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Amazon Connect
E A S Y - T O - U S E  C L O U D  C O N T A C T  C E N T E R

Scale to 

tens of thousands 

of agents

Drive continuous optimization 

with analytics and insights

Deliver dynamic, personal, and

natural customer experiences

Built from the ground

up as a single solution 

Improve productivity with AI/ML

Complete control with 

the simple, self-service UI 
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Amazon Connect has 
supporting more than
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Amazon Connect agent workspace
S I N G L E  P A N E  O F  G L A S S  F O R  A L L  A M A Z O N  C O N N E C T  A G E N T  E M P O W E R M E N T  C A P A B I L I T I E S

Access the agent workspace from virtually 
using the web and single sign-on

Pay the capabilities your agents use 

Easily navigate the workspace and 
automatically access, display, and refresh 

during a contact
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Can we do more to help?

New or struggling 

agents reach 

proficiency faster

1

Business operations 

teams identify where 

issue resolution is 

stalling and drive 

efficiency 

improvements

3

All agents adhere 

to best practices 

for resolving, 

following up, and 

documenting issues

2
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Step-by-step guides
G I V E  Y O U R  A G E N T S  W O R K F L O W S  T O  R E S O L V E  I S S U E S
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Step-by-step guides
S U R F A C E  D A T A  A N D  A C T I O N S  T O  A G E N T S

Display contextual 

and to agents 

at the start of a call
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Step-by-step guides
B U I L D  G U I D E S  W I T H  M U L T I - S T E P  F O R M S

Consolidate required 

actions into 

that agents can use 

to resolve issues efficiently 

and adhere to best 

practices
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Step-by-step guides

S T E P  1 S T E P  2 S T E P  3 S T E P  4

I M P L E M E N T  C O M M O N  S T E P S
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Step-by-step guides
G I V E  Y O U R  A G E N T S  S T E P - B Y - S T E P  W O R K F L O W S  T O  R E S O L V E  I S S U E S
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Video recap
G I V E  Y O U R  A G E N T S  S T E P - B Y - S T E P  
W O R K F L O W S  T O  R E S O L V E  I S S U E S

Guide opens in the same tab 

as the landing page

Information from first-party 

sources to pre-populate forms

Information, like recent flights, 

from third-party sources

Progress bar and basic contact 

details surround the guide

Agents can toggle between 

steps or cancel the guide
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How Amazon Customer Service
used guides to reduce training 
and improve efficiency
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Amazon’s Custom Contact Control Panel (CCP)
E V E R Y T H I N G  Y O U  N E E D ,  B U T  N O  C L U E  W H E R E  T O  F I N D  I T

email@amazon.com

email@amazon.com

(Unencrypted ID: 1234567890)

Account # ABCDE123456FG

111-234567890123

Tuesday, July 25, 2017 to Jane Doe
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Amazon’s Custom CCP
C O N F I R M  I T S  P R I M E
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Amazon’s Custom CCP
C A N C E L L I N G  A  P R I M E  S U B S C R I P T I O N
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Legacy UX process
N E W  A G E N T S  S T R U G G L E  W H I L E  E X P E R I E N C E D  A G E N T S  D E L I V E R  A N  I N C O N S I S T E N T  E X P E R I E N C E

High cognitive load  capacity for learning
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Listen Research 

and locate

Assemble 

a solution

Legacy UX process
T I M E  W A S T E D  R E S E A R C H I N G ,  L O C A T I N G ,  A N D  A S S E M B L I N G  T H E  R I G H T  S O L U T I O N
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New UX process
S U R F A C E  L I K E L Y  S O L U T I O N S  T O  T H E  A G E N T

Listen Match Solve
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New UX process
D I S P L A Y  M O S T  L I K E L Y  T O P I C S
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New UX process
G I V E  A G E N T S  A  S U M M A R Y  O F  T H E  C H O S E N  T O P I C
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New UX process
O F F E R  A C T I O N S  T H E  A G E N T  C A N  T A K E
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New UX process
G U I D E  A G E N T S  T H R O U G H  W O R K F L O W  O N E  S T E P  A T  A  T I M E
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New UX process
G I V E  A G E N T S  S C R I P T S  T O  R E A D  O U T  L O U D  T O  C U S T O M E R
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New UX process
G I V E  A G E N T S  A N  E S C A P E  H A T C H
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New UX process
G I V E  A G E N T S  A N  E S C A P E  H A T C H
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Outcomes

Reduced agents’ heart rates!

Reduced onboarding time by 50%

Reduced average contact handle time (AHT) by up to 35%

Reduced average time to proficiency by 40%
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Amazon Connect agent workspace – Retail
G I V E  Y O U R  A G E N T S  T H E  S A M E  S T E P - B Y - S T E P  W O R K F L O W S
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Amazon Connect agent workspace – Finance
G I V E  Y O U R  A G E N T S  T H E  S A M E  S T E P - B Y - S T E P  W O R K F L O W S
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Amazon Connect agent workspace – Hospitality
G I V E  Y O U R  A G E N T S  T H E  S A M E  S T E P - B Y - S T E P  W O R K F L O W S
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Amazon Connect agent workspace – Chat
U S E  I T  F O R  C H A T  C O N T A C T S
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Amazon Connect agent workspace – Tasks
U S E  I T  F O R  T A S K S  C O N T A C T S
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Amazon Connect agent workspace – After-contact work
U S E  I T  F O R  A F T E R - C O N T A C T  W O R K
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Customize the user experience
R E A R R A N G E  T H E  G U I D E S  U S E R  E X P E R I E N C E  T O  F I T  Y O U R  A G E N T  N E E D S
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Embed guides as widget
G I V E  Y O U R  A G E N T S  G U I D E S  I N  H O M E G R O W N  A G E N T  W O R K S P A C E S
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How can customers build guides?
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Build guides using Flows

