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Amazon Connect

EASY-TO-USE CLOUD CONTACT CENTER

Built from the ground
up as a single solution

Deliver dynamic, personal, and Improve productivity with Al/ML

natural customer experiences

Scale to
tens of thousands
of agents

Drive continuous optimization
with analytics and insights

Complete control with
the simple, self-service Ul

Pay only for what you use
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Amazon Connect agent workspace

SINGLE PANE OF GLASS FOR ALL AMAZON CONNECT AGENT EMPOWERMENT CAPABILITIES

&> Omnichannel contact control panel

¥, +19145550199 00:10

N Knowledge articles and recommendations

@ sofia Martinez

T
E Follow up with Nikki 11 06:43 Suggestions
@ customer information

Full name
Ana Carolina Silva [0

U 19148550199

M Sofia Martinez @ o
Phone number

914.56 Follow up with Nikki Wolf 11 05
+1914-55 8 °

B FolowupwithRichard 11 0812 Show articles v

Email address
nple.com

Mailing Address

- Case management

New car reservation

[status: open + | [ + Task | [/ Edit | v Associated

Activity feed Comments More information
eted and email

> Reservation process

) ) Inbound call
> Reserving for multiple guests p——
> Student discounts

Car reservation Hotel reservation It's something else

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

Pay only for the capabilities your agents use
Easily navigate the workspace and

automatically access, display, and refresh
information during a contact



Can we do more to help?

New or struggling
agents reach
proficiency faster

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

All agents adhere
to best practices
for resolving,
following up, and
documenting issues

Business operations
teams identify where
issue resolution is
stalling and drive
efficiency
Improvements



Step-by-step guides

GIVE YOUR AGENTS WORKFLOWS TO RESOLVE ISSUES

Available v 4+ %

+19145550199 ® o00:10
& Customer profile Cases

® 06:43 Full name Queue Case ID IVR Response

Sofia Martinez
- @ 02:10 Ana Carolina Silva Need to fill a claim 1234567 0 Lost luggage

B Follow up with Nikki Wolf Il 06:43

Ana may be contacting about...
B Follow up with Richard 11 08:12 y 9

Upcoming Sep 17, 2022
— Lost luggage claim Car rental - New York

Ana Carolina Silva Pick up at Avis located at JFK airport
@© 00:10 Connected call

Voice ID: Authenticated

Fraud Risk: Low risk
Upcoming Aug 15, 2022 Upcoming Dec 5, 2022

Trip to Mexico Flight to France
X Mute Flying from New York to Cancun, Mexico Flying from Miami to Paris, France

Number pad

Refunded July 10, 2022 Book an experience

E Quick connects
Refund flight to Atlanta Top experience for europear travellers

E Create a task

‘ It's something else

s End call

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Step-by-step guides

SURFACE DATA AND ACTIONS TO AGENTS

aaibe + o @ samiwton | v ]

+19145550199

B Sofia Marti © 06:43 ]
ofia Martinez

(&) e a N fill a claim

B Follow up with Nikki Wolf 11 06:43

Ana may be contacting about...
B  Follow up with Richard 1 o2 ¥ 9

—I— Lost luggage claim r rental - Ne
Pic

‘Ana Carolina Silva

@ 00:10 Connected call

Authenticated
: Low risk is r d to fill a claim in ord imbusement.

11 Hold

Number pad

Start a new claim

B Create a task

Flight to France

ing from Miami to Paris, France

efunded July Book an experience
Refund flight to Atlanta Top experi or europear travellers

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Display contextual relevant
info and actions to agents
at the start of a call



Step-by-step guides

BUILD GUIDES WITH MULTI-STEP FORMS

e <+

T +19145550199
S Customer profile

© 06:43 Full name

Queue
@ o210 Ana Carolina Silva Need to fill a claim

M Sofia Martinez

B Follow up with Nikki Wolf 11 06:43
< Home

New claim
B  Follow up with Richard 1 0812

Step Travel information

®

Travel information

Traveller information

Ana Carolina Silva Carolina

Connected call
Voice ID:  Authenticated

United States +1 914-555-0199
anacarolina @email.com
11 Hold X Mute
i Number pad
Incident details

