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Agenda

Amazon Connect

Challenges agents face

Agent empowerment and productivity

Demonstration of agent empowerment capabilities
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Amazon Connect

SIMPLE-TO-USE CLOUD CONTACT CENTER

Built from the ground
up as a single solution

Deliver dynamic, personal, and Improve productivity with Al/ML

natural customer experiences

Scale to
tens of thousands
of agents

Drive continuous optimization
with analytics and insights

Have complete control with
the simple, self-service Ul

Pay only for what you use

adWs
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OMNICHANNEL CUSTOMER EXPERIENCE AGENT EMPOWERMENT AND PRODUCTIVITY

AMAZON ADMINISTRATOR

ANALYTICS, INSIGHTS, AND OPTIMIZATIO CONNECT CONFIGURATION AND FLEXIBILITY

?gg (Drﬂ] b e S

Simple, self-service Secure, reliable, Modern API and
Ul; make changes in and scalable SDKs for those who
minutes, not months want to build

ONE APPLICATION. ONE SEAMLESS EXPERIENCE.
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What is our vision for agents?

To provide Amazon Connect customers with
solutions that deliver rich, relevant, and timely

to agents, so
they can be the final and definitive resource in
the customer service journey.



What role does the agent play?

AGENTS HAVE A CRITICAL ROLE TO PLAY IN A HIGH PERFORMING CONTACT CENTER

Final stop in the customer service journey

Impact contact resolution and customer loyalty

I

BN « Account for 70%+ of contact center costs
* Turnover frequently; up to 50% annually
Agent
( N
3 9 9]
() () (1o 1)

Customer Admin Supervisor
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Agent challenges for your customer experience
(CX)

« Navigating disjointed technology and tools to
understand and solve the customer’s issue

’I! * Too much cognitive load to focus on and

empathize with the customer

 Inability to rapidly onboard and upskill to address
increasing number of complex customer issues

St « High turnover with lack of multi-skill development

and career investment

aWS © 2024, Amazon Web Services, Inc. or its affiliates. All rights res
\/‘7



“Contact center agents used an average of 8.2
different systems and tools every day”

-GARTNER, 2018



Amazon Connect Agent Productivity

EMPOWER AGENTS TO DELIVER GREAT CUSTOMER OUTCOMES FROM DAY ONE

Un.lfy your agent experience and workflows with Time to proficiency |,
a single workspace

Personalize every customer interaction with quick Average handle \I/
access to relevant customer, issue, and interaction data time (AHT)

@59”% AS..SISt agents to resolve customer issues the first time First contact A
with answers powered by generative Al and next best resolution (FCR)
actions
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Agent productivity and empowerment

EQUIP AGENTS WITH EVERYTHING THEY NEED TO DELIVER GREAT CUSTOMER EXPERIENCE

GA
Agent
Workspace
Empower agents with a unified
experience.
l
=1 @ — E%@ Q- ] 92—
N &lg= 2 Q— |_ Q—
0=10] & £ Y 23 83-
— GA — — GA — — GA  — — GA — — GA — GA —
Step-by-Step Customer Amazon Q
Guides Profiles Cases in Connect 3P Apps Tasks

Walk agents through issue
resolution with manager-
configured workflows

Enable agents to deliver
faster, more personalized
customer service.
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Deliver agents the information
they need to solve issues in
real-time.

Integrate non-Connect
applications into the agent
workspace

Track, collaborate on,
and resolve
customer issues quickly.

Prioritize, track, manage,
and automate contact
center agent tasks.



mnichannel contact control panel

— {:‘ Ana Carolina Silva ® 01:43 Suggested responses and solutions
d-party applications
ustomer informatio -
JB sofia Martinez

Easily integrate third-party applications such as
Full name @ 00:07 y lmeg party. app P

Ana Carolina Silva [0 homfegrc_)wn (e.g. crédlt card portal) or vendor-built :
® 01:29 applications (e.g. shipment order tracker) to 8 A © 0012
Phone number

Q Maria Garcia @ 00:14 consolidate information and reduce context switching.
+1914-555-0199

Connect B rollowupwithNidi 11 0643

September 7, 1987

Email address
a g e n ana.silva@example.com

“I want to lock my card”

oW

“I would suggest a card lock or credit card freeze
to prevent anyone from making new purchases
on your credit card account. Would you like me to
do that?"

