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What is
Intelligent Search?

lllllllllllllllllllllllllllllllllllllllllllllllllllllllll



Critical information is
getting harder to find

80%

of data at the enterprise

is unstructured
(documents, help website,
support documentation, and so on)’

It is proliferating and often
scattered and inaccessible

Customer challenges

Inaccurate keyword search

Complex implementation

Manual tuning

Ongoing maintenance

1 Capgemini, Reorganizing unstructured data



https://www.capgemini.com/2018/08/reorganizing-unstructured-data/

Intelligent Search

with Amazon Kendra

EASY TO FIND WHAT YOU ARE LOOKING FOR

K- %S% 5

Natural NLU and machine Broad domain Continuous
language queries learning (ML) core expertise improvement
Intuitive search within Instant answers Pre-trained for Incrementally learns
unstructured content 14 domains from user feedback

FAQ matching and industries

Document ranking

QUICK SETUP

Accelerators

Native and partner
connectors

Automate ingestion with
custom metadata enrichment

No-/low-code Ul builder

SECURE

Secure search

Encrypted in transit and rest
Token-based access control

AWS IAM Identity Center
(successor to AWS Single
Sign-0On) integration
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Amazon Kendra native connectors

AWsS

)

Native connectors make it easy to synchronize data from
multiple content repositories at a negligible cost

Amazon Relational Database Service
(Amazon RDS)

Amazon Simple Storage Service
(Amazon S3)

Atlassian Confluence
Atlassian Confluence Cloud

Microsoft OneDrive

Microsoft SharePoint Online
ServiceNow
Salesforce
Google Drive
Customer Data Source Connector

Alfresco

Web Crawler
Microsoft SharePoint 2013 Connector
Microsoft SharePoint 2016 Connector
Amazon WorkDocs Connector
Box

Zendesk

Over 100 built-in and partner connectors available for Kendra.
Visit the Amazon Kendra Connectors webpage to learn more about our extensive connector library.

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.



https://aws.amazon.com/kendra/connectors/

Traditional
search

Intelligent Search

Finding accurate answers quickly

Intranet Search

Everything (21)
Wiki (17)
Email List Archive (3)

Show more..

Service (1)

Team (1)

admin (1)
abcde (1)
it (1)

corp (1)

it support desk

Your recent searches ¥ Not finding relevant r

Displaying results 1 - 10 of 21

IT_Support_Training_Program.
18px"%)1 Linux desktop * (% style="f(
style="font-size:13.5px"%)**Afternoo!

https://w.co.com/bin/view/IT_Suppo

Com_Support_Wiki.Web
Communication has three differ,
Com sign-in flow>>url:https://d

https://w.co.com/bin/view/Com)

OperationalBestPractices.Event

as a basic service. It is owned by [httpq
*Dial into both calls: If you're at your d

https://w.co.com/bin/view/BestPracti

Corp_Wiki_Pending.Web

Light~",sans-serif; font-size:9pt; heigh
Videoconference desk issues from Reg

https://w.co.com/bin/view/Corp/Pen(
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Where is the it support desk?

1st floor

... our IT help desk, deskside, which are located all around our buildings and open for support at most
hours. The one in Seattle is on the 1st floor and is open from 12:30 to 5 p.m. daily.

Where do | get IT help?

What are the IT support hours?

Where can | get IT help corporate campus?

Intelligent
Search



Better experience through better answers

L.

Natural language
and keyword queries

Search
unstructured data

(Web, PDF, PPT, DOC, TXT)

O—

@,

Where is the it support desk in kumo?

1st floor

... our IT help desk, deskside, which are located all around our buildings and open for support at most
hours. The one in Kumo is on the 1st floor and is open from 12:30 to 5 p.m. daily.

ML-powered

WEB | https://w.amazon.com/bin/view/ILDRTEST/ answers

f) Instant answers
\|

Frequently asked questions

Where do | get IT help in Kumo?

)

) FAQ matching

What are the IT support hours in Dopler?

