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generative Al for CX



Key contact center challenges

Average speed to
answer (ASA)

81% of consumers say
they want to self-serve
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Average handle
time (AHT)

Agents spend ~30% time
on administrative tasks

Analytics and
Insights

Lack of insights into trends,
sentiment, performance...



Al powered contact center use cases

SOLUTIONS ENHANCED BY GENERATIVE AI

W

DAL 1111

Self-service virtual agent Agent & supervisor assist Conversational analytics
Resolve customer queries Improve productivity with Gain insights into customer
with automated responses automation and coaching conversations and agent
performance
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90% reduction
in time for balance
enquiry

30% containment
rate by self-service

bots
(2]
%_§ WaFdBank
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3-5 days
Reduction in agent
training time

9-15 secs
reduction in avg. call
time - saving more
than 4.4k hours on 2.2
million calls/year

Magellan

HEALTH

, Inc. or its affiliates. All rights reserved.

~$800,000 saved in

operating expenses
with call reductions
and efficiency gains

S

STATE AUTO

Insurance Companies

800+ call intent
identified

Eliminated 2000
hours of manual call
monitoring

100% post call
analytics
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Serving contact center customers across the globe

Magellan . (@  Quantum
jisatthcare SHEATn.- Acoride bz HEALTH
ERUAERGERY Vanguard infurt | o T o ©
& insurance [N © S3wardBank PG

Retail &
hospitality GE APPLIANCES

stubHub  TechSityl
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professional services
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ible options for your contact center goals

Amazon Connect AWS CCI solutions

Power your next T
customer service
experience with

Transcribe Comprehend Kendra Lex

Generative Al/BI

Amazon Amazon Amazon
Bedrock SageMaker QuickSight
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AWS Contact Center Intelligence (CCl) solutions

ADD AI TO YOUR EXISTING CONTACT CENTER

Supported contact centers

< GENESYS

:talkdesk:

NI
CISCO

Address 3 main use cases in contact centers - AVAYA

with no ML expertise required

CONTACT CENTER
INTELLIGENCE

. . and many more
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T
enerative Al powered post-call analytics solution

POST-CALL ANALYTICS, OPEN SOURCE, AVAILABLE ON GITHUB

l4d QuickSight | ¥ PCA/ Original dashboard (Modified) a
D) © B @ 8 = & Transcribe Post-Call Analytics Q search = PCABlo,
Sentiment € D Custom Entitie L
Controls A~ Call List

L]
From Date To Date Selected Agent I Llst Inf
nfo

2022/08/01 2023/01/09 All v
1 call record to view details.
Distribution of Customer Sentiment Impact of Agent Sentiment on Customer Experience
600

Find calls

Positive Cust.Sentime

v Summary Cust Sent v

PositveSentiment .
estamp Job Name ¥ Resolved Topic Product
-10-01 16:10:55 Lost-Debt-Ca... credit card fr... credit card
5 Negative Cust Sentim
G -10-01 16:10:50 Retail-p0_UT... replacement
_ ] A customer called about a toy dinosaur that was ordered as a
Reservations... reservation birthday gift for their son but arrived missing part of its head. The

Highest Number of Calls Per Highest Customer Sentiment Lowest Customer Sentiment Highest Agent Sentiment Lowest Agent Sentiment agent looked up the order and informed the customer that the
Agent . .

o ; Agent . S Lost-Debt-ca... credit card is... specific dinosaur toy is currently out of stock due to production

ent Nicl -\ onnor
pov L. , \“" S An \“”"‘ il issues overseas. A replacement will be sent in approximately 6
o Bob Bob . H
e Co | , Jo : SoftwareT22... software issue weeks when more are available, as refunds are not allowed for
Aarolyn enn . . ;
Eiteen 0.26 R 0.62 S 001 160 eebic it card items purchased during a sale. The customer agreed to wait for the
-10- :10: ost-Debt-Ca... credit card is...

Taceis e S Lost-Uebt-t.a replacement.

