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Agenda

01 Key contact center 
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Average speed to 
answer (ASA)

81% of consumers say 
they want to self-serve

Average handle 
time (AHT)

Agents spend ~30% time 
on administrative tasks

Analytics and 
Insights

Lack of insights into trends, 
sentiment, performance…

Key contact center challenges
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AI powered contact center use cases
S O L U T I O N S  E N H A N C E D  B Y  G E N E R A T I V E  A I

Self-service virtual agent

Resolve customer queries 

with automated responses

Agent & supervisor assist

Improve productivity with 

automation and coaching

Conversational analytics

Gain insights into customer 

conversations and agent 

performance
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90% reduction 

in time for balance 

enquiry 

30% containment 

rate by self-service 

bots
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800+ call intent 

identified

Eliminated 2000 

hours of manual call 

monitoring 

100% post call 

analytics

7

~$800,000 saved in 

operating expenses 

with call reductions 

and efficiency gains 

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
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Healthcare

Banking, finance 

& insurance

Retail & 

hospitality

Telecom & 

professional services

And many more 

industries

Serving contact center customers across the globe

Quantum
HEALTH

StubHub

8
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Power your next 
customer service 
experience with
AWS

Amazon 

Comprehend

Amazon 

Lex 

Amazon

Kendra

Amazon 

Transcribe

Amazon 

Polly

Amazon

Bedrock

Generative AI/BI

AWS CCI solutions

Add AI to existing 

contact centers

Amazon Connect

End-to-end

contact center

Amazon

Chime SDK

Two flexible options for your contact center goals

9

Amazon

SageMaker

Amazon

QuickSight
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. . . and many more

Address 3 main use cases in contact centers – 

with no ML expertise required

AWS Contact Center Intelligence (CCI) solutions
A D D  A I  T O  Y O U R  E X I S T I N G  C O N T A C T  C E N T E R

Supported contact centers
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Generative AI powered post-call analytics solution
P O S T - C A L L  A N A L Y T I C S ,  O P E N  S O U R C E ,  A V A I L A B L E  O N  G I T H U B

https://amazon.com/post-call-analytics

Summary
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Generative AI powered post-call analytics solution
P O S T - C A L L  A N A L Y T I C S ,  O P E N  S O U R C E ,  A V A I L A B L E  O N  G I T H U B

Lack of insights

Poor agent 

performance

High resolution time

No brand and 

product feedback

CHALLENGES

Accelerate discovery of 

business insights

Agent coaching

Identify root causes

Identify emerging 

trends 

BENEFITS

Accurate, real-time call transcriptions

Call analytics and conversation insights

Extractive and abstractive summarization

Vocabulary filtering and PII redaction

Amazon

Comprehend

NLPSpeech to

text

Amazon 

Transcribe

Amazon

Bedrock

Generative AI
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Contact center analytics
R E F E R E N C E  A R C H I T E C T U R E

Amazon Chime SDK 

Voice Connector

AWS Lambda

Agent assist (LCA)

Amazon 

Kendra

Amazon

Lex

Active 

customer

Call recordings Amazon S3

L
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cs Amazon

 SageMaker
Amazon

Bedrock

Generative AI

Amazon

Transcribe

Amazon 

Comprehend

Language AI

Amazon S3Amazon 

DynamoDB

Storage

Amazon 

QuickSight

Amazon 

CloudFront

UI

Amazon 

Athena

Amazon S3



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

Announcements
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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

Unlock innovative 

speech applications 

with high accuracy 

ASR FM

100+

+30%

10+

Announcing foundation model 
powered ASR

L A U N C H I N G  T O D A Y
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Announcing generative call summarization in 
Transcribe Call Analytics

Improve agent productivity through automated interaction 

summaries

Available as Preview

Summarization is provided automatically as an output in 

JSON to post-call analytics job

Single API call to receive transcript, analytics, and summary

Option to redact PII information from transcript and 

summary

A V A I L A B L E  A S  P R E V I E W
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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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MORE THAN  140 YEARS

18,500 EMPLOYEES

62M CUSTOMERS

$635B ASSETS UNDER MANAGEMENT

As of 12/31/2022. AUM source: 2022 annual report. See our most recent 10-K or 10-Q report for additional information and forward-

looking disclosures. For other updates, visit www.principal.com.