Where can | get IT help Seattle campus?
4() Document ranking

1-10 of 486 Recommended documents Sort:  Relevancy w

AWS Kumo
...this is how we're doing it. Access controls Access to this host is governed by the permissions associated with
the AWS-SUPPORT-KUMO hostclass. Permissions to the aws-support-kumo group... (More)

WEB | https://w.amazon.com/bin/view/kumo-support

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Tune search relevance

Incremental learning Tuning, content boosting,
(out of the box) and synonyms

Boost based on data sources, authors,

Learns from previous user interactions
P document freshness, and more

Re-ranks preferred documents Tunes at the entire index or query level

No need for ML expertise Import custom and

business-related synonyms

| J
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Top use cases

Employee Customer Embedded
experience experience search
Intranet portal Call center ISV/SaaS applications
agent assist CMS, CRM, productivity apps
Department-focused Self-service virtual
agents/bots

Website search

qualtrics™ ORION"

HEALTH

I\ L U J
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Amazon Kendra

BUILDING AN

INTELLIGENT SEARCH APPLICATION

Amazon
Comprehend Transcribe

Amazon

Amazon
Textract

Amazon
Rekognition

N

e

servicenow

S

s

Custom data
source connectors

Qo

S

J'
4
! o

GO

A\ 4

Optional AWS
Lambda
enrichment

Data source
connectors

A\ 4

Amazon
Kendra basic
enrichment

Custom document
enrichment

AWsS

)

1. DATA INGESTION

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Incremental
learning

Relevance
tuning

Amazon Kendra
Search
Index

WV

iz

N

Custom
synonyms

2. OPTIMIZE RESULTS

.

Website
search

Contact center
integrations

Self-service
chatbots

D

® & 6
SEES
applications

3. DEPLOY



Amazon Kendra Experience Builder

Amazon Kendra experience builder 2 5 £
: s Publish © Switch to live view
E% Build mode

Design

Search a query, then you can drag / Deploy Amazon Kend ra

3 components to design the search
\

A mazon bendra search - search Ul in a few clicks

Preview
@ show design tools

Ul component / Drag_and_drop SearCh
Filter search results | U I b u i ld e r

Kendra suggested answers

What is Amazon Kendra? - Amazon Kendra

| o v |IAM Identity Center
AWSDocumentationAmazon KendraDeveloper Guide Benefits of Amazon KendraAmazon Kendra Developer
EditionAmazon Kendra Enterprise EditionPricing for Amazon KendraAre you a first-time Amazon Kendra user? What i n teg rati 0 n fo r Se C u re

is Amazon Kendra? Amazon Kendra is an enterprise search service that enables your users to intuitively search

unstructured data using natural language. It returns specific answers to questions, giving users an experience that's a ccess a n d Se a rc h fi lte ri n g

close to interacting with a human expert. It is highly available and scalable, tightly integrated with other AWS
services, and offers enterprise-grade security. Amazon Kendra users can ask the following types of questions, or
queries: Factoid questions — Simple who, what, when, or where questions, such as Who is Amazon's CEO?

v Fully managed/hosted

https://s3.us-east-1.amazonaws.com/amazon.../.../what-is-kendra.html

b e — v" No ML or coding
Reset to default settings .
expertise needed

Sort: Relevance ¥

1-9 of 170 recommended documents

How Amazon Kendra works - Amazon Kendra

...How Amazon Kendra works...

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon Kendra Search Analytics Dashboard

Search Analytics Dashboard .«

Export all trend data ¥

» Key quality and usability metrics

» Helps admins and content creators

Click through rate

3.41%

* Understand how easily users are
finding relevant search results

* Quality of the search results
* Gaps in the content

Top queries (100)

* Role of instant answer in providing

answers to users' results o
* Viewed in the console dashboard or ; .
accessed through an API ——"

Low

MEDIUM

MEDIUM

MEDIUM

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Intelligent Search

Value proposition

s R
Increased employee productivity

and customer satisfaction

Time savings from not
having to open

Cost savings through
faster answer retrieval

asments to and risk mitigation

find answers

\_

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Lower total cost
of ownership (TCO)

Fully managed service

ML-powered
search service No ML experience

required

Built-in connectors to
popular repositories
for quick and cost-
effective data
aggregation

Built-in search
Experience Builder for
code-free deployments




High accuracy out of the box
across a wide range of domains

aWS, © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved



Medical
data

AWsS

)
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CORD-19 Search

zearch results by

Publication date
Q Anytime
Since 2020
Since 2019
Custom
Topic
: o filter your results
Public-health-policies (156181)
Healthcare-industry (112567)
Clinical-treatment (85019)
Epidemiology (71447)
Lab-trials-human (48500)
Genomics (17087)
Pulmonary-infections (16876)
Vaccines-immunology (13714)
Virolagy (11347)

