 4121-1703-000-XX NICE IEX WFM 

Integrated - Import File (Per BU) 

IEX WFM is a pre-requisite for all Export 

or Import Reports:

4100-534-000-XX IEX WFM Integrated 

Advanced

610187-914-000-XX Custom Storage Setup
-Setup for Custom Storage

-Billed as a one time (non-recurring) 

charge
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610192-2424-000-XX
CXone Mpower AutoSummary 

Implementation

Enlighten AutoSummary will  automate 

100% of Agent Notetaking with the 

Power of AI​

- Billed as a one-time (non-recurring) 

charge.

Implementation Includes

- 16 hours of Professional Service 

including consulting, basic setup, and 

error handling. 

- For additional support beyond this 

package, Customer must purchase 

other PS packages, for scripting, APIs, 

etc.

Sales of Enlighten products must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met.

Required for:

- 4204-000-000-XX CXone Enlighten 

AutoSummary (per Summary)

610197-1333-000-XX PPE Consulting  Engagement (Half Day)

-Product & Practice Expert (PPE) session 

is a tactical, results focused 

engagement, based around specific 

business objectives of the client. This is 

not a training session.

-Billed as a one time (non-recurring) 

charge

-Engagement includes:

-PPEs will engage with your key 

stakeholders to talk through the best 

practices on how to use your product(s) 

to gain and maintain the KPIs that drive 

your business

-Talk through risks and rewards 

associated with recommended changes

-This session will last up to one-half day 

(a half-day is defined as a four-hour 

block)

-Remote session only

-Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

product    
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610197-984-000-XX
PPE Consulting Discovery Session (per 

Hour)

-Product & Practice Expert (PPE) session 

is a tactical, scoping conversation, 

designed to outline and clearly define 

the outcomes the client is hoping to 

achieve in a consulting engagement. 

This is not a training session.

-Billed as a one time (non-recurring) 

charge

-Session includes:

    -Creation of an agenda to follow 

during the follow-up Consulting 

Engagement

    -Focus on pain points, establishing 

best practices, and desired outcomes

    -Session will last up to one hour (or 

number of hours quoted)

    -Remote session only

    -Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

product. 
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610197-985-000-XX
PPE Consulting Engagement Session 

(per Day)

-Product & Practice Expert (PPE) session 

is a tactical, results focused 

engagement, based around specific 

business objectives of the client. This is 

not a training session. 

-Billed as a one time (non-recurring) 

charge 

-Engagement includes: 

    -PPEs will engage with your key 

stakeholders to talk through the best 

practices on how to use your product(s) 

to gain and maintain the KPIs that drive 

your business 

    -Talk through risks and rewards 

associated with recommended changes 

    -This session will last up to one day, 

or number of days quoted (a day is 

defined as an eight-hour block) 

    -Remote session only. On site 

consultations are only available if sold 

in a quantity of three or more for travel 

in the US, and five or more days for 

International. T&E would be charged as 

actuals for any on site engagements. 

    -Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

product.

610199-1532-000-XX
CXone Performance Management - 

CXone QM Integration

- Integration of CXone Quality 

Management data sources into CXone 

Performance Management 

- Billed as a one time (non-recurring) 

charge 

- For NICE inContact cloud hosted only  
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610200-1618-000-XX
CXone Messaging - SMS Personal 

Connection Campaign Implementation

-A one-time setup fee to build one 

proactive outbound SMS campaign 

using the Personal Connection feature 

in the inContact system 

-Implementation includes: 

     - Adding the long or short code to 

the inContact system 

     - Setting up a skill and message 

template for the campaign 

     - Training for supervisor or 

administrator on how to configure an 

SMS skill and message template

If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.

610200-995-000-XX
CXone Messaging Application 

Implementation

Required setup and configuration for 

SMS Channel. A Long, Short or Toll Free 

Code, plus Usage Rates are also 

required.

- A one-time charge to setup a Business 

Unit for Inbound (patron and agent 

conversation) SMS in the carrier's 

system

-Billed as a one-time (non-recurring) 

charge
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610203-1718-000-XX
CXone Mpower Voice Agent 

Implementation

- Voice Implementation Package. Base 

Implementation is still required (i.e. 

Workgroup, Corporate, Enterprise). 

- Billed as a one-time (non-recurring) 

charge.

- Implementation and setup of CXone 

Audio Recording Basic includes:

      - Implementation manager who 

oversees the project from start to finish

      - Business requirements session and 

documentation

      - Initial System Configuration

      - Setup of call recording based on 

business needs

      - Application Overview

      - User acceptance testing

      - Go live support

      - 2 weeks of Post Go Live Support
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610203-1719-000-XX
CXone Mpower Omnichannel Agent 

Implementation

- Omnichannel Implementation 

Package.  Base Implementation is still 

required (i.e. Workgroup, Corporate, 

Enterprise). Digital Channel 

Implementation will be quoted 

separately based on channels selected.

- Billed as a one-time (non-recurring) 

charge.

- Implementation and setup of CXone 

Audio Recording includes:

      - Implementation manager who 

oversees the project from start to finish

      - Business requirements session and 

documentation

      - Initial System Configuration

      - Setup of call recording based on 

business needs

      - Application Overview

      - User acceptance testing

      - Go live support

      - 2 weeks of Post Go Live Support
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610203-1720-000-XX
CXone Mpower Essentials Suite 

Implementation

 - Essentials Suite Implementation.  

Base Implementation is still required 

(i.e. Workgroup, Corporate, Enterprise). 

Digital Channel Implementation will be 

quoted separately based on channels 

selected.

- Billed as a one-time (non-recurring) 

charge.

Implementation and setup of CXone 

Audio Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session and 

documentation

- Initial System Configuration

- Setup of call recording based on 

business needs

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support

Implementation and setup of CXone 

Screen Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session

- Initial System Configuration

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support
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610203-3299-XXX
CXone Mpower Complete Suite 

Implementation

Advanced Suite Implementation.  Base 

Implementation is still required (i.e. 

Workgroup, Corporate, Enterprise). 

Digital Channel Implementation will be 

quoted separately based on channels 

selected.

- Billed as a one-time (non-recurring) 

charge.

Implementation and setup of CXone 

Audio Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session and 

documentation

- Initial System Configuration

- Setup of call recording based on 

business needs

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support

Implementation and setup of CXone 

Screen Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session

- Initial System Configuration

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support
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610203-3300-XXX
CXone Mpower Ultimate Suite 

Implementation

CXone Mpower Suite Implementation 

Package

- Base Implementation is still required 

(i.e. Workgroup, Corporate, Enterprise).

- Digital Channel Implementation will be 

quoted separately based on channels 

selected. Billed as a one-time (non-

recurring) charge.

Implementation and setup of CXone 

Mpower Suite includes:

- Implementation manager who 

oversees the project from start to 

finish; Business requirements session 

and documentation; Initial System 

Configuration Setup of call recording, 

based on business needs; Application 

Overview User acceptance testing; Go 

live support; 2 weeks of Post Go Live 

Support

CXone Training includes: Remote, 

instructor-led training

- Training on Quality Management to 

create custom evaluation forms, search 

for and evaluate calls, pull data for 

analysis, and calibrate for consistency.

- Workforce Management training 

includes how to create forecasts, create 

schedules, agent schedule management 

and system administration.

- Interaction Analytics Training includes: 

3 hours of eLearning's Two day 
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610203-3301-XXX
CXone Mpower Core Suite 

Implementation

Complete Suite Implementation 

Package.  Base Implementation is still 

required (i.e. Workgroup, Corporate, 

Enterprise). Digital Channel 

Implementation will be quoted 

separately based on channels selected.

- Billed as a one-time (non-recurring) 

charge.

Implementation and setup of CXone 

Audio Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session and 

documentation

- Initial System Configuration

- Setup of call recording based on 

business needs

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support

Implementation and setup of CXone 

Screen Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session

- Initial System Configuration

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support
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610217-1316-000-XX Textel Short Code - SETUP

-Set up and implementation for Textel 

Short Code

-Billed as a one time (non-recurring) 

charge

-Implementation includes: 

-Porting of existing or set up of new 

Short Code

-Set up of agent inbound/outbound 

SMS into MAX

-Set up of Textel into the Personal 

Connection Dialer (optional)

610218-2485-000-XX Textel Base Implementation

This implementation package is 

intended for the base implementation 

for new Textel customers, from project 

kick-off to go-live support. Package 

includes:

Requirements/Design Workshop

SMS Regulatory Compliance Workshop

SMS Line setup and configuration

Inbound / Outbound Agent 

Conversations within MAX or CXone 

Agent

SMS touting to agents

Configuration of Auto-Replies

Configuration of Agent Quick-Replies

Configuration of Keywords

Implementation of Basic IVR Integration

System testing

UAT support

Go-Live support

Required for:

- Any Textel Messaging Bucket
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610218-2486-000-XX
Textel Short Code NRC Pass-Through - 

UK

Set up fee for a UK short code. Minimum of 1 of the Textel Short - Long 

Code MRC Surcharge required with:

 - 3875-1298-000-XX Textel Short Code 

(per month)

 - Requires:

 - 3879-2214-746-XX Textel Short Code 

NRC Surcharge -  Morocco

610218-2487-000-XX Textel Blast Implementation

This implementation package is 

intended for adding on Textel Blast for 

bulk SMS messaging to an existing or 

new Textel setup. Package includes:

Blast setup and configuration for bulk 

SMS messaging

System testing support

UAT support

Go-Live support

Required for:

-3875-2209-000-XX Textel Blast (per BU)

610218-2488-000-XX Textel Implementation in PC Dialer

This implementation package is 

intended for adding on Textel to PC 

dialer to an existing or new Textel 

setup. Package includes:

PC Dialer Training for bulk SMS 

messaging

System testing support

UAT support

Go-Live support

Optional for:

- Any Textel Messaging Bucket
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610218-2489-000-XX Textel Text Bot Implementation

This implementation package is 

intended for adding on Textel Text Bots 

to a new or existing Textel setup. 

Package includes:

Requirements Review and Sign-off

Implementation of a single bot flow use 

case.

Activation and routing setup of the Text 

Bot flow on one or many lines in the 

account.

Does not include integrations with 3rd 

party applications.

UAT support

Go-Live support

Required for:

-3879-2521-000-XX Textel Text Bots

610218-2490-000-XX
Textel Integration for Salesforce Flow 

Builder

This implementation package is 

intended for adding on Salesforce 

integration to an existing or new Textel 

setup. Package includes:

Project Kickoff Meeting

Integration Workshop-Technical 

Review/Training of Integration

Requirements /Design Workshop

System testing

UAT support

Go-Live support

Required for:

- 3879-2520-000-XX Textel Integration 

to Salesforce Flow Builder

610218-2491-000-XX
Textel Migration from Legacy Chat to 

DFO or CXone Agent

This implementation package is 

intended to migrate existing legacy 

Textel chat to DFO or CXone Agent. 

Package includes:

Migration of Textel from legacy CXone 

Chat to DFO or CXone Agent

Includes migration of all existing text-

enabled long/short code

Optional for:

- Any Textel Messaging Bucket
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610218-2492-000-XX Textel API Consulting Package

This implementation package is 

intended for adding on Textel APIs to 

an existing or new Textel setup. 

Package includes:

Textel API Consultants will provide 

guidance on the use of the Textel 

Developer APIs. Textel will assist in 

understanding which APIs are 

appropriate for use in a customers 

development project as well as advise 

on the best way to utilize the APIs for 

the desired application. This consulting 

covers any of the Textel APIs available. 

