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We have a way of looking at new
businesses which is different from
most companies. I'm not saying it's
better or worse, it's just different. ,,

Andy Jassy
CEO, Amazon
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Could it move the Is it an area well
needle for Amazon? served today?
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Do we have a Do we have competency or
differentiated approach? could we acquire it quickly?
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“My favorite comment that I've seen is:

‘l got my beer in eight seconds.’

That's the type of magical experience we're
going after."”

Todd Humphrey

Senior Vice President of Digital
Innovation and Fan Experience,
Seattle Kraken
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! Qintel understands the need for enterprise-
federated, secure communication messaging
capabilities. . .. We evaluated the market
thoroughly and while there are some excellent
capabilities available, none of them offer the
enterprise security and administrative
flexibility that Wickr does.””

Bill Schambura
CEO - Qintel
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History of Amazon Connect

contact centers set

. During COVID /_ Launched forecasting,
First 30,000 agent T[T over 80+ new > capacity planning,
contact center scheduling,

up each day

o000

and more

® 0 ¢ ) © 0 00000000000 00000000000 0 0 ¢ 0 0000000000000 0 0 (

Tens of thousands of
A .
mazon Connect %@ Launched »} customers supporting

launches ML-powered e
. X +
SI/ISV partners with Contact Lens y
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Amazon Connect
forecasting,
capacity planning,
and scheduling



Amazon Connect Admin [» @ English~ ¢

Forecasting: Forecasts > Brokerage Forecasts

Forecast for: Bro kerage Forecasts Last computed Mar 19, 2022 at 3:58:31 AM - UTC m

Long term Short term

Average handling time ~ Mar 21, 2022 - Mar 11, 2023 (Custor Weekly > Report settings

) Showing all queu i i
= ing all quet Time series data

Learn more
#| Last computed forecast
Last published forecast
Sun, Oct 2, 2022 Overrides

e Last updated forecast

Groupings

Queues

Channels
321

———  Last updated forecast Filters

m T e e e ml

mPM e mmmpm

All channels 79 78 79 80 80
All queues Voice 59 59 59 60 59

Chat 98 97 98 99 100

All channels 78 79 80 80

BrokerageQueue3 Voice

aws’ © 2022, Aenaoa2 WaehaServiesh IBendcéts bffilatds affiligtes Adéeigbts reserved.




.o» Amazon Connect

Scheduling: Schedule Calendar

Brokerage Mar

Mar 6 - Apr 2, 2022 | UTC

Today Day

A Brokerage Day (8)

Manu, Kw

Wolf, Nikki

Jayashankar, Nikhil

Stiles, John

Oliveira, Marcia

Maria

A Brokerage Evening (12)

Rosalez, Alejandro

Souza, Jorge
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Admin [»

Work | Productive
12:15 PM - 03:00 PM, Paid: Yes

Training Ll Work
Lunch ” H.. Work

B | Work Lunch \‘ Hll Work

Vacation

H Lunch ‘ H..‘ Vork

E | Work Lunch } H“‘r Work

H Lunch ‘ H

Training Work Lunch l H"y Work

‘ Work

@ English ~

.
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When searching for a new provider, Amazon
Connect stood out to us because of how easy it
Is to harness data and leverage ML to deliver

highly accurate (>95%) forecasts and
optimized schedules. n

Alex Miles

Director of Business Intelligence, Litigation Practice Group

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



Contact Lens for Amazon Connect

REAL-TIME CONVERSATIONAL ANALYTICS
I_ e POWERED BY MACHINE LEARNING

* Transcription

\ S « Sentiment analysis

« Automated contact summarization

‘ Sensitive data redaction

Real-time supervisor alerts

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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New capabilities for Contact Lens

—_— ML-powered analytics capabilities to

28 .
& analyze chat conversations
. ‘_

\ =111 ‘||||| i .
| | | ‘ 25 Automatic agent performance evaluations
Q| | to help with coaching
PREVIEW
aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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“For starters, we were able to
reduce the number of evaluation
forms needed by 200%."

Scott Brown

SVP of Customer Experience, Frontdoor

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



“Contact center agents used
an average of 8.2 different
systems and tools every
day to resolve

customer enquiries.”