B Quick connects

B create a task
A330-200

Lost luggage on
© Arrival

Departure

10/28/2022 )
Miami Intl Airport - Terminal 6

. End call

aws
~—
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Consolidate required
actions into step-by-step
guides that agents can use
to resolve issues efficiently
and adhere to best
practices



Step-by-step guides

IMPLEMENT COMMON STEPS

o) I
o= =) i
Identify Determine Resolve Wrap-up
customer issue issue the contact

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved
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Step-by-step guides

GIVE YOUR AGENTS STEP-BY-STEP WORKFLOWS TO RESOLVE ISSUES

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

GIVE YOUR AGENTS STEP-BY-STEP
WORKFLOWS TO RESOLVE ISSUES

Guide opens in the same tab
as the landing page

Progress bar and basic contact
details surround the guide

Information from first-party
sources to pre-populate forms

Information, like recent flights,
from third-party sources

Agents can toggle between
steps or cancel the guide

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

Available v + %

t. +19145550199
Customer profile

© 06:43 Full name Qu

M Sofia Martinez y Que )
@ o210 Ana Carolina Silva Need to fill a claim

B Follow up with Nikki Wolf 1l 06:43
< Home

New claim
B  Follow up with Richard 1l o812

® Step Travel information
Travel information

Traveller information

Ana Carolina Silva ttleme Ana Carolina
@® 00:10 Connected call Sertemen

B United States +1 914-555-0199

anacarolinasilva23@email.com

& Mute

Number pad

Incident details

A330-200

Lost luggage on
© Arrival

Departure

10/28/2022 &=

Miami Intl Airport - Terminal 6

Cancel Previous | m



How Amazon Customer Service
used guides to reduce training
and improve efficiency

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



IT

Amazon’'s Custom Contact Control Panel (CCP)

EVERYTHING YOU NEED, BUT NO CLUE WHERE TO FIND
Initializing... amazon @

Followup Da

Account # ABCDE123456FG
(Unencrypted ID: 1234567890)

Amazon.com F
CS-QA-US
email@amazon.com
3 amazon Transfer Unauthorized Order/Activity Contacts
t s qu ng
r > s or their a
e rized int tivity for d
on h llowing t
NOT share

Fallback

Acooum-+

Contact lead
Did you use this alert to

--Account Actions--

CS-QA-US
email@amazon.com

Gift Card Bala 0.00

Print Impaired

No
ferred AmazonSmile C otary Foundation of Rotary I
Refunds Author Account

Returns

Customer Cart Digital Gifts Trade-Ins

Orders Orders in Collections

All Orders

[H#] Co-Pilot

Cc
B ) 111-234567890123

Session Notes
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It looks like you started a free Prime trial

over a month ago, it ended, and you just got
charged $106.92 for an annual subscription.

()

z
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dws
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CONFIRM IT’S PRIME SEARCH FOR SIGN-UP EVENT PART 1
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Legacy UX process

NEW AGENTS STRUGGLE WHILE EXPERIENCED AGENTS DELIVER AN INCONSISTENT EXPERIENCE

High cognitive load = limited capacity for learning

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

TIME WASTED RESEARCHING, LOCATING, AND ASSEMBLING THE RIGHT SOLUTION

Listen Research Assemble
and locate a solution

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

SURFACE LIKELY SOLUTIONS TO THE AGENT

Listen Match Solve

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

New UX process

DISPLAY MOST LIKELY TOPICS

Available v + o

+19145550199
ﬁ Customer profile

© 06:43 Full name IVR Response

@ Sofia Martinez .
@ o02:10 Ana Carolina Silva Credit card New authorized users

B Follow up with Nikki Wolf Il 06:43
Ana may be contacting about...

B Follow up with Richard Il o0s:12

Personal Credit Card
—|— Add authorized card user Card ending on 5245
Current balance $3,200

Ana Carolina Silva
® 00:10 Connected call

Voice ID: Authenticated

Fraud Risk: Low risk

Business Credit Card Upcoming Dec, 5, 2022
Card ending on 9024 Auto Loan - 2020 Truck
Current balance $1,500 $356/month

11 Hold

E Quick connects
. i Upcoming Dec, 18, 2022
Deposited on Dec 5, 2022 i

B Create a task Refund of $345 Merchant Services

Payout of $3,600

‘ It's something else ‘

+% Endcall

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

GIVE AGENTS A SUMMARY OF THE CHOSEN TOPIC

aws
~—

Available

. +19145550199

@® 06:43

@ Sofia Martinez @ o02:10

B Follow up with Nikki Wolf 11 06:43
may be contacting about...