A | © customer profiles . Cases Scheduler @ Fraud activity - transactio... X

Mailing Address m L L
Full name Queue Case ID IVR Response

123 Any Street, Ana Carolina Silva Sales 1234567 |0 New reservation

This is how you can Lock and Unlock a customer
credit card:
Call back via Mobile App. Ana might be calling about...

Customer has be notified
Review transaction history
Declined charge of $550 at NILE on 09/11/23

workspace =

Product purchase history

1. Log in to the servicing system
2. Tap the "Menu" tab in the top left
Next payment due on 09/28/23 3. Choose the "Manage Card" option.

Contact history Make payment

S s e it 4. Lock the card
More information |
Voice ID:  Authenticated C -
Fraud Risk:  Low risk Security Offers
Temporary block card Apply for a new credit card
_ Place a temporary block for 7 days Report a credit card that was lost or stolen.
Wy Show vid
[ = | S
Q Voice authentication [ 1 Fovanhes pad | Communications Service
Start SMS session Add notes for transfer
: Interact with customers via SMS Notes to contact for transfer Create task
[ B Quick connects ]
Voice ID: Authenticated C e Task template*
[ B Create task ] y -
Fraud Risk: Low risk 1t's something else Case manage t Customer follow-up
Required
[ 3% End call ] New car reservation T e,
i g | ith
ﬁ 3 b id v | Status: Open +« | | + Task | | / Edit | v Associated | Follow up with Ana
tep-by-step guides | Required
. Summar
Make new reservation % Description

Ana requested to reserve a luxury car from September 17th to
20th. Pick up and return at New York City JFK airport. Follow up with Ana at (914) 555-0199

You can make a single reservation or include multiple items to get access
to discounts. Reservations usually takes 10-15 minutes.

regarding her new account.

Activity feed Comments More information i
P Reservation process —

» Reserving for multiple guests Today

» Student discounts

Comment - “Reservation completed and email
confirmation sent.”

August 10, 2023 at 3:21 PM
Car reservation Hotel reservation It's something else

e Inbound call Ongoing v/

August 10, 2023 at 3:20 PM
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Choose the best agent desktop for your needs

USE ADAPTERS AND APIS TO BRING THESE CAPABILITIES TOGETHER IN YOUR PREFERRED ENVIRONMENT

Partner agent desktop

. Ay Search Contacts and more x|~ 2 Gra (@

333 Lightning Service C Contacts v

Contacts
All Contacts v

®

&5 change status

Available

cicleleicieiciciecicicicicicicicicicicicc2
ST FTRNGENTOGRNOBRIBRG $33 9

- CRM serves as the agent desktop
(e.qg., Salesforce, Zendesk)

« ISV builds and manages the agent desktop
(e.g., Local Measure ENGAGE solution)

adWs
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Custom agent desktop

- Custom-build an agent desktop to meet your unique,
needs, either on your own or with help of a partner

« Public APIs and SDKs available for back-end and
front-end integrations with our capabilities



Kentucky Transportation modernizes driver
support with Amazon Connect agent
empowerment

It became critical for KYTC to assess its customer service organization when it
began facing significant challenges with its previous contact center solution...
KYTC agents are using a new desktop when interacting with customers, which

TEAM has positively impacted training time and agent experience. This is the
Amazon Connect Agent Workspace, empowering agents with a unified
KE NTUCK% experience... The agency has reduced the duration of calls with customers
because it can address their needs quicker. Prior to the AWS solution, KYTC
TRANSEOREATION averaged 3-4 minutes per call, and with the modernized contact center, it

averages less than 2 minutes. With between 30,000 and 40,000 calls on
average per month, this saves significant time for both agents and customers