Source: “"Agents Find Technology Unhelpful, Gartner Finds"”; Smart Customer Service



Amazon Connect
agent workspace
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B Follov
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&> Available v + &

+19145550199

® 06:43

M Sofia Martinez @ 02:10

B Follow up with Nikki Wolf Il 06:43

Follow up with Richard Il 08:12

Voice ID: Authenticated

Fraud Risk: Low risk

W Mute

Number pad

E Quick connects

E Create a task

i Cases

Queue duration

18 secs

14 secs

8 secs

29 secs

Q, Search Wisdom v

Profile ID
1234abc.. |0

Account number
233455

Additional Info
Interested in trip to Europe

Gender
Female

Billing Address
123 Any Street,
Any Town,

USA

Hold duration Total duration
= 53 secs
2 mins 51 secs
3 min 40 secs
1 min 31 secs

5 mins 16 secs

Rows per table: 5

v Associated

-

Actions

Contact
control panel
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&  Available v

+19145550199

Sofia Martinez

Follow up with Nikki Wolf

Follow up with Richard

Authenticated

Low risk

11 Hold B
':' Number pad
BY Quick connects

Bl Create a task

++ End call

@ 00:10

@ 06:43
@ o02:10

1l 06:43

11 08:12

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

© Customer profiles Cases

Q, search profiles

Full name
Ana Carolina Silva |0

Phone number

Authenticated

Low risk

7/26/2022 14 secs
7/10/2022 8 secs

6/24/2022 29 secs

Profile ID
1234abc.. |0

Account number

v Associated

Actions

3 min 40 secs

1 min 31 secs

5 mins 16 secs

Rows per table: 5

Voice
biometrics
and caller
identification



Full name Profile ID
Ana Carolina Silva |0 1234abc... |U

Phone number Account number

+1 914-555-0199 233455 Customer
profile

Birthdate Additional Info information

September 7, 1987 Interested in trip to Europe

Email address Gender
ana.silva@example.com Female

Mailing Address Billing Address

123 Any Street, 123 Any Street,

Any Town, Any Town,
USA USA

Contact history More information

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

Status: Open v /' Edit v Associated
New car reserva

Status: Open ~ [ Summary
Summary Ana requested to reserve a luxury car from September 17th to
Anarequestedtoreseny 20th, Pick up and return at New York City JFK airport.

Reference ID
1234567
Reference ID Customer name

Creation date
September 10, 2022 1234567 Ana Carolina Silva ee* Case
management

Details Comr

Creation date Last updated
September 10, 2022 September 10, 2022

All activities v

Today

September 10

@ o1 Activity feed = Comments More information
Inbound call
e September 10 TOd ay
e Comment - “Reservation completed and email confirmation

sent.”

September 10, 2022 at 3:21 PM

Inbound call
September 10, 2022 at 3:20 PM

Ongoing v

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Customer profile Cases B Car Rental Discounts an.. X

Car Rental Discounts and Promotions Was this information helpfut? (&) (3) ! @

In addition to offering some of the most competitive rates in the industry; ABC Travel offers special
promotions throughout the year. Some of our most popular promotions are:

Weekend specials
Drive out programs
Special coupons through some of our Corporate Partnerships
Platinum Plus members receive e-mail specials and customers may also sign up for email extras at any
time
These promotions are often available at our "Home City" (non-airport) locations. Note: not all cities and
locations participate in specials and typically only one discount/coupon code can be used at a time. In
addition certain times of the year are subject to blackout dates and availability.
Questions and Answers:
| forgot that | had a coupon; can | add the discount even though | have already picked up my vehicle?

If you are already in a rental vehicle, we are unable to add any discounts to the rate you have.

| booked my reservation online and didn't know where to add the discount code; can it still be added?

If you have not picked up a rental vehicle yet and have a reservation, please contact our reservation center at
1 (855) 555-0100 and we will be happy to assist you in determining if the coupon can be added.

Does ABC Travel offer a discount for AARP?

ABC does not have a partnership agreement with AARP to receive a discount, but continues to offer
competitive rates.

Can | receive a discount with my AAA membership?

Enterprise does not offer a discount for AAA membership, but continues to offer competitive rates.

Knowledge
and agent
assist



_|_ Make new reservation Upcaming Sep 17, 2022

e new reservation @ Car rental - New York
Pick up at Avis located at JFK airport

Follow-up
tasks

Make new reservation

You can make a single reservation or include multiple items to get access to discounts.
Reservations usually takes 10-15 minutes.

P Reservation process
P Reserving for multiple guests

» Student discounts

Flight reservation Hotel reservation It's something else

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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a“
By equipping our agents with tools like case management,

ML-powered real-time knowledge recommendations, and
customer profiles, we've been able to

cut our average citizen wait time in
half and cut agent training time
by more than 50%. »

Drew Clark

Business Analyst — Kentucky Transportation Cabinet

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



aWS Diego Pantoja-Navajas
VP of Supply Chain,
\ ‘7 Amazon Web Services
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Challenges

50 o é%;
55
Lack of Too much Coordinating

visibility noise actions

aws
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Introducing AWS Supply Chain (Preview)

Easily connect
data across
systems

aWS © 2022, Amazon Web Se
N

Quickly
harmonize into a
unified view

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

View ML-
powered insights
and risk alerts

i

Accelerate
mitigation with
recommendations

&

Scale with
pay-as-you-go
pricing



Establishing a solid foundation

Supply Chain Data Lake

aws
>



Reducing the time to value

ML-Powered Data Association

Supply Chain Data Lake

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved
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From data to insights

