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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 
at the heart of every interaction

Complete control with 
the simple, self-service UI 
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Amazon Connect has 
supporting more than
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Challenge: Optimizing contact center to deliver 
amazing customer experiences

High attrition rate due 
to agent dissatisfaction

Disparate tools create 
disjointed user experiences

High cost of ownership 
for traditional offerings

Missed service-level targets 
due to inefficient staffing
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Amazon Connect forecasting, 
capacity planning, and scheduling

R E S P O N D  T O  C A P A C I T Y ,  S T A F F I N G ,  A N D  W O R K F O R C E  C H A N G E S  W I T H  M L - P O W E R E D  C A P A B I L I T I E S

Easy to get 
started and use

AI/ML 
powered

Native 
capabilities

Simplify staffing using 
intuitive management UI

Built-into Amazon Connect, saving cost 
and time for integration

Achieve your business 
goals with precision

Automated 
workflows

Improve productivity for 
agents and managers
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Amazon Connect forecasting, 
capacity planning, and scheduling

R E S P O N D  T O  C A P A C I T Y ,  S T A F F I N G ,  A N D  W O R K F O R C E  C H A N G E S  W I T H  M L - P O W E R E D  C A P A B I L I T I E S

Capacity planning SchedulingForecasting

How many agents 
will we need to hire and staff in 

the long run?

What will future 
demand look like?

How many agents are 
needed in each shift? Which 
agent works in which slot? 

Schedule adherence

Which agents are adhering 
to their scheduled activities, which 

agents are not?
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Amazon Connect forecasting, 
capacity planning, and scheduling

C A P A B I L I T I E S  A T  A  G L A N C E

• Enable service

• Set permissions

Onboarding
(Admin) 

Forecasting
(Forecaster)

• Set interval

• Import historical data 
(optional)

• Create forecast groups

• Generate forecast

• Override forecast (optional)

• Publish forecast

Capacity planning 
(Capacity planner)

• Create scenarios

• Upload shrinkage and 
available FTE data 
(optional)

• Generate capacity plan

• Override plans 
(optional)

• Publish plan

Schedule management
(Supervisor, Agent)

• Supervisor schedule access

• Agent schedule access

• Historical and real-time 
schedule adherence

• Overtime and VTO request 
management

• Time off request 
management

Scheduling
(Scheduler)

• Create shift activities

• Create shift profiles

• Create staffing group

• Set staff rules

• Generate schedule

• Publish schedule
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Onboarding

Onboarding
(Admin) 

Forecasting
(Forecaster)

Capacity planning 
(Capacity planner)

Scheduling
(Scheduler)

Schedule management
(Supervisor, Agent)

• Set interval

• Import historical data 
(optional)

• Create forecast groups

• Generate forecast

• Override forecast (optional)

• Publish forecast

• Enable service

• Set permissions

• Create scenarios

• Upload shrinkage and 
available FTE data (optional)

• Generate capacity plan

• Override plans 
(optional)

• Publish plan

• Create shift activities

• Create shift profiles

• Create staffing group

• Set staff rules

• Generate schedule

• Publish schedule

• Supervisor schedule access

• Agent schedule access

• Historical and real-time 
schedule adherence

• Overtime and VTO request 
management

• Time off request 
management

S E L F - S E R V I C E ,  O N E - T O U C H  
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How do you enable these capabilities?
“ E A S Y  B U T T O N ”  S E L F - S E R V I C E  E N A B L E M E N T  F R O M  Y O U R  C O N S O L E
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Set permissions via security profiles

Enable access permissions for 
forecasters, capacity planners, 
schedulers, supervisors, and 
agents via Amazon Connect 
security profiles
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Forecasting

Onboarding
(Admin) 

Forecasting
(Forecaster)

Capacity planning 
(Capacity planner)

Scheduling
(Scheduler)

Schedule management
(Supervisor, Agent)

• Set interval

• Import historical data 
(optional)