This engagement is for API consulting 

only, all software development is the 

responsibility of the customer.

Optional for:

- Any Textel Messaging Bucket

610218-2493-000-XX Textel ITR Design

This implementation package is 

intended for adding on Textel ITR to an 

existing or new Textel setup. Package 

includes:

Project Kickoff Meeting

ITR Requirements/Design Workshop

Review ITR Best Practices

Review customer use cases

Establish a high level design

Includes five prompts and additional 

ones can be scoped.

Optional for:

- Any Textel Messaging Bucket

610218-2922-XXX Textel SMS Payments-Implementation

Enables the set up to confidently and 

securely send payment requests over 

SMS. 

- This implementation includes the 

configuration with our payments 

system and your merchant account.
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610218-2923-XXX
Textel SMS Line Intelligence-

Implementation

This enables the set up of the Line 

Intelligence feature and the initial 

seeding of contact phone numbers to 

classify.

610218-2924-XXX
Textel-Capacity Virtual Agent-

Implementation-Digital

Assistance with implementation of 

Capacity's Digital Virtual Agent. Includes 

a total of 100 hours of implementation 

support covering: 

- 1 Agent Flow Build

- Integration to 1 application with up to 

3 endpoints

- Refinement & go-live support

Requires: 

-3886-2943-XXX Textel-Capacity Virtual 

Agent Overages-Digital

610218-2925-XXX
Textel-Capacity Virtual Agent-Voice-

Implementation

Assistance with implementation of 

Capacity's Digital Virtual Agent. Includes 

a total of 100 hours of implementation 

support covering: 

- 1 Agent Flow Build

- Integration to 1 application with up to 

3 endpoints

- Refinement & go-live support"

610218-2926-XXX
Textel-Capacity OKTA MFA-

Implementation Fee

The assistance in set up of the 

Textel/Capacity Okta MFA solution for 

your Nice integration.
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610223-1317-000-XX
CXone Messaging Implementation (per 

Channel)

Package required for setup and 

configuration of one of the following 

channels:

Apple Apps Review, Facebook 

Messenger, Google Places, Google Play, 

Instagram, Line Messaging, LinkedIn, 

SMS, Telegram Messaging, Twitter and 

YouTube

- Billed as a one-time (non-recurring) 

charge.

- Implementation includes:

- Setup and configuration of up to 1 

channel selected from the list above.

- Covers the configuration of up to

- 3 Skills per channel

- 2 Workflow Automation Rules per 

channel

- Does not include:

- More than one channel selection per 

individual line item.

- NICE provides services for the 

configuration of the destination 

channel in CXone. The setup, 

administration and maintenance of the 

underlying account is a Customer 

responsibility.
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610223-1318-000-XX
CXone Messaging Advanced 

Implementation (per Channel)

Package required for setup and 

configuration of WhatsApp and Apple 

Messages for Business Channel.

- Billed as a one-time (non-recurring) 

charge.

- Implementation includes:

- Setup and configuration of up to 3 

Apple Messages for Business or 

WhatsApp Channels.

- Covers the configuration of up to

- 3 Skills per channel

- 2 Workflows Automation Rules per 

channel

- NICE provides services for the 

configuration of the destination 

channel in CXone. The setup, 

administration and maintenance of the 

underlying account is the responsibility 

of the customer.

610223-1319-000-XX
CXone Messaging Proactive Chat and 

Email Advanced Implementation

Required per BU setup for CXone 

Proactive Chat and Email

- Setup and integration of Messaging 

API per Channel. Each integration is a 

custom Scope of Work (SOW).

- Billed as a one time (non-recurring) 

charge

Integration includes:

- Development of an integration 

between a single 3rd Party Messaging 

Application and the NICE inContact 

CXone Digital Platform Messaging API.
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610223-1683-000-XX
CXone Messaging Instagram 

Implementation

Package required for setup and 

configuration of Instagram Channel.

- Billed as a one-time (non-recurring) 

charge.

- Implementation includes:

- Setup and configuration of up to 5 

Instagram Channels.

- Dark posts channel included per 

account

- Mentions are enabled for all accounts

- 1 dark post channel + 1 public 

Instagram channel = 1 channel

- Covers the configuration of up to

- 3 Skills per channel

- 2 Workflows Automation Rules per 

channel

- NICE provides services for the 

configuration of the destination 

channel in CXone. The setup, 

administration and maintenance of the 

underlying account is a Customer 

responsibility.

610223-1684-000-XX CXone Messaging Line Implementation

- Required setup and configuration for 

Line Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and Configuration of up to 

(5) Line accounts for Messaging.
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610223-1685-000-XX
CXone Messaging LinkedIn 

Implementation

- Required setup and configuration for 

LinkedIn Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and Configuration of up to 

(5) LinkedIn Pages for Direct Messages, 

Likes and Comments.

610223-1686-000-XX
CXone Messaging Telegram 

Implementation

- Required setup and configuration for 

Telegram Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) Telegram accounts for Direct 

Messages.

610223-1687-000-XX
CXone Messaging Apple Apps Review 

Implementation

- Required setup and configuration for 

Apple Apps Review Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) Apple Apps Review for Reviews and 

Comments.

610223-1688-000-XX
CXone Messaging Google Places 

Implementation

- Required setup and configuration for 

Google Places Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) Google Places for Reviews and 

Comments.
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610223-1689-000-XX
CXone Messaging Google Play 

Implementation

- Required setup and configuration for 

Google Play Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) Google Play for Reviews and 

Comments.

610223-1691-000-XX
CXone Messaging YouTube 

Implementation

- Required setup and configuration for 

YouTube Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) YouTube Channels for Comments.

610223-1695-000-XX CXone Messaging BYOC Implementation

- Required setup and configuration for 

one BYOC.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Enable a customer to integrate and 

configure their own channel(s).

610223-1696-000-XX
CXone Messaging WhatsApp 

Implementation

- Required setup and configuration for 

WhatsApp Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of (1) 

WhatsApp number for Messages.
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610223-1697-000-XX
CXone Messaging Digital First Basic Chat 

Implementation

Required setup and configuration for 

Digital First Chat Channel.

- Billed as a one-time (non-recurring) 

charge.

Implementation includes:

- Setup and configuration of up to (5) 

Digital First Chat Channels for Standard 

Live-chat and Asynchronous 

Messaging. 

- Covers setting up of a chat channel 

and configuration of up to 3 skills and 3 

workflows and 1 Studio Script.

Does not include: 

- Custom CSS and JS API work​

- OAuth setup on DFO side​

- Custom development work to add 

buttons, custom forms or other 

interactive content not covered by Chat 

interface (needs to be covered by SOW)​

- Custom script 

in Workflow Automation​

- Custom Condition 

in Workflow Automation

610223-1698-000-XX
CXone Messaging Digital First Email 

Implementation

- Required setup and configuration for 

Digital First Email Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) Digital First Email accounts for Email 

Messages and their attachments.
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610223-1736-000-XX
CXone Messaging Facebook 

Implementation

- Required setup and configuration for 

Facebook Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and Configuration of up to 

(5) Facebook Pages for Facebook 

Messenger and Facebook Public Posts.

610223-1737-000-XX
CXone Messaging Apple Business Chat 

Implementation

- Required setup and configuration for 

Apple Business Chat Channel.

- Billed as a one time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 

(5) Apple Business Chat accounts for 

Messages

610223-1862-000-XX CXone Messaging Viber Implementation

- Required setup and configuration for 

Viber Channel.

- Billed as a one-time (non-recurring) 

charge

- Implementation includes:

      - Setup and configuration of up to 5 

Viber accounts for Direct Messages.

610223-1992-000-XX CXone Messaging Slack implementation

Required setup and configuration for 

MS Teams Channel.

- Billed as a one-time (non-recurring) 

charge Implementation includes:

- Setup and configuration of up to 5 MS 

Teams Messages accounts for Direct 

Messages.
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610223-1993-000-XX
CXone Messaging MS Teams 

Implementation

Required setup and configuration for 

MS Teams Channel.

- Billed as a one-time (non-recurring) 

charge Implementation includes:

- Setup and configuration of up to 5 MS 

Teams Messages accounts for Direct 

Messages.

610223-2153-000-XX
CXone Messaging Instagram Direct 

Implementation

Required setup and configuration for 

Instagram Direct Channel. ​

- Billed as a one-time (non-recurring) 

charge​

Implementation includes:​

- Setup and configuration of up to 5 

Instagram Messages accounts for Direct 

Messages.
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610223-2384-000-XX
CXone Messaging Digital First Advanced 

Chat Implementation

Setup of more advanced use cases for 

Digital First Chat Channel.- 

Billed as a one-time (non-recurring) 

charge.

Implementation includes:

- Setup and configuration of up to (5) 

Digital First Chat Channels for Standard 

Live-chat and Asynchronous Messaging. 

​

- Setup and configuration of a chat 

channel with up to 3 skills and 3 

Workflow Automation triggers and 1 

Studio Script.​

- Can cover basic customization via 

custom CSS and JS API (max.8 elements 

changed, or JS API commands used), 

including relaying of 3rd party data to 

chat via JS API and OAuth setup on the 

side of chat window settings.​

- Maximum total allocated time cannot 

exceed 18 hours.​

Does not include:

- Custom development work to add 

buttons, custom forms or other 

interactive content not covered by Chat 

interface.​

- Custom script in Workflow 

Automation

Optional NRC for whenever one of the 

digital packages is quoted:

- 307-6-603-XX CXone Digital Add-on 

(per Configured User)

- 12653-1704-000-XX CXone Digital 

Agent (per Configured User)

- 307-6-676-XX CXone Digital Agent (per 

Concurrent User)

- 12656-1723-000-XX CXone 

Omnichannel Agent (per Configured 

User)

- 12656-1724-000-XX  CXone 

Omnichannel Agent (per Concurrent 

User)

- 12657-1725-000-XX CXone Essentials 

Suite (per Configured User)

- 12657-1726-000-XX CXone Essentials 

Suite (per Concurrent User)

- 12663-3293-XXX CXone Core Suite 

(per Configured User)

- 12658-1728-000-XX CXone Core Suite 

(per Concurrent User)

- 12659-1729-000-XX CXone Complete 

Suite (per Configured User)

- 12659-1730-000-XX CXone Complete 

Suite (per Concurrent User)

- 12656-2218-000-XX​ CXone 

Omnichannel Agent - Enterprise (per 

Configured User)

- 12656-2219-000-XX​ CXone 

Omnichannel Agent - Enterprise (per 

Concurrent User)

- 12657-2220-000-XX​ CXone Essentials 
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610223-2385-000-XX
CXone Messaging Digital First Chat 

Custom SOW

Custom development work for the 

scope exceeding implementation 

packages. 

- Billed as a one-time (non-recurring) 

charge per hour

- Includes custom development work 

for changes to DFO Chat's UX or UI, 

advanced integration with other system 

or more complex Workflow Automation 

or Studio Script work.

