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Optimize your workforce
with Amazon Connect

Sajith Kaimal

Product Leader, Amazon Connect
Amazon Web Services
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Amazon Connect

EASY-TO-USE CLOUD CONTACT CENTER

Built from the ground
up as a single solution

Improve productivity with Al/ML
at the heart of every interaction

Deliver dynamic, personal, and
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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Challenge: Optimizing contact center to deliver
amazing customer experiences

e it

Missed service-level targets High attrition rate due
due to inefficient staffing to agent dissatisfaction

o

: A,

tE== ol

— —

High cost of ownership

Disparate tools create
for traditional offerings

disjointed user experiences
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Amazon Connect forecasting,
capacity planning, and scheduling

RESPOND TO CAPACITY, STAFFING, AND WORKFORCE CHANGES WITH ML-POWERED CAPABILITIES

oG
NN

Native Easy to get Al/ML Automated
capabilities started and use powered workflows
Built-into Amazon Connect, saving cost Simplify staffing using Achieve your business Improve productivity for
and time for integration intuitive management Ul goals with precision agents and managers

aws
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Forecasting

What will future
demand look like?

aWS © 2022, Amazon Web Services, |
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Amazon Connect forecasting,
capacity planning, and scheduling

RESPOND TO CAPACITY, STAFFING, AND WORKFORCE CHANGES WITH ML-POWERED CAPABILITIES

(aa)

nc. or its affiliates. All rights reserve:
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Capacity planning

How many agents
will we need to hire and staff in
the long run?

d.
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Scheduling Schedule adherence
How many agents are Which agents are adhering
needed in each shift? Which to their scheduled activities, which
agent works in which slot? agents are not?



Amazon Connect forecasting,
capacity planning, and scheduling

CAPABILITIES AT A GLANCE

Onboarding Forecasting Capacity planning Scheduling Schedule management
(Admin) (Forecaster) (Capacity planner) (Scheduler) (Supervisor, Agent)
© Enable service * Setinterval * Create scenarios * Create shift activities * Supervisor schedule access
© Set permissions * Import historical data * Upload shrinkage and * Create shift profiles * Agent schedule access
(optional) available FTE data
(optional) * Create staffing group * Historical and real-time
* Create forecast groups schedule adherence
* Generate capacity plan ¢ Set staff rules
* Generate forecast ¢ Overtime and VTO request
¢ Override plans * Generate schedule management
* Override forecast (optional) (optional)
¢ Publish schedule * Time off request
* Publish forecast * Publish plan management
aws
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Onboarding

SELF-SERVICE, ONE-TOUCH

Onboarding
(Admin)
®

* Enable service

* Set permissions

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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How do you enable these capabilities?

“EASY BUTTON” SELF-SERVICE ENABLEMENT FROM YOUR CONSOLE

C 0O @ us-west-2.console.aws.amazon.com/connect/v2/app/settings/overview?region=us-west-2&id=arn%3Aaws%3Aconnect%3Aus-west-2%3A122446177078%3Ainstance%2Fd487aecb-7a64-474c-87al-fa.. M ¥ ¢ L 0@ » O 9,

ervices Q Search [Option+S] @ Q @ Oregon ¥ Admin/skaimal-Isengard @ 1224-4617-7078 ¥

Amazon Connect Amazon Connect sajithkaimal Overview

Account overview

Instances

Access information

Overview
Telephony
Access URL Emergency access

Data storage
https://sajithkaimal.awsapps.com/connect/login [4 Log in for emergency access [4

Data streaming

Contact flows /\ Warning: Use this login method only for emergencies. Do not use for your day-to-day operations.

Analytics tools
Approved origins

Customer Profiles

Distribution settings
Tasks

Cases New

Instance ARN Service-linked role
Wisdom New
arn:aws:connect:us-west-2:122446177078:instance/d487aecb-7a64-474c-87a1-faa56b2d4112 AWSServiceRoleForAmazonConnect_v7qcMc02GVpLYB6BO7kh [4

Learn more Z

Voice ID New

Forecasting, capacity planning, Directory

and scheduling New sajithkaimal

Documentation [4

aws
~—
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Set permissions via security profiles

@ Amazon Connect - DI
Enable access permissions for

forecasters, capacity planners,

Security profile permissions

M Analytics @ schedulers, supervisors, and
R e e e e 00nts via Amazon Connect
Forecasting = L . .
- Capacity planning v v Secu rlty p rOfI Ies
. Forecast and schedule interval
LE

This group gives access to schedulers to

SChEduling 0 create and publish schedules for the
workforce.