Influenza (10895)

when did COV

1-10 of abo

Repurposing without purpose? Early innovation responses to the COVID-19

crisis: Evidence from clinical trials

ded 327 clinical trials that reported an |
of July 2 did not ort any start data, R&D Management
cus on the realized clinical trials rather than intended future trials.
COVID-19-related clinical trials.

in our sampl

Public-health-policies | Clinical-treatment

2)

d clinical trials
date after the end
wanted to
s us with a sample

What Was the Starting Date of the COVID-19 Epidemic in Iran? Rumors

against Management of Public Health Emergencies




National Institutes of Health
Turning Discovery Into Health

Evorytning  News Videos More ~
when is salivary load highest for covid-197 ﬂ

Saliva viral load is a dynamic unifying correlate of COVID-19 severity ...

www.nebi.nim.nih. gov/ipmc/articles/PMC7805468/

Supplement 1: Extended Data Fig. 1 |Higher saliva viral load correlates with COVID-19 heaith risk factors, a-d, a,
Comparison of saliva viral load

Salivary SARS-CoV-2 load reduction with mouthwash use: A ... - PubMed
pubmed.ncbi.nim,nih.gov/34 189331/

The saliva of patients with COVID-19 has a high SARS-CoV-2 viral load. The risk of spreading the virus is high, and
procedures for viral load

Oral saliva and COVID-19 - PubMed

pubmed.ncbi.nim.nih.govi32474389/

COVID-19 can be detected through salivary diagnostic testing which has lots of advantages for medical care
professionals and patients, It should be

Salivary Glands: Potential Reservoirs for COVID-19 Asymptomatic
pubmed.ncbi.nim.nih.gov/32271653/

Salivary Glands: Potential Reservoirs for COVID-19 Asymptomatic Infection. Salivary Glands: Potential
Reservoirs for COVID-19 Asymptomatic Infection J

Go gle when is salivary load highest for covid-19?

https://www.nebinim.nih.gov » articles » F

Sahvary SARS-CoV-2 load reductlon wnth mouthwash use
aula Eduardo « 2021 - Cited by 46 ~ The saliva of patients with COVID-19 has a high
SARS-CoV-2 viral load The CHX mouthwash significantly reduced the viral load at T1, T2,

https/www.nebinim.nih.gov » articles » PMCB142821

May vural load detected in saliva in the early stages of infection ..
y This study aimed 1o investigate the prognostic value of viral load
detected in the saliva of COVID-19 patients in the early stage of

# COVID-19 >
Common questions

How many days after COVID-19 symptoms are you contagious?

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.

When is the salivary viral load highest for COVID-19?

y | Best match

1-10 of about 4,200

Temporal relationship between serial RT-PCR results and serial chest CT imaging, and
serial CT changes in coronavirus 2019 (COVID-19) pneumonia: a descriptive study of 155
cases in China

A recent study showed that the salivary viral load was highest during the first week after symptom onset [19] ,
which could account for the rapid spread of this pandemic at the early stage. Patients without timely isolation and
therapy due to initial negative RT-PCR results definitely cause COVID-19 to spread. Chest CT is a non-invasive,
rapid, convenient imaging diagnostic tool and can detect mild lung abnormalities at the early stage of COVID-19
pneumonia.

» More suggested answers (2)

Clinical Significance of a High SARS-CoV-2 Viral Load in the Saliva

Yoon, Jin Gu et. al
J Korean Med Sci, 2020-05-20

...that in the oropharynx during the early stage of COVID-19. This finding suggests that SARS-CoV-2 might be
secreted from the salivary gland rather than the nasopharynx. Chlorhexidine mouthwash was effective in reducing
the SARS-CoV-2 viral load in the saliva for a short-term period...




paracetamol adult dose

Amazon Ke

Paracetamol

three to four grams

dose for an adult is three to four grams.™ Higher doses may lead to toxicity, including Serious skin rashes may rarely occur.* pregnancy
and when In those with liver disease, it may still be used, but in lower doses.™ |t is classified as a mild It does not have significant Despite
being widely used, Paracetamol’s mechanism of action is not entirely clear.™ Paracetamol was first made in 1877.* It is the most commonly
used medication for pain and fever in both the United States and Europe.*World Health Organization's List of Essential Medicines.