Actionable Insights

ML-Powered Data Association

Supply Chain Data Lake

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Providing the complete solution

Supply Chain Data Lake

aws
>



AWS

Supply Chain

PREVIEW




AWS

Supply Chain

PREVIEW

Inventory jv‘ Rebecca Smith v

Network Map

smyma TENNESSEE

Knoxville Newport ioh Poin
Franklin Harriman Knoxville P Hiah Point

Y Filters ® Balanced @ Stock Out @ Excess Stock & ALY, Distribution Center

@ Honey Crisp Apples

Insights

Chattanooga Stock Out Risk Honey Crisp Apples

Huntsville

s Inventory Tc pril 9tt

Decatur

On Hand Safety Stock In Transit

950 T . 60

Gadsden _ Raswell -
awicens LNk On Order Allocated Damaged
Brookhaven

Atlanta o
100 50 u 20
South Fulton
Birmingham

Hoover Peachtree City
Tuscaloosa Projected Inventory - = - Stock Out = = = Excess Stock

Today = 4/10 4/12 413 414 4/15  4/16

Macon

Auburm

Columbus

Montgomery GEORGIA
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AWS

Supply Chain

PREVIEW

Inventory jv: Rebecca Smith v

Network Map

coss S TENNESSEE Knoxville —

Y Filters ® Balanced @ Stock Out @ Excess Stock £ ALY, Distribution Center
@ Honey Crisp Apples

© Inventory Health

Insights
Chattancoga Stock Out Risk Honey Crisp Apples

Florence
Huntsville
Inventory T

On Hand Safety Stock In Transit

Gainesville
950 60

Gadsden
a,wm,,-;, S ¢ Danisgac On-time, In Full ©® Customer Order
i;tlanta' Cycle Time
100 20
South Fulton
Birmingham

Hoover Peachtree Gty

Tuscaloosa Projected Inventory - = - Stock Out - = - Excess Stock

Today 4/10 413 414 5 a/16

Aubum
Columbus
Montgomery GEORGIA
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‘' We are delighted that AWS Supply Chain
demonstrated a significant improvement in
our statistical forecast baseline. We are
keenly interested in leveraging the inbound
lead-time insights from AWS Supply Chain to
further improve our customer fill rates. m

Cliff Siegel

EVP, Global Supply
Lifetime Brands

(Owner of Farberware, KitchenAid, Swell, and more)
aws
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Leandro Balbinot

Chief Technology Officer
Whole Foods Market

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



ey Inventory Ll samShephard v B

Inventory Visibility

Projected Inventory @ Date updated: November 30 at 10:30 AM

Pivot by | Location v Filter

Location Site Type Products Balanced Stock out risk @ Excess stock risk

@)
Southwest Distribution Center (THD) Warehouse ‘ ’ ® na
20001

Whole Foods Mid Atlantic DC (MDW) Warehouse \
20017 4

Denver Distribution Center (DDC) Warehouse .‘
20022

PNW Distribution Center (PND) Warehouse .
20025

North Atlantic Dist. Center (NDC) Warehouse .
20026 >

Whole Foods Market BRS DC (BRS)
20028

Warehouse

Richmond Distribution Center (RDC)
20029

C’
o @),
SP Distribution Center (SDC) Warehouse
20030
O

Warehouse

Midwest Distribution Center (DDC)
20031

Warehouse

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Inventory Ll samShephard v a

Network Map
Regina
v Filters Balanced Stock Out @ Excess Stock

Denver Distribution Center
Seattle (DDC)

@ Helena Warehouse

All Products 167 Ottawa

St Paul
Montpelier
Balanced Toronto

Madison .
Excess Stock Risk Lansing

. Chicz e A el
Stock Out Risk (EX] Des Moines Cleveland Harg,
Salt Lake City Lincoln AR 24
Harrisburg

Derad® Springfield Columbus
Caspuiy qﬁ Washg @y

Jefferson City Frankfort Charleston ( AY

San F@ » X Richn
Nashville

Las Vegas :
Oklahoma City Raleigh
Little Rock

Los 2, 5 “aolumbia
@ Phoenix Atlaq ]
go Montgomery

Tucson Jackson

A Baton Rouge
uston
; ‘A q A
Hermosillo Ol

Cajeme

Tallahassee

Ahome Torredn Monterrey

Culiacan

Mazatlan

Aguascalientes
Benito Juarez

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Insights Q Sam Shephard a
Risk Insights for Mid-Atlantic DC 37 Edit

Q, Search Show  All Risks, In Review, Resolved, Largest Deviation, Soonest Impact + 28 Cards

