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Transform cross-channel customer
engagement with Amazon Connect
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Agenda

- Amazon Connect for multi-channel engagement
« Demo

« Discussion
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Digital user engagement flywheel
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“I am a segment of one”
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of customers think of customers expect
: : of customers prefer self-
companies need to tailored engagements . )
service over speaking to a
fundamentally transform that are based on .
: . company representative
how they engage past interactions



Adding channels?

Comparisons of channels offered and customer
contacts during resolution journey
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Number of channels offered by company

Source: Gartner Source: Gartner
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Channel strategy tenets

&3 Customer demographics
% Cost

L Agent training
Technology
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Organizations need to develop end-to-end
solutions that...

Contact center
Mobile d ?gq ~ Email

- Use data to gain a more holistic =
understanding of the customer N

« Provide contextualized and
personalized offers

- Engage with customer via their
preferred channels
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Amazon Connect services & channels
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Forecasting, Capacity

Cases Planning & Scheduling



Amazon Connect agent workspace

Amazon Connect Step-by-step guides for
agent workspace Amazon Connect agent
workspace
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Demo: Multi-modal experiences
with Amazon Connect and
Amazon Lex
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Multi-modal demo

Fraudulent transaction
detected

—_— Multi-channel notification

Enterprise
Banking

Systems

Amazon Pinpoint ~ Amazon Connect
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Multi-modal demo

Fraudulent transaction

detected —_— Multi-channel notification

Multi-modal: Voice as a primary channel

rh @ I Multi-modal: Chat as a primary channe @ I
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Agent experience
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Recently viewed profiles

John Doe

Ram Srirama
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Welcome Johnson

Amazon Connect
unified agent app

Amazon Connect

Agent workspace
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WhatsApp integration
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Amazon Connect
unified agent app

Amazon AP| Gateway AWS Lambda Amazon Connect (?hat
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WhatsApp integration
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Amazon Connect
unified agent app
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WhatsApp integration
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¢ e Anycompany Bank
companies to manage this chat. Tap to
learn more

Hello 1104 am v
Hello, How are you doing today?
Are you calling regarding your
open case, case id

414cdb7d-0df8-3acd-b404-
€9c373349a51? 11:24 AM

Yes 11:24 am v/

Okay, connecting you with an
agent. 11:24 AM
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Hello

BOT

Hello, how are you daing? Are

B Endchat

stomer Profile

gage Insuranc

Refunded July 10, 23
Refund excess payments

Can't find match?

il

Amazon Connect
unified agent app



Chalk talk

Interactive session to
whiteboard possible
solutions to customer use
cases
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Unicorn Bank

- Is launching a new product (credit
card/loan)

- Wants to target the right persona
using the right channel at the right
time

+ Wants customers to have easy Yy
access to “right” information to
make the buying decision

- Provides simplified onboarding

« Services the customer using a |
multi-channel strategy
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Unicorn Bank’s multi-channel journey

: : Context-aware support
Easy access to information

/\ .

Outreach Simplified onboarding
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Unified outbound experience

Data sources
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Unified outbound experience

Data sources
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Unified outbound experience

Prospective
customers

Data sources
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Unified outbound experience

Prospective
customers
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Unified outbound experience

Create customer
profiles

Outbound
campaigns

g
>

Right channel at
the right time

Amazon Connect

....o.oo...

S ....
0. ¢

,*° Phone

Potential
customers

Amazon SageMaker
ML model to predict
propensity to buy

Prospective
customers

Rinse & Repeat

Amazon Pinpoint

Pinpoint
Engagement
Data

Engagement Amazon Kinesis
Data Data Streams
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Unified inbound experience
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Thank you!

Ramprasad Srirama Rahul Kulkarni
srrampra@amazon.com rahkulk@amazon.com
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Please complete the session
survey in the mobile app