• Create forecast groups

• Generate forecast

• Override forecast (optional)

• Publish forecast

• Enable service

• Set permissions

• Create scenarios

• Upload shrinkage and 
available FTE data (optional)

• Generate capacity plan

• Override plans 
(optional)

• Publish plan

• Create shift activities

• Create shift profiles

• Create staffing group

• Set staff rules

• Generate schedule

• Publish schedule

• Supervisor schedule access

• Agent schedule access

• Historical and real-time 
schedule adherence

• Overtime and VTO request 
management

• Time off request 
management
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Set the forecast and schedule interval

Interval can be set to either 15 or 30 minutes
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Import historical contact data (optional)

CSV file sample
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Forecasting: Create a forecast group
G R O U P  Q U E U E S  T O G E T H E R  U S I N G  F O R E C A S T  G R O U P S

Forecast for queues that 
share the same pool 
of agents

Accuracy is maximized at 
forecast group level
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Forecasting: Create a forecast

Once saved, long-term and short-term forecasts 
are automatically updated
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Forecasting: Review and publish forecasts

Use AI/ML tailored for contact 
center business needs

Help business planning with 
high accuracy forecasts

Auto generate long-term and 
short-term forecasts
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Capacity planning

Onboarding
(Admin) 

Forecasting
(Forecaster)

Capacity planning 
(Capacity planner)

Scheduling
(Scheduler)

Schedule management
(Supervisor, Agent)

• Set interval

• Import historical data 
(optional)

• Create forecast groups

• Generate forecast

• Override forecast (optional)

• Publish forecast

• Enable service

• Set permissions

• Create scenarios

• Upload shrinkage and 
available FTE data (optional)

• Generate capacity plan

• Override plans 
(optional)

• Publish plan

• Create shift activities

• Create shift profiles

• Create staffing group

• Set staff rules

• Generate schedule

• Publish schedule

• Supervisor schedule access

• Agent schedule access

• Historical and real-time 
schedule adherence

• Overtime and VTO request 
management

• Time off request 
management



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

Capacity planning: Create scenarios
C R E A T E  W H A T - I F  S C E N A R I O S

Quickly generate accurate long-term staffing plans using 
what-if scenarios with varying optimization inputs
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CSV file sample

Capacity planning: Upload additional data

Upload in-office and 
out-of-office shrinkage data, 
and available FTEs
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Capacity planning: Create scenarios

Outputs include required FTEs

Forecasted occupancy 

Forecasted overtime

Forecasted voluntary 
time-offs
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Capacity planning: Override

Rerun the plan with revised scenario 
or start/end dates

Override required FTE

Download plan output as CSV file

Publish plan



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

Scheduling

Onboarding
(Admin) 

Forecasting
(Forecaster)

Capacity planning 
(Capacity planner)

Scheduling
(Scheduler)

Schedule management
(Supervisor, Agent)

• Set interval

• Import historical data 
(optional)

• Create forecast groups

• Generate forecast

• Override forecast (optional)

• Publish forecast

• Enable service

• Set permissions

• Create scenarios

• Upload shrinkage and 
available FTE data (optional)

• Generate capacity plan

• Override plans 
(optional)

• Publish plan

• Create shift activities

• Create shift profiles

• Create staffing group

• Set staff rules

• Generate schedule

• Publish schedule

• Supervisor schedule access

• Agent schedule access

• Historical and real-time 
schedule adherence

• Overtime and VTO request 
management

• Time off request 
management
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Scheduling
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Scheduling: Shift activities

Helps scheduler manage activities 
agents perform during their shift

Define productive, nonproductive, or 
time-off activities
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Scheduling: Shift profiles
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Scheduling: Staffing group

A staffing group groups agents based 
on skill or team for scheduling

Specify group level settings like 
minimum number of agents to be 
scheduled, time off group 
allowance, etc.