Date updated: November 30 at 10:30 AM

Insight Id Product i Avg. Deviation On Hand Safety Projected Inventory

Status Location
Projected Inventory Balanced Stock Out Excess Stock

CF LILLY ORNTL WHT

PNK 35T WTG Stock Out

w 0 Atlantic

Today 12/1 12/2 12/3 12/4 12/5 12/6 12/7 12/8 12/9 +lw

264

Lead Time

Mid Atlantic Deviation

365 CHS FETA
\ 4s Mid Atlantic Stock Out

DM KAASAGGIO

ROBUSTO 24LB Stock Out
Mid Atlantic

IIIIIII%;

ALMONDS MARCONA
WO oo | TTITITE
DC (r
HEEEEEEN-

DIV RSTD GARLIC FRZN
C id Atlantic Stock Out

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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{55 Collaboration Ll samshephard v a

© Start Conversation 8a59¢8c0 - Avocados, Whole Foods Mid Atlantic DC (MDW) a oo Mute notifications for this thread

o, .
&2, Team Conversations
Insights Conversations

Stock Out Risk - 744c82be

CF LILLY ORNTL WHT PNK 35T
WTG, Whole Foods Mid Atlantic
DC (MDW)

Stock Out Risk - 8a59¢8c0
AVOCADOS, Whole Foods Mid
Atlantic DC (MDW)

Stock Out Risk - 068b868c

ALMONDS MARCONA, Whole . . on 1125722
Foods Mid Atlantic DC (MDW) onversation started on 11/25/

2 hours ago Sam Shephard
Load more

Any progress on seeing if we can get a new order for Avocados at the Mid Atlantic DC?

Tracy Walton 3 minago

Rebecca and | are in discussion with the supplier. We expect to get a new shipment
fast-tracked for Thursday delivery.

Start typing

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

Chief Technology Officer
Whole Foods Market
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aWS Dilip Kumar
VP of Applications,
\ ‘7 Amazon Web Services
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Companies want to
collaborate on shared
data sets while
protecting their
underlying raw data

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved
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Clean rooms have emerged as a solution

but are hard to build

Requires complex privacy controls and
specialized tools

Takes months of development time

Data has to be copied and uploaded
constantly



New capabilities for companies to securely
analyze and collaborate on their datasets

No data Privacy enhancing Output

movement analysis rules constraints

ﬂ

h

Joint data
analysis

1"

AWS Clean Rooms

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

|dentity resolution
capabilities

COMING SOON




Advertisers, for example, have data fragmented
across parties, campaigns, and platforms

External Partners

Applications Third-Party Data
Providers
In-Store —
Conversion -@

]
=) MarTech & AdTech
Se Bl

Websites B

Brands and
Publishers
Marketing " s
Exposure

Call Centers Analytics Firm

4* e [B



AWS Clean Room customers

60 E=ROBIVIE. Amperity &

KANTAR FOX d:sh

amazon ads IZ] comscore




The future of AWS applications

UNIQUELY SOLVING BUSINESS CHALLENGES

Out-of-the-box applications to
@ sSolve hard business challenges

Apply Al/ML to
industry-specific use cases

Bring cloud’s scale, reliability, and
pay-as-you-go model to more apps

Completely re-imagine
challenging problems

2.
5.
4.

aws
~—
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Amazon Amazon
AppStream 2.0 WorkSpaces
Amazon Amazon
WorkSpaces Web Connect
Amazon AWS
Chime Wickr

® &

Amazon
Simple Email Service
(Amazon SES)

Amazon
Chime SDK

Ql o
o

AWS
Clean Rooms

S

ATASS
Supply Chain

©

Amazon
Pinpoint

Just Walk Out

technology by amazon
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Join our upcoming deep-dive sessions

Service Session Title
BIZ205 Amazon Connect Boost agent productivity and performance with Amazon Connect
BIZ213 AWS Supply Chain Serve your customers better with AWS Supply Chain
BIZ311 AWS Supply Chain Break down supply chain silos faster and more easily
BIZ203 AWS Wickr AWS Wickr: Aiding Afghan refugees through secure communication
End User Creating flexibility and choice for VDI management with
EUC203 :
Computing Amazon WorkSpaces
817201 AWS Communication Improving multichannel communications
Developer Services (with Amazon Pinpoint, Amazon SES, and Amazon Chime SDK)
And many more...
aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Time

Weds;
1:45 - 2:45 PM

Weds;
6:15-7:15PM

Thurs;
11:45 - 12:45PM

Weds
10:00 - 11:00 AM

Weds;
10:00-11:00 AM

Weds
11:30-12:30 PM



Thank you!

Dilip Kumar Diego Pantoja-Navajas
dilip@amazon.com diegopn@amazon.com

@w' Please complete the session
j]i)@ survey in the mobile app
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