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“Employees spend nearly 
20% of their time, looking 
for information.”

McKinsey



Key challenges
C H A L L E N G E S  W I T H  E N T E R P R I S E  S E A R C H  S O L U T I O N S  T O D A Y

Decreased productivity 
More time spent on calls; 
higher operational costs

Negative experiences
Frustrated customers; 
impact to loyalty and revenue

Low accuracy
80% of data is unstructured
Keyword engines

Complexity
Scattered data silos



Finding accurate answers, faster
A M A Z O N  K E N D R A

Natural 
language queries

Simple API, console 
experience, and

code samples

Native
connectors

NLU and machine 
learning core

Continuous
improvement

EASY TO FIND WHAT YOU ARE LOOKING FOR SIMPLE AND QUICK TO SET UP

Domain expertise



ü Improved customer satisfaction

ü Reduced training and call times

ü Improved call deflection rates

NLP / NLU

Automatic Speech 
Recognition

Agent Performance 
Analytics

Live call analytics/ 
Agent Assist

Next best action 
agent assist

ChatBots Conversational IVR

Self-Service

Customer-facing website

Modernizing the call center experience
E N H A N C E  C U S T O M E R  I N T E R A C T I O N S  W I T H  I N T E L L I G E N T  S E A R C H  



Creating smarter conversational chatbots
G I V I N G  C U S T O M E R S  A N  A V E N U E  T O  S E L F - S E R V E ,  A C C U R A T E L Y  

Amazon Lex
Amazon Kendra

Amazon S3

Other Doc 
Sources

Customer





Live call and agent-assist with intelligent search
E M P O W E R I N G  E M P L O Y E E S  T O  B E  E V E N  M O R E  P R O D U C T I V E

Sentiment, 
entities, and 
key phrases

Amazon S3Amazon 
Comprehend

Amazon 
TranscribeReal-time call Dashboard 

Next best action
Amazon 
Kendra

Customer
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Customer spotlight: 
Amazon Kendra 
and Magellan Rx



Leading humanity to healthy, vibrant lives



Healthcare is complex and    
ever evolving 

Hundreds of documents          
per customer

Information not easily 
searchable 

Documentation changes daily

Problem statement 



Partner with Amazon Web Services 

Create enterprise-wide knowledge 
management solution

Leverage tools that streamline 
processes and create efficiencies

Finding a solution 



Matching Amazon Kendra to our needs
V A L I D A T I N G  A M A Z O N  K E N D R A ’ S  F E A T U R E S  



A day in the life (before Amazon Kendra)

Complex information that can 
continuously change

Inability to search and zoom in on 
specific areas or common issues

Increasing volumes both in terms of 
regions served and siloed databases

Dr. Santos

Anytown

12345678 1111

555-555-0100

0123456789



A day in the life (after Amazon Kendra)

Assist agents ensuring they’re 
aware of the next actions to take

Avoid delays with less time spent 
searching during calls

Relevant information in the form 
of the most suggested articles 



A day in the life (after Amazon Kendra)

Intelligent search supporting
natural language questions

Up-to-date content – data
synchronized daily to stay fresh

Dr. Santos

555-555-0100

12345678 1111

0123456789



• Infrastructure as code

• Reusable search GUI

• Secure architecture

• Change of philosophy

Challenges to overcome
B U I L D I N G  A N D  I M P L E M E N T I N G  M A G E L L A N ’ S  A M A Z O N  K E N D R A  S O L U T I O N



Reduces training 
time by 3–5 days

Allows agents to 
increase volume 

Reduces average 
call time by 

9–15 seconds

Helps with 
retention of 
employees

Tailors content 
to the agent

Success spotlight
O V E R A L L ,  W E ’ R E  F U L F I L L I N G  A  L O N G S T A N D I N G  V I S I O N ,  M O D E R N I Z I N G  A N D A U T O M A T I N G  



PAST

FUTURE
Integrate

Deploy

Enhance

Magellan Rx’s contact center roadmap
C E N T R A L I Z E D  A C C E S S  T O  K N O W L E D G E ,  E N H A N C I N G  C U S T O M E R  A N D  E M P L O Y E E I N T E R A C T I O N S
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“We chose Amazon Kendra, a service 
within AWS CCI, to build a secure and 
scalable agent assist solution. This 
helped call center agents and the 
customers they serve quickly uncover 
the information they need. Since 
implementing CCI and Amazon Kendra, 
early results show an average reduction 
in call times of about 9-15 seconds, 
which saves over 4K hours on over 2.2M 
calls per calendar year.”

Brian Lichtle
Director of Software Engineering

Magellan Rx



Campaign management  

Core Customer engagement platforms

CCI software enablers

Analytics

Consulting Partners

Contact Center 
Intelligence 

Consulting partners

Technology partners

Announcing a global network of  CCI partners

Flexible API connectivity

Voice of the customer

Robotic process automation  

Self service

Agent assist



• Engage with a solution 
architect dedicated 
to your account

• Brainstorm use cases and 
get support for solution 
implementation

• https://aws.amazon.com/
contact-us/

• Identify key areas where 
machine learning could help 
you with an AWS AI expert

• Let AWS experts build 
POCs and custom solutions 
for your use case

• Let AWS certified partners 
help you with the POC 
and build integrations 
with your current systems 
to productionize

• For Amazon Kendra tutorials, 
product features, documentation, 
tech talks and more 

• https://aws.amazon.com/kendra/

Solution architects ML solutions lab AWS Partner Network Get started

How we can help

https://aws.amazon.com/contact-us/
https://aws.amazon.com/kendra/


Thank you!
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Brian Lichtle

Director Software Engineering 
Magellan Rx

Sonali Sahu

Senior Solutions Architect 
AWS



© 2020, Amazon Web Services, Inc. or its affiliates. All rights reserved.