B Follow up with Richard 1l 08:12

1al Credit (

—I_ Add authorized card user Card ending on 5245

Current balanc ,200

Ana Carolina Silva
@ 00:10 Connected call

D Authenticated Add authorized card user

Fraud Risk: Low risk ditional cardh Yo your name that is linked to the primary cardho

rkflow usu

W Mute

card via mail
Number pad

— Add authorized us | | Remove author
B Quick connects I

B Create a task

End call

Merchant Services

Refund of $345

Payout of $3,

omething

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



New UX process

OFFER ACTIONS THE AGENT CAN TAKE

Available v + &

+19145550199

© 06:43

Sofia Martinez : ’
- @ o210 a a dit card

B Follow up with Nikki Wolf 1l 06:43

Ana may be contacting about...
B Follow up with Richard 1l o8:12 Y 9

Add authorized card user

Ana Carolina Silva
® 00:10 Connected call

D Authenticated Add authorized card user

Fraud Risk: Low risk Add dditi
This workfl

11 Hold X Mute
Number pad
Add authorized user Remove authorized user ‘ ‘ It's something else

Quick connects

B Create a task

Bl d d L Yec & >
Card ending on 9024 Auto Loan - 2020 Tru
Current balance $1,500 $ onth

+«» End call

Refund of $345

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

GUIDE AGENTS THROUGH WORKFLOW ONE STEP AT A TIME

Available v + &

. +19145550199

Customer profile

© 06:43 Full name .

M Sofia Martinez & /
@ o02:10 Ana Carolina Silva Credit card New authorized users

B  Follow up with Nikki Wolf 1l 06:43

Add authorized user
B  Follow up with Richard 11 0812

Add card members

Primary card holder

Ana Carolina Silva : Carolina
® 00:10 Connected call ‘ i

Authenticated

Low risk BE= United States 914-555-0199 anacarolinasilva23@email.com

11 Hold W Mute
Additional users

Number pad

Relationship
uick connects

Bl Create a task
First name Middle

Birthdate C]

Sacial Security Number (optional)

«~ End call

Area code Phone number Email

Cancel Previous m

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

GIVE AGENTS SCRIPTS TO READ OUT LOUD TO CUSTOMER

Available v + <

. +19145550199

s : © 06:43
B Sofia Martinez

@ o02:10
B Follow up with Nikki Wolf 11 06:43

B  Follow up with Richard 1l o08:12

Authenticated

isk: Low risk

X Mute
i Number pad
g Quick connects

E Create a task

«~ End call

aws

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

Full name

Ana Carolina Silva

Queue
Credit card

| have successfully removed 1 user

You will be receiving a confirmation email shortly.
Is there anything else | can help with today Ana?




New UX process

GIVE AGENTS AN ESCAPE HATCH

Available v + o

+19145550199
* Customer profile Cases

© 06:43 Full name Queue Case ID IVR Response

@ Sofia Martinez .
@ o02:10 Ana Carolina Silva Credit card 4234568 0 New authorized users

B Follow up with Nikki Wolf Il 06:43
Ana may be contacting about...

B Follow up with Richard Il o0s:12

Personal Credit Card

—|— Add authorized card user Card ending on 5245
Current balance $3,200

Ana Carolina Silva
® 00:10 Connected call

Voice ID: Authenticated

Fraud Risk: Low risk

Business Credit Card Upcoming Dec, 5, 2022
Card ending on 9024 Auto Loan - 2020 Truck
Current balance $1,500 $356/month

E Quick connects
. i Upcoming Dec, 18, 2022
Deposited on Dec 5, 2022 i

B Create a task Refund of $345 Merchant Services

Payout of $3,600

‘ It's something else ‘

+% Endcall

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



New UX process

GIVE AGENTS AN ESCAPE HATCH

Available v + %

+19145550199

0 06:43

M Sofia Martinez @ 02110

B Follow up with Nikki Wolf 11 06:43

All workflows (24)
B Follow up with Richard 11 o8z

Make new reservation »

fits 1 line
Ana Carolina Silva
@M 00:10 Connected call

Authenticated
Low risk

n event »
ental or hotel r

Modify a flight »
lig

Reserve a car»

flight, car rental or hot

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

@ Reduced onboarding time by 50%

Reduced average time to proficiency by 40%

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

gg Reduced agents' heart rates!