30K DAILY CUSTOMER CALLS 8 minutes AVERAGE CALL LENGTH
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Why AWS and PCA for Principal?
A  P A R T N E R  T O  H E L P  A C H I E V E  T H E  G O A L  O F  H A V I N G  A L L  D A T A  P O I N T S  I N  T H E  C L O U D  B Y  E N D  O F  2 0 2 6

Benchmark components

Enterprise definitions

High accuracy for Transcribe Call Analytics

Access to real SMEs

Open source framework
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Current state of conversation 
analytics solution at Principal

Email channelVoice channel
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Capturing voice of the customer (VOC)
A N A L Y Z I N G  B O T H  U N S T R U C T U R E D  A N D  U N S O L I C I T E D  D A T A

21

Source: LIAMG model from Forrester Research general publications

Capture data from multiple sourcesListen

Synthesize data for actionable insightsInterpret

Implement enhancements to improve outcomesAct

Quantify the performance of customer experience effortsMonitor

Align, commit, and prioritize the vision, strategy, and outcomesGovern

Voice channel
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Creating a seamless and hyper-personalized CX

22

Phase 1 Phase 2 Phase 3

Transcription

Sentiment

Topic

PII 

Reporting

Topic hierarchy definition

Customer intent 

identification

Reporting enhancements & 

additions 

Integration

Virtual assistant 

Summarization 

Emerging theme detection 

Model retraining
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Omni-channel interaction journey
R O A D M A P :  I N T E G R A T E  A L L  O P E N  E N D E D  C O M P O N E N T S :  V O I C E ,  E M A I L  A N D  S U R V E Y

23

Email channel

Integrate and process email 
and voice interactions data 
from users

Identify hidden relationships 
between the omnichannel 
data

Improve customer service by 
acting proactively on 
customer insights

Aggregate cross-product 
omnichannel data, 
analytics, and insights at 
scale
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Post-call analytics –How is it implemented?

Amazon S3 

bucket

Call center 

recordings &

CTR files

Lambda function

Amazon Transcribe

Call Analytics

Amazon S3 

bucket

JSON files

Amazon QuickSight
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Post-call analytics –How is it implemented?

AWS Step Functions workflow

Amazon S3 

bucket

Call center 

recordings &

CTR files

Lambda function Lambda function

Amazon Comprehend Amazon BedrockAmazon Transcribe

Call Analytics

Amazon Translate

Amazon S3 

bucket

Lambda function Lambda function

Amazon DynamoDB

JSON files

metadata

Amazon QuickSight
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Post-call analytics –How is it implemented?

AWS Step Functions workflow

Amazon S3 

bucket

Call center 

recordings &

CTR files

Lambda function Lambda function

Amazon Comprehend Amazon BedrockAmazon Transcribe

Call Analytics

Amazon Translate Amazon Kendra

Amazon S3 

bucket

AWS Amplify

Amazon S3 

bucket
Amazon CloudFront Lambda function Amazon API GatewayAmazon Cognito

Lambda functionLambda function Lambda function

Amazon DynamoDB

Web application

JSON files

metadata

Amazon QuickSight
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Post call analytics (PCA)

Console demonstration
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PCA console demonstration video
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PCA & Amazon QuickSight demonstration

Topic identification
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Understanding the customer experience
A W S  P O S T  C A L L  A N A L Y T I C S  S O L U T I O N  I S  T H E  C O R N E R S T O N E  O F  A L L  T H E  I N I T I A T I V E S

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.
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Continue collaboration with 
AWS to build roadmaps that 
meet business needs
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Business 
impact

Phase 1 (in production): 

Post call analysis, PII 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

01

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) 

02
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Business 
impact

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

03
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Next steps

35
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AWS CCI next steps
H O W  T O  G E T  S T A R T E D