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

Scheduling: Staff rules

Configure agent level 
settings including their 
location, working hours, 
and joining and 
termination dates for 
better schedule 
generation
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Scheduling: Generate schedules

Pick the forecast group and input the 
schedule optimization goals – Service 
Level (SL) or Average Speed of 
Answer (ASA) targets

Click the generate schedule button to 
generate optimal agent schedule for 
up to 18 weeks to ensure the least 
number of agents are scheduled to 
meet the set goal
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Scheduling: View and adjust draft schedules

ML-powered efficient staffing and 
agent scheduling

Generate schedules that comply to 
HR/legal/business rules

Metrics view shows impact of 
manual adjustment
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Schedule management

Onboarding
(Admin) 

Forecasting
(Forecaster)

Capacity planning 
(Capacity planner)

Scheduling
(Scheduler)

Schedule management
(Supervisor, Agent)

• Set interval

• Import historical data 
(optional)

• Create forecast groups

• Generate forecast

• Override forecast (optional)

• Publish forecast

• Enable service

• Set permissions

• Create scenarios

• Upload shrinkage and 
available FTE data (optional)

• Generate capacity plan

• Override plans 
(optional)

• Publish plan

• Create shift activities

• Create shift profiles

• Create staffing group

• Set staff rules

• Generate schedule

• Publish schedule

• Supervisor schedule access

• Agent schedule access

• Historical and real-time 
schedule adherence

• Overtime and VTO request 
management

• Time off request 
management
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Scheduling: Agent schedule view experience

Easy-to-use agent schedule 
management experience

Integrated with Amazon Connect 
agent workspace

Self-service request management
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Request management workflows—
overtime, voluntary time off, time off

Automatic rules check including daily 
max. group allowance

Self-optimizing schedules

Scheduling: Overtime and time offs
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Scheduling: Schedule adherence

Monitors agent activities in real-
time and notifies managers on shift 
activity adherence lapse

Historical adherence % metrics
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Customer stories



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

“As a business with seasonally driven volume, it is imperative that our contact center can scale up and down without being locked into expensive licenses. We 
needed a dynamic, easy to learn and administer telephony solution that is also cost effective, drives efficiency, and integrates seamlessly with our current and future 
technologies. We are 18 months into our AWS journey and have found Amazon Connect to be user friendly and easily adaptable to our ever-changing needs.

We’ve started using Amazon Connect forecasting, capacity planning, and scheduling to 
administer scheduling plans and coordinate real-time adjustments with multiple internal and 
external partners. Our business users without workforce management experience find the 
capabilities easy to use.

AWS has been proactive in providing optimization recommendations and responsive to our development requests. Being able to work with AWS to test and build 
these forecasting, capacity planning, and scheduling capabilities that meet our business needs, rather than force fit a solution, has been an important part of our 
decision to move forward with additional AWS services.”

– Anjanette DeCoudreaux, Director of Participant Services
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“One of our biggest challenges with our legacy contact center was forecasting customer demand based on historical data so we could predict surges. The AWS team 
works with us closely to solve our business pain points and innovate quickly together. With Amazon Connect forecasting, capacity planning and scheduling, we are 
finally confident we can reliably hit our service-level targets and gracefully navigate fluctuations in customer demand.

When searching for a new provider, Amazon Connect stood out to us because of how easy it is to 
harness data and leverage machine-learning (ML) to deliver highly accurate (>95%) forecasts and 
optimized schedules. It is simple and flexible to set up, and allows us to create agent schedules 
with high efficiency, even when our agents have many unique schedule requirements. It ensures 
the right agent is available at the right time to take an end-customer’s call.

The AWS team works with us closely to solve our business pain points and innovate quickly together. With Amazon Connect forecasting, capacity planning and 
scheduling, we are finally confident we can reliably hit our service-level targets and gracefully navigate fluctuations in customer demand.

– Alex Miles, Director of Business Intelligence
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Q&A
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Thank you!

Please complete the session survey 
in the mobile app

Sajith Kaimal

Twitter: @sajithkaimal