Optional NRC for whenever one of the 

digital packages is quoted:

- 307-6-603-XX CXone Digital Add-on 

(per Configured User)

- 12653-1704-000-XX CXone Digital 

Agent (per Configured User)

- 307-6-676-XX CXone Digital Agent (per 

Concurrent User)

- 12656-1723-000-XX CXone 

Omnichannel Agent (per Configured 

User)

- 12656-1724-000-XX  CXone 

Omnichannel Agent (per Concurrent 

User)

- 12657-1725-000-XX CXone Essentials 

Suite (per Configured User)

- 12657-1726-000-XX CXone Essentials 

Suite (per Concurrent User)

- 12663-3293-XXX CXone Core Suite 

(per Configured User)

- 12658-1728-000-XX CXone Core Suite 

(per Concurrent User)

- 12659-1729-000-XX CXone Complete 

Suite (per Configured User)

- 12659-1730-000-XX CXone Complete 

Suite (per Concurrent User)

- 12656-2218-000-XX​ CXone 

Omnichannel Agent - Enterprise (per 

Configured User)

- 12656-2219-000-XX​ CXone 

Omnichannel Agent - Enterprise (per 

Concurrent User)

- 12657-2220-000-XX​ CXone Essentials 
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610225-1338-000-XX Surfly Business Package Implementation

The set-up and implementation 

for the Surfly Business package, 

applied to a single application or 

domain, includes an 

Implementation Engineer 

allocation.

- Billed as a one-time (non-

recurring) charge

610225-1339-000-XX
Surfly Advanced Package 

Implementation

 'The set-up and implementation 

for the Surfly Advanced package, 

applied to a single application or 

domain, includes an 

Implementation Engineer 

allocation.

- Billed as a one-time (non-

recurring) charge

610225-2974-XXX Surfly Video Only Implementation

Included in the Video Implementation 

package are: 

-Studio Script template

-Landing Page Template

-Step-by-step implementation guide

-Dedicated support to address any 

roadblocks encountered while using the 

documentation

Please note that the following are not 

included:

-Professional Services hours

-Dedicated Surfly Implementation 

Engineer for the project
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610226-1342-000-XX CXone Attendant - Implementation

- Implementation package for Auto 

Attendant or Auto Attendant Lite to 

help setup corporate directory and 

voicemail management 

- Billed as a one time (non-recurring) 

charge 

- Implementation includes: 

       - Dial-by-name, extension dialing, 

out of office notification, voicemail 

       - Functionality using text-to-speech 

available in English only
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610227-1405-000-XX
CXone Workforce Management SME 

Package

Only available for Small and Medium 

segment customers with less than 50 

seats me the ANZ/NZ region.

- Up to three customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization

- Product SMEs provide guidance, best 

practice sharing and targeted assistance

- Up to 5 total engagement hours per 

month (monthly hours can be carried 

over for 90 days)

- CXone Workforce Management SME 

resources are available 9am to 4pm 

Sydney time (or during a mutually 

agreed upon engagement time).

- NICE CXone Workforce Management 

SME resources will be engaged through 

the customer assigned TSA resource

- Additional PS or Consulting time can 

be purchased through the assigned 

TAM.

Services may consist of includes:

- Focus on pain points, establishing best 

practices

- Questions pertaining to configuration

- Forecast results Feature functionality

- Remote session only

- Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

Only available for Resell Partners in ANZ 

with <50 users

Requires:

- 1561-2396-000-XX Cxsuccess Care Lite 

Package

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610227-1406-000-XX
CXone Interaction Analytics SME 

Package

Only available for Small and Medium 

segment customers with less than 50 

seats yet the ANZ/NZ region.

- Up to three customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization

- Product SMEs provide guidance, best 

practice sharing and targeted assistance

- Up to 5 total engagement hours per 

month (monthly hours can be carried 

over for 90 days)

- CXone Interaction Analytics SME 

resources are available 9am to 4pm 

Sydney time (or during a mutually 

agreed upon engagement time).

- NICE CXone Interaction Analytics SME 

resources will be engaged through the 

customer assigned TSA resource

- Additional PS or Consulting time can 

be purchased through the assigned TSA

Services may consist of includes:

- Focus on pain points, establishing best 

practices

- Questions pertaining to configuration

- Forecast results

- Feature functionality

- Remote session only

- Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

Only available for Resell Partners in ANZ 

with <50 users

Requires:

- 1561-2396-000-XX Cxsuccess Care Lite 

Package
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610227-1407-000-XX
CXone Feedback Management SME 

Package

Only available for Small and Medium 

segment customers with less than 50 

seats end the ANZ/NZ region.

- Up to three customer resources 

authorized to work with NICE CXone 

Services, and receive notifications to 

distribute to the organization

- Product SMEs provide guidance, best 

practice sharing and targeted assistance

- Up to 5 total engagement hours per 

month (monthly hours can be carried 

over for 90 days)

- CXone Feedback Management SME 

resources are available 9am to 4pm 

Sydney time (or during a mutually 

agreed upon engagement time).

- NICE CXone Feedback Management 

SME resources will be engaged through 

the customer assigned TSA resource

- Additional PS or Consulting time can 

be purchased through the assigned TSA.

Services may consist of includes:

- Focus on pain points, establishing best 

practices

- Questions pertaining to configuration

- Forecast results

- Feature functionality

- Remote session only

- Customer needs to have completed 

any end-user training sessions and e-

learning modules associated with the 

Only available for Resell Partners in ANZ 

with <50 users

Requires:

- 1561-2396-000-XX Cxsuccess Care Lite 

Package
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610228-1412-000-XX
Frontline Database Connector 

Implementation

- Billed as a one-time (non-recurring) 

charge 

- Implementation includes: 

       - Enablement of a single 

database to connect to NICE inContact 

via secure API ScreenPOP/Customer 

       - Call Routing/Self-Service 

       - Up to 3 database/web service 

calls, LOOKUP/PUSH/UPDATE

610228-2558-000-XX
Frontline API Signature Service 1.0.0 - 

NRC

 Standard implementation of a new 

business unit connecting to the 

signature service.

 

610228-2559-000-XX
Frontline Services CXone Agent for 

Customer Implementations

 Setup, Testing, Post Go-Live Support

- Provision account and guided install 

process

 Requires:

- 610228-2559-000-XX Frontline 

Services CXone Agent for Customer (per 

User)

610235-1531-000-XX

LanguageLine Direct Response Phone 

Interpreting for CXone -  One Time Set 

Up Fee Per Language

Set up fees for Over the Phone 

interpretation service providing on-

demand access to 45 audio languages 

where the LLS Interpreter answers the 

call first on behalf of the client - then 

connects to the agent. 

- One time set up fees.

610236-1535-000-XX
Central to User Hub Admin Customer 

Conversion

- Central to User Hub Admin Customer 

Conversion

610240-2720-XXX
CXone Feedback Management Short 

Code Japan - Setup

One-time setup to provision Japan short 

code(s) in the carrier's system Billed as 

a one time (non-recurring) charge
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610241-1613-000-XX
CXone Integration (Voice and Digital) to 

3rd Party WFM (Implementation)

Implementation and setup of CXone 

with 3rd Party WFM CDR

- Billed as a one time (non-recurring) 

charge

Implementation includes:

- Creation of an API Application / Rest 

Credentials

- SOAP Webservice to pull WFM Reports

- Up to five CDRs (No customization)

- REST API

 -Real-time agent state data feed

- Up to 10 project hours

Required:​

- 1697-2302-000-XX CXone ACD to 3rd 

Party WFM  

610243-2244-000-XX CXone Managed Application Services

 CXone Managed Application Services 

delivery team provides move, add, 

change and application admin services 

for all the products under the CXone 

suite, including ACD/IVR, WEM, 

Personal Connection, Analytics, etc.

- Billed monthly per contracted rate

610243-2268-000-XX
MAS Managed Application Services 

Daily Rate

Managed Application Services per day

- Billed as a one-time (non-recurring) 

charge

- NICE VRS handles application and 

business insight of NICE Integrated 

products, complete with expert access 

and thought leadership advisory 

consulting.
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610243-2269-000-XX MOS Managed Operations Daily Rate

Managed Operations Services per day

- Billed as a one-time (non-recurring) 

charge

- NICE VRS handles configuration 

and/or ongoing management of NICE 

Integrated products.

610244-1621-000-XX
Condado SymXchange Interface for 

CXone Implementation

- Implementation of NICE inContact 

Condado SymXchange Interface

- Billed as a one-time (non-recurring) 

charge

- Install NICE inContact SymXchange 

Interface Host on client’s servers to 

interact between client’s Symitar Core 

(and SymXchange) and NICE inContact.

- Configure SymXchange Interface Host 

to client’s specification to securely 

retrieve account information from 

Symitar, based on caller’s ANI

- Display search results in agent’s MAX 

Agent, allowing agents to search for 

records in Symitar using caller’s account 

information

- Assist client in testing solution in a test 

environment

- Assist Client during Go Live

610245-1627-000-XX TernioCX Implementation

Billed as a one-time (non-recurring) 

charge

Implementation includes:

       - Ternio will provide registration 

form to the customer or the Sales 

Engineer to enter credentials which 

allows Ternio to link the TernioCX 

mobile app to their CXone business 

unit.
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610245-1628-000-XX
TernioCX Salesforce Click to Dial 

Implementation

Billed as a one-time (non-recurring) 

charge

- Data posted back to the customer’s 

Salesforce business unit from their 

CXone platform through the TernioCX 

mobile app.

 

Implementation includes:

        - Agent Name - Agent Id - (unique 

identifier of agent on CXone platform)

        - Contact Id - (unique identifier of 

the specific interaction on CXone 

platform)

        - ANI - (Caller ID)

        - DNIS - (Number Dialed)

        - Disposition Name

        - Disposition Notes

        - Skill Id - (Unique identifier of the 

specific dialer skill)

        - Skill Name

        - Total Duration of the call in 

Seconds

        - Start time of the call

        - End time of the call

        - Tags

        - Queue Time

        - ScreenPOP

        - Lookup for the Caller ID and one 

Salesforce object types of your choice 

to trigger the Screen pop.

610249-1680-000-XX Dedicated IVR Build Time

Dedicated IVR build time for an Agile 

customer implementation

- Billed at a monthly rate

- Maximum of 6 months

- Travel and accommodations, if 

requested, are extra

Requires:

- 610165-2371-000-XX​ Designated 

Solutions Architect
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610261-1855-000-XX
CXone Expert Basic Employee 

Experience (EX) Implementation

Quick Launch Implementation for 

CXone Expert Basic EX

- Includes import of knowledge data, 

site configuration, roles and integration

- Billed as a one-time non-recurring 

charge

610261-1856-000-XX
CXone Expert Employee Experience (EX) 

Implementation

Quick Launch Implementation for 

CXone Expert Employee (EX) includes:

- Import of knowledge data, branding, 

site configuration, roles and 

integration.

- Up to 750 Articles Imported

- Billed as a one-time non-recurring 

charge

Required implementation for CXone 

Expert Standard and Advanced 

Employee Experience (EX) Suite unless 

CXone Expert Custom SOW 

Implementation is quoted instead. 

- Must choose one or the other.

610261-1857-000-XX
CXone Expert Customer Experience (CX) 

Suite Implementation

Quick Launch Implementation for 

CXone Expert Customer Experience (CX) 

Suite includes:

- Import of knowledge data, branding, 

site configuration, roles and integration

- Includes up to 750 Articles Imported

- Billed as a one-time non-recurring 

charge

Required implementation for CXone 

Expert Customer Experience (CX) Suite 

unless CXone Expert Custom SOW 

Implementation is quoted instead. 

- Must choose one or the other.

610261-2728-XXX CXone Expert Additional Imports

Up to 500 article imports

- 1 article equals 1 HTML page

NOTE: If article is not HTML and is on a 

standard file type like PDF or Word. The 

file will be converted to a single HTML 

page. If multiple pages are required an 

agreed upon limit would be established. 

*Previously implemented CXone Expert 

Experience (Standard or Advanced) 

required.
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610261-2729-XXX CXone Expert Additional Integration

This product SKU allows for a customer 

to add an additional iframe integration.