A~
Schedule manager v v v

Published schedule calendar v v

Agent Applications @

N O S NN
v

Wisdom

Agent application schedule calendar v v

aws
~—
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Forecasting

Forecasting

(Forecaster)

¢ Set interval

* Import historical data
(optional)

* Create forecast groups
* Generate forecast
* Override forecast (optional)

¢ Publish forecast

dws
~—
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Set the forecast and schedule interval

Forecasting

Forecast groups Import data cast and schedule interval

o Not sure what your forecast and schedule interval is? Consult your WFM manager first before making a decision.

Forecast and schedule interval

Forecast and schedule granularity is measured at either 15 or 30 minutes. Once set, you will not be able to change this. Learn more

Interval can be set to either 15 or 30 minutes

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Import historical contact data (optional)

@ Amazon Connect

Forecasting

You can increase forecast accuracy by providing additional historical data for your queues. Learn more

dws

N7

Forecasts Forecast Groups Import Data

Q, Search

- Jplosded e

gregmil-All-daily-edited.csv

gregmil-interval-edited.csv

Upload historical data

You can provide short term and long term historical data. @
To begin,

Imported historical data will take precedence over existing Connect data,

¥ Historical data

¥ Historical data

CSV file sample

Cancel

[ Agent application

Complete

Complete

. Contact Control Panel [

skaimal-admin [

__ Jeeplonced i

Oct 13, 2022

Oct 13, 2022

Rows per page: [10 V|

QueueName
BasicQueue
BasicQueue
BasicQueue
BasicQueue
BasicQueue
BasicQueue

N o s WwN R

Queueld

4199dcd1-2a81-4bd3-90c2-746e1057a283
4199dcd1-2a81-4bd3-90c2-746e1057a283
4199dcd1-2a81-4bd3-90c2-746e1057a283
4199dcd1-2a81-4bd3-90c2-746e1057a283
4199dcd1-2a81-4bd3-90c2-746e1057a283
4199dcd1-2a81-4bd3-90c2-746e1057a283

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

CHAT
CHAT
CHAT
CHAT
CHAT
CHAT

2022-01-01T00:00:00Z
2022-01-01T00:15:00Z
2022-01-01T00:30:00Z
2022-01-01T00:45:00Z
2022-01-01T01:00:00Z
2022-01-01T01:15:00Z

IntervalDuration IncomingContactVolume AverageHandleTime ContactsHandled

15mins
15mins
15mins
15mins
15mins

15mins

777
912
785
181
744
851

180
180
180
180
180
180

100
100
100
100
100
100

1-20f 2




Forecasting: Create a forecast group

GROUP QUEUES TOGETHER USING FORECAST GROUPS

@ Amazon Connect

aws
~—

Forecasting: Forecast Groups > Brokerage Forecast Group

Brokerage Forecast Group

sajith [=

Name your forecast group and select queues that make up this group. A queue can only be associated with one forecast group.

Group name

Brokerage Forecast Group

VoicemailQueue BrokerageQueue3 BrokerageQueue2

Drag queues here from the queues list...

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

BrokerageQueue1

Total queues: 4 / 200

if BrokerageQueue4

Queues

Q, Search

ii BrokerageQueue4

BasicQueue

@ English ~ LU

Select All/None i ]

Forecast for queues that
share the same pool
of agents

Accuracy is maximized at
forecast group level



Forecasting: Create a forecast

Amazon sajith @ English L ? Forecasting: Forecasts > Create Forecasts
[» -
Connect Create Forecast Cancel

Forecasting

Parameters

Forecast groups
Select forecast group(s) you want to generate a forecast for.

Forecasts Forecast Groups Import Data

Brokerage Forecast Group X

Q, Search Create Forecast
m

Metrics
The forecast(s) will be generated for contact volume and average handle time.

Forecast type
Select forecast duration(s).