• Identify the use case

• Determine KPIs

• Do a workshop/

Immersion day

• Start a POC

Discovery workshop to 
proof of concept

• Work with AWS experts

• AWS ProServe

• AWS CCI Partners

• Consulting partners

• Independent software 

vendors (ISV)

Who can help

AWS Contact Center Intelligence Solutions 
G O . A W S / C C I

• Contact center platforms

• Consulting partners

• Independent software 

vendors (ISV)

Buy vs. build

go.aws/cci
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Additional resources

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

Post-call analytics for your contact center with Amazon language AI services

Blog post describing the features and architecture of the AWS CCI Post-Call 

Analytics application

Live call analytics and agent assist for your contact center with Amazon language AI services

Blog post describing the features and architecture of the 

AWS CCI Live Call Analytics and Agent Assist applications

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/
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Other interesting contact center sessions
ID Session type Time Session Title Location

Monday, November 27

AIM223 Breakout 1:00pm-2:00pm Principal Financial enhances CX using call analytics and 

generative AI

MND - South Pacific E

AIM324 Chalk talk 3:00pm-4:00pm Supercharge agent productivity with Amazon Transcribe & 

generative AI

CSR - Forum 126

AIM320 Chalk talk 4:30pm-5:30pm Elevate the self-service contact center powered by 

generative AI

MGM - Boulevard 169

AIM355-

R

Workshop 5:00pm - 7:00pm Build conversational experiences with Amazon Lex and 

generative AI

MND - Oceanside A

Tuesday, November 28

AIM357 Chalk talk 4:00pm-5:00pm Deliver high-grade responses using Amazon Lex with 

generative AI

CSR - Summit 221

Thursday, November 30

AIM222 Breakout 2:00pm- 3:00pm Amazon Lex reshapes CX with conversational workflows 

and generative AI

VEN - Summit Showroom

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
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Thank you!
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Please complete the session 
survey in the mobile appThank you!
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Please complete the session 
survey in the mobile app

Thank you!

Miguel Antonio Sanchez

Regional Chief Data Officer

Principal Financial Group

Christopher Lott

Sr. Solutions Architect, 

Language AI services

Amazon Web Services

Aartika Sardana Chandras

Sr. Product Marketing 
Manager, Amazon Bedrock

Amazon Web Services


	Layouts
	Slide 1: Welcome slide
	Slide 2: Principal Financial Group boosts CX using call analytics and generative AI
	Slide 3: Speakers
	Slide 4: Agenda
	Slide 5: Key contact center challenges
	Slide 6: AI powered contact center use cases
	Slide 7
	Slide 8: Serving contact center customers across the globe
	Slide 9: Power your next customer service experience with AWS
	Slide 10: AWS Contact Center Intelligence (CCI) solutions
	Slide 11: Generative AI powered post-call analytics solution
	Slide 12: Generative AI powered post-call analytics solution
	Slide 13: Contact center analytics
	Slide 14: Announcements
	Slide 15: Announcing foundation model  powered ASR 
	Slide 16: Announcing generative call summarization in Transcribe Call Analytics
	Slide 17: Principal Financial Group
	Slide 18
	Slide 19: Why AWS and PCA for Principal?
	Slide 20: Current state of conversation analytics solution at Principal
	Slide 21: Capturing voice of the customer (VOC)
	Slide 22: Creating a seamless and hyper-personalized CX
	Slide 23: Omni-channel interaction journey
	Slide 24: Post-call analytics – How is it implemented?
	Slide 25: Post-call analytics – How is it implemented?
	Slide 26: Post-call analytics – How is it implemented?
	Slide 27: Post call analytics (PCA)  Console demonstration
	Slide 28: PCA console demonstration video
	Slide 29: PCA & Amazon QuickSight demonstration  Topic identification
	Slide 30
	Slide 31: Understanding the customer experience
	Slide 32: Continue collaboration with AWS to build roadmaps that meet business needs
	Slide 33: Business  impact
	Slide 34: Business  impact
	Slide 35: Next steps
	Slide 36: AWS CCI next steps
	Slide 37: Additional resources
	Slide 38: Other interesting contact center sessions
	Slide 39: Thank you!