- Single iframe integration configured 

(Example, CRM, MAX, SF Service Cloud)

*External system must accept standard 

iframe.

*Previously implemented CXone Expert 

Experience (Standard or Advanced) 

required.

610263-1879-000-XX
CXone Virtual Agent Hub Registration 

Implementation

Virtual Agent Hub (VAH) Registration 

Implementation

-Billed as a one-time charge

-PS hours not to exceed 50

-Consultation and Requirements 

documentation

-Basic setup/error handling

-Instance setup

-Intent branch configuration (per 

branch) Note: This package allows for 3 

intent branches.

-Does not include any scripting after the 

intent has been declared and route 

established

-For additional support beyond this 

package, Customer must purchase 

other PS packages, for scripting, APIs, 

etc.

-This SKU is to Register a Customer's 

custom Bot into the Virtual Agent Hub 

and does not include the design, 

development, or deployment of the 

custom Virtual Agent application. This 

effort is to 'register the bot into Virtual 

Agent Hub only including our  internal 

CXone SmartAssist virtual agent with a 

separate services project or BYO Bot 

integrations where the customer 

develops and manages their Bot.

Required NRC for:

- 1442-1751-000-XX CXone Virtual 

Agent Hub (per 10,000 Sessions)

- 1506-2066-000-XX CXone SmartAssist 

Powered by Amelia Voice (per Call)

610263-2344-000-XX
CXone Cloud Text to Speech 

Registration Implementation
Implementation of CXone Cloud TTS 

including, registration of a 3rd Party pre-

Required for:

-1442-2342-000-XX CXone Cloud Text to 
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610263-2345-000-XX
CXone Cloud Self Service Transcription 

Service Implementation

Implementation of CXone Cloud Turn-

by-Turn Transcription Service including 

registration of a 3rd Party preintegrated 

TTS cloud offerings  

Consultation ​and requirements 

documentation​

Basic setup/error handling​​

PS hours not to exceed 8 hours​

Does not include any scripting after the 

initial Streaming Transcription 

registration and enablement into the 

script established ​​

For additional support beyond this 

package, Customer must purchase 

other PS packages, for scripting, APIs, 

etc.​

This SKU is to enable a preintegrated 

Cloud Self Service Transcription solution 

into a customer's CXone VAH including 

selecting a language & voice and enable 

within a script flow. 

Billed as a one-time charge​
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610263-2467-000-XX
CXone Cloud Agent Transcription 

Service Implementation

Implementation of CXone Cloud 

Continuous Transcription Service 

including registration of a 3rd Party 

preintegrated TTS cloud offerings  

- Billed as a one-time charge​

- PS hours not to exceed 8 hours​

- Consultation ​and requirements 

documentation​

- Basic setup/error handling​​

- Does not include any scripting after 

the initial Streaming Transcription 

registration and enablement into the 

script established ​​

- For additional support beyond this 

package, Customer must purchase 

other PS packages, for scripting, APIs, 

etc.​

- This SKU is to enable a preintegrated 

Cloud Streaming Transcription solution 

into a customer's CXone AAH including 

selecting a language & voice and enable 

within a script flow.

610264-1883-000-XX
CXone Agent Assist Hub Registration 

Implementation

Required Implementation for CXone 

Agent Assist Hub

- Billed as a one time non-recurring 

charge
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610272-2509-000-XX
Digital CXi Transformation Consulting 

per Digital Solution - Daily

 Comprehensive Transformation and 

Change Enablement including:

- Operating model and business process 

recommendations aligned to CXone 

products

- Change Management Plan 

encompassing People, Process, 

Organization

- Post go-live operational assessment & 

recommendations (Health Check)

 Pre requisite to at least one of the 

below:

- 12653-1704-000-XX CXone Digital 

Agent (per Configured User)

- 307-6-676-XX CXone Digital Agent (per 

Concurrent User)

- 307-6-603-XX CXone Digital Add-on 

(per Configured User)

- 2100-1850-000-XX CXone Expert 

Standard Employee Experience (EX) (per 

Configured User)

- 2100-1851-000-XX CXone Expert 

Advanced Employee Experience (EX) 

(per Configured User)

- 4203-2171-000-XX NICE Enlighten XO 

Integrated (per BU)

- 3100-2157-000-XX CXone Guide (per 

offer)

- 1506-2066-000-XX CXone SmartAssist 

Powered by Amelia (per Call)

- 1506-2067-000-XX CXone SmartAssist 

Powered by Amelia Transcription and 

TTS Service

- 1506-2068-000-XX CXone SmartAssist 

Powered by Amelia Digital (per Session)

610272-2510-000-XX
Digital CXi Transformation Consulting 

per Digital Solution by License Tier

 Comprehensive Transformation and 

Change Enablement including:

- Operating model and business process 

recommendations aligned to CXone 

products

- Change Management Plan 

encompassing People, Process, 

Organization

- Post go-live operational assessment & 

recommendations (Health Check)

 

610274-3254-XXX
CXone Proactive AI Agent Annual 

Managed Services Days (per Day)

CXone

Proactive AI Agent 

Annual Managed Services Days
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610280-2158-000-XX
CXone Guide Professional Services 

Hours

Professional Services for CXone Guide​

- Billed as a one-time non-recurring 

charge

Required with:​

- 3100-2157-000-XX​ CXone Guide (per 

offer)​

610280-2159-000-XX CXone Guide and Expert Integration

CXone Guide and Expert integration 

allows you to proactively deliver 

knowledge content to the customer 

when and where they need it during 

the online digital journey.

Required with:​

- 3100-2157-000-XX​ CXone Guide (per 

offer) with CXone Expert

610280-2160-000-XX CXone Guide and DFO Integration

CXone Guide and DFO chat integration 

allows chat offers to be contextualized 

to the needs event during the online 

customer journey. Personalized offers 

have a higher rate of acceptance and 

increases online conversion.

​Required with:​

- 3100-2157-000-XX​ CXone Guide (per 

offer) with CXone Digital First Chat

610280-2478-000-XX Basic Guide Implementation

Package of Guide implementation hours 

intended for single channel setup with 

simple use cases:

- 60 hours/$15k

- Single channel only - Expert OR Digital 

Platform/Bots

- Up to 6 use cases

- Branding assistance using design 

editor + main logo in header(s)

- Includes training/enablement

Requires:

- Digital Agent 307-6-601-XX or Digital 

Addon 307-6-603-XX

This SKU is mutually exclusive with 

Medium Guide Implementation and 

Advanced Guide implementation.

610280-2479-000-XX Medium Guide Implementation

Package of Guide implementation hours 

for robust deployment and full 

employment of Guide's functions:

- 120 hours/$30k

- Includes multi-channel Expert and 

Digital Platform/Bots

- Includes up to 20 use cases

- Includes training/enablement

- Branding assistance + up to 10 hours 

of custom CSS

Requires:

- Digital Agent 307-6-601-XX or Digital 

Addon 307-6-603-XX

This SKU is mutually exclusive with 

Basic Guide Implementation and 

Advanced Guide implementation.
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610280-2480-000-XX Advanced Guide Implementation

Package of Guide implementation hours 

for utilizing advanced features and 

extensive customization effort:

- 160 hours/$40k

- Includes multi-channel Expert and 

Digital Platform/Bots

- Includes up to 30 use cases

- Includes training/enablement

- Includes SPA support

- Includes Bring your own channel

- Branding assistance + up to 20 hours 

of custom CSS

Requires:

- Digital Agent 307-6-601-XX or Digital 

Addon 307-6-603-XX

This SKU is mutually exclusive with 

Basic Guide Implementation and 

Medium Guide implementation.

610280-2920-XXX Web Applications Consulting Package

Duration: 4 hours broken into 2-3 

sessions.

Audience: customers and partners that 

need to add custom code to chat, Guide 

or develop their own chat solution 

utilizing Web SDK. 

Sessions can include:

- walkthrough of end-to-end setup of 

Web SDK

- walkthrough of the API methods used

- review of documentation and 

- follow up session(s) to answer 

questions or dive into areas previously 

reviewed

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610281-000-000-XX
CXone Preview Instance Creation - User 

Hub

- Creation of Preview instance and 

provisioning of Admin access​

- Billed as a one time (non-recurring) 

charge ​

- Implementation includes:​

- 5 users and 5 ports at no charge​

- Up to 5 GB Storage at no charge.  

Customer will be responsible for all 

storage costs exceeding 5GB per the 

contracted rate.  ​

- 1 Test Toll Free number (standard 

telecom rates apply at contracted rate).  

​

- Provisioning of Admin profiles​

- **Additional Central and/or Studio 

assistance will require a separate PS 

hours package**

USER HUB ONLY

Required for: 

- 1601-000-000-XX CXone Preview 

Instance Monthly (per BU)

- 1601-000-000-XX CXone Preview 

Instance Monthly (per BU)

610282-2805-XXX
Enlighten XO Integrated 

Implementation

Implementation of Enlighten XO

- Billed as a one time non-recurring 

charge
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610283-000-000-XX NICE Advanced Services Daily Rate

NICE Advanced Services 

Developer/Engineer Services​

- Billed as a one-time (non-recurring) 

charge​

- The Advanced Services team consists 

of a global team of best-in-class 

engineers and developers who build 

custom integrations, BI dashboards & 

reports, and other end-to-end solutions 

that dovetail with the NICE portfolio 

products according to the customer’s 

business requirements.  ​

- They also perform other highly 

specialized tasks such as data 

migration, decommissioning of 

legacy/competitor’s platforms via data 

ingestion, server merges/splits, 

comprehensive system health analyses, 

and much more.  

610286-2247-000-XX CXone Recording Apps Implementation

CXone Recording Apps implementation 

includes:

- Up to 20 Project Management Hours 

to support 

- Coordination of efforts between 

Customer and NICE resources as part of 

the overall project

- Up to 15 Implementation Hours to 

support education and configuration of 

the following

- Users

- Roles and Permissions 

- Views

- Reporting 

- Does not include Implementation on 

Engage Recording, DEF, CXone QM 

Products etc.  Billed as a one-time (non-

recurring) charge

Required for: 

- 4123-2246-000-XX CXone AppLink (per 

Configured User)
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610286-2248-000-XX
DEF Implementation for CXone 

Recording Apps

DEF Implementation for CXone 

Recording Apps includes: 

- Install DEF on customer Engage 

environment 1-3 DEF servers 

- DEF to connect to CXone via public 

internet 

- Up to 50 Business Data fields (to be 

selected by client) 

- Engage 6.7+ 

- Billed as a one-time (non-recurring) 

charge

Required for: 

- 4123-2246-000-XX CXone AppLink (per 

Configured User)

610286-2403-000-XX

DEF Implementation for Engage Multi-

Tenant for CXone Recording Apps (per 

customer)

DEF Implementation for Engage Multi-

Tenant for CXone Recording Apps (per 

customer) includes:

- Install DEF on customer Engage 

environment 1-3 DEF servers

- DEF to connect to CXone via public 

internet

- Up to 50 Business Data fields (to be 

selected by client)

- Engage 6.7+

- Billed as a one-time (non-recurring) 

charge

REQUIRES:

- 610086-368-000-XX CXone Business 

Unit Setup

- 610286-2247-000-XX CXone AppLink 

Implementation

- 610286-2248-000-XX DEF 

Implementation for CXone AppLink or 

DEF Implementation for Multi-Tenant 

CXone AppLink'

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610287-2249-000-XX
CXone Mpower Agents Builder 

Implementation - General

CXone Mpower Agents Builder - 

General Implementation Package 

includes:

Project team and the customer will 

choose use cases that will be 

implemented within the 

implementation scope .