+ Long term
The forecast(s) will be generated for 18 months at daily granularity
¥ Short term
Forecast will be generated for 18 weeks at 15 minute interval granularity

Once saved, long-term and short-term forecasts
are automatically updated

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Forecasting: Review and publish forecasts

Amazon Connect [0 Agentapplication %, Contactcontrolpanel & -~ @

T , Use Al/ML tailored for contact

LY Forecast for: Sales FG ‘
- center business needs
"‘ Download last cor
' _ Help business planning with
' high accuracy forecasts
: Auto generate long-term and
; il short-term forecasts
aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Capacity planning

Capacity planning
(Capacity planner)

* Create scenarios

* Upload shrinkage and
available FTE data (optional)

* Generate capacity plan

* Override plans
(optional)

¢ Publish plan

aws
~—
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Capacity planning: Create scenarios

CREATE WHAT-IF SCENARIOS

Scenario Inputs @ Amazon Connect

Max Occupancy (optional)
o %
70

Capacity Planning

Occupancy is the percentage time the staff spend to handle

contacts compared to their logged-in time Leec (TR

< [EF =N

Q

Daily attriti i ipti
aily attriion E Scenario Name Description
0

Standard 70/ 0 inc chat Standard scenario, for 70% max occupancy, 0% attrition and 40 hrs FTE

Optimization Inputs

The turnover percentage of the staff workforce
@ Service level

Standard 70/0/35 e Standard scenario, for 70% max occupancy, 0% attrition and 35 hrs FTE
Average speed of answer

Full time equivalent (FTE) hours per week %  within & seconds of  Voice

40

% within seconds of Chat

The number of hours a full-time staff will work per week

o Outsourced contacts (optional)

10 % Quickly generate accurate long-term staffing plans using
ggretypercentage of the contacts that is outsourced to a third What_if ScenariOS With Va rying Optimization inputs

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Capacity planning: Upload additional data

Upload data

"|:||,a

ou enter in thi C ast Groups
sting module.

Upload CSV

CSV file sample

C ) E
AVAILABLE_FTE IN_OFFIC RINKAGE OUT_OFFICE_SHRINKAGE

0

0
100
100
100
100
100
o

i}

o b W (ro | =
T
=

=

Upload in-office and
out-of-office shrinkage data,
and available FTEs

=

- o

=

=

=

R R

5
5
5
5
5
5
5
15
5
5
5
5
5
5
5

=

aws
~—
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Capacity planning: Create scenarios

Plan Outputs

= B Ouputsincude required FTEs
I N

Frastinginpus © Forecasting Inputs @

Forecasted occupancy

erage Handling Time (AHT), sec .

Forecasted overtime
Outputs @

Outputs with additional input @

Required FTEs (without Shrinkage)

Required FTEs (with Shrinkage]

Available FTEs

7 Forecasted voluntary
Metrics calculated from available FTE input @ S A = N ti me_Offs

Outputs with additional input @

Required FTEs (with Shrinkage)
ble FTEs
Metrics calculated from available FTE input @

1 available FTEs and required FTES

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Capacity planning: Override

Capacity Planning: Capacity Plans > Brokerage 35 April

Brokerage 35 April Cancel | Actions . i .
LastcomputeSMam,zoi o Rerun the plan with revised scenario

Upload plan override or Sta rt/e N d d ate S

Download last computed plan

Plan Inputs

Delete plan

Plan Settings Name Description Ove rri d e req u i rEd FTE

Brokerage 35 April Brokerage 35 hr FTE for April /

Select Forecast Group

Download plan output as CSV file

Brokerage Forecast Groi

Publish plan

Apply override

quired FTE without shrink
upload the

B T D
Metrics Mar5- Mar 11, 2 Mar 12 - Mar 18, 2022 Mar 19 - Mar 25, 2022
Available FTEs 102 124
Forecasted Average Handling Time [AHT) 173 173
Forecasted Contact Volume 3403 54303.16284
Forecasted O
Required FTEs (without shrinkage)
Required FTEs h shrinkage)
Required OT%

4

(=]

=~

Gap between available FTEs and required FTEs

oy

aws
~—

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



Scheduling

Scheduling
(Scheduler)

* Create shift activities
* Create shift profiles

* Create staffing group
* Set staff rules

* Generate schedule

¢ Publish schedule

dws
~—
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Scheduling

@ Amazon Connect [ Agent application . Contact Control Panel @ - @  sajith [

Scheduling
Schedule manager Published schedule calendar Shift activities Shift profiles Staffing groups Staff rules

Schedule manager helps you generate, modify and publish draft schedules.

