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Agenda

• Amazon Connect Overview

• Contact Lens

• Amazon Q in Connect

• Agent Workspace Demonstration
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• Customer expect a seamless experiences across multiple 
channels (Phone, SMS, Chat).

• Agents want quick access to multiple systems and tools to 
reduce handle times.

• Supervisors require a better way of gathering and analyzing 
relevant metrics and data.

• Administrators need to maintain a secure, scalable, and 
reliable environment.

Contact Centers Expectations in 2025
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S I M P L E - T O - U S E  C L O U D  C O N T A C T  C E N T E R

Pay only for what you use

Scale to 
tens of thousands 

of agents

Drive continuous optimization 
with analytics and insights

Deliver dynamic, personal, and
 natural customer experiences

Built from the ground
up as a single solution 

Improve productivity with AI/ML 

Have complete control with 
the simple, self-service UI 

Amazon Connect differentiators

Globally redundant telephony +30 providers, +85 inbound, and +230 outbound countries 

Instant access to +200 fully featured AWS services
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Amazon Connect has tens of thousands of 
customers supporting more than 10 million

contact center interactions a day
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KYTC 2023 Case Study

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 
has positively impacted training time and agent experience. This is the 
Amazon Connect Agent Workspace, empowering agents with a unified 
experience… The agency has reduced the duration of calls with customers 
because it can address their needs quicker. Prior to the AWS solution, KYTC 
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

Kentucky Transportation modernizes driver 
support with Amazon Connect agent 
empowerment

50% 50% 6decrease in call time decrease in agent 
onboarding weeks to modernize

https://aws.amazon.com/solutions/case-studies/kentucky-transportation-case-study/?did=cr_card&trk=cr_card
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A D M I N I S T R A T O R
C O N F I G U R A T I O N  A N D  F L E X I B I L I T Y

S U P E R V I S O R
A N A L Y T I C S ,  I N S I G H T S ,  A N D  O P T I M I Z A T I O N

A G E N T
A G E N T  E M P O W E R M E N T  A N D  P R O D U C T I V I T Y

A M A Z O N  
C O N N E C T

C U S T O M E R
O M N I C H A N N E L  C U S T O M E R  E X P E R I E N C E

Web/mobile chat 
and messaging

Outbound 
campaigns

High quality 
voice

Real-time 
conversational 

analytics

Forecasting, 
capacity planning, 

and scheduling

Real-time and 
historical metrics 

and contact quality

Secure, reliable, 
and scalable

Simple, self-service 
UI; make changes in 
minutes, not months

Modern API and 
SDKs for those who 

want to build

Agent 
workspace 

Knowledge and 
agent assist 

Unified 
customer view

Voice biometric-based 
real-time authentication

Task 
management Case 

management
Step-by-step

guides
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Agent experience
A M A Z O N  C O N N E C T  A G E N T  W O R K S P A C E
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Supervisor experience
C O N V E R S A T I O N A L  A N A L Y T I C S ,  A G E N T  E V A L U A T I O N S ,  F O R E C A S T I N G ,  A N D  S C H E D U L I N G
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Administrator experience
W O R K F L O W  B U I L D E R ,  O M N I C H A N N E L  &  S K I L L S - B A S E D  R O U T I N G ,  R U L E S  E N G I N E ,  A N D  M O R E  
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Common contact center operational challenges

Poor visibility into 
customer conversations

Challenging to train and 
retain talent

Limited insights to 
detect common trends

Inability to discover 
emerging issues in real-time

Difficult to accurately predict 
long-term resource needs

Hard to evaluate 
performance at scale
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Screen recording

Performance evaluation

Contact search
& rules

Supervisor
barge

Real-time & 
historical analytics 

Call
recording

Amazon Connect Contact Lens: conversational analytics and quality 
management powered by AI 

Contact
transcription

Sensitive
data redaction

Theme
detection

Sentiment 
analysis

Conversational analytics for voice & chat

Gen AI-assisted 
evaluation

Contact 
categorization

Real-time 
supervisor alert

Gen AI-powered 
post-contact 
summaries

Evaluation 
forms

Automated evaluations 
(Gen-AI or rule based)