Mehmet s \ None ¢ v Oliver

Kaustubh e | Fowe Kaustubh " Arvid e -10-01 16:10:43 Retail-p02 U... toy issue

h m m '
ttps://amazon.co ost-call-analytics
- -
PS: - Yy
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Generative Al powered post-call analytics solution

POST-CALL ANALYTICS, OPEN SOURCE, AVAILABLE ON GITHUB

Accelerate discovery of

Lack of insights business insights

Poor agent

performance Agent coaching

Extractive and abstractive summarization

High resolution time oy (o CEllEs

Identify emerging
trends

BENEFITS

No brand and
product feedback

Vocabulary filtering and Pll redaction

Amazon Amazon Amazon
Transcribe Comprehend Bedrock

Speech to NLP Generative Al
text
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Contact center analytics

REFERENCE ARCHITECTURE

Call Analytics

Call Analytics

A
~—

Call recordings

) —>

Amazon S3

AWS Lambda

i =

Active
customer

Amazon Chime SDK
Voice Connector

© 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Amazon
SageMaker

erative Al

Amazon
Bedrock

-nguage Al

Amazon
Transcribe

Amazon
Comprehend

v

Amazon
DynamoDB

torage

Amazon S3

Amazon
Lex

t assist (LCA)

Amazon
Kendra

Amazon S3

Amazon
CloudFront

Amazon
QuickSight

Amazon
Athena




Announcements
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Announcing foundation model
powered ASR

Unlock innovative
speech applications
with high accuracy
ASR FM

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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100+
+30%

10+

Expand Amazon Transcribe language
support to over 100+ locales

Deliver high accuracy in noisy
environments, across accents, and use cases

Features focused on security, privacy,
customization



T
Announcing generative call summarization in

Transcribe Call Analytics

Transcription preview Download transcript

Select download transcript to save a local copy of the transcription. |mpI’OV€ ageﬂt prOdUCtiVity through automated interaction
summaries

Generative call summarization - preview

INEIEEES

The customer had just purchased a car and accidentally damaged the back fender while Summarization is provided automatically as an OUtpUt in

pulling out of the dealership parking lot. There were no barriers or signs to prevent vehicles JSO N to post—call ana lytICS JOb
from hitting the low wall. The customer wanted to speak to a manager about getting the car

repaired without having to pay since it was damaged on the dealership property. The agent
transferred the customer to the head of the cosmetic repairs department to look at the car Slﬂg le API call to receive tra nscript, danda lytiCS, and summa Y

and discuss options.

Option to redact Pl information from transcript and
summary

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Principal Financial Group

Important Information

Amazon Web Services (AWS) is a product of Amazon.com, Inc.

This presentation is intended to be educational in nature and is not intended to be taken as a recommendation.

Insurance products and plan administrative services provided through Principal Life Insurance Company, a member of the Principal Financial Group, Des Moines, IA 50392.

2023 Principal Financial Services, Inc. Principal®, Principal Financial Group®, and Principal and the logomark design are registered trademarks of Principal Financial Services, Inc.,
a Principal Financial Group company, in the United States and are trademarks and service marks of Principal Financial Services, Inc., in various countries around the world. 2917478-052023
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o Principal

MORE THAN 140 YEARS 62M CUSTOMERS

1 8' 500 EMPLOYEES $63 5 B ASSETS UNDER MANAGEMENT

30K opawycustomercarts & MINULES averace cacL LeneTH

As of 12/31/2022. AUM source: 2022 annual report. See our most recent 10-K or 10-Q report for additional informat ion and forwar d-
looking disclosures. F h d , visit www.principal.com
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Why AWS and PCA for Principal?

A PARTNER TO HELP ACHIEVE THE GOAL OF HAVING ALL DATA POINTS IN THE CLOUD BY END OF 2026

Benchmark components Access to real SMEs

Enterprise definitions Open source framework

High accuracy for Transcribe Call Analytics

aws © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Current state of conversation
analytics solution at Principal

Voice channel Email channel

aws
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Voice channel

Listen Capture data from multiple sources

|nterp ret Synthesize data for actionable insights

Act Implement enhancements to improve outcomes

Monitor Quantify the performance of customer experience efforts

Govern Align, commit, and prioritize the vision, strategy, and outcomes
WS oso Ammsanses e e o e Aot
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Creating a seamless and hyper-personalized CX

Transcription

Topic hierarchy definition Integration

Sentiment TR Virtual assistant
Topic identification Summarization
Pl Reporting enhancements & Emerging theme detection
Reporting additions Model retraining
aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Omni-channel interaction journey

ROADMAP: INTEGRATE ALL OPEN ENDED COMPONENTS: VOICE, EMAIL AND SURVEY

Aggregate cross-product
omnichannel data,
analytics, and insights at

Integrate and process email
and voice interactions data
from users

© 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.

|dentify hidden relationships
between the omnichannel
data

Improve customer service by
acting proactively on
customer insights
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| Post-call analytics — How is it implemented?