500/0 decrease in call time 500/0 decrease in agent 6 weeks to modernize

onboarding

aW% © 2024, Amazon Web Services, Inc. or its affiliates. All rights reserved.


https://aws.amazon.com/solutions/case-studies/kentucky-transportation-case-study/?did=cr_card&trk=cr_card

Amazon Q in Connect uses generative Al to assist
agents with recommended responses and actions

- Generate real-time responses that agents can
deliver directly to customers, along with actions to
take, based on context from the live conversation
and relevant information from your company
content (e.g., knowledge articles, FAQs, documents)

- Agents can also search across company content to
receive specific recommendations, like actions to
take

- Source knowledge articles and documents are
displayed so agents can access more detail if
needed

adws
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Unify faster: Third-party applications
NEW FEATURE OF AMAZON CONNECT AGENT WORKSPACE GA

Third-party scheduling application
= - Enables customers to seamlessly
T B — R—— integrate their applications

Sofia Martinez 32‘5‘3 “Yes. | think it's fraud”
00:42 - = ° .
o P \ ..-«» Customers can register apps to their
Adjust Richard Smith's pro... 1l 06:43
¢ November 2023 ) Thisrsday, November 16

Select a Date & Time “1 apologize for any trouble this may have caused.

eeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee

e i e Meeting y o i AWS account and grant access to
i 35 e the instance
.- Y e
== | .- Q . . « Agents can open and close apps
el 3333 ~ | § s they have access to within the agent
e N workspace
[ = |y 4 o

N\ '~ | - A e e . Apps can use SDK and Connect APIs
to present agent-based or contact-
based content
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Create faster: No-code Ul builder for guides

NEW FEATURE OF STEP-BY-STEP GUIDES

Text and Numbers

Buttons and Selections

Icons and Images

Date and Time

Cards and containers

BEED

v Upcoming Dec 5, 2022 e  Upcomin: g Dec 5, 2022
Car rental - New York lEl Trip to mexico
v This card doesn't have any acti... This card doens't have any cont.

v

e Upcoming Dec 5, 2022 Status placeholderdy
@ Refund trip to Atlanta + Make new reservation
Short optional decription here ... Description placeholder
Status placehol lder Status placehol: der
% Heading placeholder % Heading placeholder
Description placeholder Description placeholder

s
CC Home l Latest version v ] Save || Previe w | m | M
25 Create « Settings
[ [ I N | o IV J
Library Layout Propert Style

Heading placeholder

Cafe
Status

Status placeholder
Description

Description placeholder

aws
~—
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« Quickly create custom Ul pages for
agents using a drag-and-drop interface

- Seamlessly build forms to surface to
agents in step-by-step guides so they
can resolve customer issues

« Create interactive messages to
send to end-customers via webchat
to enable self-service



Self-service: Step-by-step guides in chat

NEW FEATURE OF STEP-BY-STEP GUIDES (CYAY

- Enable step-by-step guides within
Amazon Connect Chat to create
interactive, self-service experiences

Virtual assistant

How can we help you today?

Is there anything else we

can help with?

« Present end-customers with the same
) or enhanced guides built for agents

/e & =
L Update Information )
Sl i

(@ SomethingElse:}
- If end-customers gets stuck and

escalate, an agent can pick-up guides
where end-customers left off
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Demo
Agent Workspace

Amazon Connect aWS
)



How to start

|dentify the outcomes you want to drive for your contact center

Dive deep on Connect’'s agent empowerment capabilities and extensibility

Get assistance from Solution Architects/ProServe/Partners to build a PoC

Pilot services for smaller workloads; a good starting place is employee self-help desks

Expand to customer-facing workloads

‘90000
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aWS Please complete the survey
N for this session

“""EI

Thank youl!

Jawad Irshad

Solutions Architect
Amazon Web Services

TRACK
ARTIFICIAL INTELLIGENCE (A1) AND MACHINE LEARNING (ML)

SESSION
INCREASE PRODUCTIVITY AND SATISFACTION WITH AN
INTELLIGENT CONTACT CENTER
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