The Project team will assist with the 

following tasks that will correspond 

with the required use cases: 

Create and configure 1 bot in CXone 

- Create Intents and Entities 

- Create up to 7 Rules & Stories 

- Optionally set up use case with Slots 

and Forms 

- Design Fallback 

- Test the Bot 

- Consult with a continuous learning 

loop via Conversations, Analytics, and 

NLU Inbox 

- Deploy the Bot into production 

channels through DFO Routing 

Additional hours may be purchased 

through CXone Mpower Agents Builder 

Professional Services Hours 

- Billed as a one-time (non-recurring) 

charge 

Required for: 1445-1885-000-XX CXone 

Bot Builder (per Session)
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610287-2250-000-XX

CXone Mpower Agents Builder 

Implementation -CXoneExpert 

Integration

CXone Mpower Agents Builder 

Implementation - CXone Expert 

Integration requires functional Bot in 

production or CXone Mpower Agents 

Builder Implementation - General ​

- Integration includes:​

- Consult and set up API Authentication 

with Expert API​

- Consult and set up the following use 

cases:​

- Search and surface articles from 

Expert when a bot hits Fallback​

- Search and surface articles from 

Expert when a bot recognizes specific 

intent​

- Optional: Search and surface articles 

when end customers ask a bot to 

search Expert Knowledge Base with a 

specific query​

- Additional hours may be purchased 

through CXone Mpower Agents Builder 

Professional Services Hours​

- Billed as a one-time (non-recurring) 

charge​

Optional for: 1445-1885-000-XX CXone 

Bot Builder (per Session)
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610287-2251-000-XX

CXone Mpower Agents Builder 

Implementation - Custom API 

Integration

CXone Mpower Agents Builder 

Implementation - Custom API 

Integration requires functional Bot in 

production or Mpower Agents Builder 

Implementation - General ​

Integration includes:​

 - Consultation and Requirements 

Documentation​

    -- Project team and the customer will 

choose 1 use case that will be 

implemented within the 

implementation scope​

    -- Consult and Set up API 

Authentication​

    -- Consult and implement the chosen 

use case​

 - Additional hours may be purchased 

through CXone Mower Agents Builder 

Professional Services Hours​

 - Billed as a one-time (non-recurring) 

charge​ per Use Case​

Optional for 1445-1885-000-XX CXone 

Bot Builder (per Session)
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610288-2255-000-XX Virtual Agent Consulting by InteractCX

Consulting service to support the client 

/ partner building a Virtual Agent 

integration to the Custom Endpoint.​

- Billed as a one-time non-recurring 

charge​

Includes:​

- Design support for the client to 

development and host their proxy 

tunnel​

- Each project will be scoped to fit the 

appropriate AI Engine / Bot and 

associated channels such as Voice and 

DFO Chat, etc.​

- This effort does not include 

developing, hosting, monitoring, 

production support, etc. but consulting 

the client or partner on how to design 

and develop the solution

610292-2336-000-XX

CXone Agent Configuration Platform 

Professional Services Hours for custom 

CRM Integrations

Professional Services Hours required for 

custom CRM setup or custom 

workflows. 

- Billed as a one-time (non-recurring) 

charge

Requires product approval to scope. 

610293-2363-000-XX
On-going Services for Engage Cloud 

w/CXone AppLink

Technical Implementation / Installation, 

Educational Services, Advanced Services 

for Engage with CXone AppLink

- Billed as a one-time (non-recurring) 

charge

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)
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610293-2364-000-XX
VRS Services for Engage/Compliance 

Center w/CXone AppLink

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

Can only be sold with CXone AppLink 

Qty must match 4123-2246-000-XX 

CXone AppLink (per Configured User)

Requires applicable CXone AppLink 

Implementations (see 4123-2246-000-

XX CXone AppLink)
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610296-3047-XXX
Voice Biometrics for CXone IVR 

Implementation Package

Enables a customer to deploy Voice 

Biometrics in a CXone Studio IVR Flow.

 - Customers will be able to enroll 

callers in Voice Biometrics using an 

agent UI embedded in CXone agent.

 - Customer will connect a single CXone 

Business Unit to the Voice Biometrics 

solution using sample integration 

scripts, gathering utterances from 

callers and returning to Studio values 

that are either dates, numeric, or 

alphanumeric.

 - If a unique enrollment is identified 

through the gathered utterances, Voice 

Bio will return a bioSV score to indicate 

the likelihood that the caller's voice 

matches previously enrolled samples.

 - Does not include Natural Language 

Understanding or Conversational Voice.

 - Billed as a one-time (non-recurring) 

charge
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610305-2433-000-XXX
Sycurio.Omni Implementation 

Enterprise (=> 200 licenses)

Standard implementation of a new 

Sycurio Omni channel instance, 

including:

- Voice and Digital capability for 200 

licenses or more

- up to 2 standard PSPs

- 2 standard pages

- 1 telephony go live

- 1 application go live with an allocated 

Project Manager for 12 weeks

Based on Nice carrier telephony. 

Sycurio can support alternative 

telephony carriers (BYOC model) but 

this would be out of standard scope

Required NRC for:

- 5060-2427-000-XXX Sycurio.Voice PCI 

Payments for CXone (per Configured 

User)

- 5060-2428-000-XXX Sycurio.Voice PCI 

Payments for CXone (per Concurrent 

User)

- 5060-2429-000-XXX Sycurio.Voice IVR 

Payments for CXone (per 1,000 

transactions)'

610305-2578-XXX
Sycurio.Omni Implementation (<200 

license)

 Standard implementation of a new 

Sycurio Omni channel instance, 

including: 

- Voice and Digital capability for less 

than 200 licenses

- up to 1 standard PSP, 1 standard page

- 1 telephony go live

- 1 application go live with an allocated 

Project Manager for 12 weeks

 Based on Nice carrier telephony. 

Sycurio can support alternative 

telephony carriers (BYOC model) but 

this would be out of standard scope

 

610305-2579-XXX
Sycurio.Digital Implementation 

(standard)

 Standard implementation of a new 

Sycurio.Digital instance, including:

- up to 2 standard PSPs

- an allocated Project Manager for 4 

weeks. 
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610305-2580-XXX Sycurio Professional Services (per hour)

 Sycurio Professional Services to carry 

out any additional work required for 

new implementations, or for in-life 

changes.

These would be scoped and time 

required quoted with Sycurio support

 Requires:

- 610305-2433-000-XX Sycurio.Omni 

Implementation Enterprise (>2,000 

licenses)

OR

- 610305-2578-000-XX Sycurio.Omni 

Implementation (<2,000

 licenses)

OR

- 610305-2579-000-XX Sycurio.Digital 

Implementation (Standard)

610310-2417-000-XX NEVA Setup

Cloud Base install includes the APA 

software configuration for both a single 

Prod environment and a single Lab 

environment, plus ITP and supporting 

customer go-live on Prod.

- The configuration and testing includes 

all clusters, as well as a single user 

import and client SW rollout support

- Billed as a one-time (non-recurring) 

charge

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met.

610310-2418-000-XX Desktop Discovery setup

Cloud Base install includes the APA 

software configuration for a single Prod 

environment and AI server, plus ITP and 

supporting customer go-live on Prod. 

- The configuration and testing includes 

all clusters, as well as a single user 

import and client SW rollout support

- Billed as a one-time (non-recurring) 

charge

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met. 

Required NRC for:

- 4556-2416-000-XX NEVA Data 

Collection (Per Configured User)'
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610310-2419-000-XX NEVA Solution Development (per day)

Development and delivery of the 

automation/guidance solution that 

includes project management, business 

analyst, developer, etc. based on an 

agreed scope (e.g. number of 

automations, number of triggers, 

number of applications to integrate 

with, number of callouts, etc.). 

- The number of Solution Delivery 

packages required is based on the 

effort estimation by NICE services per 

the defined scope.

- Billed as a one-time (non-recurring) 

charge

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met.

Optional for:

- 4556-2254-000-XX NEVA Assist (Per 

Configured User)

- 4556-2416-000-XX NEVA Data 

Collection (Per Configured User)'

610310-2420-000-XX
NEVA Discover Direct Delivery and 

Routine Finding

Fact finding workshops, data analysis, 

routine discovery and F&R readout, 

including Customer BA 

shadowing, Administrator and Business 

Analyst online Dojo trainings (if 

enablement is in scope). ​

- Billed as a one-time (non-recurring) 

charge

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met.

Optional NRC for any NEVA applications

- 4556-2415-000-XX NEVA For 

Compliance (Per Configured User)

- 4556-2416-000-XX NEVA Data 

Collection (Per Configured User)'
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610310-2421-000-XX Small Automation Center of Excellence

Center of Excellence (CoE) is a team, a 

shared facility or an entity that provides 

leadership, governance, best 

practices, research, support and/or 

training for a focus area – in this case - 

Automation Solutions. ​

- NICE will provide the Customer with 

consultancy, training coaching and 

support to establish such team, 

going though a coached delivery of a 

production level automation and 

achieving self-sufficiency​

- Billed as a one-time (non-recurring) 

charge

Sales of NEVA products must be co-sold 

with NICE CXone to ensure customer 

needs and requirements are met.

Optional NRC for any NEVA applications

- 4556-2415-000-XX NEVA For 

Compliance (Per Configured User)

- 4556-2416-000-XX NEVA Data 

Collection (Per Configured User)'

610312-2481-000-XX
CXone Performance Management - 

SmartAssist Integration

Integration of SmartAssist data sources 

into CXone Performance Management

610312-2482-000-XX CXone Application Analytics Integration
NEVA Data Collection integration into 

CXone PM to unlock CXone Application 

Analytics

610312-2483-000-XX CXone PM Standalone Integration
CXone PM integration to CXone 

platform 
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610312-2503-000-XX
Evoke Consulting for Performance 

Manager (1-249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

 NOTE: 1 QTY = $3150.00

0-249 / : QTY=1

250-500 : QTY=10

501-1000 : QTY=20

1001-2000  : QTY=26

2001-3000  : QTY= 29

3001+  : QTY= 29

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

- 3465-22-000-XX CXone Performance 

Management (per Configured User)

- 3465-666-000-XX CXone Performance 

Management (per Concurrent User)

610312-2504-000-XX
Evoke Consulting for PM Coaching (1-

249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

 NOTE: 1 QTY = $3150.00

0-249  : QTY=1

250-500 : QTY=5

501-1000  : QTY=10

1001-2000  : QTY=20

2001-3000  : QTY= 23

3001+  : QTY= 23

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

- 3465-523-000-XX CXone Performance 

Management - Coaching and Learning 

Management (per Configured User)

- 3465-667-000-XX CXone Performance 

Management - Coaching and Learning 

Management (per Concurrent User)
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610312-2505-000-XX
Evoke Consulting for PM Gamification 

Add-on (1-249 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

 NOTE: 1 QTY = $3150.00

0-249  : QTY=1

250-500 : QTY=5

501-1000  : QTY=10

1001-2000  : QTY=20

2001-3000  : QTY= 23

3001+  : QTY= 23

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

3465-521-000-XX - CXone Performance 

Management - Gamification (per 

Configured User)

3465-421-000-XX - CXone Performance 

Management - Gamification (per 

Concurrent User)

610312-2506-000-XX Evoke VRS PM Desktop Discovery

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

 NOTE: 1 QTY = $3150.00

0-249 / : QTY=1

250-500 : QTY=10

501-1000 : QTY=20

1001-2000  : QTY=26

2001-3000  : QTY= 29

3001+  : QTY= 29

License tier based on whether any of 

the following are 1) in the current 

quote or 2) in the customer Account:

- 3465-22-000-XX CXone Performance 

Management (per Configured User)

- 3465-666-000-XX CXone Performance 

Management (per Concurrent User)
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610313-000-000-XX

CXone Messaging - Proactive Digital 

Personal Connection Application Fee 

(per BU) - SETUP

 Setup a Business Unit to communicate 

via the digital providers system

- Billed as a one-time (non-recurring) 

charge

“If you are from US, Canada, or the UK; 

you must remove Personal Connection 

and quote SmartReach instead. 