Generate schedule

. schedulefame fsssociated forecast I Updated by

Brokerage April Publish success Mar 31, 2022 Apr 29, 2022 Brokerage Forecasts Mar 9, 2022 Jul 21, 2022 sajith
Brokerage with ASA May A Generation success May 1, 2022 May 31, 2022 Brokerage Forecasts Jun 16, 2022 sajith
Brokerage M A Generation success Apr 30, 2022 May 31, 2022 Brokerage Forecasts Apr 13, 2022 sajith
Schedule july A Generation failed Jun 30, 2022 Jul 30, 2022 Brokerage Forecasts May 24, 2022 sajith

Brokerage Mar Publish success Mar 5, 2022 Apr 1, 2022 Brokerage Forecasts Mar 6, 2022 Mar 17, 2022 Admin

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Scheduling: Shift activities

Scheduling

Schedule Manager S Shift Profiles Staffing Groups Staff Rules H e | ps SC h e d u I e r- m a n a ge a CtiVit i es

Daily acti at staff do during the course of the shift, i.e. gs, trainings, lunch, etc.
f duri heir shif
agents perform during their shirt
S e S S S B
Yes Yes

Break Non-Productive N/A 0 hrs 20 mins. Mar 6, 2022 Mar 6, 2022 lukwarne

e Define productive, nonproductive, or

Mar 6, 2022 Mar 6, 2022 lukwarne
. . e, ®
Mar 6, 2022 Mar 6, 2022 lukwarne t I l I I e_ Off a Ct I V I t I e S

Mar 6, 2022 Mar 6, 2022 lukwarne

Non-Productive 1 hrs 0 mins

Productive 0 hrs 30 mins

Non-Productive 1 hrs 0 mins

(\\i’%’é) Amazon Connect [ Agent application . Contact Control Panel & - @® | skaimal-admin [

Scheduling: Shift Activities

Edit shift activities

Daily activities that staff do during the course of the shift, i.e. meetings, trainings, lunch, etc.

Activity name Description (optional) Type Sub-type

Break 15 minutes break Non-Productive Break or meal

Minutes Adherence

v
00 15 Yes

Default duration

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Scheduling: Shift profiles

Edit shift profile

The base structure of a shift, days of the week, open hours during days, and the shift activities that goes into it

US-Texas-Payments-9a-5p Payments group day shift
Schedule Window

Specify what days or nights schedules must be generated for and the earliest start and the latest end times for daily shifts in UTC

Day Start Time End Time

¥ Sun 09 05

09 05

09 05

v Wed 05

v Thu

0s

05

Break rules (optional)

Select and define rules to apply to be added or removed automatically when staff's shifts get extended by Overtime or shrunk by Voluntary time off acceptance.
Minimum break distance

v Place break or meal activities at least g7 apart from each other.

Maximum break distance

v Place break or mealof 10 minimum duration after g2 of work

Daily shift activities

Select daily activities that go into this schedule window, i.e. meeting, training, lunch, etc.

Break-sk

Include this activity 01

fromthe  shift Start and place it within the next 02

Lunch-sk

Include this activity 03

fromthe  shift Start and place it within the next o2

aws

© 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Type: Non-Productive

Type: Non-Productive

Duration: 0 hrs 10 mins

Duration: 0 hrs 30 mins

Adherence: Yes

Adherence: Yes

Paid: Yes

Paid: No

ShucH, m




Scheduling: Staffing group

Edit Staffing Group cncet [N

Group of agents who are skilled to take specific types of contacts.

A staffin g group groups agents based
on skill or team for scheduling

| Specify group level settings like
minimum number of agents to be

Agents: 3

scheduled, time off group

Sam, Kaimal, skaimal-agent1

Alejandro, Rasalez, skaimal-agent3 a | I OWa n C e etc
p -

November 2022 December 2022

Minimum Staff Required

Request managem

Configuration for request of this staffing group

Time off:
¥ Enable Time off request for this staffing group

Group allowance

Time off activities Time off group allowance

1 time off activities

Vacation time

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



Scheduling: Staff rules

Schedule Manager Shift Activities Shift Profiles Staffing Groups Staff Rules

Time zone

US/Eastern
Name Username

v/ Kaimal Sam skaimal-agent1

St date
09/08/2022

Min. consecutive day(s) off

aws
~—
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Configure agent level
settings including their
location, working hours,
and joining and
termination dates for
better schedule
generation



Scheduling: Generate schedules

Generate SChEdule Cancel Generate schedule
Generate a new schedule by providing the following inputs. PiCk the forecast group and input the
schedule optimization goals — Service

Level (SL) or Average Speed of

Schedule name Description (Optional)

