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AWS T&H charter

Enhance customer experiences

To win customers and their loyalty, travel and 
hospitality companies seek to provide differentiated 
experiences that are tailored and memorable 

• Personalization: Increase guest engagement and 
sales through relevancy

• Connected experiences: Enhance guest 
satisfaction through seamless experiences

• Customer service: Increase loyalty and revenue 
with best-in-class customer service

Increase operational efficiency

Whether a hotel or restaurant building, equipment, 
vehicles, or people, Travel and Hospitality companies 
want to optimize their assets

• Optimize core operations: Gain insights to get 
more out of assets

• Reduce IT costs: Lower costs and complexity and 
increase innovation
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T&H call center goals & objectives 

Objectives

• Reduce call wait & call handling times

• Reduce email response times and improve agent productivity

• Identify service issues and expedite/personalize service recovery 

• Re-accommodation for missed connections/cancellations

• Hotel accommodations and meals for missed connections/cancellations

• Baggage reconciliation in case of bags separation/lost bags compensation

• Hotel reservation changes 

Goals 

• Reduce operating cost of call centers

• Improve customer experience and build brand loyalty

• Improve agent experience 



© 2019, Amazon Web Services, Inc. or its affiliates. All rights reserved.



AI/ML-based intelligent email responder

Compliments

/ Criticisms Amazon Simple 

Email Service

Amazon SNS

Amazon S3 

Email Responder Workflow 

AWS Lambda

Amazon Comprehend Amazon Translate

Sentiment 

and language
Intent 

Extraction

Amazon Elasticsearch Service

Customer preferences 

and topic modelling 

Amazon Redshift 

Ent Data warehouse

Data lookups

for 

Message

enrichment

Enterprise Data Lake

Amazon Kinesis 

Data Firehose

Feeding Data Lake

High priority queue

Amazon SageMaker
Intent

Extraction

Endpoints

Amazon SageMaker

ML Models for NBA 

and intent extraction
AWS Lambda

Personal 

details change

Miles Inquiry 

/ Accruals

Refunds

Misc queries

Corporate email 

exchange

Manual 

intervention

Normal priority 

queue 

Response 

Email

Manual 

intervention

Auto response

Response

Email
AWS Lambda

Amazon S3

Data lake repository for  

Structured and unstructured

data 

Amazon SES or other 

email platforms from

AWS Marketplace

Customer Service 

Representative 

Next-best-action

model

endpoints

Amazon API Gateway

Amazon SageMaker

GroundTruth

Labeling data and Training models

Amazon DynamoDB



Live agent and agentless service optimization
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Live agent and agentless service optimization
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Customer loyalty insights enabled by data lake 
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AWS T&H resources 

Be sure to check your chairs for an 
offer from our friends at Audible 
and a Travel and Hospitality sticker

Learn more at aws.com/travel

Travel Reference Architectures

https://aws.amazon.com/whitepapers/?whitepapers-main.sort-by=item.additionalFields.sortDate&whitepapers-main.sort-order=desc&awsf.whitepapers-content-type=content-type%23arch-diagram&awsf.whitepapers-industry=industry%23travel


Thank you!
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Sekhar Mallipeddi

smallipe@amazon.com
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