However, if you are quoting Fedramp, 

please keep Personal Connection on the 

quote.”  

610318-2564-XXX

Cxone Interactions Hub Migration 

Services - Migrated calls Service Up to 

10,000,000 interactions​

Services for Migrated Calls include 

extracting the data from the root 

system and injecting it into CXone, 

including monitoring and issue-fixing 

during the contract's first year.

- Services are charged monthly during 

the first year, including engineers and 

issue fixing during the project’s first 

year.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

610318-2565-XXX

CXone Interactions Hub Migration 

Services - Migrated calls Service Up to 

20,000,000 interactions​

Services for Migrated Calls include 

extracting the data from the root 

system and injecting it into CXone, 

including monitoring and issue-fixing 

during the contract's first year.

- Services are charged monthly during 

the first year, including engineers and 

issue fixing during the project’s first 

year.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

- 610068-1533-000-XX Designated 

Project Manager - QTY 16 Hours

610318-2566-XXX

CXone Interactions Hub Migration 

Services - Migrated calls Service Up to 

50,000,000 interactions​

Services for Migrated Calls include 

extracting the data from the root 

system and injecting it into CXone, 

including monitoring and issue-fixing 

during the contract's first year.

- Services are charged monthly during 

the first year, including engineers and 

issue fixing during the project’s first 

year.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

- 610068-1533-000-XX Designated 

Project Manager - QTY 24 Hours
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610318-2567-XXX

CXone Interactions Hub Migration 

Services - Migrated calls Service Up to 

100,000,000 interactions​

Services for Migrated Calls include 

extracting the data from the root 

system and injecting it into CXone, 

including monitoring and issue-fixing 

during the contract's first year.

- Services are charged monthly during 

the first year, including engineers and 

issue fixing during the project’s first 

year.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

- 610068-1533-000-XX Designated 

Project Manager - QTY 32 Hours

610318-2568-XXX

CXone Interactions Hub Migration 

Services - Migrated calls Service Up to 

200,000,000 interactions​

Services for Migrated Calls include 

extracting the data from the root 

system and injecting it into CXone, 

including monitoring and issue-fixing 

during the contract's first year.

- Services are charged monthly during 

the first year, including engineers and 

issue fixing during the project’s first 

year.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

- 610068-1533-000-XX Designated 

Project Manager - QTY 40 Hours

610318-2569-XXX

CXone Interactions Hub Migration 

Services - Migrated calls Service Up to 

400,000,000 interactions​

Services for Migrated Calls include 

extracting the data from the root 

system and injecting it into CXone, 

including monitoring and issue-fixing 

during the contract's first year.

- Services are charged monthly during 

the first year, including engineers and 

issue fixing during the project’s first 

year.

Pre-Requisite Products:

 - Audio Recording Advanced 

(Configured or Concurrent)

- 610068-1533-000-XX Designated 

Project Manager - QTY 48 Hours

610318-2884-XXX
Interactions Hub - Implementation 

Package

CXone Interactions Hub implementation 

package for the application 

deployment.

- Including project Manager and 

implementation hours.

- Billed as a Non-Recurring Charge
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610321-2594-XXX​

CXone Mpower Performance 

Management INSIGHTS-CRM 

Integration​​

Integration and setup of CXone 

Performance with a SFDC CRM​

Prerequisite:

- 1304-2626-XXX CXone Mpower 

Performance Management INSIGHTS 

(per Configured User)

OR

-1304-2627-XXX CXone Mpower 

Performance Management ACT (per 

Configured User)

610321-2595-XXX​

CXone Mpower Performance 

Management INSIGHTS -Engage QM 

Integration​​

Integration of Engage QM Integrated 

data sources into CXone Performance.​

Prerequisite:

- 1304-2626-XXX CXone Mpower 

Performance Management INSIGHTS 

(per Configured User)

OR

-1304-2627-XXX CXone Mpower 

Performance Management ACT (per 

Configured User)

610321-2596-XXX​
CXone Mpower Performance 

Management INSIGHTS -IEX Integration​​

Integration of NICE IEX WFM data 

sources into CXone Performance​

Prerequisite:

- 1304-2626-XXX CXone Mpower 

Performance Management INSIGHTS 

(per Configured User)

OR

-1304-2627-XXX CXone Mpower 

Performance Management ACT (per 

Configured User)

610321-2597-XXX​
CXone Mpower Performance 

Management INSIGHTS -FM Integration​​

Integration of Feedback Management 

data sources into CXone Performance​

Prerequisite:

- 1304-2626-XXX CXone Mpower 

Performance Management INSIGHTS 

(per Configured User)

OR

-1304-2627-XXX CXone Mpower 

Performance Management ACT (per 

Configured User)
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610321-2598-XXX​

CXone Mpower Performance 

Management INSIGHTS -Autopilot 

Integration​​

Integration of Autopilot data sources 

into CXone Performance 

Prerequisite:

- 1304-2626-XXX CXone Mpower 

Performance Management INSIGHTS 

(per Configured User)

OR

-1304-2627-XXX CXone Mpower 

Performance Management ACT (per 

Configured User)

ALSO REQUIRES ONE OF THE 

FOLLOWING ADDITIONAL 

INTEGRATIONS:

- 4315-2621-XXX Enlighten Autopilot 

Amelia – Voice (per call)

- 4315-2622-XXX Enlighten Autopilot 

Amelia – Digital (per session)

- 4315-2811-XXX Autopilot Amelia Voice 

International (per call)

- 4315-2812-XXX Autopilot Amelia 

Digital International (per session)

- 4315-2813-XXX Autopilot Amelia Voice 

International without XO (per call)

- 4315-2814-XXX Autopilot Amelia 

Digital International without XO (per 

session)

610321-2600-XXX​

CXone Mpower Performance 

Management INSIGHTS 

–implementation​​

Mandatory implementation charge that 

comes with CXone Performance 

INSIGHTS​

610321-2601-XXX​
CXone Mpower Performance 

Management ACT –implementation​​

Mandatory implementation charge that 

comes with CXone Performance ACT​

610321-2602-XXX​
CXone Mpower Performance 

Management Services hours​​

Used for additional PS hours needed 

with CXone Performance services team​

610321-2603-XXX​
CXone Mpower Performance 

Management Training hours​​

Training hours for CXone Performance 

Management ​
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610322-3253-XXX SightCall Professional Services

NICE AE Team to work with the 

SightCall Team on scoping and quantity 

of the hours for the desired custom AI 

Computer Vision Build project and 

other customization projects 

determined by AE Team.

610324-2800-XXX
CXone Mpower Autopilot Knowledge - 

Implementation

Package includes the implementation of 

CXone Mpower Autopilot Knowledge 

on customer’s CXone instance. Billed as 

a one-time charge.

The scope of services is comprised of 

the following categories of work:

- Requirements Gathering and Planning

- Implementation

- Testing and Deployment

- Project Management

Expert:

- Configuration of up to three (3) Expert 

CX Advanced users

- Basic import up to 3,500 articles to 

Expert in HTML structure.  Excludes 

SEO, accessibility optimization, and 

image acceleration as articles are 

created to populate Autopilot 

Knowledge experience not consumer-

facing or employee-facing experience

Bot:

- Set up the bot

- Configuration of ”Autopilot 

Knowledge” skill from Skill Store 

- Integration script configuration (API 

authentication, response format, etc.)

- Bot personalization (name, welcome 

message, avatar, etc.) 

- Set up one digital channel of 

customer’s choice

- Configure routing to make bot up and 

running on chosen digital channel
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610324-2801-XXX
CXone Mpower Autopilot Knowledge 

with Expert CX - Implementation

Package includes the implementation of 

CXone Mpower Autopilot Knowledge 

on customer’s CXone instance. Billed as 

a one-time charge.

The scope of services is comprised of 

the following categories of work:

- Requirements Gathering and Planning

- Implementation

- Testing and Deployment

- Project Management

Expert:

- 1 site configuration

- Single Idp SSO configured

- Single integration configure (example - 

CRM, MAX, SF Service Cloud)

- Configuration of up to three (3) Expert 

CX users

- Basic import up to 750 articles

- Core branding of Expert site

Bot:

- Set up of the bot

- Configuration of ”Autopilot 

Knowledge” skill from Skill Store 

- Integration script configuration (API 

authentication, response format, etc.)

- Bot personalization (name, welcome 

message, avatar, etc.) 

- Set up one digital channel of 

customer’s choice
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610324-3069-XXX
Autopilot Knowledge with Knowledge 

Hub Implementation

Package includes the implementation of 

Autopilot Knowledge with a customer's 

3rd Party knowledge connected via the 

Knowledge Hub.  Billed as a one-time 

charge.

The scope of services is comprised of 

the following categories of work:

- Requirements Gathering and Planning

- Implementation of vectorized 

knowledge and syncing mechanism

- Testing and Deployment

- Project Management

- Set up the bot

- Configuration of ”Autopilot 

Knowledge” skill from Skill Store 

- Integration script configuration (API 

authentication, response format, etc.)

- Bot personalization (name, welcome 

message, avatar, etc.) 

- Set up one digital channel of 

customer’s choice

- Configure routing to make bot up and 

running on chosen digital channel

Note: All 3rd Party Knowledge articles, 

branding, etc. is the customer's 

responsibility.
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610325-000-XXX
Additional CXone ACD to Integrated IEX 

Implementation

Project work to configure a customer’s 

IEX WFM instance with any additional 

CXone ACDs beyond the first ACD.  The 

WCX team will work in close 

coordination with the CXone team to 

enable the PUSH method data feed for 

historical files and exchange data with 

the CXone team to enable Real Time 

Adherence, among other 

configuration/data requirements. 

The WCX project team includes:

- Project Manager

- Delivery Solution Architect

- Professional Services Engineer

610326-2806-XXX CXone Integration Hub Activation

Activation of the Integration Hub 

application includes:

- A local Connection Library

- A guided experience for managing 

integrations

- An encrypted Secret keeper for 

sensitive data

- Native troubleshooting

- And more!

*Tenants activated with Integration 

Hub are allocated with 1 Million free 

integration requests per month

**Access is subject to a one-time 

activation fee and may also be subject 

to excessive usage / overage fees.

Requires:

- 1430-2809-XXX Cxone Integration Hub 

Overage Fee (per 100 requests)
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610326-2807-XXX
CXone CRM Integration w/ Integration 

Hub​

Add Integration Template to support a 

read-only data look up within a single 

CRM solution.

- Billed as a one-time (non-recurring) 

charge

Implementation includes:

- Single CRM integration template

- Up to 3 ‘Read Only’ database/web 

service requests.