Paracetamol is available as a Tylenol and In

https:/fen.wiki..aracetamol

Sort: | Relevance v

Paracetamol

...dose for an adult is three to four grams.”™ Higher doses may lead to toxicity, including Serious skin rashes may rarely occur.™pregnancy
and when In those with liver disease, it may still be used, but in lower doses. ™ It is classified as a mild...

.aracetamol
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inflation rate

Filter search results
v

COMMERCIAL_ITEM

F-35(2)

L g

Maodel 3 (2) Warning_ahead of likely inflation rise

13 Pro (1) Inflation is currently sitting at 5.1 per cent, the highest level for two decades. Dr Chalmers
37 A et (1 said the increase in inflation would also likely have a flow-on effect to the official interest
737 MAX jet (1) ia wi i [
et rate. The Reserve Bank of Australia will next meet on August 2, with a further rates rise
rate now standing at 1.25 per cent. "It's self evident that inflation of the kind we're seeing
now will bring interest rate rises from the independent Reserve Bank,” Dr Chalmers said.

We b n ews A380 (1) expected. It comes after the cash rate has risen in each of the past three months, with the

Financial data

https://dow-dem..nOf0%305%30

pandemic (119)

Covid-19 pandemic (18]

Brexit (14) Sort: | Relevance

When the inflation rate feels more like 10%

G20{12)
LSUMNSTR 9 English Copyright 2022, The Sunday Star. All Rights Reserved. Distributed by
MewsBank, Inc. The latest inflation figures for May were better than some expected, with a
rate of only 6.23%. Could have fooled me. It feels like 10%. And I'm not alone. According to

World War Il (9)

the latest Monmouth...
LOCATION

https://dow-dem..nOf0%30%30D

Ukraine (167)

Europe (116)

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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inflation rate in sri lanka

Filter search results
»

History is again repeating itself with inflation and supply chain shortages hurting the poor
— and poor countries the most — and giving rise for potential upheavals. High inflation,
e n eWS gas shortages, power outages and food constraints helped spur the popular overthrow of

the government in Sri Lanka earlier this month— which included dramatic footage of

Fi n a n Cia l d ata citizens storming the presidential palace and central bank. Inflation in Sri Lanka is 54.6%,

according to research firm Trading Economics. While inflation rates are at 9.1% in the U5,
they are even higher in developing countries and regions including international hotspots
already challenged by poverty and deep-rooted economic inequities.

https://dow-dem..nOfQ%30%30D

Sort: | Relevance

‘Lighting_a fuse’
which included dramatic footage of citizens storming the presidential palace and central

bank. Inflation in Sri Lanka is 54.6%, according to research firm Trading Economics. While
inflation rates are at 9.1% in the U.S, they are even higher in developing countries and

AWsS
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what's

Web news
Financial data

5 pric go : ise the CPI as one
e inflation . In June, the CPI in ed 9, ar ! . which is higher than

=cting and showet ed hot in June...

AWsS
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Web news
Financial data video

transcript search

aws
!

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Filter search results

>

Hello, demo-user

effects of oil prices on supply chain

Surge in Qil Prices Could Drive Inflation Even Higher  WSJ).mp4

[149.58] This has consequences for supermarket shoppers, who have already seen food prices increased
7% since around this time last year. [157.43] Much of that increase can be linked to the cost of getting
food from the farm to shelves. [161.8] The same can be said for any other product that has moved by ship,
train or truck. [166.9] Qil is one of those commodities that really feeds into every part of the supply chain
and therefore impacts the inflation. [173.64] If you're a business and you need to spend more just to ship

goods across the U.

Sort: | Relevance

Surge in Qil Prices Could Drive \ er  WSlmp4

..1671.8] The same can be said for any other product that has moved by ship, train or truck. [166.9] Qil is
one of those commodities that really feeds into every part of the supply chain and therefore impacts the




Hello, demo-user

Enter a query here

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Customer story:
Qualtrics’ “Qendra”

Hemant Modi (he/him)

Senior Director of Product Management
Qualtrics

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved. q u a I t r i CS XM
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A leader In experience management

qualtrics™

16,750+

customers

5,400+

employees

$1B+

revenue

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Local sales presence around the globe

Provo
Dallas
Raleigh
Chicago
Atlanta
D.C.
Newton
New York
Denver

Seattle
Toronto
Vancouver
Sao Paulo
Mexico City
Buenos Aires
Bogota

San Jose

Dublin
Munich
London
Paris
Stockholm
Madrid
Zurich
Brussels
Copenhagen

Sydney
Singapore
Tokyo
Hong Kong
Melbourne
Seoul
Mumbai
Bangkok
Brisbane
Auckland



qualtrics™

A leader in collecting,
analyzing, and taking
action on structured
experience data

A leader in
unstructured
experience data
analytics

CALL CENTER
SOCIAL
REVIEWS
CHAT

+

AWsS

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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AWsS
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Challenge

-

.