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

GIVE YOUR AGENTS THE SAME STEP-BY-STEP WORKFLOWS

Available v + &

. +19145550199

) © 06:43
M Sofia Martinez 5 e

B  Follow up with Nikki wolf 11 06:43

Ana may be contacting about...
B Follow up with Richard Il o812 = U g=

Silk red dress
$110

Ana Carolina Silva
Connected call
Authentic

Leather suitcase
Low risk

Purch n 1,
Kids uniform
534

it's something else

End call

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
S
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kspace - Retail

\ange and returns

Store rewards program

Dey
Refund of $345
Winter ]

Purck a

Pink backp:



Amazon Connect agent workspace — Finance

GIVE YOUR AGENTS THE SAME STEP-BY-STEP WORKFLOWS

Available - + &

+19145550199

@ 06:43

M Sofia Martinez :
@ o0z10 Ana Carolina Silva

B Follow up with Nikki Wolf 11 086:43

Ana may be contacting about...
B Follow up with Richard I o812 Y 9

—|— Add authorized card user Card ending on
Current balance

Ana Carolina Silva

® oo:10 Connected call
L dit Card a

Card ending on 9024 Auto Loan - 2020 Truck

Current balance $1,500 $356/month

Authenticated
k

Upcoming D
11 Hold & Mute Lt
Merchant Services

Refund of $§345 -
Payout of $3,600

3 Number pad

Quick conne It's something else

&% End call

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon Connect agent workspace — Hospitality

GIVE YOUR AGENTS THE SAME STEP-BY-STEP WORKFLOWS

Available v + o

. +19145550199

(e @ 06:43
W Sofia Martinez G 02:10

= fill a claim

B  Follow up with Nikki Wolf 11 06:43

P —— T e Ana may be contacting about...

Make new reservation Car rental - New York

Pick up located at JFK airport

Ana Carolina Silva
® 00:10 Connected call

Authenticate

L Trip to Mexico Flight to France

Flying from ork to \ ¢ Flying from Miami to Pa

& Mute Refunded Jul Book an experience
Refund flight to Atlanta Top experi ropear travellers

Number pad

End call

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon Connect agent workspace — Chat

USE IT FOR CHAT CONTACTS

Available v + O

© 16:00:51
Customer 8 a Customer profile

Ana Carolina Silva ; Full name Queue IVR Response
Ana Carolina Silva Returns 453456 Exchange and returns

may be contacting about...

Purchased Nov 12, 2(
Silk red dress Store rewards program
$110

Ana Carolina Silva
®© 0149 @ 00:20

Deposited on Dec
Refund of $345
Winter Sweater

The time in queue is less than
5 minutes.

Purchased Jun 1 Purcha:
You are now being placed in

queue to chat with an agent. Kids uniform Pink backpack

$34 $43

Admin

Hi there, how can | help you? It's something else

Customer

Hi, | need help to return a
dress

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon Connect agent workspace — Tasks

USE IT FOR TASKS CONTACTS

w48 T

© 16:00:51
Customer ] ®

Customer profile Cases

Follow up with Ana 11 06:43 Full name Queue c IVR Resp:

Ana Carolina Silva Returns 4 670 Exchange and returns

Ana'‘s Recent Activity

Purchased Nov 12,
Silk red dress Store rewards program
$110

Follow up with Ana . Deposited on Dec 5,
© o643 Sonpected tesc Leather suitcase Refund of $345
$85 Winter Sweater

2022

Description

Please call the number and verify the purchases

» Show all task information Purc Jun1, 2 Purchased M

Kids uniform Pink backpack
$34 $43

It's something else

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon Connect agent workspace - After-con

USE IT FOR AFTER-CONTACT WORK

act work

& Available

M Ana Carolina Silva

& After C... PREVIEW © S
Full Name Queue Case ID /R Response
Ana Carolina Silva Returns o xchange and returns

Back

Feedback Form
Agent information

Example agent

Ana Carolina Silva
After chat work. Date
2022-11-21

09:34 AM

Hello! What can | help you
with today? Post call Experience

Ana Carolina Silva

I'd like some help returning a y Rate the call exp:
dress ok

Admin Where you able to find all the data
Sure | see the order let me

you needed to solve the customer
submit a return request for i
you. One moment! issue?