*Not all external CRM solutions may be 

supported

Requires:

- 610326-2808-XXX Cxone CRM Driven 

Implementation w/ Integration Hub

610326-2808-XXX
CXone CRM Driven Implementation w/ 

Integration Hub​

The Expert Services implementation of 

Integration Hub complete with a single 

CRM solution and up to 3  ‘Read and 

Write’ database/web service calls. ​

- Add Integration Template to support 

read and write requests to a single CRM 

solution.

- Billed as a one-time (non-recurring) 

charge

Implementation includes:

- Single CRM integration template

- Up to 3 ‘Read and Write’ 

database/web service requests

*Not all external CRM solutions may be 

supported

Required for:

- 610326-2807-XXX CXone CRM 

Integration w/ Integration Hub​

610330-2832-XXX
NICE SmartSync API Consultation 

Package

NICE Advanced Services SmartSync API 

consultation package.

* Billed as a one-time (non-recurring) 

charge​

610330-2833-XXX
NICE Data Explorer Consultation 

Package

NICE Data Explorer consultation 

package.

* Billed as a one-time (non-recurring) 

charge​
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610330-2834-XXX
Evoke Consulting for IEX WFM 

Integrated  (1 to 200 Users)

Comprehensive Business Consulting 

package designed to optimize 

organizational adoption and value 

realization.

- Billed as a one-time (non-recurring) 

charge.

Depending on the package sold, may 

include some or all of the following:

- Operational Assessment and 

Recommendations

- Functional Design Guidance and 

Configuration Assistance

- Application Training and User Launch 

Support

- Change Management Guidance

- Governance Design Guidance

- Business Impact Measurements

- Expert Advisory Access

610330-3232-XXX IEX/EEM PM Daily Rate
IEX/EEM Project Manager Custom 

Services - Daily Rate

610330-3233-XXX IEX/EEM PSE Daily Rate
IEX/EEM PS Engineer Custom Services - 

Daily Rate

610330-3234-XXX IEX/EEM DSA Daily Rate
IEX/EEM Delivery Solutions Architect 

Custom Services - Daily Rate

610332-2839-XXX
Engage Integration with CXone ACD 

Implementation

PS configuration work for NICE Engage 

on premises for recording purposes.

610332-2840-XXX
Engage Weekend work premium - Daily 

rate

Fee charged per Weekend day, 

including both PM & PSE efforts. 

- Charged as a premium on top of 

Engage Integration with CXone ACD 

Implementation.

610332-2841-XXX

After Hours evening/night work 

premium on a weekday night Monday 

to Friday - Daily rate

Per After Hours evening or night, 

including both PM & PSE efforts.  

Charged as a premium on top of daily 

rates or packages.

-
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610333-2849-XXX
Condado MediaVault Plus 

Implementation

Implementation of Condado 

MediaVault

- Implementation can be completed in 

as little as a week.

610335-2875-XXX
Interact CX -  DEVone Professional 

Services Hours - Fixed Hourly Rate

Interact CX Professional Services -  

Hourly Rate

610337-XXX-XXX CXone Data Share Consulting

Initial 1-hour introductory session to 

demo how to pull the similar set of over 

Datashare that they are currently 

pulling over API.

Consulting will also include:

- feature overview / walkthrough of 

sample SQL query

- understanding the relationships in DB 

tables/views etc.

- walkthrough of a sample API method 

- review of documentation and running 

APIs 

- follow up Q&A

Not in scope :

- building of any software solution, SQL 

query, including BYOC, for the customer 

or partner

- installation, configuration or providing 

access for the customer 

Datashare/Snowflake environment

- Hosting code
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610338-2881-XXX
CXone Mpower Agents Builder Basic 

Implementation

The implementation of Mpower Agents 

Builder will include the following

Create and configure 1 bot with -

- Up to 5 Menus:

A menu is a message that requests a 

patron to choose and option or provide 

information. 

- Up to 2 Forms

A Form gathers text information that 

can be passed to an agent or used by 

the bot. For example, gather 

appropriate information to schedule an 

appointment, transfer services, or 

change an address. 

- Up to 5 Entities 

Entities are defined pieces of 

information extracted from a menu or a 

message.

- Up to 50 Stories/Rules

Stories are used to train a bot to handle 

an interaction based on message intent 

and conversational context

Rules are used to define a bot's 

response to messages that don't change 

with context.

Additional hours may be purchased 

through CXone Mpower Agent Builder 

Professional Services Hours 

Billed as a one-time (non-recurring) 

charge 
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610338-2882-XXX
CXone Mpower Agents Builder Medium 

Implementation

The implementation of Mpower Agents 

Builder will include the following

Create and configure 1 bot with -

- Up to 10 Menus:

A menu is a message that requests a 

patron to choose and option or provide 

information. 

- Up to 5 Forms

A Form gathers text information that 

can be passed to an agent or used by 

the bot. For example, gather 

appropriate information to schedule an 

appointment, transfer services, or 

change an address. 

- Up to 10 Entities 

Entities are defined pieces of 

information extracted from a menu or a 

message.

- Up to 100 Stories/Rules

Stories are used to train a bot to handle 

an interaction based on message intent 

and conversational context

Rules are used to define a bot's 

response to messages that don't change 

with context.

Additional hours may be purchased 

through Mpower Agents Builder 

Professional Services Hours Billed as a 

one-time (non-recurring) charge
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610338-2883-XXX
CXone Mpower Agents Builder Large 

Implementation

The implementation of Mpower Agents 

Builder will include the following

Create and configure 1 bot with -

- Up to 20 Menus:

A menu is a message that requests a 

patron to choose and option or provide 

information. 

- Up to 10 Forms

A Form gathers text information that 

can be passed to an agent or used by 

the bot. For example, gather 

appropriate information to schedule an 

appointment, transfer services, or 

change an address. 

- Up to 15 Entities 

Entities are defined pieces of 

information extracted from a menu or a 

message.

- Up to 150 Stories/Rules

Stories are used to train a bot to handle 

an interaction based on message intent 

and conversational context

Rules are used to define a bot's 

response to messages that don't change 

with context.

Additional hours may be purchased 

through CXone Mpower Agent Builder 

Professional Services Hours Billed as a 

one-time (non-recurring) charge 
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610339-2885-XXX
Knowledge Integration to Mpower 

Solutions

This package provides a Knowledge Hub 

integration for our different Mpower 

Solutions - such as Copilot for Agents, 

Autopilot. Customers can integrate with 

3rd Party knowledge bases and/or 

Expert to generate knowledge guidance 

for the different offerings.

- Common knowledge sources we can 

connect to are Salesforce, SharePoint, 

ServiceNow, Zendesk. Also a generic 

connector is available if the customer 

API available to export articles. 

610339-2886-XXX
CXone Autopilot Small Implementation 

Package

The implementation of Autopilot 

includes the following:

 - Requirements gathering, design 

consulting, and design creation of self-

service use cases within the Autopilot 

platform

 - Configuration, build, testing and go 

live support for Autopilot

610339-2887-XXX
CXone Autopilot Medium 

Implementation Package

The implementation of Autopilot 

includes the following:

 - Requirements gathering, design 

consulting, and design creation of self-

service use cases within the Autopilot 

platform

 - Configuration, build, testing and go 

live support for Autopilot
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610339-2888-XXX
CXone Autopilot Large Implementation 

Package

The implementation of Autopilot 

includes the following:

 - Requirements gathering, design 

consulting, and design creation of self-

service use cases within the Autopilot 

platform

 - Configuration, build, testing and go 

live support for Autopilot

610339-2889-XXX CXone Autopilot NLU Package

The implementation of initial Autopilot 

Natural Language Understanding 

includes the following:

 - Requirements gathering, design 

consulting, and design creation of the 

NLU initial greeting and routing

 - Routing between CXone IVR and 

Conversational AI use cases.
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610341-2976-XXX
CXone WEM Multi-ACD Suite 

Implementation

Billed as a one-time (non-recurring) 

charge.

Implementation and setup of CXone 

Audio Recording includes:

- Implementation manager who 

oversees the project from start to finish

- Business requirements session and 

documentation

- Initial System Configuration

- Setup of call recording based on 

business needs

- Application Overview

- User acceptance testing

- Go live support

- 2 weeks of Post Go Live Support

Implementation and setup of CXone 

Screen Recording includes:

- Business requirements session for 

recording and retention

- Initial System Configuration

- Setup of call recording based on 

business needs

- Application Overview

- User acceptance testing

- 2 weeks of Post Go Live Support

- Up to 11 project hours 

 

Implementation and setup of CXone 

Quality Management includes:

- Implementation manager who 

oversees the project from start to finish
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610344-3019-XXX Floatbot Implementation Block [Small]

To support the customer specific use 

cases, Floatbot's Professional services 

are available to support the custom 

development of the BOT and variety of 

integration required by the customer. 

- Customer can utilize the professional 

services for various activities like BOT 

building, custom integration, Prompt 

engineering, etc.

- This is bundle of implementation block 

for 200 hours, suitable for smaller 

implementation. 

- Later on more blocks can be added, if 

required, during implementation or 

post launch enhancement phase. 

- This is remote, off-shore resource only 

(onsite services can be provided at 

additional charges)

610344-3020-XXX
Floatbot Implementation Block 

[Medium]

This is bundle of implementation block 

for 500 hours, suitable for medium 

sized implementation. This is 10% 

discount on Small Implementation 

block. Later on more blocks can be 

added, if required, during 

implementation or post launch 

enhancement phase. This is remote, off-

shore resource only (onsite services can 

be provided at additional charges)
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610344-3021-XXX Floatbot Implementation Block [Large]

This is bundle of implementation block 

for 1000 hours, suitable for mid to large 

implementation. This is 20% discount 

on Small Implementation block. Later 

on more blocks can be added, if 

required, during implementation or 

post launch enhancement phase. This is 

remote, off-shore resource only (onsite 

services can be provided at additional 

charges)

610346-3070-XXX
CXone Mpower Recording Apps for 

offline Multi-ACD Implementation

CXone Recording Apps for offline Multi-

ACD Implementation includes:

Up to 20 Project Management Hours to 

support 

Coordination of efforts between 

Customer and NICE resources as part of 

the overall project

Up to 15 Implementation Hours to 

support education and configuration of 

the following

 - Users

 - Roles and Permissions 

 - Views

 - Reporting 

Does not include Implementations on 

3rd systems, CXone QM Products etc. 

Billed as a one-time (non-recurring) 

charge
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610346-3071-XXX
CXone Mpower Recording Apps for 

CRM ticketing Implementation

CXone Recording Apps for CRM 

ticketing Implementation includes:

Up to 20 Project Management Hours to 

support 

Coordination of efforts between 

Customer and NICE resources as part of 

the overall project

Up to 15 Implementation Hours to 

support education and configuration of 

the following

 - Users

 - Roles and Permissions 

 - Views

 - Reporting 

Does not include Implementations on 

3rd systems, CXone QM Products etc. 

Billed as a one-time (non-recurring) 

charge

610347-3073-XXX NovelVox Installation Service Pack
One Time Installation Service for 

NovelVox Product
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610347-3132-XXX
CXone Mpower Autosummary for 

Legacy Agents Implementation

CXone Mpower AutoSummary for 

Legacy Agents (presented as a Pop 

Screen within MAX or Salesforce Legacy 

Agents) will automate 100% of Agent 

Notetaking with the power of AI. 

 - Billed as a one-time (non-recurring) 

charge.

 

Implementation Includes:

    - 20 hours of Professional Service 

including consulting, basic setup, and 

error handling

   - Includes the Integration Hub to 

coordinate the AutoSummary into the 

Agent Popscreen - includes the 

implementation and activation of 

Integration Hub

   - For additional support beyond this 

package, Customer must purchase 

other PS packages, for scripting, APIs, 

etc.

