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Telecom business objectives
Modernization with Amazon Connect
How do | get started?

Demonstration

Q&A
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Business objectives

Expectation:
Increased
1 revenue
© o
\
Al/ML powered
enhancements

88%

Add more
customers

8

Speed
to market

Telecom virtual
enterprise contact
center offering leader

~
7
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Business objectives

Reality: %

@ Lack of innovation
> o
O O

Prolonged
onboarding |
time
Telecom virtual Incr.eased
enterprise contact operating costs ‘

center offering leader

Maze of complexity
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Common challenges

with contact center solutions

Expensive legacy solutions
@ with complex pricing and
large upfront costs

Challenging vendor relationships

(lack of trust, misleading fees, slow
development cycles, etc.)

® Inability/difficulty to
¥/ scale up or down easily

The Total Economic Impact™ of Amazon Connect, Forrester Research, June 2020.

aws

S

Painful, frequent outages

(causing lapses in service, lost revenue,
wasted agent labor, and excess troubleshooting)

Unable to access powerful

Al technologies
(expensive, bolt-on integrations)

Complex and expensive to

integrate to systems of record
(or not possible at all)
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Whatif...?

No contracts,
pay-as-you-go model

Self-service and
B2 ) single-pane-of-glass
integrations

Onboard new customers
in minutes
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Reliability and resilience

@ Seamlessly turn on
Al integrations
0

Open and scalable
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Modernize your
contact center with
Amazon Connect
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We built scalable cloud technology
to improve our contact center experience

Amazon.com customer service supports. ..

22 @2
8
Millions Dozens 32
of customers of languages countries

Over 70,000 customer service associates
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Amazon Connect

EASY TO USE OMNICHANNEL CLOUD CONTACT CENTER

Dynamic, personal, and natural
automated experiences

Great customer and agent
outcomes with Al and ML at
the heart of every interaction

One application for workflows,
agent management, routing, and
experiences across all channels

Built-in, real-time and

Self-service configuration historical analytics with

enables instant innovation of agents secure, hassle-free
access to your data

Scale from tens to

Pay only for what you use

dWws
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Real customer results
Reduced call volume
by up to 24%
@ Shortened AHT by up to 15%
h Reduced training time
by one week

24190 ROI compared to other CCaa$ providers

Reduced system administrator
effort by up to 60%

Reduced supervisor effort
by up to 20%

Reduced license and
usage costs by 31%

© ©©

The Total Economic Impact of Amazon Connect, Forrester Research, June 2020.
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Customers using Amazon Connect
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Sounds great!
How do | design for this?
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AWS Control Tower: The starting point

P —3

Automated landing zone @®. ) Built-in identity and access

—

, \ Preconfigured log archive and
als
=i ) Account factory audit access to accounts

Guardrails A
Dashboard for visibility Automatic updates
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Multi-account structure

8 Management account
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Contact center architecture

(@IS nES

IVR data dips to an external

aws
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AWS Cloud

End consumers
calling into
helpline numbers
or initiating chat

aws
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IAmazon Connect Contact flows
|

VoicelD
caller

authentication

Contact Lens !

LE 4 &

Customer profiles

|

I I Amazon Amazon Lex AWS

I Polly (Text for Lambda

I to Speech) conversational for back-end
1Y prompts self-service

|

I
[
I
. ) 1
integrations I
[
I
[

Intelligent automation

database or CRM
e |
S (D) ¢« | Agents
Internet :

- - - -

Call center

|
[
|
Tasks Wisdom !
|
[
T

supervisors

Amazon S3 I
Call recordings 1
Chat transcripts |
Historical reports
Contact Lens analysis 1

Amazon S3
(contact trace records)

Amazon
Kinesis

Analytics

—

Amazon Athena Amazon QuickSight
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Contact center architecture

(@IS ES

. salesforce
IVR data dips to an external
database or CRM

T

aws
S

AWS Cloud

End consumers
calling into
helpline numbers
or initiating chat

aws
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Amazon Connect Contact flows

=

Amazon S3
Call recordings
Chat transcripts
Historical reports
Contact Lens analysis
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Contact center architecture  »=usowm b

Customers G4l AWS Cloud
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IVR data dips to an external

helpline numbers !
or initiating chat

database or CRM
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IVR data dips to an external

database or CRM
b= ! aws
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Contact center architecture

g

Tasks

©“ 8

Customer profiles

& avallable v n#

NKkkiwolf
© 0340 Connected call
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Voice ID Authenticated G - Internet
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Fraud Risk: Low risk 1
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Sunil Sinha

Wisdom

Related

We found no potential duplicates of this contact.

Opportunities (1)

Cases (1)

Campaign History (0)

Nates & Attachments (0)



Contact center architecture

Available v + % @ English

® 00:00 © Customer profile

Sofia Martinez ’ Search prof ‘ + Profile

First name Middle name Last name ——
! . Edit | v Associated
Sofia - Martinez 1
Phone number Account number
555-5100

Additional Info
Looking to purchase X

Email address Gender
fia.martinez@example.com Female

Sofia Martinez
@ ©00:00 Connected chat

Mailing Ad Billing Addr
Lorem ipsum dolor sit amet,

Any Stre
consectetur adipiscing elit Any Town,

Me USA

Customer profiles

Lorem ipsum dolor sit amet,
ctetur adipiscing elit.

piscing elit.