Amazon QuickSight

I

JSON files _ @
Amazon S3
3 ®

Amazon S3 Lambda function
bucket
-|||||-|- |
Call center Amazon Transcribe
recordings & Call Analytics
CTR files

aws © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Post-call analytics - How is it implemented?

% AWS Step Functions workflow

Amazon QuickSight

I

50— 0—0—@

JSON files \@

Amazon S3
bucket

Amazon S3 Lambda function Lambda function Lambda function Lambda function
bucket |
-|||||-|-
Call center Amazon Transcribe Amazon Comprehend Amazon Bedrock  Amazon Translate
recordings & Call Analytics
CTR files
aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Amazon DynamoDB



Post-call analytics - How is it implemented?

Amazon QuickSight

T

AWS Step Functions workflow %@
Amazon S3
5 BB —®
Amazon S3 Lambda function Lambda function Lambda function Lambda function Lambda function metadata r%
bucket |
T Amazon DynamoDB
-|||||-|-
Call center Amazon Transcribe Amazon Comprehend Amazon Bedrock ~ Amazon Translate Amazon Kendra ~ AWS Amplify
recordings & Call Analytics ¢

CTR files T T T T T T T T T T T T T T T -
. Web application :
! |
! :
: I
: I
: 5 :
. Amazon CloudFront Amazon S3 Amazon Cognito Lambda function Amazon API Gateway i
: bucket |
R e D o o o o o o o e o o o o o o o o o o o o o o 5 ) ) ) ) ) e e e e e ) ) ) e e e e e e e o o
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Post call analytics (PCA)

Console demonstration

aws
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Principal Post-Interaction Analytics PCA Blog Post [ 8 pfgAzure_Susman.Nicki@principal.com v

Home Call List Call Details

Ca" Details ( Swap Agent/Caller )

Call Metadata Transcribe Details Sentiment
Timestamp Type .
2023-10-18 16:29:55 Transcribe Call Analytics 5
QueueName(s) Recording ID
ABC QUEUE 2 Ahhl ° ‘ 8
Conversation ID :
Agent(s) 024567983034
12345678-83¢3-4
Doe, John
File Format
Call Duration . Q 2 Q 04
Sample Rate o
Entity Recognizer Name e speaker Time
Doe = Silence | e R

Pll Redaction
Language Model

100.0% m—
Custom Vocabulary iy
Agent Sentiment SEEE S A
X pig-detault s
Sentiment: & Trend: e
Vocabulary Filter
Customer Sentiment - 40.0%

sentiment: ©1rend: A 20.0%
Average Word Confidence 20

m

97.9%

Loudness/Sentiment

ibel



PCA & Amazon QuickSight demonstration

Topic identification

aws
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Topic Analysis ' Tooic Analysis Full Emerging Topic Drill Down Sentiment Analysis +

Date Range 2N | — Date Range Analysis
All

- Use the filter to the left to enter the star date and end date.
This filter only affects the visuals below

202%/02/01 00:00 I * 2023/03/31 00:00

TopcRauancy D% dewn N* of Calls Average Talk Time Total Calls Duration
The following visuals provide the Top 10 Topics for Customers and Agents. ninn)

In addition, a summary of what people say in these calls. 30'498 14.2 647,1 60

Click on a particular Topic to filter the associated visuals.

Top 10 Customer Topic Level 1 Top 10 Customer Topic Level 2 Top 10 Customer Topic Level 3 Summary Call Customer Filter
customer_topic_level 1 customer_topic_level 2 custord
general system issue passwo
other other forfeit
plan sponsor reporting financial reporting correct
participant mobile app deferra
govermnment reporting 5500 ofile 5
government reporting 5500 efiles
other other adp/acy
other other adp/ac
general Inquiry missing
other other adp/ac
general general feeling:
taxes tax filing
general waiting period custom
other other forfeity
general contract inquiry billing

O 02K 05K 07K K 126K 15K other other adp/agy
other other forfeite

W Human [ SysGen -
Top 10 Agent Topic Level 3 Summary Call Agent Filter
[ agent_topic_level_1  agent_topic_level 2 agent_topic_ted)
help general password reset
ach payments. ) help general customer servic
918 e i oS WP
a0 help dioil e-filing
91 compliance testing general taxes
participant ... general voicemail
P inquiry




Understanding the customer experience

AWS POST CALL ANALYTICS SOLUTION IS THE CORNERSTONE OF ALL THE INITIATIVES

Customer Experience must be simplified,
personalized, and anticipatory.