~
Optimize the contact center

agent workflow

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Solution

~

Develop a recommendation
engine specific to real-time
agent assist solutions

~




Key features of

Amazon Kendra

Offers all of our desired functionality out of the box:

©

Keyword-based search

N\ (

000

Natural language questions

W

q;;ﬂp

Extracting relevant text from
the source documents

.

\ J J \ J
N ( N ( b 4
C= £
— |_| (=] (=}
C > AL F E G
Self-learning relevance Tuning relevance In-depth analytics First-party and third-party
data source connectors

J J J

AWsS

)

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.




Benefits of

Amazon Kendra

> | O R

K _
Convenient for Huge Scalability and Security
proof of time savings operational compliance
concept (PoC) support to handle

customer data

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Wan-shi-tong

Qualtrics v @ # wan-shi-tong-quni ¥  Pilot with Quni in progr...
= Unreads . Friday, June 3rd ~
@ Threads wst qualtrics version number
o.’
A} Direct messages ¥1 @
@ Mentions & reactions 2 replies Last reply 4 months ago
Slack Connect
Monday, June 6th ~
More
3:13 PM
» Connections wst change default survey options
$1 @

» Channels
1 reply 4 months ago
& wan-shi-tong-quni

» Direct messages Thursday, June 16th ~

A 6:41 PM
» S
PP wst delete user types
$1 @
3 replies Last reply 4 months ago
Friday, June 17th ~
10:42 AM
wst threshold notification
$1 ©
_— »
aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Thread T wan-shi-tong-quni (archived)

1 reply

Jun 6th at 3:13 PM
vst change default survey options

$1 @

APP 4 months ago
Hoot hoot! Looks like you asked a question. Maybe these links could help
you find your answer!

General Survey Options | Survey Language

...SURVEY LANGUAGE

By default, surveys use the language specified in your

account settings for any default messages that may appear to

respondents as they are taking your survey. However, you

can change your survey's language using the dropdown under Survey lan...

See more

o
<

Go to link

Survey Options | About Survey Options

..ABOUT SURVEY OPTIONS

Survey options allow you to change many general survey
settings, such as the timeframe the survey’s available, the
addition of a back button or visible question numbers. and



High-level architecture

@ Input:
Conversation context

= Unreads Qualtrics support
@ Threads

51 Direct messages

@ Mentions & reactions

l:g Slack Connect
¢ More

Qualtrics v

» Connections S —— Slack channels
» Channels
& wan-shi-tong-quni
> Direct messages Qualtrics Amazon Kendra
A recommendation
engine
‘ Google Drive
| Output:
Relevant documents
aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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High-level architecture

a Categorization and recommendations

s

&

N
Qualtrics AWS Cloud
S Recommendatlon {(:)}
‘ ,'.1 > I L engine @ S
Real-time audio Amazon Qualtrics NLP Real-time
connector Transcribe enrichmer)t and notifications API
analytics
. i A Kend

Audio stream engines I J
and call L} AN N

metadata Omnichannel Content lookup Agent feedback

' | W I e N7 )
Contact —T T Agent desktop and CRM
v P CCP audio center Support tickets
| o= ) 8 Internal KB
%’ Qualtrics support website o/v
Real-time ~ CCPevents Chat Slack channels
audio capture © Amazon  User Email
| Connect auth Survey | | \ )

Customer data source )

a Real-time call capture and audio streaming

AWsS

)

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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No Emails to Display

Misc Tools And Info

Discussion User Notes Linked Tickets Outbox User Tickets Ticket History

c Hemant Modi

This discussion is for a Support Phone Ticket: John Smith

Permission has been granted to access this account.

u

Couldn't get in touch by phone. Converted to email ticket. 9/14/2022 @ 10:32 am
i Converted to phone ticket. 9/14/2022 @ 10:33 am