Sofia Martinez

Lorem ipsum dolor sit amet,
consectetur adipiscing

E3 Endchat

Product purchase history

Timestamp

Contact histo

Channel

More inf

Queue duration
[x mins x secs]
[x mins x secs]

[x mins x secs]

Hold duration

Total duration

Actions




Contact center architecture

O

Wisdom

Available v B
Y. Shirley Rodriguez :
M Nikki Wolf @ 0253
@ Reservation task 1 o713
@® 00:45 Connected call
Voice ID Enrolled .

Authentication

Fraud Risk

1 Hold X Mute

Number pad

B Quick connects

@ English

B Pet friendly ho...

Pet friendly hotels in our downtown chains

14 (of 28) locations in downtown are pet friendly. Each have their own pet policies so it is
important to check each before changing your tenants room reservation. Below outlines
those for our most popular locations.

Downtown Street: - Only medium or smaller pets allowed - under 30lbs. Rooms are limited
to 2 pets maximum. Guests are welcome to book more rooms if necessary. Pets must be
trained and must be let out in the courtyard or walked. They must be on leash when in the
hotel. They must not be left unattended at any time, including while crated.

Downtown Avenue: Downtown Avenue has a pet friendly policy the offers guests an
all-inclusive hotel for both guests and their loved ones. Properly trained pets of any breed
are gladly accepted. Downtown Avenue also offers amenities such as doggy spas, free treats
at the counter, are basic supplies like doggy bags. There are no limits on the number of pets
per room but must be respectful to their hotel neighbors.

Downtown Lane: One properly trained pet is allowed per room in our Downtown Lane
location. An exception are service animals that comply with local legal requirements. Pet
must be kept on a leash at all times while in the hotel or on the hotel properties. A pet must
always be by the owners side and will not be left unattended in the room, even while crated.
Please give us 7 days prior notification of your pets stay in order for us to provide proper
accommodations.

Downtown Court: Downtown Court has a pet friendly policy the offers guests an all-inclusive
hotel for both guests and their loved ones. Properly trained pets of any breed are gladly
accepted. Downtown Court also offers amenities such as doggy spas, free treats at the
counter, are basic supplies like doggy bags. There are no limits on the number of pets per
room but must be respectful to their hotel neighbors.

Pet friendly hotels

14 (of 28) locations in dBwntown are pet
friendly. Each have their own pet policies so it is
important to check each before changing your
tenants room reservation

Downtown hotel pet policy

Downtown hotel pet friendly hotel that
nderstands pets are just as important to our
customers as their stay. We gladly allow our
guests to book rooms on the ground floor for
those traveling with pets. Pet fees may vary.

Downtown hotel pet deposit

In our downtown hotel location, each small pet
accompanying guests will require a $25 deposit
fee. Guests are also required to put down a $100
deposit for any potential damages caused by
pets. This does not apply to service animals.

Changing hotel re hin 14 days

»f booking

Downtown hotels offer booking options with free
changes and cancellations prior to 7 days before
their stay. Bookings within 14 days of their stay




Contact center architecture

&> Available

stigate custo.. Process claim ID:...
) ® oo

Description

Tasks

E End task




Contact center architecture

Amazon Connect
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Contact center architecture

(@IS ES

IVR data dips to an external

G4l AWS Cloud

End consumers
calling into
helpline numbers
or initiating chat
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Amazon S3 I
Call recordings 1
Chat transcripts |
Historical reports
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Kinesis  (contact trace records)
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Contact center architecture

(@IS ES

IVR data dips to an external
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Sample product integration providers

aws

1

. SAP | 4 nex/i:r} VERINT  MICE  )kcogito s
zendesk

VERINT servicenew eGainr "H TELEOPTI raq g amplifAl & AGYLE TIME
@ freshworks OW@ $Symbee ]

' Lhebs“ﬂ CALABRIO [ 00 ASPECT 'O. VoiceFoundry
M"““”“’" CRM KUST®MER spicecsi

- ®@snoe 0 CORAL OPENTEXT Evureka CRESTA

Comm ACTIVE

(Usan ‘_ VERINT  callv® manuance  NICE  AURAVA  VERINT

Vh'l'. L “‘-—"" @ Interactive & pindrop Voicekey NomiDio
T UijPath’ 4 i Y
VERIN oicline  MX = bitext

afiniti verint [ eGain

p'poly RinoCentral
“dialog: EPOS  WoiceBase

24SESSIONS ‘ Vidyo

CP®DE. CYARAD

" Payshield
recursivelabs” m SmartAgent

';-u Crtratey

%
itableav

€ calstatsio  SPIUNK>  gnectar

$Saceyus < eMite

&

KPls

© 2021, Amazon Web Services, Inc. or its affiliates. All rights reserved.



6 months fromnow...

Provision new Machine learning to Customizations Understand
customer accounts in screen incoming calls are only an API contact center
under 15 minutes and redirect call away performance
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Resources

AWS Control Tower AWS Control Tower Amazon Connect Amazon Connect
homepage workshop homepage workshop
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Thank you!

Ayesha Borker Nayef Khan
LinkedIn: ayeshaborker LinkedIn: nayefkhan
aws
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