Yes
Alright I've submitted the

request. You should receive a
confirmation email in a few
minutes

@ No

aws

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Customize the user experience

REARRANGE THE GUIDES USER EXPERIENCE TO FIT YOUR AGENT NEEDS

Available v 4+ &

. +19145550199
Customer profile
p

© o06:43 Full na

Queue ID
@ 02:10 [Firs

Last name] [Queue name] [ID number] 0

M Sofia Martinez

B Follow up with Nikki Wolf 11 06:43
My step-by-step guides page
B Follow up with Richard 11 08:12

Make a new flight reservation My Workflows

You can make a single reservation or include multiple items to get access to discounts.

Reservations usually takes 10-15 minutes. Workflow

Steps:
- 1. Customer provide dates and locations
Ana Carolina Silva 2. Accept price
© 00:10 Connected call 3. Review and complete booking

Workflow 2

Workflow 3
Voice ID: Authenticated

Low risk —_—
Start this guide Workflow 4

11 Hold ¥ Mute

‘ It's something else
Number pad Modify a car rental reservation
You can make a single reservation or include multiple items to get access to discounts.
B Quick connects Reservations usually takes 10-15 minutes.

Steps:
Create a task . . . .
a reate atas 1. Customer provide change information on pick up or drop off
2. Make trip updates

3. Review and complete changes

s+ End call Start this guide -

aws

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Embed guides as widget

GIVE YOUR AGENTS GUIDES IN HOMEGROWN AGENT WORKSPACES

Sl

Validated: Not validated Direction: Inbound Queue: General Channel: Voice Type DNIS:; ***ssrssss AN|; #rxseansie G

Queue Stats ® mer profile Customer Sentiment

Calls Low
My step-by-step guides page

General

Billing . .
Make a new flight reservation Agent Sentiment
HVOC 6 o 0 1 make a single reservation or include multiple items to get acces iscounts.

5 minutes.
Sales

Support o o
o 0

Basic Queu

TestQueue

, Available n m g %
Start this guide

. . — +1905-213-5262
Customer information ® o00:34 Connected call

Modify a car rental reservation
to discounts.

& Mute

Full name

Number pad
Ana Carolina Silva 1. Customer provide change information on pick up or drop off

ake trip up

and complete changes Quick connects

B Create task
Start this guide

Help with flight reservtion + Endcall

aws

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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How can customers build guides?

aws,1 © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved



Build guides using Flows

FLOWS IS A NO-CODE/LOW CODE TOOL FOR BUILDING GUIDES

Amazon Connect [ Agentapplication %, Contact Control Panel

Use Connect Flows to build Ul workflows »

A O & k <+ EF =&

Use drag-and-drop Flows Ul and only one new
block to quickly build guides with conditional
logic your agents can utilize immediately

aws

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Integrate data from Amazon Connect

USE DATA FROM OUR FIRST-PARTY APPLICATIONS

[ Agent application %, Contact Control Panel @ - (7]

Amazon Connect

= Integrate Data Already in Connect »
Integrate IVR data, case data, and customer
profiles data into single steps
aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Integrate data outside Amazon Connect

USE DATA FROM THIRD-PARTY APPLICATIONS

aws
~—

Amazon Connect

Integrate Data from 3rd Party Systems »#

FE =

<

|

er intent.

a

S
Entry function

voke function: dynamic(E

es numerical input to contact
e

CHECK
ANALYZE
LOGIC
INTEGRATE

TERMINATE

X

View:. Form

No Match

Error

Timeout

Back

[ Agent application

. Contact Control Panel @ -

Help us improve thy

Retrieve and send data from homegrown and

third-party systems

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



Integrate data from disparate sources

INCLUDES FIRST- AND THIRD-PARTY DATA INTO THE SAME STEP

aws
~—

Available v + o

+19145550199

O 06:43

M Sofia Martinez @ 0210

B Follow up with Nikki Wolf 11 D643

New claim

B Follow up with Richard 1l o812
nformation
Step 1: Travel information
- Full name Flight number Date of incident
Ana Carolina Silva o AAEF T
@ 00:10 Connected call