I Couldn't get in touch by phone. Converted to email ticket. 9/14/2022 @ 10:38 am

Hemant Modi

&/  John Smith contacted support via email about a survey issue.
Remove Comment

New recommendations will appear here




Business impact

4 A - A
AWS Partner relationship Pilot metrics

- J \ J

“This tool is a game changer, and has an intuitive interface. ” — Quni CSR

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Qendra roadmap

S

Amazon Kendra
first-party Slack
connector now
available

Replace our
custom scripts

J

AWsS

)

© 2022, Amazon Web Ser

&

=

Tuning
functionality

Feedback
APls integrated

ELEHJ

Extend Qualtrics
contact center
tech stack

Amazon Transcribe,
Amazon Connect

vices, Inc. or its affiliates. All rights reserved.

Support growth

More customers,
more content




Thank you!

Hemant Modi

hmodi@qualtrics.com

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Customer story | Orion Health

Jomo Kenneth Starke

Senior Director of Innovation
Orion Health

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved
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ORION"

HEALTH

Orion Health

Reimagining global healthcare for all



Our technology is at the heart of healthcare

Protecting over

m110M

patient records

100%

healthcare focus

years of experience
in the health industry

AWsS

)

Customers across

| 1 5 countries

T

One of the world’s
largest digital
front doors

?

A leader in industry
technology with

$345M

investment since 2014

ORIONK

HEALTH



o § Digital front door

- By Orion Health

Orion Health's digital front
door is an omnichannel
consumer engagement
platform that integrates
data, tools, and services for
end-to-end health and social

. resource navigation and
management.

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
]




Key benefits OR|ON*

HEALTH
4 ) ( ) 4 I
O o
- e
\_— g *~
A\ @
Improves Provides faster, more efficient Makes better use of precious
consumer experience access to health care healthcare resources
o J _ J o J
4 ) ( ) 4 )
+
e @ s
- 8
Maximizes value Simplifies all Helps to address
of existing technologies healthcare interactions gaps in health equity
o J _ J & J

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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What problems are we solving?

Problem

Patients have many health
organizations to deal with

=h

Inefficient paper-based
processes

Solution

~O~ Unified channel for accessing
= health information and

healthcare providers

|§' y  Digitized streamlined
processes

@ Waiting for staff to do tasks
on behalf of the patient

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
]

& Offer self-service
L@§ alternatives online




Problem #1:
TMI

Typical search engines
find an overwhelming
number of results

It's easy to be led astray

and end up poorly
informed

Amazon Kendra searches
across a curated set of
websites for targeted,
trusted medical advice

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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d Invisible Wounds of ...

is of PTSD. bul also depression, anxiety

hitpsfwwwoncbinim.ni.goy » arlicles » PMCT380884 ¢
Puolice stress and depressive symptoms: role of coping ... - NCBI
by P Allison - 2019 - Cited by 31 — Chronic exposure to

occupational stress may lead to depressive symptoms in.

Intraduction - Matesials and methods - Resulls - Discussiar

part of "police stress ...

ace a significantly higher risk of

hitps:Giwwwwaldenu.edu » Proge Juslice
5 Reasons the Mental Health of Police Officers Needs toBe a ...
1. Police officers rep: rate oy atic stres

How to tell if you are depressed al when to get help - Police1
1 Th el tigma-free ¢ i

ree culture whers police

toms of depression - Police1

t greater risk of debilitating depression and

n and the Poli

A Follow the COVID-19 restrictions
and public health

measures and book your

appeointment to get vaccinated.

= Health Connect Ontario (©)

Health advice made
easy

Connect with a registered nurse day
or night for free, secure and
confidential health advice.

Call 811 (TTY: 1-866-797-0007)

Get connected to hee
care 24/7




Problem #2: Noise

Entire internet

 How do we prioritize and rank
the remaining 000s of results
to find what's relevant?

 Amazon Kendra reduces noise
by prioritizing resources from Curated
trusted sources (such as sites
government and health)
above external sources

 Avoid misinformation and ‘Dr.
Google' effect

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Why Amazon Kendra?