Use Flows UI and only one new 

block to quickly build guides with 

your agents can utilize immediately

F L O W S  I S  A  N O - C O D E / L O W  C O D E  T O O L  F O R  B U I L D I N G  G U I D E S
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Integrate data from Amazon Connect

Integrate data, data, and 

data into single steps

U S E  D A T A  F R O M  O U R  F I R S T - P A R T Y  A P P L I C A T I O N S
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Integrate data outside Amazon Connect
U S E  D A T A  F R O M  T H I R D - P A R T Y  A P P L I C A T I O N S

Retrieve and send data from and 
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Integrate data from disparate sources
I N C L U D E S  F I R S T - A N D  T H I R D - P A R T Y  D A T A  I N T O  T H E  S A M E  S T E P
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Benefits of using Flows

View audit trails of agent actions

Save data back to original contact record 

Create branching paths for guides

Transfer context between agents
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Guides are Flows

Retrieve and send data from 

and 

C R E A T E  A N D  S E A R C H  F O R  G U I D E S  A S  Y O U  W O U L D  A N Y  F L O W
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Surface the RIGHT guides to agents

Dynamically configure which guide to show 

once the agent receives the contact

S E T  L O G I C  T O  R O U T E - A P P R O P R I A T E  G U I D E S  A T  T H E  B E G I N N I N G  O F  A  C O N T A C T
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Surface different guides based on context
C H O O S E  W H A T  Y O U  S H O W  T H E  A G E N T

Give options Autoselect the exact guide



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

Understand how agents are using guides

Guide 1

Action 1 Action 2S T E P  1

Action 1 Action 2 Action 1 Action 2S T E P  2

1 2 1 2 1 2 1 2S T E P  3

19%

37%

75%

Understand clicks data for 

guides across all contacts to 

learn 

using 

Flows logs and pre-canned 

Amazon CloudWatch queries

C L I C K  D A T A  H E L P S  Y O U  A N A L Y Z E  G U I D E  U S A G E  P A T T E R N S

28% of all contacts 
start here 
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Customer reference: Unum

“Today, Amazon Connect is integrated into our homegrown agent desktop to assist agents as they 

help our customers with inquiries about workplace benefits and claims. Now that Amazon 

Connect has embedded step-by-step guides directly in the Amazon Connect agent workspace, 

we can sunset our current tool and reduce IT development costs for agent desktops by 15-20%.

As we implement more use cases, guides will enable us to organize workflows for our agents, 

helping them seamlessly identify customers, disposition contacts, and add notes in one screen 

instead of 5. Because guides use Amazon Connect’s drag-and-drop flows builder, our managers 

will be able to easily design, deploy, and modify workflows to innovate our agent experience 

more quickly than we can with our current tool.”

Roshan Ramamoorthy, AVP – IT Delivery, Unum
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Customer reference: Voice Foundry

“Voice Foundry specializes in the design and delivery of Customer Experience (CX) powered by the 

Amazon stack. We’re constantly helping businesses improve their customer engagement, 

empowered by the flexibility and extensibility of Amazon Connect and the AWS toolset. With 

Amazon Connect, we can deliver our customers’ agent and customer experiences that evolve as 

fast as the market demands. Using the Amazon Connect agent workspace with step-by-step 

guides, agents have quick access to information they need at the right moment to resolve issues 

faster and keep customers coming back.”

Josh Schairbaum, CTO, VoiceFoundry
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Attend Amazon Connect sessions

Wednesday

L E A D E R S H I P  S E S S I O N

BIZ101-L: Build intelligent businesses through cloud applications

Dilip Kumar, VP Business Applications—AWS 

Diego Pantoja-Navajas, VP/GM New Products—AWS

B R E A K O U T  S E S S I O N S

BIZ102: How women leaders are 

transforming customer experience

Laura Fraser, Principal Business Development Manager—AWS

Delia Medina, VP Customer Care Innovation—First Advantage

Hexin Wilson, VP Customer Experience Servicing—Saks.com

Joanna Bird, VP Sales—Neuraflash

Kim Honeywell, AVP Strategic Solutions—Symetra

BIZ204: Optimize contact center outcomes with Amazon Connect

Tom Johnston, Sr Manager Product Mangement—AWS

Alex Sánchez, Global Head of Cross-GDC Networks—Fujitsu 

Dilman Ali, Global Product Delivery Owner—Fujitsu

BIZ205: Boost agent productivity and 

performance with Amazon Connect

Steve Johnson, Director Product Management—AWS

Drew Clark, Business Analyst—Kentucky Transportation Cabinet

W O R K S H O P

BIZ308: Route contacts based on emotion 

models with Amazon Connect and AI/ML

C H A L K  T A L K

BIZ304: Transform cross-channel customer 

engagement with Amazon Connect

Thursday

B R E A K O U T  S E S S I O N

BIZ207: How NAB transformed the self-service experience with 

Amazon Connect & ML

Jim Kraeutler, Principal Product Manager—AWS

Alex Kocher, Head of Assisted Experience Technology—National Australia Bank

Beck Condon, Sr Manager, Channels & Business Product Owner 

Contact Centre Capabilities—National Australia Bank

C H A L K  T A L K

BIZ305: How to use Amazon Connect 

to optimize agent productivity
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Thank you!

Please complete the session 
survey in the mobile app

Jack Hutton

johutt@amazon.com 

Sandeep Rao

sandprao@amazon.com