Customer journey transformation

Why are customers calling instead of emailing us
with questions and self-serving online?

VOC omnichannel analysis

Utilize existing data more effectively and create
more robust insights on customer experience.

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
S



Continue collaboration with
AWS to build roadmaps that
meet business needs

aws
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Business
impact

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Phase 1 (in production):
Post call analysis, Pll redaction, topic hierarchy definition,
summarization

Processed 1Mn+ calls from multiple contact center queues
Deep insight into the content of calls
Enhanced BI capabilities

Relying on LLMs to gather additional customer insights

Phase 2 (in development): Omnichannel customer
interactions, Virtual assistant

Holistic understanding of customer omni-channel interaction
Improve optimization on internal processes for CX

Gain customer multi-channel insights (with Neptune)



Business
impact

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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Phase 3 (in development):
Integrating our proprietary solutions with Amazon Bedrock
(Anthropic Claude Instant)

Use diverse data sources to improve accuracy for call topic & intent

detection, and summarization

QnABot on AWS solution for intelligent agents
Utilize Claude for PCA user interface

Retrieval augmented generation (RAG)

« Amplify internal customer knowledge bases

« Employee time savings on finding answers to customer & partner queries



Next steps
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AWS CCI next steps

HOW TO GET STARTED

Q@ {éi {Qj

ooao

| © J

Discovery workshop to

proof of concept Buy vs. build Who can help
 ldentify the use case » Contact center platforms Work with AWS experts
* Determine KPlIs * Consulting partners « AWS ProServe
« Do a workshop/ * Independent software « AWS CCI Partners
Immersion day vendors (ISV)

» Consulting partners

« Starta POC
* Independent software

vendors (ISV)

o

W

| { AWS Contact Center Intelligence Solutions
iy GO.AWS/CCI

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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go.aws/cci

Additional resources

Live call analytics and agent assist for your contact center with Amazon language Al services
Blog post describing the features and architecture of the
AWS CCI Live Call Analytics and Agent Assist applications

Post-call analytics for your contact center with Amazon language Al services
Blog post describing the features and architecture of the AWS CCI Post-Call
Analytics application

Amazon Transcribe Call Analytics documentation
Public documentation on the underlying Amazon Transcribe APIs with
example usage and responses

AWS Contact Center Intelligence Solutions
Identify the AWS Contact Center Intelligence use case that works best for you

aWS © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.


https://docs.aws.amazon.com/transcribe/latest/dg/call-analytics.html
https://aws.amazon.com/machine-learning/ml-use-cases/contact-center-intelligence/post-call-analytics-pca/
https://aws.amazon.com/blogs/machine-learning/post-call-analytics-for-your-contact-center-with-amazon-language-ai-services/
https://aws.amazon.com/blogs/machine-learning/live-call-analytics-and-agent-assist-for-your-contact-center-with-amazon-language-ai-services/

Other interesting contact center sessions

Session Title

Location

Session type | Time

Monday, November 27

Breakout 1:00pm-2:00pm

Principal Financial enhances CX using call analytics and
generative Al

MND - South Pacific E

Chalk talk  3:00pm-4:00pm

Supercharge agent productivity with Amazon Transcribe &
generative Al

CSR - Forum 126

Chalk talk  4:30pm-5:30pm

Elevate the self-service contact center powered by
generative Al

MGM - Boulevard 169

Workshop  5:00pm - 7:00pm

Build conversational experiences with Amazon Lex and
generative Al

MND - Oceanside A

Tuesday, November 28

Chalk talk  4:00pm-5:00pm

Deliver high-grade responses using Amazon Lex with
generative Al

CSR - Summit 221

Thursday, November 30

Breakout  2:00pm- 3:00pm

Amazon Lex reshapes CX with conversational workflows
and generative Al

VEN - Summit Showroom

aws © 2023, Amazon Web Services, Inc. or its affiliates. All rights reserved.
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https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim223
https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim324
https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim320
https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim355
https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim355
https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim357
https://hub.reinvent.awsevents.com/attendee-portal/catalog/?search=aim222

I ha n k ou ' [#eewnl,  Please complete the session
® _D% survey in the mobile app

Christopher Lott Aartika Sardana Chandras
Sr. Solutions Architect, Sr. Product Marketing
Principal Financial Language Al services Manager, Amazon Bedrock
azon Web Services Amazon Web Services
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