« AWS partnership

« Strong existing partnership with AWS

. + 6-week rapid prototyping

— L - Amazon Kendra capabilities

- Enables people to ask questions using natural language
processing and get an exact answer to their question

- Searches a curated set of web pages to avoid the noise
commonly associated with search engines

- Streamlines the searching of information, and connects people
with trustworthy links relevant to their locality

- Continuous improvement as the system learns from user
feedback

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
]



Client brand and internal content prioritized
over external sources

Health Connect Ontario Q Search Care services v Help & resources v

Trustworthy &

verified REAEEN ] ‘ e

Local Simplified et R

common in late e nd fal e dis

Tick Identification - Surveillance

tick identification should
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Business impact

Reduced burden on health system

v' Triage: Increased number of online
symptom assessments

v Telehealth support: Increased chats, calls,
and telehealth engagements for home
care

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Improved information to consumers

v Increased utilization: 100,000+ visits to
Canadian DFD home page

v Health engagement: Large increase in
number of visits to medical library




Looking forward

Continuously improve DFD by

> Self-referral by patients

> Video visits (Amazon Chime)

Continuously improve search by

> Increasing number of data sources

> Fine-tuning relevance of sources

> Improving accuracy of results

> Video transcript search

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Thank you!

Jomo Kenneth Starke

jomo.starke@orionhealth.com
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INEW! Amazon Kendra announcements

Amazon Kendra announced two exciting new features on 11/27:

Tabular Search for HTML

Amazon Kendra tabular search allows customers to search more intuitively and effectively
through tables embedded in HTML pages.

Language Expansion for semantic Search

Amazon Kendra expanded language support for semantic search, adding 7 new languages:
Spanish, French, German, Portuguese, Japanese, Korean, and Chinese.

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Tabular Search (new!)

Wikipedia table: companies financials

Revenue
+ (USD

millions)

. Revenue

Rank # Name *
growth

¢ Industry ¢ Emplovees ¢ Country # Headquarters # CEO

AWsS

)

© 2022, Amazo|

Walmart

State Gnid

Sinopec Group

China National
Petroleum

Tovota

Volkswagen Group

Roval Dutch Shell

Berkshire Hathaway

Apple

Esxccon Mobail

McKesson
BP

United Health
CVS Health

Samsung Electronics

General merchandisers

Utilities
Petroleum refining
Petroleum refining

Motor vehicles and
parts

Automotive
Petroleum refining

Conglomerate

Computers, consutner
electronics, and
entertainment

Petroleum refining

Healthcare
Petroleum refining

Healthcare

Healthcare

Electronics and

. [PU . [

54853873

5315,199
5267518

5262573

5254.694

5240264

5240.033

5223.604

5213,639

5205.004

5198533
5186.606

5184840

5177.526

5173937

A 0.8% 2,300,000 ==

926.067 il
713,288 il

512,048 N

¥4 4%
¥a1%

364445 @
626 715 .
it

367,700 =
116,000 B=

72,700 BE=

64,500 B=
74,500 S

230,000 BE=
204,000 B=

325,000 (=

Bentonville, Doug
Arkansas Mechlillon

21 Shu Yinbiao

eiji Wang Yupu
£1)1

Toyota, Aichi

Wolfsburg

The Hague

Omaha Nebraska — —

Cuperting,
Califormia

Irving, Texas

San Francisco

London Bob Dudley,

Stephen
Hemsley

Minnetonka,
Minnesota

Woonsocket.

Rhode Island ~ arv-Metlo

Oh-Hyvun

Suwon —
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E
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E
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Amazon Kendra Search console

Q, Enter a test query

P Test query with user name or groups

k

New here? Explore our search console quick-guide Dismiss

Test search Get the most out of testing search in Amazon

Kendra by trying different types of questions.
Deploy

Suggested questions

Tune relevancy - Who, where, when questions where the answer is a word or
Advanced phrase. Such as "When are taxes due?'

aWS © 2022, Amazon Web Ser
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Get started:

RUN

AWsS

)

A FLASH POC

ONO

Pick a use case Determine
(i.e., web site or questions you
document search) want to ask about

this content

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.

OBONONO

Index your
content with
Amazon Kendra
using built-in
connectors

Test your queries

Compare Amazon
Kendra's top
results to your
existing search
results

Visit the Amazon
Kendra page to
get started at

https://aws.amazo

n.com/kendra/



https://aws.amazon.com/kendra/

Thank you!

Jean-Pierre Dodel Jomo Kenneth Starke Hemant Modi
jpdodel@amazon.com jomo.starke@orionhealth.com hmodi@qualtrics.com

@w Please complete the session
T8

survey in the mobile app
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