Brokerage May 2022 Schedule for Brokerage groups fo

Schedule input Answer (ASA) targets
srokerage Forecast Growp Click the generate schedule button to
| | generate optimal agent schedule for
Associated staffing groups:
Brokerage Group Manila Brokerage Group Florida up to 18 Weeks to ensu r‘e the |east

number of agents are scheduled to
;;/:1&/2022 ol;;;:/zozz meet the set goal

Optimize schedule for

® Service level
Average speeed of answer

ect Channel
70 % within 60 seconds of All Channels

= Add another goal Voice
Chat

All Channels

aws
~—
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Scheduling: View and adjust draft schedules

aws
~—

Amazon Connect

Staffing metrics: 3 =

v Staffing group name
A Day Shift - US (7)

Alejandro, Rosalez

Carlos, Salazar

Jane, Doe

Li, Juan

Mary, Major

Nikki, Wolf

Richard, Roe

-~ Evening Shift - Manila (12)

Ana, Carolina Silva

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

Login name [+

l OT: 3/14 accepted

ML-powered efficient staffing and
agent scheduling

Generate schedules that comply to
HR/legal/business rules

Metrics view shows impact of
manual adjustment



Schedule management

Schedule management

(Supervisor, Agent)

* Supervisor schedule access
* Agent schedule access

e Historical and real-time
schedule adherence

¢ Overtime and VTO request
management

* Time off request
management

aws
~—
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Scheduling: Agent schedule view experience

Good Morning, Jane Easy-to-use agent schedule
| management experience

Integrated with Amazon Connect
agent workspace

Self-service request management

aWS © 2022, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Scheduling: Overtime and time offs

Amazon Connect

“ Staffing group name

A Day shift- US (7)

Alejandr lez

Carlos, Salazar

Jane, Doe

Li, Juan

Nikki, Wolf

Richard, Roe

A Evening Shift - Manila (12)

Ana, Carolina Silva

Diego, Ramirez

aws
~—

| Meeting Bre.. | Wi
Bre

| Team huddle | Bre.. |‘.'u‘r_-r}

| 1:1 with Ma, Bre.
| Team huddle | Bre.. | Wt

| Wark - Phone

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

Login name [ v ?

é

({ Overtime

OT: Work - Phone
Mar 24, 2022, 5:30 PM - 7:00 PM

Staff 3/14 accepted

® Accepted:3 A

Carlos, Salazar : Day Shift - US
Jane, Doe i Day Shift - US

Diego, Ramirez : Evening Shift - Manilz

o Declined:2 ~ ~
Nikki, Wolf : Day Shift

Jo i Evening Shift - Manil

[ ] y maximum hours

Requested by Shirley, Rodriguez
On Mar 22, 2022, 10:24 AM

Reason
High call w

Cancel request Edit request

Request management workflows—
overtime, voluntary time off, time off

Automatic rules check including daily
max. group allowance

Self-optimizing schedules



Scheduling: Schedule adherence

Agents adherence status - Queue: Queue 4 7/ Time range: trailing previous 6 hrs ¥ A X

agent-21@company.com Offline Offline 00:03:41 Out of adherence Work #Hit Mon |t0 rS age nt acthltleS | n rea I-
Out of adherence Work

— ok time and notifies managers on shift
pdherent erk activity adherence lapse

agent-3@company.com Break Break 00:11:02

agent-7@company.com After call work After call work 00:02:21

agent-6@company.com On contact On contact 00:04:32
agent-1@company.com Break Break 00:12:23 Adherent NPT
Adherent NPT

Adherent Historical adherence % metrics

Adherent Work

agent-12@company.com Back office Back office 00:14:46
agent-5@company.com Back office Back office 00:19:24
agent-9@company.com On contact On contact 00:04:56

agent-13@company.com Break Break 00:12:34 Adherent NPT

L
Q00O P

agent-11@company.com On contact On contact 00:05:57 Adherent Work

per tab! [ Agent application . Conta

Historical metrics: Agents

Int

Total Nov 1, 2022, 12:00 AM - Nov 8, 2022, 12:00 AM

Agent Name Agent First Name Agent Last Name Adherent time Non-Adherent time

roe-rich Richard, Roe Roe Richard 81.00% 21:33:.00

sajith-kaimal Kaimal, Sajith Sajith Kaimal 95.50% 28:11:10

silvia-ana Ana, Silvia Silvia Ana 100.00% 30:24:00 00:00:00

aws
~—
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Customer stories
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Ameriflex

“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

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



L . LITIGATION

PRACTICEGROUP

“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

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

Sajith Kaimal
Twitter: @sajithkaimal

&ﬁﬁ_ﬁﬁi% Please complete the session survey

in the mobile app
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