Gen AI-powered 
contact 
categorization

Calibrations
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Conversational analytics 
metrics

Screen recording

Transcripts, categories, 
highlights

Performance 
evaluations

Use Case - conversational analytics for voice & chat

Generative AI-powered 
post-contact summaries
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Use Case – Real-time supervisor alert

Notify supervisors on real-time dashboard if detect 
keywords/phrases. Ex. “talk to your manager” 

Notify supervisors when more then 5 
contacts in the queue

Define rules for real-time conversational 
analytics or metrics, notify supervisors via 
tasks, email, or events to 3rd party systems
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Use Case – Improve agent productivity

Issues: mentioned 
subscription 2 times

Outcome of 
the conversation

Agent action items

Reduce the need for agents after call 
work with highlights on interactions

Reduce the need for customers to 
repeat themselves during call 
transfers
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Use Case – Performance Evaluation
Aggregated results in contact 

details

Evaluation form alongside 
contact details

Auto-filled questions
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Amazon Q in Connect
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Challenges in solving customer concerns

Search for solution 
across disparate sources

—

Knowledge management system

Customer-facing FAQ sites

Internal chats with colleagues

Take additional steps 
to resolve concern

—

End call without resolution

Transfer or escalate

Identify 
customer concern

—

Ask qualifying questions
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• 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

Amazon Q in Connect uses generative AI to assist 
agents with recommended responses and actions
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Generative AI-powered agent assist delivers 
suggested responses and actions

Detected issue

Generated response

Generated solution

Articles and documents 
used to generate the 
response & solution
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How Amazon Q in Connect works

Intent Detection ML 
Model

Semantic 
Matching ML 

Model
Amazon Bedrock 

LLM
Prompt 

Engineering

CUSTOMER: “I’m supposed 
to pickup my rental car in 2 
hours but I need to cancel. 
Will I be charged a 
cancellation fee?”

This document from the 
customer’s knowledge 
repository is relevant: 
‘Cancellation Policy.docx’

Amazon Q in Connect: 
“Provide a response as 
an agent using 
information from 
‘cancellation 
policy.docx’”

LLM:  “I apologize, 
but your reservation 
will be subject.. “

LLM: “Here are the 
steps to resolve the 
customer’s issue…” 

What is the 
customer’s issue?

What information 
is relevant? 

What Amazon Q 
asks Bedrock

Generative 
Response

Generative 
Solution
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Leverage your existing content

• No-code connectors can integrate 
content from Salesforce, 
ServiceNow, Zendesk, Microsoft  
SharePoint Online, & Amazon  S3

• Create, Read, Edit, Delete APIs to 
import and manage content from 
other knowledge sources

• Support for HTML, Word, PDF & TXT 
formats
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Amazon Q in Connect’s Business Value

Onboarding time

Average handle time (AHT)

Escalations

Amazon Q in Connect will increase overall agent productivity by 10%, decrease costly escalations by 5%,
and new agents will become proficient 10 days sooner, which results $317 per agent per month savings.
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Next steps
H O W  T O  G E T  S T A R T E D  W I T H  A M A Z O N  C O N N E C T

Amazon Connect 
aws.amazon.com/connect/

Proof of concept 
to validate

Define use case
and timeline

Pilot for use case 
or subset of traffic 

Production

go.aws/cci
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Architecture 
reviews/guidance

Immersion days/
workshops

Professional 
services

AWS contact center resources

Partner 
engagement

Training & 
certification

Get started with Amazon Connect today: 
aws.amazon.com/connect/  
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Thank you! 

Please complete the survey 
for this session

Track:

Artificial Intelligence (AI) & Machine 
Learning (ML)

Session:
 Increase productivity and satisfaction 

with an intelligent contact center

2025,

Jawad Irshad
Solutions Architect
Amazon Web Services
awsjawad@amazon.com

100

10:15am – 
11:15am

Workshop: Building 
agentic workflows 

on AWS

Unlock organizational 
knowledge, automate 
inquiries, and improve 
response times while 

maintaining compliance 
using Amazon Q Business

300

1:30pm – 3:00pm

level

Up next in this room

Brett Berman
Solutions Architect Manager
Amazon Web Services
bermanbr@amazon.com