Sales of Autopilot products must be co-

sold with NICE CXone to ensure 

customer needs and requirements are 

met.

610347-3154-XXX
CXone Proactive AI Agent Professional 

Services (per day)

CXone Proactive AI Agent Professional 

Services (per day)

610347-3155-XXX
CXone Proactive AI Agent Training Days 

(per Day)

CXone

Proactive AI Agent

Configuration or Human Agent Training 

Days

610347-3156-XXX
CXone Proactive AI Agent Proof of Value 

(per Unit)

CXone Proactive AI Agent Proof of Value

- Cannot be discounted
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610347-3268-XXX
CXone Mpower Recording Apps for 

Amazon Connect Implementation

CXone MPower Recording Apps for 

Amazon Connect Implementation 

includes:

Up to 20 Project Management Hours to 

support 

Coordination of efforts between 

Customer and NICE resources as part of 

the overall project

Up to 15 Implementation Hours to 

support education and configuration of 

the following

 - Users

 - Roles and Permissions 

 - Views

 - Reporting 

Does not include Implementations on 

3rd systems, CXone QM Products etc. 

Billed as a one-time (non-recurring) 

charge

610347-3325-XXX
Enhanced Customer Card 

Implementation

Enhanced Customer Card setup 

includes the following:

- Setup of Contact Manager with 

custom data mapping

- Setup of an Input Filter layout for 

importing data into Contact Manager

- Setup of Enhanced Customer Card 

within CX Agent with the following 

features:

  -  Activation of Contacts with 

Interaction History

- 10 implementation days
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610347-3326-XXX CXone Mpower Desk Implementation

Desk setup includes the following:

- Setup of Contact Manager with 

custom data mapping

- Setup of an Input Filter layout for 

importing data into Contact Manager

- Setup of Desk with the following 

features:

  - Activation of Contacts with 

Interaction History

  - Activation of Ticket with standard 

configuration

  - Activation of Script with 1 script up to 

5 pages

    - Additional Scripts or custom 

JavaScript will require an SOW

- Activation of Accounts with standard 

configurations

- 30 implementation Days

610347-3370-XXX
CXone Mpower Customize GenAI 

Prompt Consulting

Package provides "Customized GenAI 

Prompt Consulting", whereby we assess 

the quality and business impact of the 

current Autosummary prompt 

configuration and consult to improve 

prompts to better fit the business needs 

and improve the baseline AHT impact.

Includes the configuration work to 

implement the recommended changes.

NOTE: This covers up to two (2) prompt 

scenarios.
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610347-3371-XXX
CXone CRM Memorialization via API 

Implementation

 - Adds integration to a single CRM 

solution to support saving data to a 

CRM or database

 - Billed as a one time (non-recurring) 

charge

Implementation includes:

 - Up to 3 database/web service calls 

which can be used to lookup, push, 

update to save data to a CRM or 

database

 - Not all external CRM solutions 

supported
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610347-3372-XXX
CXone Mpower Copilot for Agents on 

MAX Implementation

Package includes the implementation of 

Mpower Copilot for Agents on 

customer’s CXone instance using MAX.  

Billed as a one-time charge.

The scope of services is comprised of 

the following categories of work:

 - Requirements Gathering and Planning

 - Implementation

Up to 10 scripts modified to support 

Agent Copilot

 - Configuration of up to five (5) users of 

“CXone Expert Advanced Employee 

Experience (EX) (per Configured User)”

 - Testing and Deployment

 - Basic import up to 3,500 articles to 

Expert. Article content is only used for 

Copilot and may not be suitable for 

human consumption. Excludes SEO, 

accessibility optimization, and image 

acceleration as articles are created to 

populate Copilot experience.

 - Articles must be provided as HTML 

files to facilitate import

 - Customer is responsible for 

optimizing their content as needed.

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



610347-3373-XXX

CXone Mpower Copilot for Agents on 

MAX with Knowledge Hub 

Implementation

Package includes the implementation of 

Mpower Copilot for Agents on 

customer’s CXone instance using MAX.  

Utilizing Knowledge Hub to connect to a 

customer's existing Knowledge Source 

such as Salesforce, SharePoint, 

Zendesk, ServiceNow. We can also 

connect using a Generic Connector to a 

knowledge source which has an API 

available to extract articles. Customer is 

responsible for optimizing their content 

as needed. 

The scope of services is comprised of 

the following categories of work:

 - Requirements Gathering and Planning

 - Implementation

Up to 10 scripts modified to support 

Agent Copilot

 - Testing and Deployment

Billed as a one-time charge.
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610347-3374-XXX

Mpower Copilot for Agents on 

Engagement Hub Standalone 

Implementation

Package includes the implementation of 

Mpower Copilot for Agents on a 

customer’s Multi-ACD instance.  

This package provides Copilot and the 

necessary Engagement Hub 

infrastructure to obtain the voice audio 

and the integration to the Multi-ACD - 

without additional Engagement Hub 

features.

Billed as a one-time charge.

The scope of services is comprised of 

the following 

- Up to 10 Agent interactions of Copilot 

profiles

 - Either a Knowledge Hub integration to 

a 3rd Party Knowledge Base integration 

or up to five (5) users of “CXone Expert 

Advanced Employee Experience (EX) 

(per Configured User)”

- Testing and Deployment

- If using Expert it will only be used as a 

repository for knowledge articles for 

Copilot. Article content is only used for 

Copilot and may not be suitable for 

human consumption. Excludes SEO, 

accessibility optimization, and image 

acceleration as articles are created to 

populate Copilot experience.

- Articles must be provided as HTML 

files to facilitate import

- If using 3rd party Knowledge Base 
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610347-3375-XXX
Mpower Copilot for Agents on 

Engagement Hub Implementation

Package includes the implementation of 

Mpower Copilot for Agents on a 

customer’s Multi-ACD instance.  

This package supports Copilot as an 

Add-On feature to Engagement Hub.

Billed as a one-time charge.

The scope of services is comprised of 

the following 

- Up to 10 Agent interactions of Copilot 

profiles

 - Either a Knowledge Hub integration to 

a 3rd Party Knowledge Base integration 

or up to five (5) users of “CXone Expert 

Advanced Employee Experience (EX) 

(per Configured User)”

- Testing and Deployment

- If using Expert it will only be used as a 

repository for knowledge articles for 

Copilot. Article content is only used for 

Copilot and may not be suitable for 

human consumption. Excludes SEO, 

accessibility optimization, and image 

acceleration as articles are created to 

populate Copilot experience.

- Articles must be provided as HTML 

files to facilitate import

- If using 3rd party Knowledge Base 

Integration the Common knowledge 

sources we can connect to are 

Salesforce, SharePoint, ServiceNow, 

Zendesk. Also a generic connector is 
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610347-3376-XXX Mpower Agents Implementation

This package enables Copilot for Agents 

to add automated Mpower Agents 

workflows including an one initial 

default option and ability for customers 

additional to create custom workflows. 

The customer will be enabled for 

Mpower Agents Developer plus set 

Copilot profiles to present workflow 

options to the Agent Copilot. This 

includes up to 2 workflows created by 

Professional Services. 

610347-3377-XXX

CXone Mpower Performance 

Management - Level Up - 

Implementation

Required implementation for CXone 

Mpower Performance Management 

Level Ups.

610347-3643-XXX
Cognigy AI Professional Services Hourly 

Rate

Hourly rate for Professional Services 

related work for Cognigy AI

Required for: 

- 1480-3641-XXX Cognigy AI 

Conversation (per conversation)

610347-3644-XXX Cognigy AI Virtual Agent Registration

Setup of CXone Virtual Agent Hub. PS 

hours not to exceed 50.​

Required for Cognigy AI on CXone 

integrations for voice or digital.

Required for: 

- 1480-3641-XXX Cognigy AI 

Conversation (per conversation)

610348-3018-XXX Floatbot DEVone Professional Services

To support the customer specific use 

cases, Floatbot's Professional services 

are available to support the custom 

development of the BOT and variety of 

integration required by the customer.

- Customer can utilize the professional 

services for various activities like BOT 

building, custom integration, Prompt 

engineering, etc.
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800-1526-000-XX
LanguageLine Phone Interpreting for 

CXone in 240 languages (per minute)

Over the Phone interpretation service 

providing on-demand access to 240 

audio languages using live interpreters 

via a 3-way call

- Billed monthly for total minutes of use 

 

Requires:

- 610235-1531-000-XX LanguageLine 

Direct Response Phone Interpreting for 

CXone - One Time Set Up Fee Per 

Language

800-1527-000-XX

LanguageLine Video Interpretation for 

American Sign Language (ASL) only 

video access (per minute)

Video interpretation service providing 

on-demand access for America Sign 

Language (ASL)

- Billed monthly for total minutes of use 

Requires:

- 610235-1531-000-XX LanguageLine 

Direct Response Phone Interpreting for 

CXone - One Time Set Up Fee Per 

Language

800-1528-000-XX
LanguageLine Video Interpretation for 

Spanish only video access (per minute)

Video interpretation service providing 

on-demand access for Spanish 

languages support only (per minute)

- Billed monthly for total minutes of use 

Requires:

- 610235-1531-000-XX LanguageLine 

Direct Response Phone Interpreting for 

CXone - One Time Set Up Fee Per 

Language

800-1529-000-XX
LanguageLine Video Interpretation for 

All Other video Languages (per minute)

Video interpretation service providing 

on-demand access for All Other 

Languages in 42 video languages

- Billed monthly for total minutes of use 

Requires:

- 610235-1531-000-XX LanguageLine 

Direct Response Phone Interpreting for 

CXone - One Time Set Up Fee Per 

Language

950-3146-XXX
CXone Proactive AI Agent (Per Agent) -

1: 10-19

Each Proactive AI Agent does up to 

10,000 customer journeys per year, 

approximately the same as the number 

of inbound calls a human agent can 

take each year.

- Pricing is tiered based on AI Agents 

quantity. 

Requires:

- 951-3147-XXX CXone Proactive AI 

Agent Overage (per Agent)

950-3148-XXX
CXone Proactive AI Agent Human Agent 

Desktop License

Proactive AI Agent Human Desktop 

Licenses

Requires:

- 950-3146-XXX CXone Proactive AI 

Agent (Per Agent)

950-3149-XXX
CXone Proactive AI Agent Configuration 

License

Proactive AI Agent Configuration 

Licenses

Requires:

- 950-3146-XXX CXone Proactive AI 

Agent (Per Agent)

optus_cloud_contact_MRC_products_list_description 

V25.4 January 2026



950-3150-XXX
CXone Proactive AI Agent 

Telecommunications Pack (per Agent)

CXone Proactive AI Agent 

Telecommunications Pack 

- Usage is calculated monthly in arrears

- Cannot be discounted

Requires:

- 950-3146-XXX CXone Proactive AI 

Agent (Per Agent)

- 951-3151-XXX CXone Proactive AI 

Agent Telecommunications Overage

951-3147-XXX
CXone Proactive AI Agent Overage (Per 

Agent)

Required Overage for CXone Proactive 

AI Agent

Requires:

- 950-3146-XXX CXone Proactive AI 

Agent (Per Agent)

951-3151-XXX

CXone Proactive AI Agent 

Telecommunications Overage (per 

Agent)

Required overage for CXone Proactive 

AI Agent Telecommunications Pack

- Cannot be discounted

Requires:

- 950-3150-XXX CXone Proactive AI 

Agent Telecommunications Pack
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