Phone number Departure/Arrival Time of incident
1

Authenticated

Review and submit
Incident location

I Held . ;
Step 2: Lost items and receipts

Lost items

Step 3: Settlement

Agreement Bank information Routing number

Bank location Account type Account number

Cancel

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



Benefits of using Flows

=
@ Transfer context between agents

Create branching paths for guides
Save data back to original contact record

?gg View audit trails of agent actions

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

CREATE AND SEARCH FOR GUIDES AS YOU WOULD ANY FLOW

Amazon Connect = Agent application t. Contact Control Panel @ - (7] admin [

Help us improve the new experience

Contact Flows and Flow Modules

Contact flows Modules

Y Search by name Create contact flow ﬂ
S N

Sample note for screenpop Contact flow Published Screenpop is a Contact control pannel feature that allows loading a web page optionally with parameters based on attributes. Refer to the screenpop documentation for more information.
Sample queue configurations flow Contact flow Published Puts a customer in queue and gives them the option to be first in queue, last in queue or to be called back.

Sample queue customer Contact flow Published Places the customer in a queue.

Sample recording behavior Contact flow Published Sample flow to enable recording behavior

Sample secure input with agent Transfer to queue Published Puts agent on hold, enabling the customer to enter digits in private. In a real world implementation, enabling encryption is likely preferred.
Sample secure input with no agent Contact flow Published Enables the customer to enter digits in private. In a real world implementation, enabling encryption is likely preferred.

Step-by-step gudie B Contact flow Saved

Step-by-step guide C Contact flow Saved

Step-by-step guide D Contact flow Saved

Step-by-step guide E Contact flow Saved

Step-by-step guide F Contact flow Saved

Step-by-step guide G Contact flow Saved
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Surface the RIGHT qguides to agents

SET LOGIC TO ROUTE-APPROPRIATE GUIDES AT THE BEGINNING OF A CONTACT

Set working queue X

. Check contact
Entry = attributes

4 Checking: dynamic(User de

Set contact
B attributes

Dynamically configure which guide to show
once the agent receives the contact
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Surface different guides based on context

CHOOSE WHAT YOU SHOW THE AGENT

Give options Autoselect the exact guide

Available v + &

Available

M Customer +19145550199
M Ana Carolina Silvz

eue
Ana Carolina Silva Returns

- ® o06:43
Sofia Martinez @ o210

Follow up with Nikii Wolf 1] 06:43
Ana may be contacting about...
Follow up with Richard Il os:12 X

Remove authorized users
Purch: Nov 12, 202.
Silk red dress

Store rewards program
$110

Primary account holder

Ana Carolina Silva deposited on De
© 0149 @ 00:20

Refund of $345

Winter Sweater

Leather suitcase

Authenticated
$85

Low risk 914-555-0199
The time in queue is less than

5 minutes.

Purchased Jun 1, 2022 Purchased May 25, 202

You are now being placed in A 2 i : Authorized users

queue to chat with an agent. Kids uniform Pink backpack
$34 $43

Admin

Hi there, how can | help you? It's something else

B Quick conne

Customer B Create
Hi, | need help to return a
dress

‘ m End chat

Cancel

aws

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



Understand how agents are using guides

CLICK DATA HELPS YOU ANALYZE GUIDE USAGE PATTERNS

28% of all contacts
start here

Understand clicks data for
guides across all contacts to

STEP 1 19%
learn trends, sticking
points, missing paths using
Flows logs and pre-canned
STEP At Amazon CloudWatch queries
STEP 3
75%
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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

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



Customer reference: Voice Foundry

@ VoiceFoundry

A ttec Digital Company

“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

LEADERSHIP SESSION

BIZ101-L: Build intelligent businesses through cloud applications

Dilip Kumar, VP Business Applications—AWS
Diego Pantoja-Navajas, VP/GM New Products—AWS

BREAKOUT SESSIONS

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 Sanchez, 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

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

B1Z308: Route contacts based on emotion
models with Amazon Connect and Al/ML

CHALK TALK

B1Z304: Transform cross-channel customer
engagement with Amazon Connect

Thursday

BREAKOUT SESSION
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

CHALK TALK

BI1Z305: How to use Amazon Connect
to optimize agent productivity



Thank you!

Jack Hutton Sandeep Rao
johutt@amazon.com sandprao@amazon.com

Please complete the session

survey in the mobile app




